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Introduction 

Communications with customers can make or break your business.  

Warm and persuasive words have the power to drive sales, build loyalty, and create lasting relationships 

for years to come.  

On the other hand, communications which miss the mark can annoy or even upset customers, driving a 

wedge between you and the customers you depend on for continued success. 

Whether your communications are over letter, email or any other text-based medium, our eBook has all 

the best practices, tips and templates for you to write customer letters that are convincing, credible and 

impactful.  

This eBook contains the following chapters: 

¶  6 Useful Examples of Apology Letters to Customers 

¶ How to Write a Thank You Letter to Your Customer with Easy-to-Use Samples 

¶ 5 Things to Consider Before Drafting Sales Letters and Emails 

¶ How to Write Powerful B2C Sales Letters and Emails, with 7 Real-Life Examples 

¶ How to Write a Winning B2B Sales Letter in 7 Easy Steps 

¶ Holidays, Birthdays and More ς 20+ Letters to Customers for Special Occasions 

We hope this eBook will become your benchmark for creating perfect customer letters for years to 

come. 
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6 Useful Examples of Apology Letters to Customers 

Ruby Newell-[ŜƎƴŜǊΩǎ ōƻƻƪΣ ¦ƴŘŜǊǎǘŀƴŘƛƴƎ /ǳǎǘƻƳŜǊǎΣ ǘŜƭƭǎ ǳǎ ǘƘŀǘ ƛǘ ǘŀƪŜǎ 12 positive experiences to 

make up for one unresolved negative experience. 

The thing is, as much as we try and prevent them ς and boy, do we try ς negative experiences are still 

bound to pop up every once in a while. When they do, we can put our best foot forward and begin to 

make amends by apologizing to our customers. 

Many companies dread writing apology letters to customers out of fear of admitting wrongdoing or 

accepting blame for an unpleasant situation. However, an apology is not the end of the world ς in fact, it 

is far from it. When crafted properly, ŀƴ ŀǇƻƭƻƎȅ ƛǎƴΩǘ ŀ ƭƛŀōƛƭƛǘȅΣ ƛǘΩǎ ŀƴ ŀǎǎŜǘΦ  

A successful apology can turn a negative experience into a positive one, an upset customer into a loyal 

one, and a bad reputation into a great one. Here are some examples of apology letters for poor service, 

so that you will know what to do should your business need to respond to a similar situation. 

Apologizing for Poor Customer Treatment 

Did your customer lose an hour of their day being transferred from representative to representative to 

solve a seemingly simple issue? Is your customer upset after an experience with a rude and unhelpful 

employee or manager? 

Strategic management consulting company, McKinsey, reported that 70% of buying experiences are 

ōŀǎŜŘ ƻƴ Ƙƻǿ ǘƘŜ ŎǳǎǘƻƳŜǊ ŦŜŜƭǎ ǘƘŜȅ ŀǊŜ ōŜƛƴƎ ǘǊŜŀǘŜŘΦ bƻ ƳŀǘǘŜǊ ǿƘƻ ƛǎ ƛƴ ǘƘŜ άǊƛƎƘǘέ ƛƴ ŀ 

complicated situation, it is important to give the customer a sincere apology. 

[ŜǘΩǎ ŎƻƳǇŀǊŜ ǘǿƻ ŜȄŀƳǇƭŜǎ ƻŦ ŀƴ ŀǇƻƭƻƎȅ ƭŜǘǘŜǊ ǘƻ ŀ ŎǳǎǘƻƳŜǊ ǿƘƻ ŦŜŜƭǎ ǘƘŀǘ ƘŜ ƻǊ ǎƘŜ Ƙŀǎ ōŜŜƴ 

treated unfairly: 

 

 

 

 

 

https://www.linkedin.com/pulse/20130604134550-284615-15-statistics-that-should-change-the-business-world-but-haven-t
https://www.comm100.com/blog/chat-with-angry-customers.html?c_cId=bb-apologyletter
http://www.mckinsey.com/business-functions/organization/our-insights/the-moment-of-truth-in-customer-service
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Bad Example: 

 

Dear Catherine, 

I am very sorry for what happened. It was unacceptable and will never happen again. 

¢ƘŜ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜ ǘƘŀǘ ȅƻǳ ǎǇƻƪŜ ǿƛǘƘ ŘƛŘƴΩǘ ŀŎǘǳŀƭƭȅ ƘŀƴƎ ǳǇ ǘƘŜ ǇƘƻƴŜ ς I was informed that he tried 

to transfer your call but it must not have gone through. Since the call dropped a second time, you might 

want to check your phone service provider. We pride ourselves on our service, and would never do 

something like that. 

Again, I am very sorry for the inconvenience. Please contact customer support for any further concerns 

you might have ς our customer service agents are always very happy to help. 

Sincerely, 

Ashley W. 

 

Lƴ ǘƘƛǎ ŜȄŀƳǇƭŜΣ !ǎƘƭŜȅ ǿŀǎ ǾŜǊȅ ǾŀƎǳŜ ǿƘŜƴ ŀǇǇǊƻŀŎƘƛƴƎ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ƛǎǎǳŜΦ LƴǎǘŜŀŘ 

of empathizing ǿƛǘƘ /ŀǘƘŜǊƛƴŜΣ ǎƘŜ ǘǊƛŜŘ ǘƻ ǎƘƛŦǘ ǘƘŜ ōƭŀƳŜ ǘƻ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǇƘƻƴŜ ǎŜǊǾƛŎŜ ǇǊƻǾƛŘŜǊΣ 

ŀƴŘ ŘŜƴȅ ǘƘŜ ŎƻƳǇŀƴȅΩǎ ǊƻƭŜ ƛƴ /ŀǘƘŜǊƛƴŜΩǎ ōŀŘ ŜȄǇŜǊƛŜƴŎŜΦ Lƴ ǘƘŜ ŜƴŘΣ !ǎƘƭŜȅ ƭŜŦǘ ǘƘŜ ƛǎǎǳŜ ǳƴǊŜǎƻƭǾŜŘΣ 

and the customer unsatisfied. 

[ŜǘΩǎ ƘŀǾŜ ŀ look at what happens when we try that again: 

 

 

 

 

 

 

https://www.comm100.com/blog/customer-empathy-statements.html?c_cId=bb-apologyletter
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Good Example: 

 

Dear Catherine, 

On behalf of [INSERT COMPANY NAME], I want to extend my sincerest apologies for the negative 

experience that you had with our customer service agent, Peter. 

I realize that Peter was unhelpful in solving your issue, and that when you asked to speak with a 

manager, he hung up the phone instead of transferring your call. I understand your frustration at having 

not been properly directed to an on-duty supervisor, and your even greater frustration at having to wait 

on hold again, only for the call to drop almost half an hour later. 

At [INSERT COMPANY NAME], we pride ourselves on giving our 100% every day to ensure that our 

ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ ŀǊŜ ōŜƛƴƎ ƳŜǘΦ L ƪƴƻǿ ǘƘŀǘ ǿŜ ƘŀǾŜ ƭŜǘ ȅƻǳ down, and for that we are very sorry. 

²Ŝ Řƻ ƻǳǊ ōŜǎǘ ǘƻ ǘǊŀƛƴ ŜŀŎƘ ƻŦ ƻǳǊ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜǎ ƻƴ Ƙƻǿ ǘƻ ǇǊƻǇŜǊƭȅ ƘŀƴŘƭŜ ƻǳǊ ŎǳǎǘƻƳŜǊǎΩ ƛǎǎǳŜǎΣ 

including how to escalate problems that they are unable to assist with. Your concern was not handled 

properly, and we are going to take steps to ensure that this situation does not repeat itself. 

As of this Friday, we are going to require our customer service representatives to ask for a call-back 

number at the onset of each conversation in case the call drops. We will also be holding a mandatory 

review session to make sure our representatives are aware of the proper procedure for transferring calls. 

I want to thank you for bringing this issue to our attention. We are always looking for ways to better our 

service, and your feedback is an invaluable part of that process. 

Should you need help in the future, please do not hesitate to contact me directly, as I will be very happy 

to assist you personally with anything you need. 

Sincerely, 

Ashley W. 

Customer Service Manager 

+1 (987) 000-1234 

ashleyw@customerservice.com 

 

mailto:ashleyw@customerservice.com
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.ȅ ōŜƛƴƎ ǎǇŜŎƛŦƛŎ ŀōƻǳǘ ǿƘŀǘ ƘŀǇǇŜƴŜŘ ŀƴŘ ŀŘŘǊŜǎǎƛƴƎ ŜȄŀŎǘƭȅ ǿƘŀǘ /ŀǘƘŜǊƛƴŜΩǎ ƴŜƎŀǘƛǾŜ ŜȄǇŜǊƛŜƴŎŜ 

was, Ashley came across as compassionate and understanding of ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ƛǎǎǳŜΦ {ƘŜ ǾŀƭƛŘŀǘŜŘ 

ŀƴŘ ǊŜƭŀǘŜŘ ǘƻ /ŀǘƘŜǊƛƴŜΩǎ ŦŜŜƭƛƴƎǎΣ ŀƴŘ ǎƘƻǿŜŘ ƘŜǊ ǘƘŜ ǎǘŜǇǎ ǘƘŀǘ ǘƘŜ ŎƻƳǇŀƴȅ ǿƻǳƭŘ ǘŀƪŜ ǘƻ ŜƴǎǳǊŜ 

that the inconvenience would not happen again. She even gave Catherine her personal contact 

information so that she could reach her directly in the future. Great job, Ashley! 

Do: 

¶ Say sorry and express sincere regret. 

¶ Be specific about what happened. 

¶ ±ŀƭƛŘŀǘŜ ŀƴŘ ǊŜƭŀǘŜ ǘƻ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŦŜŜƭƛƴƎǎΦ 

¶ {Ƙƻǿ ǿƘŀǘ ǎǘŜǇǎ ȅƻǳǊ ŎƻƳǇŀƴȅ ǿƛƭƭ ǘŀƪŜ ǘƻ ƳŀƪŜ ǎǳǊŜ ǘƘŜ ƛƴŎƻƴǾŜƴƛŜƴŎŜ ǿƻƴΩǘ Ƙŀppen again. 

¶ Give your customer your contact information for extra measure. 

5ƻƴΩǘΥ 

¶ Be vague. 

¶ Make excuses or shift blame. 

¶ Leave the issue unresolved. 

 

No matter what your customer service channel is, top performing operators always receive high 

customer satisfaction rate. Here is a practical guide for live chat agents to communicating effectively, 

addressing customer issues efficiently, and representing your brand professionally. 
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Apologizing for a Damaged or Defective Product or Service 

Research by Bain and Company shows that acquiring a new customer is anywhere between five and 25 

times more expensive than retaining an existing one. 

When we are approached by a customer who is upset by a defective product or service, responding with 

a professional apology that offers the customer a hassle-free solution is an important part of ensuring 

customer retention. 

Which of these two example apologies do you think did it better? 

Bad Example: 

 

Dear Zachary, 

Thank you for contacting us about your defective Light Up Holiday Frame. I have refunded you for the 

inconvenience. If you would like to order a new one, please visit our website at 

www.myholidayphotos.com, or call us to place your order over the phone. 

¢ƘŀƴƪǎΣ ŀƴŘ LΩƳ ǎƻǊǊȅ ŀƎŀƛƴΦ 

Sincerely, 

Janis L.  

Customer Service Representative 

 

In this first example, Janis seems to be looking for ǘƘŜ ǉǳƛŎƪŜǎǘ ǿŀȅ ǘƻ ǘŀƪŜ ½ŀŎƘŀǊȅΩǎ ƛǎǎǳŜ ƻŦŦ ƘŜǊ ǇƭŀǘŜΦ 

She refunded him without further question and redirected him to the website, leaving him more likely 

to abandon his purchase given this annoying extra step. She also left him without a solution as far as 

what to do with the damaged product. 

[ŜǘΩǎ ǎŜŜ ƛŦ ǿŜ Ŏŀƴ ŦƛȄ ǘƘƛƴƎǎ ǿƛǘƘ ½ŀŎƘŀǊȅΥ 

 

 

https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
https://hbr.org/2014/10/the-value-of-keeping-the-right-customers
https://www.comm100.com/blog/customer-retention-strategies.html?c_cId=bb-apologyletter
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Good Example: 

 

Dear Zachary, 

Thank you for contacting us about your defective Light Up Holiday Picture Frame. We are truly sorry that 

the item that you received did not function as promised. We understand your disappointment, and 

apologize for any inconvenience that this may have caused you. 

Before we ship any product, it undergoes several stages of quality checks. It is our intention to provide 

only the highest quality items to our customers, and we regret that your product slipped past our quality 

measures. 

We have gone ahead and shipped you a new Light Up Holiday Picture Frame, which should arrive at your 

specified address in 3-5 business days. When you receive it, please return the defective frame in the 

enclosed box. 

We understand that preparing for the holidays is a time-sensitive matter, and will be sending you a 

coupon for $10 off your next purchase in hopes of compensating for the inconvenience. 

Thank you again for bringing this issue to our attentionτǇƭŜŀǎŜ ŘƻƴΩǘ ƘŜǎƛǘŀǘŜ ǘƻ ŎƻƴǘŀŎǘ ǿƛǘƘ ŀƴȅ 

further concerns. 

Janis L. 

Customer Service Representative 

 

This time, Janis provided the customer with a hassle-ŦǊŜŜ ǊŜǇƭŀŎŜƳŜƴǘΦ {ƘŜ ŜȄǇƭŀƛƴŜŘ ǘƘŜ ŎƻƳǇŀƴȅΩǎ 

procedures for quality checks, helping Zachary rest assured that he could expect his product to arrive 

fully functional next time. After gauging how upset Zachary was about his defective purchase, she went 

the extra mile to show him that his satisfaction mattered by offering him a complimentary coupon. 

Do: 

¶ Explain why the defect/damage was a one-time occurrence. 

¶ Provide the customer with a hassle-free replacement. 
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¶ Gauge how upset the customer is ς if needed, offer the customer a care token, such as a 

discount, to show that you care about their loyalty and satisfaction. 

5ƻƴΩǘΥ 

¶ Make the customer take extra steps on their own that you could easily help them with, such as 

reordering a product. 

Apologizing for Delayed or Improper Shipping 

There are several scenarios in which a customer might receive an item that was shipped late or 

ƛƳǇǊƻǇŜǊƭȅΦ aŀȅōŜ ŀƴ ƛǘŜƳ ǘƘŀǘ ǿŀǎ ǊŜǇƻǊǘŜŘ ŀǎ άŀǾŀƛƭŀōƭŜέ ƻƴ ǘƘŜ ǿŜōǎƛǘŜ ƛǎ ŀŎǘǳŀƭƭȅ ƻǳǘ ƻŦ ǎǘƻŎƪΦ 

Maybe a snowstorm delayed shipment. 

Whatever the case, follow our next good apology example, and avoid the bad one. 

Bad Example: 

 

Dear Alice, 

²Ŝ ŀǊŜ ǎƻǊǊȅ ǘƘŀǘ ȅƻǳ ƘŀǾŜ ƴƻǘ ǊŜŎŜƛǾŜŘ ȅƻǳǊ wŀƛƴōƻǿ /ƘƛƭŘΩǎ /ŜƛƭƛƴƎ Cŀƴ ȅŜǘΦ ¢ƘŜ ƛǘŜƳ Ƙŀǎ ȅŜǘ ǘƻ ŀǊǊƛǾŜ 

from our provider and unfortunately still has not been shipped from our facilities. Please check back in 

later with us to see if it has arrived. 

Best, 

Edward B. 

 

Here, Edward failed to give Alice any sort of information about what caused the shipping delay and 

when her product would arrive. By telling her to check back later, Edward created one unsatisfied 

customer who would find herself once again waiting in the dreaded queue for any answers. 

[ŜǘΩǎ ǘǊȅ ǘƘŀǘ ŀƎŀƛƴΥ 
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Good Example: 

 

Dear Alice, 

²Ŝ ŀǊŜ ǾŜǊȅ ǎƻǊǊȅ ǘƘŀǘ ȅƻǳ ǎǘƛƭƭ ƘŀǾŜ ƴƻǘ ǊŜŎŜƛǾŜŘ ǘƘŜ wŀƛƴōƻǿ /ƘƛƭŘΩǎ /ŜƛƭƛƴƎ Cŀƴ ǘƘŀǘ ȅƻǳ ǇǳǊŎƘŀǎŜŘ 

from us on our website this past Thursday. 

The demand for this popular item has exceeded our expectations, and our stock is depleted. However, we 

will receive a new shipment of fans next Friday, which we will expedite to our customers. 

We understand that as a loyal customer, when you make a purchase you expect to receive your product 

in a timely manner. We know that we have let you down, and for that we are very sorry. 

Please advise us on whether you would like to cancel your order or have us ship the ceiling fan once it 

becomes available. You can click here at any time for live shipping and service updates. Again, we 

apologize for this inconvenience. 

Sincerely, 

Edward B. 

Customer Service Representative 

 

In this example, Edward explained the reason for the delayed shipment, and showed awareness and 

concern for the inconvenience that he knew it would cause Alice. He presented Alice with a plan to get 

her the product as soon as possible, and gave her details about when it would be in stock. Finally, by 

including the link to shipment updates and tracking, Edward gave Alice the tools that she needed to 

accompany the progress of her order without needing to contact customer service again. Nice work, 

Edward! 

Do: 

¶ Explain why the shipment was delayed. 

¶ Show that you realize and care about the inconvenience that this may have caused. 

¶ Present the customer with a plan to get them their product as soon as possible. 
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¶ Include a link to shipment updates and tracking. 

5ƻƴΩǘΥ 

¶ Be vague about the cause for the shipping delay. 

¶ Be vague about when the customer will receive their shipment. 

Apologizing for Billing Issues 

Billing issues can be very frustrating for a customer who has placed an order with your company. Yet, it 

is a very common error. Should a billing issue arise, be sure to contact your customer as soon as it 

comes to your attention. 

Here is a sample poor billing error apology, and how to fix it: 

Bad Example: 

 

Dear Megan, 

Thank you for contacting customer support. I am very sorry that you were charged twice for your 

purchase ς I have no idea why that might have happened as it is not a common occurrence at our 

company. Regardless, please provide me with your credit card information so that I can complete the 

refund. 

Thanks, 

Katie F. 

Customer Service Representative 

 

In this apology letter, Katie renounced responsibility of the billing error, and revealed a lack of expertise 

ƛƴ ƘŜǊ ŎƻƳǇŀƴȅΩǎ ǎȅǎǘŜƳ ōȅ ŀǎƪƛƴƎ aŜƎŀƴ ǘƻ ǊŜǎǇƻƴŘ ǿƛǘƘ ǎŜƴǎƛǘƛǾŜ ƛƴŦƻǊƳŀǘƛƻƴ ǘƘŀǘ ǿŀǎ ƴƻǘ ƴŜŜŘŜŘ ǘƻ 

complete the refund (Check our tips in case you need to say no to a refund request from customers.) 

You can make this sort of apology more professional by writing the following: 

 

https://www.comm100.com/blog/say-no-to-refund-discount-request.html?c_cId=bb-apologyletter


 

 

 
14 

Good Example: 

 

Dear Megan, 

Thank you for contacting customer support. We are very sorry that you were charged twice for the same 

product. We understand that the mistake was on our end, and it is not a mistake that we take lightly. 

According to our technical team, the error was due to a computer glitch in our automated billing system. 

As a result of this issue, and in order to prevent this from happening in the future, new updates are being 

made to the system. In the meantime, we have refunded you the full amount of one of the charges, or 

$49.99 plus tax. Please allow 1-3 business days for the amount to appear back on your card. 

We hope that this will be sufficient to correct the error and address any inconvenience this may have 

caused you. Thank you for bringing this to our attentionτit will help us improve our operations and 

services. 

We very much appreciate your business. If there are any other issues that need to be addressed, please 

ŘƻƴΩǘ ƘŜǎƛǘŀǘŜ ǘƻ ŎƻƴǘŀŎǘ ǳǎΦ 

Sincerely, 

Katie F. 

Customer Service Representative 

 

¢Ƙƛǎ ǘƛƳŜΣ YŀǘƛŜΩs apology was sincere and precise. By telling Megan what was going on with the system, 

Katie made sure that she and the customer were on the same page. In refunding her quickly and without 

hesitation, Katie also spared Megan the worry and stress of wondering if she would ever get her money 

back. 

Do: 

¶ If possible, explain the reason for the billing error. 

¶ Provide the customer an immediate refund if double charged. 
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5ƻƴΩǘΥ 

¶ Renounce connection to or responsibility for what happened. 

¶ Ask your customer for ƛƴŦƻǊƳŀǘƛƻƴ ǘƘŀǘ ȅƻǳ ŘƻƴΩǘ ƴŜŜŘΦ 

¶ Ask the customer to send you sensitive information online. 

Apologizing for a Product Recall 

CǊƻƳ ŎŀƴƴŜŘ ŦƻƻŘ ǇǊƻŘǳŎǘǎ ǘƻ {ŀƳǎǳƴƎ DŀƭŀȄȅΩǎ bƻǘŜт recall, product recalls are a common source of 

both public and personalized customer apology letters. 

Should your company have a product that needs to be recalled, use these example letters as guidelines 

to know what to do and what not to do when composing your own letter of apology. 

Bad Example: 

 

Dear customer, 

We are sorry for what has happened with our series of tuna cans, expiration dates February 2019 to May 

2019. 

Although we work extremely hard in producing products that our customers will love, the seafood 

industry can be tough. The contamination of the ocean waters with pollution sometimes means the 

contamination of the fish, an epidemic which has grown in recent years. 

Even so, this is a one-time incident. We will continue to strive to be industry leaders, and will take 

preventative measures to make sure that this does not happen again. 

To all of those who were affected, we are very sorry. We hope that you will continue to remain loyal to 

our brand. 

Sincerely, 

John Doe 

President and CEO. 

http://www.samsung.com/uk/note7exchange/customernotice/openletter.html
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As you can see from this letter, John is an apology novice. He made excuses for his product, potentially 

frightened his customers with ominous details, and failed to provide his customers with a long or short-

term solution. With a letter like this, why should Ƙƛǎ ŎǳǎǘƻƳŜǊǎ ǎǘŀȅ ƭƻȅŀƭ ǘƻ Ƙƛǎ ōǊŀƴŘΚ [ŜǘΩǎ ǎŜŜ ƛŦ ǿŜ 

can change this up: 

Good Example: 

 

Dear valued customer, 

At [INSERT COMPANY NAME], our mission is to provide our customers with only the freshest, highest 

quality canned seafood products. That being said, our number one priority is the safety and satisfaction 

of our customers while consuming our products. I regret to say that our most recent series of canned 

tuna fell short on that promise. 

Unfortunately, our series of tuna printed with the expiration dates February 2019 through May 2019, 

have been found to contain unsafe mercury levels. The fish that we use are caught wild and not farmed, 

and we test our products extensively before making them available to the public. We are very sorry that 

this series of cans has slipped past our quality standards. 

While we regret very much this discovery, we are glad to open this line of communication to ensure the 

safety of our customers. 

If you have in your possession any cans of tuna with these expiration dates, you can return them to the 

supermarket where they were purchased, or ship them free of charge to the following address for a full 

refund: 

[COMPANY NAME] 

[COMPANY ADDRESS] 

If you have consumed one or many cans of our tuna with these expiration dates, you do not need to seek 

medical attention, but it is advisable to not continue the consumption. 

To our valued customers who were affected and unaffected alike, we are very sorry. We will continue to 

develop the products that our customers love, but with more extensive quality testing to ensure that this 

situation remains an isolated incident. 
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We thank you all for your loyalty over these 25 years that we have been in businessτwe will work hard 

to not disappoint you again. 

Sincerely, 

John Doe 

President and CEO 

 

This time, John excelled in letting his customers know that they are his priority. By evoking his 

ŎƻƳǇŀƴȅΩǎ Ƴƛǎǎƛƻƴ ǎǘŀǘŜƳŜƴǘΣ ƘŜ ǎƛƳǳƭǘŀƴŜƻǳǎƭȅ ǊŜƳƛƴŘŜŘ ōǳȅŜǊǎ ƻŦ why they were loyal to the 

company and characterized the recall as a rare incident. By giving his customers specific information on 

the recall and how to act, John took the first step in regaining trust between his business and his 

customers. 

Do: 

¶ Make your customer feel valued. 

¶ tǊŜǎŜƴǘ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ Ƴƛǎǎƛƻƴ ǎǘŀǘŜƳŜƴǘ ŀƴŘ Ƙƻǿ ǘƘƛǎ ǎǘŀǘŜƳŜƴǘ ǊŜƭŀǘŜǎ ǘƻ ǘƘŜ ǊŜŎŀƭƭ 

situation. 

¶ Give specifics about the recall. 

¶ Give affected customers exact information on how to act. 

5ƻƴΩǘΥ 

¶ Make excuses. 

¶ Frighten your customer with ominous details. 

¶ Give vague information that does not provide a solution. 

 

https://www.comm100.com/blog/customer-loyalty-programs.html?c_cId=bb-apologyletter
https://www.comm100.com/blog/customer-loyalty-programs.html?c_cId=bb-apologyletter
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Apologizing for Canceling a Service or Event 

It is important for your company to apologize for the inconvenience that a cancelation of a service or 

event can cause customers. Like product recalls, cancelations can happen for a number of reasons, such 

as customer safety (such as with a flight), poor customer turnout or ratings (such as with a TV program), 

or the absence of a key participant in an event (such as in a workshop). Take a look at these final 

examples of business apology letters for cancelling a service or event. 

Bad Example: 

 

Dear customer, 

Unfortunately, the workshop that you were planning on attending was cancelled. We are very sorry for 

any inconvenience that this might cause. 

²Ŝ Řƻ ƻǳǊ ōŜǎǘ ǘƻ ŀƭǿŀȅǎ ŘŜƭƛǾŜǊ ƻǳǊ ǿƻǊƪǎƘƻǇǎ ŀǎ ǎŎƘŜŘǳƭŜŘΦ IƻǿŜǾŜǊ ǎƻƳŜǘƛƳŜǎ ǘƘƛƴƎǎ ŘƻƴΩǘ Ǝƻ ŀǎ 

planned. 

Please let us know if you have any questions or concerns regarding this cancellation and we would be 

happy to assist you. 

Sincerely, 

Brian C. 

Event Manager 

 

Lƴ ǘƘƛǎ ƛƴǎǘŀƴŎŜΣ .ǊƛŀƴΩǎ ŀǇƻƭƻƎȅ ƭŜǘǘŜǊ ǿŀǎ ǾŜǊȅ ƛƳǇŜǊǎƻƴŀƭΦ Lǘ ŀƭǎƻ ƭŜŦǘ ǘƘŜ ŎǳǎǘƻƳŜǊ ǳƴǎǳǊŜ ƻŦ ƛŦΣ ǿƘŜƴΣ 

ƻǊ Ƙƻǿ ƘŜ ǿƻǳƭŘ ǊŜŎǳǇŜǊŀǘŜ ǘƘŜ ƳƻƴŜȅ ǘƘŀǘ ƘŜ ǇŀƛŘ ŦƻǊ ŀ ǎŜŀǘ ŀǘ ǘƘƛǎ ŜǾŜƴǘΦ IŜǊŜ ƛǎ .ǊƛŀƴΩǎ ǎŜŎƻƴŘ ǘǊȅΥ 

Good Example: 
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Dear Alexander, 

L ŀƳ ǾŜǊȅ ǎƻǊǊȅ ǘƻ ƛƴŦƻǊƳ ȅƻǳ ǘƘŀǘ ƻǳǊ ǿƻǊƪǎƘƻǇΣ άtǊŀŎǘƛŎƛƴƎ tƻǎƛǘƛǾƛǘȅΥ ¢ƘŜ !Ǌǘ ƻŦ ŀ IŀǇǇȅ ²ƻǊƪ 

9ƴǾƛǊƻƴƳŜƴǘΣέ Ƙŀǎ ōŜŜƴ ŎŀƴŎŜƭƭŜŘ ŘǳŜ ǘƻ ǘƘŜ ƘǳǊǊƛŎŀƴŜ ǘƘŀǘ ƛǎ ǎŜǘ ǘƻ ƭŀƴŘ ǘƘƛǎ CǊƛŘŀȅΦ 

Because of the unsafe weather conditions, we will not be able to proceed with the event as scheduled. I 

am sorry for any inconvenience that this cancelation may cause. The safety of our guests and speakers is 

our number one concern. 

We are hoping to be able to reschedule this workshop for a later date, and will send you an email as soon 

as we have worked out the details regarding this change. For now, we are issuing refunds to all our 

guests who were planning on attending this event. You should see the total value of your purchase 

returned to your bank account in 1-3 business days. 

We want to thank you very much for showing interest in our eventτyour purchase helps us plan future 

workshops and events. Please click here to see our schedule of upcoming workshops this month. 

Sincerely, 

Brian C. 

Event Manager 

 

This time, the apology letter was specific about the events surrounding the cancelation. Given both the 

quick reimbursement and the mention of rescheduling the event, Brian left Alexander with a good 

ƛƳǇǊŜǎǎƛƻƴ ƻŦ Ƙƛǎ ŎƻƳǇŀƴȅΩǎ ŜŦŦƛŎƛŜƴŎȅ ŀƴŘ ƻǊƎŀƴƛȊŀǘƛƻƴŀƭ ǎƪƛƭls. By including a link to the schedule of 

upcoming workshops, Brian managed to turn this letter of apology into an opportunity to promote 

future events. 

Do: 

¶ {Ƙƻǿ ȅƻǳǊ ŎǳǎǘƻƳŜǊ ǘƘŀǘ ǘƘŜȅ ŀǊŜ ŀ Ǿƛǘŀƭ ǇŀǊǘ ƻŦ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ ǎǳŎŎŜǎǎΦ 

¶ Reimburse your customer immediately. 

¶ Let your customer know if and when the event can be rescheduled. 

¶ Offer your customer other options. 
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5ƻƴΩǘΥ 

¶ Keep the reason for the cancelation from the customer. 

¶ Leave your customer unclear as to when and how they will be reimbursed. 

Conclusion 

When we write an apology letter to a customer, we are forced to reflect on our mission statement and 

ōǊŀƴŘ ƛŘŜƴǘƛǘȅΣ ŀƴŘ ǘƻ ŀŘŘǊŜǎǎ Ƙƻǿ ǿŜ ŀǊŜ ƻǊ ŀǊŜ ƴƻǘ ƳŜŜǘƛƴƎ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ƴŜŜŘǎΦ ¦ƭǘƛƳŀǘŜƭȅΣ ōȅ 

crafting the perfect apology letter we show that we are ǿƛƭƭƛƴƎ ǘƻ ŀŘŘǊŜǎǎ ƭƛŦŜΩǎ ŘƛŦŦƛŎǳƭǘ ƳƻƳŜƴǘǎ ƘŜŀŘ-

on, and to put customer satisfaction first and foremost. 

/ƘŜŎƪ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ Ǉŀǎǘ ŀǇƻƭƻƎȅ ƭŜǘǘŜǊǎ ŀƴŘ ǎŜŜ Ƙƻǿ ǘƘŜȅ ŎƻƳǇŀǊŜ ǘƻ ǘƘŜǎŜ ŜȄŀƳǇƭŜǎΦ LǘΩǎ ƴŜǾŜǊ ǘƻƻ 

late to become an apology master.  

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.comm100.com/blog/customer-satisfaction-loyalty.html?c_cId=bb-apologyletter
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How to Write a Thank You Letter to Your Customer 
with Easy-to-Use Samples 

!ƴƻǘƘŜǊ ¢ƘŀƴƪǎƎƛǾƛƴƎ Ƙŀǎ ŎƻƳŜ ŀƴŘ ƎƻƴŜΣ ōǳǘ ǘƘŀǘ ŘƻŜǎƴΩǘ ƳŜŀƴ ȅƻǳΩǾŜ ƳƛǎǎŜŘ ȅƻǳǊ chance to be 

thankful. 

Lƴ ŦŀŎǘΣ ƛŦ ȅƻǳΩǊŜ ƎƻƛƴƎ ǘƻ Ǌǳƴ ŀ ǎǳŎŎŜǎǎŦǳƭΣ ŎǳǎǘƻƳŜǊ-centric business, it is important that you express 

gratitude towards your customers regularly. 

Here are important tips for writing a thank you letter to your customer, complete with sample thank you 

letters to help you show your customer how much you appreciate them. 

Why Thanking Your Customer Pays Off 

Thanking your customer is one of the golden rules of businesses. Cashiers thank customers for stopping 

by the store. Pilots thank customers for flying with them. And websites thank customers for their 

purchase. 

.ǳǘ ƛǘΩǎ ƴƻǘ Ƨǳǎǘ ōǳǎƛƴŜǎǎ τ saying thanks is an important part of any social exchange. We thank each 

other for holding the elevator, for commenting on our photos on social media, and for giving us gifts. 

Saying thank you is so integrated into our society, that any degree of positive action often warrants 

some sort of thanks. 

The reason behind our social obsession with thanking each other is the same reason why thanking your 

customer pays off: the rule of reciprocation. 

The rule of reciprocation is simple. When someone does something nice for us, we are programmed to 

want to return the favor. If someone invites us to a party, we feel obliged to invite them to one of ours. 

If someone holds the elevator for us, we feel obliged to say thank you, and perhaps even hold the door 

on the way out. And, if a company takes the time to thank and nurture its relationship with us, we feel 

compelled to return the favor in how we spend our money. 

wƻōŜǊǘ .Φ /ƛŀƭŘƛƴƛΩǎ ōŜǎǘ-selling book, Influence: The Psychology of Persuasion, explores the rule of 

reciprocation as a behavioral motivator. Research, he says, has shown that feeling indebted to one 

another is a unique human adaption mechanism that allowed our ancestors to give to each other 

ǿƛǘƘƻǳǘ ǘƘŀǘ ƎƛŦǘ ōŜƛƴƎ ƭƻǎǘ όL ƎƛǾŜ ȅƻǳ ŀ ŦƛǎƘ ǘƻŘŀȅΣ ȅƻǳ ƎƛǾŜ ƳŜ ƳŜŘƛŎƛƴŜ ǿƘŜƴ LΩƳ ƛƭƭύΦ hǳǊ ŀƴŎŜǎǘƻǊǎ τ 

like us τ ŘƛŘƴΩǘ ƭƛƪŜ ōŜƛƴƎ ƛƴŘŜōǘŜŘ ǘƻ ƻǘƘŜǊǎΣ ŀƴŘ ƴŀǘǳǊŀƭƭȅ ǿŀƴǘŜŘ ǘƻ ǊŜǘǳǊƴ ǎƻƳŜǘƘƛƴƎ ƻŦ ǎƛƳƛƭŀǊ ǾŀƭǳŜ 
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tƻ ǿƘŀǘ ƘŀŘ ōŜŜƴ ƎƛǾŜƴΦ ό¢ƘƻǎŜ ǿƘƻ ŘƛŘƴΩǘ ǿŜǊŜ ǎƻŎƛŀƭƭȅ ǎƘŀƳŜŘΦύ ¢Ƙƛǎ ǇǎȅŎƘƻƭƻƎƛŎŀƭ ǇƘŜƴƻƳŜƴƻƴ ƛǎ 

what planted the seeds of trade, financial transactions, and modern business. 

²ƘƛƭŜ ŀ ǎƛƳǇƭŜ άǘƘŀƴƪ ȅƻǳ ŦƻǊ ȅƻǳǊ ǇǳǊŎƘŀǎŜΗέ ƻƴ ȅƻǳǊ ǿŜōǎƛǘŜ ƛǎ ǳƴƭƛƪŜƭȅ ǘƻ ƛƴǎǇire lifelong loyalty, 

writing your customer a thank you letter is just the kind of personalized, thoughtful, and time consuming 

action that will inspire reciprocation τ hopefully in the form of repeat business and word-of-mouth 

advertising. 

Studies show that 68% of customers stop dealing with a company because of what they perceive as 

indifference (this, to customers, breaks the rule of reciprocation). Thank you letters are an important 

part of making your customers feel valued, and letting them know how much you appreciate them. They 

are an inexpensive way to increase sales, return on investment (ROI), and customer retention. 

What to Consider When Writing a Thank You Letter to Your Customer 

Ready to send your customer a thank you letter? Here are some things to consider before your pen hits 

the paper: 

Who is your audience? 

Consider who is on the receiving end of your letter (in other words, who is your customer)? Are they a 

business or a person? A loyal customer or one who has just joined the family? Are you writing to one 

special customer or many? 

What are you thanking them for? 

Consider the content of your letter. Have they recently made a purchase from you? Did they give you 

feedback on an important issue? Did they contact your company for support? 

²ƘƛƭŜ ŀ ǎƛƳǇƭŜ άǘƘŀƴƪ ȅƻǳ ŦƻǊ ȅƻǳǊ ǇǳǊŎƘŀǎŜΗέ ƻƴ ȅƻǳǊ ǿŜōǎƛǘŜ ƛǎ ǳƴƭƛƪŜƭȅ ǘo inspire lifelong loyalty, 

writing your customer a thank you letter is just the kind of personalized, thoughtful, and time consuming 

action that will inspire reciprocation τ hopefully in the form of repeat business and word-of-mouth 

advertising. 

How are you going to thank them? 

Consider the format of your thank you letter to the customer. Are you going to handwrite your letter or 

type it up? Is it going to go on paper, or in a card? Will it be a letter per se, or more of a thank you note? 

https://www.forbes.com/sites/stanphelps/2015/08/16/losing-customers-over-poor-service-lessons-from-td-bank-big-ass-fans-on-overcoming-indifference/#4cfd81d17534
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Is it appropriate to send an additional token of your appreciation along with the letter (a discount, a fruit 

basket, etc.)? 

Be sure to consider what information you have available from your customer when deciding this. For 

example, if you only have an email address, you may have to stick with a thank you email (although we 

recommend choosing good old snail mail whenever possible!). You might also want to consider time as a 

factor. While handwritten thank you letters are often better received than their typed counterparts, 

ƘŀƴŘǿǊƛǘƛƴƎ ƘǳƴŘǊŜŘǎ ƻŦ ƭŜǘǘŜǊǎ ƛǎƴΩǘ ŜȄŀŎǘƭȅ ǇǊŀŎǘƛŎŀƭ ƛŦ ȅƻǳ ŀǊŜ ƛƴ ŀ ŎǊǳƴŎƘ ŦƻǊ ǘƛƳŜ όƛƴ ǘƘƛǎ ŎŀǎŜ ȅƻǳ 

might want to type up the letters, or stick with shorter handwritten thank you notes). 

Tips for Writing a Thank You Letter to Your Customer 

When writing a thank you letter to a customer, be sure to do the following: 

Be Timely 

Customers value timely action, which is why the sooner you send your thank you letter, the better. A 

quickly sent thank you letter says that even though you are a busy person, you can take time out of your 

day to make your customer a priority. It also ensures that your customer will actually remember the 

conversation or action that you are thanking them for. 

{ŜƴŘƛƴƎ ŀ ǘƛƳŜƭȅ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊ ǘƻ ȅƻǳǊ ŎǳǎǘƻƳŜǊ ƛǎƴΩǘ ƻƴƭȅ ōŜƴŜŦƛŎƛŀƭ ǘƻ ǘƘŜƳ ŀǎ ǘƘŜ ǊŜŎƛǇƛŜƴǘΥ ƛǘΩǎ ŀƭǎƻ 

helpful for you as the writer. When you send a thank you note promptly after an interaction, details of 

the exchange will still be fresh in your mind. That means you can write a more personalized, valuable 

thank you letter than you could were you to do so a week or two later. 

.ȅ ǎŜƴŘƛƴƎ ŀ ǘƛƳŜƭȅ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊΣ ȅƻǳ ŀǊŜ ŀƭǎƻ ŜƴǎǳǊƛƴƎ ȅƻǳ ŘƻƴΩǘ ŦƻǊƎŜǘ ǘƻ ǎŜƴŘ ƛǘ ŎƻƳǇƭŜǘŜƭȅ όƘŜȅΣ ƛǘ 

happens!). If you are too busy to write your letter right then and there (or if doing so would interfere 

ǿƛǘƘ ȅƻǳǊ ǿƻǊƪŦƭƻǿύΣ ƳŀǊƪ ƛǘ ƛƴ ȅƻǳǊ ŎŀƭŜƴŘŀǊ ŦƻǊ ǿƘŜƴ ȅƻǳ ƘŀǾŜ ǘƛƳŜΦ Wƻǘ Řƻǿƴ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ƴŀƳŜΣ 

and something that you can remember them by for when you do get around to sending your thank you 

letter. 

Be Clear and Concise 

A good business thank you letter should be relatively brief and to the point. You want to say thank you 

without overwhelming your customer with information, or unsightly blocks of text. 
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¢Ƙŀǘ ōŜƛƴƎ ǎŀƛŘΣ ŘƻƴΩǘ ƴŜŎŜǎǎŀǊƛƭȅ ǎǘŜŜǊ ŀǿŀȅ ŦǊƻƳ ƭƻƴƎŜǊ ƭŜǘǘŜǊǎ ƛŦ ǘƘŜ ǎƛǘǳŀǘƛƻƴ όƻǊ ȅour writing style) 

calls for it τ just do your best to make sure that your thoughts are well-defined, meaningful and 

organized! 

¢Ŝƭƭ ¢ƘŜƳ ²Ƙȅ ¸ƻǳΩǊŜ ¢ƘŀƴƪŦǳƭ 

{ǳǊŜ ȅƻǳΩǊŜ ǘƘŀƴƪŦǳƭΣ ōǳǘ ǿƘȅΚ ²Ƙŀǘ ƛǎ ƛǘ ǘƘŀǘ ƳŀƪŜǎ ǘƘƛǎ ǇŀǊǘƛŎǳƭŀǊ ŎǳǎǘƻƳŜǊ ǎǇŜŎƛŀƭΚ ²Ƙŀǘ ƘŀǾŜ ǘhey 

contributed to your organization? 

When telling your customer why you are thankful, specificity is key. Being specific in your thank you 

letter will naturally make the letter more personalized, and heartfelt. 

For example, instead of writing something like this: 

άL ŀǇǇǊŜŎƛŀǘŜ ǿƘŀǘ ȅƻǳ ǘƻƭŘ ƳŜΦέ 

You can write something like this: 

ά¢Ƙŀƴƪ ȅƻǳ ŦƻǊ ǘŀƪƛƴƎ ǘƘŜ ǘƛƳŜ ǘƻ ǎƘŀǊŜ ȅƻǳǊ ŜȄǇŜǊƛŜƴŎŜ ǿƛǘƘ ƳŜΗ L ǊŜŀƭƭȅ ŜƴƧƻȅŜŘ ƘŜŀǊƛƴƎ ŀōƻǳǘ 

your trip to the Patagonia τ L ƘƻǇŜ ǘƻ ƳŀƪŜ ƛǘ Řƻǿƴ ǘƘŜǊŜ ƻƴŜ ŘŀȅΣ ƳȅǎŜƭŦΗέ 

Be Sincere 

People are great at sniffing out insincerity. We can sense it a mile away (or even perceive insincerity 

ǿƘŜǊŜ ǘƘŜǊŜ ƛǎ ƴƻƴŜύΦ ¢ƘŀǘΩǎ ōŜŎŀǳǎŜ ǿŜ ǾŀƭǳŜ ǊŜŀƭΣ ǉǳŀƭƛǘȅΣ ŜȄŎƘŀƴƎŜǎ ǿƛǘƘ ƻƴŜ ŀƴƻǘƘŜǊΦ ¸ƻǳǊ 

customers no different τ ǿƘƛŎƘ ƛǎ ǿƘȅ ƛŦ ȅƻǳΩǊŜ ǿǊƛǘƛƴƎ ǘƻ ǎƘƻǿ ǘƘŜƳ ȅƻǳǊ ƎǊŀǘƛǘǳŘŜΣ ƛǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƘŀǘ 

you mean it. 

One great way to convey sincerity is to avoid self-promotional material in your letter. As Cheryl Russel, 

author of Thankyouology: How The Art of Saying Thank You Transforms Your Life, saysΥ ά! ǘƘŀƴƪ ȅƻǳ 

note carries the most sincerity when it is the only reason for writing rather than adding it on to some 

ƻǘƘŜǊ ǘȅǇŜ ƻŦ ŎƻǊǊŜǎǇƻƴŘŜƴŎŜΦέ 

Another way tƻ ŎƻƴǾŜȅ ǎƛƴŎŜǊƛǘȅ ƛǎ Ǿƛŀ ȅƻǳǊ ǘƻƴŜ ŀƴŘ ǿƻǊŘ ŎƘƻƛŎŜΦ 5ƻƴΩǘ ǿǊƛǘŜ ŀ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊ ǘƻ ȅƻǳǊ 

customer that is overly formal or stuffy. Avoid generic statements that make your letter sound like you 

copy and pasted it. And, be sure to follow our next point. 

https://jezebel.com/5796639/how-to-say-thank-you-when-you-really-really-mean-it
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Talk Human to Human 

One thank you letter from a real person is worth more than a billion automated ones. 

Greet your customer by name τ ƴŜǾŜǊ ǿƛǘƘ άŘŜŀǊ ǾŀƭǳŜŘ ŎǳǎǘƻƳŜǊΦέ /ƻƴƴŜŎǘ ǿƛǘƘ ǘƘŜƳ ŀǎ ŀƴ 

individual, not as a company (companies are, after all, made up of people). You can do this by using the 

ǇŜǊǎƻƴŀƭ άLέ ǊŀǘƘŜǊ ǘƘŀƴ ŀ ŎƻǊǇƻǊŀǘŜ άǿŜΦέ 

5ƻƴΩǘ ōŜ ŀŦǊŀƛŘ ǘƻ ǎƘƻǿ ŜƳƻǘƛƻƴ ƛƴ ȅƻǳǊ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊ τ using an earnest, human tone can help you 

win big sincerity points. At the end of the letter sign off with your name. 

Convey Warmth 

A big part of what makes a thank you letter truly valuable is the amount of warmth it conveys. Being 

warm is all about being compassionate, open, and approachable. This too, you can achieve with the 

right words. 

Here are some ideas of warm words and phrases to use in a thank you letter to your customer. 

Convey empathy: 

¶ άL ŀƎǊŜŜΗέ 

¶ ά¸ƻǳ ǿŜǊŜ ǊƛƎƘǘΗέ 

Spread kindness: 

¶ άL ƭƻǾŜ ǘƘŀǘΧέ 

¶ ά²ŜΩǊŜ ƘŜǊŜ ŦƻǊ ȅƻǳΗέ 

Use a caring signoff: 

¶ ά¸ƻǳǊǎ ǘǊǳƭȅέ 

¶ ά¸ƻǳǊ ŦǊƛŜƴŘέ 

¶ ά! ƘǳƎέ 
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Use Humor 

A funny or clever thank you note can get double the mileage that a regular one gets. If you can think of a 

way to use humor organically in your thank you note, you can get extra points from your customers, and 

potential publicity on social media. 

IŜǊŜ ŀǊŜ ǎƻƳŜ ƻŦ ǘƘŜ 5ƻΩǎ ŀƴŘ 5ƻƴΩǘǎ ƻŦ ǳǎƛƴƎ ƘǳƳƻǊ ƛƴ ȅƻǳǊ ōǳǎƛƴŜǎǎ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊΥ 

Do: 

¶ Use humor sparingly where it makes sense within your thank you letter. 

¶ Be humble/subtle with your humor τ remember, this card is about thanking your customer, not 

showing off. 

¶ Use humor as part of a thank you card design. 

 

Source: DebbieDrawsFunny Etsy 

https://www.etsy.com/listing/501316026/funny-card-thank-you-card-thank-you
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5ƻƴΩǘΥ 

¶ Force humor τ it can come out awkward for everyone involved 

¶ Use humor at the expense of the customer τ ȅƻǳ ŘƻƴΩǘ ǿŀƴǘ ǘƻ Ǌƛǎƪ ƻŦŦŜƴŘƛƴƎ ǘƘŜƳ ǿƘŜƴ 

ȅƻǳΩǊŜ ǎǳǇǇƻǎŜŘ ǘƻ ōŜ 

Send a Token of Your Appreciation 

Sometimes, actions speak louder than words. If you want to truly wow your customer, consider 

throwing in a little something as a token of your appreciation. 

This can be something small, such as a voucher for a free item, stickers, a patch, or another symbolic 

bonus item. Or, it could be something larger, such as a gift card, fruit basket, and more. 

Gifts that are a bigger investment can prove profitable by solidifying important business relationships 

and/or giving you free publicity, such as when the Gaylord Opryland thanked a blogger with a free clock 

that she had inquired about on Twitter. The post went viral and the Gaylord Opryland was widely 

recognized for the example of extraordinary customer service and social media marketing. 

 

http://www.amommystory.com/2012/03/a-crazy-example-of-great-service.html
https://www.comm100.com/blog/social-media-customer-service-marketing-secrets.html
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²ƘƛƭŜ ƛǘ ƛǎƴΩǘ ǎǳǎǘŀƛƴŀōƭŜ ǘƻ ƎƛǾŜ ƭŀǊƎŜ ŦǊŜŜōƛŜǎ ǘƻ ŜǾŜǊȅƻƴŜΣ ǎƻƳŜ ǘƘƛƴƎǎ ȅƻǳ Ŏŀƴ ƎƛǾŜ ŀǘ ƭƛǘǘƭŜ ƻǊ ƴƻ Ŏƻǎǘ 

to your organization. To decide if and what to send to your customer, consider your relationship, as well 

as their needs. Is there anything that you can give them as a token of thanks that will make them smile? 

Write by Hand 

Now more than ever, many people have fallen out of custom of writing or receiving handwritten letters. 

Which is why writing a handwritten thank you letter or card can set your business apart an extra mile. 

IŀƴŘǿǊƛǘǘŜƴ ƴƻǘŜǎ ŀǊŜ ǘƘŜ ǳƭǘƛƳŀǘŜ ƛƴŘƛŎŀǘƻǊ ƻŦ ǘƛƳŜ ȅƻǳ Ǉǳǘ ƛƴǘƻ ǘƘŀǘ ŎǳǎǘƻƳŜǊ όŀŦǘŜǊ ŀƭƭΣ ȅƻǳ ŎŀƴΩǘ 

ŎƻǇȅ ŀƴŘ ǇŀǎǘŜ ƘŀƴŘǿǊƛǘƛƴƎύΦ IŀƴŘǿǊƛǘǘŜƴ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊǎ Ǉǳǘ ŀ ƘǳƳŀƴ ŦŀŎŜ όŜǊΧ ƘŀƴŘύ ƻƴ ȅƻǳǊ 

organization, and make customers feel closer to you. 

LŦ ȅƻǳ ŘƻƴΩǘ ƭƛƪŜ ȅƻǳǊ ƘŀƴŘǿǊƛǘƛƴƎ ŘƻƴΩǘ ǿƻǊǊȅΦ 9ǾŜǊȅƻƴŜΩǎ ƘŀƴŘǿǊƛǘƛƴƎ ƛǎ ǳƴƛǉǳŜΣ ŀƴŘ ǘƘŀǘΩǎ ǇŀǊǘ ƻŦ ǿƘŀǘ 

makes handwritten letters so special τ they feel authentic. you may not want to do this for a formal 

business thank you letter, this is great for a casual, human demonstration of gratitude towards your 

customers. 

Keep It Clean 

²ƘŜƴ ǎŜƴŘƛƴƎ ŀ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊ ǘƻ ŀ ŎǳǎǘƻƳŜǊΣ ƪŜŜǇ ƛǘ ŎƭŜŀƴΦ 5ƻƴΩǘ ŜȄŎŜǎǎƛǾŜƭȅ ŦƻƭŘ ƻǊ ŎǊǳƳǇƭŜ ǘƘŜ 

ƭŜǘǘŜǊΦ 5ƻƴΩǘ ǎŜƴŘ ŀ ƭŜǘǘŜǊ ƻǊ ŎŀǊŘ ǘƘat is torn. And, if you spill anything on the letter, write a new one. 

When handwriting, make sure that your letter is legible. If you make a mistake while writing start over 

τ ŘƻƴΩǘ ƭŜŀǾŜ ŀ Ǝƛŀƴǘ ǎŎǊƛōōƭŜ ƻƴ ǘƘŜ ǇŀǇŜǊ ƛŦ ȅƻǳ Ŏŀƴ ƘŜƭǇ ƛǘΦ ¢ƻ ƘŜƭǇ ŀǾƻƛŘ ǘƘƛs, check any spellings you 

ŀǊŜƴΩǘ ǎǳǊŜ ƻŦ ŀǎ ȅƻǳ ǿǊƛǘŜΣ ŀƴŘ ƪŜŜǇ ŀ ōƻǘǘƭŜ ƻŦ ƭƛǉǳƛŘ ǿƘƛǘŜ ƻǳǘ ƴŜŀǊ ȅƻǳǊ ŘŜǎƪ ƛƴ ǘƘŜ ŜǾŜƴǘ ƻŦ 

ŜƳŜǊƎŜƴŎƛŜǎΦ ¦ǎŜ ōƭŀŎƪ ǇŜƴ ŦƻǊ ǘƘŜ Ƴƻǎǘ ǇǊƻŦŜǎǎƛƻƴŀƭ ƭƻƻƪΥ !ǾƻƛŘ ǊŜŘ ǇŜƴΣ ŀǎ ƛǘΩǎ ƘŀǊŘŜǊ ǘƻ ǊŜŀŘΦ 

LŦ ȅƻǳ ŘƻƴΩǘ ƭƛƪŜ ȅƻǳǊ ƘŀƴŘǿǊƛǘƛƴƎ ŘƻƴΩǘ ǿƻǊǊȅΦ 9ǾŜǊȅƻƴŜΩǎ ƘŀƴŘǿǊƛǘƛƴƎ ƛǎ ǳƴƛǉǳŜΣ ŀƴŘ ǘƘŀǘΩǎ ǇŀǊǘ ƻŦ ǿƘŀǘ 

makes handwritten letters so special τ they feel authentic. you may not want to do this for a formal 

business thank you letter, this is great for a casual, human demonstration of gratitude towards your 

customers. 

Use a Card or Stationary 

²ƘŀǘΩǎ ōŜǘǘŜǊ ǘƘŀƴ ŀ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊ ǘƻ ŀ ŎǳǎǘƻƳŜǊ ƻƴ ǿƘƛǘŜ ǇŀǇŜǊΚ ! ǘƘŀƴƪ ȅƻǳ ŎŀǊŘΦ 
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By incorporating a simple, visual design, you are showing your customer an extra layer of 

thoughtfulness. One way that you can do this by purchasing premade thank you cards or stationary. 

Another is by designing your own custom thank you cards that are unique to your company. 

LŦ ȅƻǳ ŎƘƻƻǎŜ ǘƻ Ǝƻ ǘƘƛǎ ǊƻǳǘŜΣ ƳŀƪŜ ǎǳǊŜ ƴƻǘ ǘƻ ŘŜǎƛƎƴ ŀƴȅǘƘƛƴƎ ǘƘŀǘΩǎ ǘƻƻ ŦƭŀǎƘȅ ƻǊ ǘƘŀǘ ǎƘƻws off your 

ŎƻƳǇŀƴȅ ǘƻƻ ƳǳŎƘΦ ! ǎǳōǘƭŜ ǳǎŜ ƻŦ ȅƻǳǊ ŎƻƳǇŀƴȅ ƭƻƎƻ ƛǎ ŦƛƴŜΣ ōǳǘ ǊŜƳŜƳōŜǊΥ ȅƻǳΩǊŜ ǘǊȅƛƴƎ ǘƻ ǘƘŀƴƪ 

your customer, not shove a promotion down their throat (the thank you letter will remind your 

customer of your brand and promote your brand naturally). 

Use a heavier, higher quality paper to make your thank you card or letter more impressive. The higher 

the quality of your card, the more valuable your customer will feel. 

Get Creative 

¢Ƙŀƴƪ ȅƻǳ ƭŜǘǘŜǊǎ ŘƻƴΩǘ ƘŀǾŜ ǘƻ ōŜ ŘǊŀōΦ DŜǘ ŎǊŜŀǘƛǾŜ ǿƛǘƘ ǘƘŜ ŀŜǎthetic, content, and tokens of 

appreciation used in your thank you note, and stand out from the competition. 

{ŜƴŘ ŀ ŎŀǊŘ ǘƘŀǘΩǎ ƻǊƛƎƛƴŀƭΣ ǳƴƛǉǳŜΣ ŀƴŘ ǘƘŀǘ Ŧƛǘǎ ȅƻǳǊ ŎǳǎǘƻƳŜǊΩǎ ǇŜǊǎƻƴŀƭ ŀŜǎǘƘŜǘƛŎ ŀƴŘ ǘƘŜȅ ƳƛƎƘǘ ŜǾŜƴ 

hang it up. 

Proofread 

The last thing you want is your attempt to impress your customer ending in a flop. Proofread your thank 

you letter before sending it out to leave your customer with the best possible impression. 

Here are some things to check for while proofreading: 

Do: 

¶ Misspellings of the ŎǳǎǘƻƳŜǊΩǎ ƴŀƳŜ 

¶ Address misspellings 

¶ Common misspellings and grammatical errors 

Send Smartly 

The same fate that junk email meets can also happen to junk snail mail: going straight into the trash. 

Send your thank you letter smartly so that your audience will be enticed to open it. For example, a 

handwritten envelope is more attention-grabbing than a typed, corporate envelope. 
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If you are using fun stationary or a thank you card, you can also get a catchy envelope to match. 

Another way to guarantee reception of your thank you note is by grouping it in with an order or 

package. Your customer will already be happy to have their package, and will receive an extra lift when 

they find a personalized message of gratitude in the contents. 

LŦ ȅƻǳΩǊŜ ǎŜƴŘƛƴƎ ȅƻǳǊ ǘƘŀƴƪ you letter a bit late, consider sending it via express delivery. 

Cultivate a Culture of Gratitude 

DǊŀǘƛǘǳŘŜ ƛǎƴΩǘ ŀ ƻƴŜ-and-done activity τ try to cultivate a culture of gratitude within your business to 

make crafting thank you letters a regular practice. 

Lƴ Ƙƛǎ ŀǊǘƛŎƭŜΣ άThe ROI of GratefulnessΣέ 5ŀǾŜ YŜǊǇŜƴ ǎƘŀǊŜǎ Ƙƻǿ ƘŜ ŀŘƻǇǘŜŘ ǘƘƛǎ ǇǊŀŎǘƛŎŜΥ 

άL ōŜƎŀƴ ōȅ ǿǊƛǘƛƴƎ ǘƘǊŜŜ ǇŜǊǎƻƴŀƭƛȊŜŘ ǘƘŀƴƪ-you notes each Wednesday and then increased to three 

thank-you notes each weekday. I also asked our management team to do the same, one day each week. 

The experiment proved powerful, very quickly. Some recipients of our thank-you notes were moved to 

tears, some just to nice tweets. But everyone appreciated the extra time it took to handwrite a thank-

ȅƻǳ ŎŀǊŘΣ ǎŜŀƭ ƛǘΣ ŀƴŘ ŘŜƭƛǾŜǊ ƻǊ ǎŜƴŘ ƛǘΦ Lƴ ŀƴ ƛƴŎǊŜŀǎƛƴƎƭȅ ŘƛƎƛǘŀƭ ǿƻǊƭŘΣ ǘƘŜǊŜΩǎ ǎƻƳŜǘƘƛƴƎ ƳŀƎƛŎŀƭ ŀōƻǳǘ 

ǊŜŎŜƛǾƛƴƎ ŀ ƘŀƴŘǿǊƛǘǘŜƴ ƴƻǘŜΦέ 

These thank you notes helped Kerpen build loyalty and pride amongst his customers and team. And, 

ǘƘŜȅ ƳŀŘŜ ƘƛƳ ŦŜŜƭ ƘŀǇǇƛŜǊ ǘƻƻΦ ά¢ƘŜ ŀƳŀȊƛƴƎ ǘƘƛƴƎ ŀōƻǳǘ ƎǊŀǘŜŦǳƭƴŜǎǎ ŀƴŘ ǳƴǎŜƭŦƛǎƘƴŜǎǎ ƛǎ ǘƘƛǎΥ 

²ƘŜǘƘŜǊ ƻǊ ƴƻǘ ǘƘŜǊŜΩǎ ŀƴ ƛƳƳŜŘƛŀǘŜ ǊŜǘǳǊƴ ƻƴ ƛƴǾŜǎǘƳŜƴǘ ƛƴ ōǳǎƛƴŜǎǎ ǾŀƭǳŜΣ ǘƘŜǊŜΩǎ ŀƭǿŀȅǎ ŀƴ 

immediate ǊŜǎǳƭǘ ƛƴ ȅƻǳǊ ƘŀǇǇƛƴŜǎǎΣέ ǎŀȅǎ YŜǊǇŜƴΦ ά¸ƻǳ Ŏŀƴ ōŜ ǎǳǊŜ ǘƘŀǘ ŀ ƘŀǇǇƛŜǊ ȅƻǳ ƛǎ ŀ ƳƻǊŜ 

ǇǊƻŘǳŎǘƛǾŜ ȅƻǳΦέ 

LŦ ȅƻǳΩǊŜ ǎŜƴŘƛƴƎ ȅƻǳǊ ǘƘŀƴƪ ȅƻǳ ƭŜǘǘŜǊ ŀ ōƛǘ ƭŀǘŜΣ ŎƻƴǎƛŘŜǊ ǎŜƴŘƛƴƎ ƛǘ Ǿƛŀ ŜȄǇǊŜǎǎ ŘŜƭƛǾŜǊȅΦ 

 

Types of Thank You Letters with Samples 

Use these thank you letter samples to create your own winning thank you letters, notes, and cards. 

 

https://www.huffingtonpost.com/dave-kerpen/the-roi-of-gratefulness_b_2022845.html
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Thank You for Contacting Us (Lead Acquisition) 

 

Hi Lucy, 

¢Ƙŀƴƪ ȅƻǳ ŦƻǊ ŎƻƴǘŀŎǘƛƴƎ ǳǎ ƻƴ CǊƛŘŀȅ ŀōƻǳǘ ƻǳǊ ǎƻŦǘǿŀǊŜΗ LΩƳ ƎƭŀŘ ǘƘŀǘ L ŎƻǳƭŘ ƘŜƭǇ ŎƭŜŀǊ ǳǇ ŀƴȅ Řƻǳōǘǎ 

about how the program works, and whether your business would be a good candidate for our trial. 

LŦ ǘƘŜǊŜΩǎ ŀƴȅǘƘƛƴƎ ȅƻǳ ƴŜŜŘΣ ŦŜŜƭ ŦǊŜŜ ǘƻ ŎƻƴǘŀŎǘ ƳŜ ǇŜǊǎƻƴŀƭƭȅΦ LΩƳ ŀƭǿŀȅǎ ƘŀǇǇȅ ǘƻ ƘŜƭǇΦ J I hope you 

and Emily enjoy the holiday! 

Thanks again! 

Chelsea 

1-800-CONTACT 

Contact@me.com 

 

Thank You for Signing Up/Following Us (Customer Onboarding) 

 

Dear Alexander, 

Thank you and your team for joining us here at Website.com! It was a pleasure meeting you Thursday 

and having the privilege of walking you through the sign up process. You and your team had excellent 

comments, and a great vision for building your site τ LΩƳ ŜȄŎƛǘŜŘ ǘƻ ǿƻǊƪ ǿƛǘƘ ȅƻǳ ŀƴŘ ǎŜŜ ǿƘŀǘ ǿŜ ǿƛƭƭ 

come up with together! 

Sending my best, 

Sebastian 

 

 

mailto:Contact@me.com
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Thank You for Letting Us Know About an Issue (Customer Feedback) 

 

Dear Gabriella, 

Thank you for the comment you posted to our Facebook page about the problem during the checkout 

ǇǊƻŎŜǎǎ ƻƴ ƻǳǊ ǿŜōǎƛǘŜΗ Lǘ ǿŀǎƴΩǘ Ƨǳǎǘ ȅƻǳ τ when we checked it out we got an error message, too! 

Fortunately, our tech team began investigating as soon as we read your comment, and now the process 

ƛǎ ǎƳƻƻǘƘ ǎŀƛƭƛƴƎ ŀƎŀƛƴΦ ²ŜΩǊŜ ƭƛǎǘŜƴƛƴƎΣ ŀƴŘ ǿŜ ƻǿŜ ȅƻǳ ƻƴŜΗ 

LŦ ǘƘŜǊŜΩǎ ŀƴȅǘƘƛƴƎ ŀǘ ŀƭƭ ȅƻǳ ƴŜŜŘ ŦǊƻƳ ǳǎΣ Ƨǳǎǘ ƎƛǾŜ ǳǎ ŀ ǎƘƻǳǘΗ ¸ƻǳǊ ŦŜŜŘōŀŎƪ ƛǎ ŀ Ǿƛǘŀƭ ǇŀǊǘ of perfecting 

the service we work so hard to bring our customers. 

Thanks again and have an awesome day, 

Aaron and your friends at Blue Shoes 

 

Thank You for Your Loyalty (Customer Retention) 

 

Dear William, 

²ƻǿΣ L ƴƻǘƛŎŜŘ ǘƘŀǘ ȅƻǳΩǾŜ ōŜŜƴ ƻǳǊ ŎǳǎǘƻƳŜǊ ŦƻǊ р years! Thank you so much for sticking with us τ ƛǘΩǎ 

people like you that keep our wheels turning! 

LΩǾŜ ŜƴŎƭƻǎŜŘ ǿƛǘƘ ǘƘƛǎ ŎŀǊŘ ŀ ǾƻǳŎƘŜǊ ŦƻǊ ŀ ŦǊŜŜ ǊƛŘŜ ƻƴ ƻǳǊ ōǳǎ ƭƛƴŜΦ ¸ƻǳ Ŏŀƴ ǳǎŜ ǘƘƛǎ ǾƻǳŎƘŜǊ ŀƴȅ ǘƛƳŜ 

towards any destination: like our love for you, it never expires. 

We look forward to serving you again soon! 

Madeline 
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Thank You for Your Purchase (Sales) 

 

Dear Dave, 

Thank you for purchasing our camping hammock! Your purchase means the world to us τ we love it 

ǿƘŜƴ ƴŜǿ ŎǳǎǘƻƳŜǊǎ ƎƛǾŜ ǳǎ ŀ ǎƘƻǘΗ IŜǊŜΩǎ ǘƻ ƘƻǇƛƴƎ ǿŜ ƳŀƪŜ ȅƻǳ ǇǊƻǳŘΦ LŦ ǘƘŜǊŜΩǎ ŀƴȅǘƘƛƴƎ L Ŏŀƴ Řƻ ŦƻǊ 

you in the future, please let me know τ LΩƳ ŀƭƭ ŜŀǊǎΗ 

Yours truly, 

Suzanne M. 

1-800-CONTACT 

Contact@me.com 

 

Thank You for Your Donation (Nonprofit) 

 

Dear Lucia, 

I wanted to thank you personally for your donation to the Wildlife Freedom Fund. The money you gave us 

is going towards building a wildlife reserve in India. We have already acquired the land, and are currently 

building facilities to give neglected street animals with mange the treatment, love and care that they so 

desperately need. And we owe it to you! 

Enclosed is a photo of the property, and of Parker and Aalia τ the latest members of our furry family. 

Thanks a million τ from our team and the animals! 

Sam and your friends at WFF 

mailto:Contact@me.com
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Thank You Note (Just Because) 

 

Conclusion 

Each thank you letter that you write to your customers is a little gift of time, thought, and effort. We 

hope that these tips and thank you letter samples will help you pull together a message of gratitude that 

will win you customers for life. 

 

 

 

https://www.theodysseyonline.com/why-receiving-letters-makes-us-feel-loved
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5 Things to Consider Before Drafting Sales Letters and 
Emails 

There are many different types of sales letters and emails. And a quick internet search will show you 

ǘƘŀǘ ǘƘŜǊŜ ŀǊŜ Ƴŀƴȅ ŘƛŦŦŜǊŜƴǘ ŀǇǇǊƻŀŎƘŜǎ ȅƻǳ Ŏŀƴ ǘŀƪŜ ǘƻ ǿǊƛǘƛƴƎ ǘƘŜƳΦ IŜǊŜΩǎ ǿƘŀǘ ǘƻ ŎƻƴǎƛŘŜǊ ǿƘŜƴ 

preparing your own sales letter or email:  

1. Who Is Your Audience? 

¸ƻǳ ŀǊŜƴΩǘ ǿǊƛǘƛƴƎ ȅƻǳǊ ǎŀƭŜǎ ƭŜǘǘŜǊ ƻǊ ŜƳŀƛƭ ǘƻ ŜǾŜǊȅƻƴŜΦ ¢ƻ ǿǊƛǘŜ ǘƘŜ ōŜǎǘ ǎŀƭŜǎ ƭŜǘǘŜǊ ȅƻǳ ŎŀƴΣ ƛǘΩǎ 

ƛƳǇƻǊǘŀƴǘ ǘƻ ǊŜƳŜƳōŜǊ ǿƘƻ ȅƻǳΩǊŜ ǿǊƛǘƛƴƎ ǘƻΣ ŀƴŘ ŀǇǇŜŀƭ ǎǇŜŎƛŦƛŎŀƭƭȅ ǘƻ ȅƻǳǊ ǘŀǊƎŜǘ ŀǳŘƛŜƴŎŜΦ 

Are you writing to a current customer or a prospective one? A corporate decision-maker or a consumer? 

Are you writing to one or to many? What is the age range, common interest, or necessity of your 

audience?  

Knowing your intended audience will help you make several important decisions about the tone, 

content, presentation, and personalization of your letter. 

If you are selling B2B, or business-to-business, remember that your sales letter will be part of a longer 

decision-making process, involving a greater number of involved stakeholders. You may have to speak to 

multiple decision-makers, and will likely draw from a smaller pool of leads. When writing B2B sales 

letters, it is important to draft shorter, more personalized letters that are a part of an ongoing 

conversation. 

If you are selling B2C, or business-to-consumer, the decision-making process will be briefer, as 

consumers tend to have less money on the line than corporations (and fewer shareholders to consult). 

Your relationship and correspondence with the consumer will likely be more limited than in B2B sales. If 

you are selling with the B2C model, you may want your sales letter to be a little longer in order to 

persuade your customer to take up your product in a single contact. You might also send the same sales 

letter to hundreds of customers, meaning that it will not be as personalized as B2B sales. 

When writing your sales letter or email, remember that people read what is interesting and useful to 

them. By keeping your audience in mind, you will be able to write a relevant, effective sales letter. 

 

https://www.forbes.com/sites/chuckcohn/2015/06/16/differences-in-selling-b2b-vs-b2c/#3a7d2a924fb2
https://www.forbes.com/sites/chuckcohn/2015/06/16/differences-in-selling-b2b-vs-b2c/2/
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Tip:  

tǳǘ ȅƻǳǊǎŜƭŦ ƛƴ ȅƻǳǊ ǊŜŀŘŜǊǎΩ ǎƘƻŜǎ ŀǎ ȅƻǳ Ǉƭŀƴ ȅƻǳǊ ǎŀƭŜǎ letter. What would you want to hear to 

convince you to make a purchase? 

²ƘŜƴ ŘŜŎƛŘƛƴƎ ƻƴ ȅƻǳǊ ƭŜǘǘŜǊΩǎ ǘƻƴŜΣ ǊŜƳŜƳōŜǊ ǿƘƻ ȅƻǳΩǊŜ ǿǊƛǘƛƴƎ ǘƻΦ .н. ƭŜǘǘŜǊǎ ƻŦǘŜƴ ǿƻǊƪ ōŜǎǘ 

ƛŦ ǘƘŜȅΩǊŜ ŦƻǊƳŀƭΣ ǿƘƛƭŜ .н/ ƭŜǘǘers can be more conversational. 

2. What Is the Purpose of Your Letter? 

What is your intention with this sales letter or email? Is it to try and convert a lead? To spread 

awareness of a recent promotion? To follow up on a sales pitch? To get money for an active fundraiser?  

Knowing the purpose of your letter will help you establish your offer ahead of time. Being very clear on 

what you are selling will help you convey that clearly to the customer, and avoid confusion. Reflect on 

the purpose of your letter to keep your content concise and to the point. 

Tips:  

To keep the purpose of your letter clear, organize your letter effectively. Give your letter an 

introduction, a body, and a conclusion, and make sure that all elements of the letter serve your 

ultimate goal: to sell your product to your reader. 

When writing a sales letter or email, consider using a heading or subject line to convey your 

purpose.  

3. Long Copy or Short Copy: How Much Should You Write? 

There are two main types of sales letters and emails: long copy and short copy. But which one is better 

for what you are trying to sell?  

In general, short copy sales letters are around one to two pages. Long copy sales letters can have 

anywhere from two to 20 pages (or even more if necessary). 

One of the best things about long copy is that it allows you to answer more questions and remedy more 

customer doubts. Long copy often works well for products that require a greater explanation of value, 
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how they work, and proof of results. Short copy, on the other hand, can work well for selling to 

informed customers, or for selling products that are self-explanatory. Short sales copy may also work 

well for follow-up letters, and letters that entice a follow-up action in order for the reader to get access 

to information (such as setting up a phone call to go over options, for example).  

LŦ ȅƻǳ ǎǘƛƭƭ ŀǊŜƴΩǘ ǎǳǊŜ ŀōƻǳǘ ǿƘŜǘƘŜǊ ȅƻǳ ǎƘƻǳƭŘ ǿǊƛǘŜ ŀ ƭƻƴƎ ƻǊ ǎƘƻǊǘ ŎƻǇȅ ǎŀƭŜǎ ƭŜǘǘŜǊΣ ŀǎƪ ȅƻǳǊǎŜƭŦ 

whether you have a need-to-know or a want-to-know product.  

A need-to-know product is a product that your target customers already feel they need, therefore you 

ŘƻƴΩǘ ƘŀǾŜ ǘƻ ǘŀƪŜ ŀǎ ƳǳŎƘ ǘƛƳŜ ƻǊ ƭŜǘǘŜǊ ǎǇŀŎŜ ǘƻ ǇŜǊǎǳŀŘŜ ǘƘŜƳ ǘƻ ōǳȅΦ {ƘƻǊǘ ŎƻǇȅ ŘƻŜǎ ōŜǎǘ ŦƻǊ ƴŜŜŘ-

to-know products. These products might include clothing, household services (such as lawn care, house 

cleaning), food deals, auto care, and more.  

A want-to-know product is a product that you must convince customers to want to know more about. 

Long copy does best for want-to-know products. These products are non-essential, however, a 

successful sales letter or email can persuade your audience that they are necessities. To sell want-to-

know products, you need more letter space to create a desire for that product where none existed. 

¢Ƙƛƴƪ ŀōƻǳǘ ǘƘŜ ƛƴŦƻƳŜǊŎƛŀƭǎ ȅƻǳΩǾŜ ǎŜŜƴ ƻƴ ¢±Φ bƻōƻŘȅ ǘƘƻǳƎƘǘ ǘƘŜȅ ƴŜŜŘŜŘ ǎƭŜŜǾŜŘ ōƭŀƴƪŜǘǎ ƭƛƪŜ ǘƘŜ 

Snuggie, limited edition presidential coins, or a CD collection set until infomercials convinced them 

otherwise. Want-to-know products may include magazine subscriptions, self-help books, CD or DVD 

collections, certain beauty products, novelty items, charity donations, and more. 

Tips: 

Many copywriters report that two-page sales letters tend to work best for most of their B2C 

ŎƭƛŜƴǘǎΦ όWǳǎǘ ōŜ ǎǳǊŜ ǘƻ ǿǊƛǘŜ άƻǾŜǊέ ƻƴ ǘƘŜ ōƻǘǘƻƳ ƻŦ ȅƻǳǊ ǎŀƭŜǎ ƭŜǘǘŜǊΣ ǎƻ ǘƘŀǘ ȅƻǳǊ ǊŜŀŘŜǊ ƪƴƻǿǎ 

to flip the page!) 

When writing your sales letter or email, always write as much as you need to write, and no more. 

If adding another section to your letter will make it more persuasive, then go for it. If lengthy user 

testimonials will make the case for buying your product, then put them in. 

5ƻƴΩǘ ōǳƭƪ ǳǇ ȅƻǳǊ ƭŜǘǘŜǊ ǿƛǘƘ ŦƭǳŦŦ Ƨǳǎǘ ŦƻǊ ǘƘŜ ǎŀƪŜ ƻŦ ƭŜƴƎǘƘΦ [ƻƴƎ-winded, empty, or 

uninteresting information can end up putting your readers to sleep rather than persuading them 

to buy. Be aware of any points that serve only to make your letter longer without strengthening 

your argument. Quality is always better than quantity. 

https://www.awai.com/2015/05/how-long-should-a-sales-letter-be/
https://www.awai.com/2015/05/how-long-should-a-sales-letter-be/
https://snuggiestore.com/
http://www.steveslaunwhite.com/do-snail-mail-sales-letters-still-work/
https://www.quicksprout.com/the-definitive-guide-to-copywriting-chapter-8/
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Remember who your audience is when deciding how long your sales letter or email will be. B2B 

sales letters tend to benefit from being short and sweet, while B2C sales letters can be longer. 

4. Sales Letter or Sales Email: How Are You Going to Send Your Letter? 

What is the best way to send your sales leǘǘŜǊΚ {ƘƻǳƭŘ ȅƻǳ ǎŜƴŘ ƛǘ ǘƘǊƻǳƎƘ ǘǊŀŘƛǘƛƻƴŀƭ άǎƴŀƛƭ Ƴŀƛƭέ ƻǊ 

email?  

Lǘ ŘŜǇŜƴŘǎΦ ¢ƘŜ ŀŘǾŀƴǘŀƎŜ ƻŦ ǎŜƴŘƛƴƎ ǎŀƭŜǎ ƭŜǘǘŜǊǎ ǘƘǊƻǳƎƘ ŜƳŀƛƭ ƛǎ ǘƘŀǘ ƛǘΩǎ ŎƘŜŀǇŜǊΣ ŦŀǎǘŜǊΣ ƳƻǊŜ 

convenient, and more easily quantifiable. With emails, you can measure engagement, track replies, and 

schedule delivery times. You can then use any of the information gathered to plan follow-up contact and 

adjust your sales strategy accordingly.  

{ǘƛƭƭΣ άǎƴŀƛƭ Ƴŀƛƭέ Ƙŀǎ ƛǘǎ ŀŘǾŀƴǘŀƎŜǎΦ aŀƴȅ ŎǳǎǘƻƳŜǊǎ ŀƴŘ ŜȄŜŎǳǘƛǾŜǎ ǊŜǇƻǊǘ suffering from email 

overload and see letters ς especially personalized ones ς as something that stands out. As one 

commenter wroteΣ άtŜƻǇƭŜ ǊŜŎŜƛǾŜ ƘǳƴŘǊŜŘǎ ƻŦ ŜƳŀƛƭ ƳŜǎǎŀƎŜǎ ŜŀŎƘ Řŀȅ ōǳǘ ƻƴƭȅ ŀ ŦŜǿ ƭŜǘǘŜǊǎ ŀƴŘ 

ǇŀŎƪŀƎŜǎΦέ aŀƴȅ ǊŜŎƛǇƛŜƴǘǎ ŀƭǎƻ ƘŀǾŜ ŜƳŀƛƭ ǎȅǎǘŜƳǎ ǘƘŀǘ ŦƛƭǘŜǊ ƻǳǘ άƧǳƴƪέ ƳŀƛƭΣ ǇƻǘŜƴǘƛŀƭƭȅ ǊŜŘǳŎƛƴƎ ǘƘŜ 

visibility of your sales email.  

The physicality of mailed letters is another one of their benefits. While emails can be disposed of in a 

ƳŀǘǘŜǊ ƻŦ ŎƭƛŎƪǎΣ ǇŜƻǇƭŜ ƘŀǾŜ ǘƻ ǇƘȅǎƛŎŀƭƭȅ ƘŀƴŘƭŜ Ƴŀƛƭ ōŜŦƻǊŜ ŘƛǎƳƛǎǎƛƴƎ ƛǘΦ ά{ƴŀƛƭ Ƴŀƛƭέ ŀƭǎƻ ƎƛǾŜǎ 

businesses the option of sending in small freebies to further incentivize the reader, such as a free edition 

of a magazine, a pin, a catalog, a pen, or more. While email is best used for short sales letters, physical 

letters can more easily accommodate any length. 

Tips:  

When sending a sales email, remember that half the battle is creating an interesting subject line 

that will entice readers to open, rather than ignore, your email.  

When sending a physical sales letter, try and make your letter stand out from the rest of your 

ǊŜŎƛǇƛŜƴǘǎΩ ƳŀƛƭΦ ¸ƻǳ Ŏŀƴ Řƻ ǘƘƛǎ by using some eye-catching detail on the envelope, or ideally, by 

making your letter as human and personalized as possible (such as by hand-addressing the 

envelope). 

http://www.steveslaunwhite.com/do-snail-mail-sales-letters-still-work/
http://www.steveslaunwhite.com/do-snail-mail-sales-letters-still-work/
http://www.steveslaunwhite.com/do-snail-mail-sales-letters-still-work/
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Track the delivery of important sales letters through the post office to make sure they arrive at 

their destination. 

5. When Should You Send Your Sales Letter or Email? 

Sending a sales email is all about timing. The problem is, studies often disagree about when is actually 

the best time to send sales emails. 

According to a Hubspot study, Tuesdays around lunchtime (from 10:00 am to 12:00 pm EST) are the best 

day and time to send sales emails. Another study by Yesware, which focused on explicitly measuring B2B 

sales emails, argues that weekends are 10% more likely to result in open rates because 80% less 

ƳŀǊƪŜǘƛƴƎ ŜƳŀƛƭǎ ŀǊŜ ǎŜƴǘ ƻƴ ǿŜŜƪŜƴŘǎ όǘƘƛǎ ƳŜŀƴǎ ƭŜǎǎ ŎƻƳǇŜǘƛǘƛƻƴ ŦƻǊ ȅƻǳǊ ǊŜŀŘŜǊΩǎ ŀǘǘŜƴǘƛƻƴύΦ The 

times that Yesware recommends sending B2B emails are early mornings (from 6:00 am to 7:00 am) or 

evenings (around 8:00 pm).  

Tips: 

The best time to send an email will depend on whether you have B2C or B2B clients, what time 

zone your clients are in, and the nature of your sales email. Use your email engagement metrics to 

discover the best time for to send your unique sales email.  

Whether you send a sales letter or a sales email, your delivery should be timely and relevant 

(especially if your sales letter or email is following up on a previous interaction, such as a sales 

pitch).  

Conclusion 

Once you have made these considerations, you will be clear in your purpose, your audience, and your 

methods for writing your sales letter or email. With your planning finished, writing will come easily. 

Whether you are writing a B2C or a B2B sales letter or email, we hope that this chapter has given you a 

few helpful considerations to mull over, and new ways to consider planning your sales strategy. 

 

https://www.hubspot.com/sales/sales-email
https://www.catapultnewbusiness.com/blog/the-best-days-times-to-cold-calls/
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How to Write Powerful B2C Sales Letters and Emails, 
with 7 Real-Life Examples 

Imagine this: two sales letters are sent out to the same customer from two different companies. Both 

companies offer a product that fills the same need and send the letters on the same day of the week. 

.ǳǘ ǎƻƳŜƘƻǿΣ ƻƴŜ ǎŀƭŜǎ ƭŜǘǘŜǊ ŜƴŘǎ ǳǇ ƻǇŜƴ ƻƴ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŘŜǎƪ ς the other gets tossed in the 

garbage bin after a mere skim. 

A similar fate befalls two sales emails: the customer opens and even replies to one, while the other is 

erased almost as ǎƻƻƴ ŀǎ ƛǘΩǎ ǊŜŎŜƛǾŜŘΦ 

Why does the customer consider one and chuck the other? There are many possible reasons, but they 

all boil down to the same thing: how well the sales letter or email is written and presented. 

A quality sales letter or email can put your company on the radar of new potential buyers. It can help 

you re-stimulate inactive leads and convert your leads into customers. On the flip-side, a poorly written 

sales letter or email can result in wasted resources and can even have a negative impact on your brand 

image. 

²ŜΩǾŜ ǿǊƛǘǘŜƴ ǘƘƛǎ ŎƘŀǇǘŜǊ ǘƻ ƘŜƭǇ ȅƻǳ ƳŀƪŜ ǎǳǊŜ ǘƘŀǘ ȅƻǳ ŀǊŜ ǿǊƛǘƛƴƎ ǘƘŜ ǊƛƎƘǘ ƪƛƴŘ ƻŦ ǎŀƭŜǎ ƭŜǘǘŜǊΥ ǘƘŜ 

kind that your customers will open and act upon. Use this step-by-step guide with real-life samples to 

write a sales letter or email that will persuade your prospective B2C (business-to-consumer) customers 

to buy your product. 

Format Your Letter 

Many sources recommend formatting your sales letter the way you would a normal letter. That means 

starting with the date and the contact information of both you (the sender) and the recipient in the 

upper left-hand corner. An optional heading may also precede the greeting. Following that format looks 

something like so: 
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This basic letter format works for companies of any size in any industry. However, you can still choose to 

break free from this mold and adopt something more eye-catching and on-brand. Check out, for 

instance, how Playboy does this:  
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Source: J.C. Manheimer 

 

http://jcmanheimer.com/images/controls/6_1_manheimer-direct-mail-sample-letter-Playboy-page1.jpg
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When playing with letter formatting for B2C recipients, feel free add or delete addresses and headings if 

ƛǘ ƳŀƪŜǎ ȅƻǳǊ ƭŜǘǘŜǊ ƭƻƻƪ ŎƭŜŀƴŜǊ ƻǊ ƳƻǊŜ ŜƴǘƛŎƛƴƎΦ ²ƘƛƭŜ ƛƴŎƭǳŘƛƴƎ ǘƘŜ ǊŜŎƛǇƛŜƴǘΩǎ ŀŘŘǊŜǎǎ ŀŘŘǎ ŀ 

personalized touch, removing it may make it easier to send the letter out to hundreds if not thousands 

of consumers at a time.  

With sales emails to consumers, you also have the option of playing with designs, links, and graphics. For 

a better idea of what this might look like, check out this sales email from CoSchedule:  
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LƳŀƎŜǎ ŀƴŘ DLCǎ Ŏŀƴ ōŜ ǳǎŜŘ ǎǳŎŎŜǎǎŦǳƭƭȅ ƛŦ ǘƘŜȅ ƘŜƭǇ ȅƻǳ ŎƻƳƳǳƴƛŎŀǘŜ ǿƛǘƘ ȅƻǳǊ ŀǳŘƛŜƴŎŜΦ Wǳǎǘ ŘƻƴΩǘ 

go overboard ς ȅƻǳ ŘƻƴΩǘ ǿŀƴǘ ǘƻ ǘŀƪŜ ǘƘŜ ŦƻŎǳǎ ŀǿŀȅ ŦǊƻƳ ȅƻǳǊ ŜƳŀƛƭΩǎ ǿǊƛǘǘŜƴ ŎƻƴǘŜƴǘ. 

Tips:  

Use white space abundantly! Add spacing between lines to break up text in sales letters and 

ŜƳŀƛƭǎ ǘƻ ƳŀƪŜ ǘƘŜƳ ƳƻǊŜ ǊŜŀŘŀōƭŜΣ ŀƴŘ ƎǳƛŘŜ ȅƻǳǊ ǊŜŀŘŜǊΩǎ ŜȅŜ Řƻǿƴ ǘƘŜ ǇŀƎŜΦ 

In emails and letters to consumers, use bold text, underlines, and italics to Ŏŀƭƭ ȅƻǳǊ ŀǳŘƛŜƴŎŜΩǎ 

attention to your most important points. Use these elements selectively, and avoid WRITING IN 

ALL CAPS ς this can make your sales letter look spammy. 

Write the Subject Line or Heading 

While not all sales letters have headings, all sales emails must have a gripping subject line.  

The best email subject lines are compelling. They may contain a call to action, an intriguing question, a 

cryptic proposal ς ƻǊ ǊŜŀƭƭȅ ŀƴȅǘƘƛƴƎ ǘƘŀǘ ƳƛƎƘǘ ŀǇǇŜŀƭ ǘƻ ȅƻǳǊ ǊŜŎƛǇƛŜƴǘΩǎ ƛƴǘŜǊŜǎǘǎ όƻǊ ŎǳǊƛƻǎƛǘƛŜǎΗύΦ 

Here are some examples of email subject lines that work: 

¶ Want to increase website traffic?  

o Ask your audience a question that they want to know the answer to. 

¶ Tired of not achieving your goals?  

o Present the problem while hinting at a solution. 

¶ LŦ ȅƻǳΩǊŜ ǎǘǊǳƎƎƭƛƴƎ ǿƛǘƘ ƛƴǎƻƳƴƛŀΣ ȅƻǳΩǊŜ ƴƻǘ ŀƭƻƴŜΦ  

o Show your prospect that you know them and what they are going through while offering 

a sense of community and a glimpse into your expertise.  

¶ Be the writer that your colleagues aspire to be. 

o Appeal to ȅƻǳǊ ǊŜŀŘŜǊǎΩ ŎƻƳǇŜǘƛǘƛǾŜ ǎƛŘŜ ŀƴŘ ƎŜǘ ǘƘŜƛǊ ƛƳŀƎƛƴŀǘƛƻƴ ƎƻƛƴƎΦ 

¶ Can I help? 
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o άΧ²ƛǘƘ ǿƘŀǘΚέ !ǇǇŜŀƭ ǘƻ ȅƻǳǊ ǊŜŀŘŜǊΩǎ ŎǳǊƛƻǎƛǘȅΦ 

¶  Your free 3-day meal plan is here. 

o ¦ǎŜ ǘƘŜ ǿƻǊŘ άŦǊŜŜέ ǘƻ ǎǇŀǊƪ ƛƴǘŜǊŜǎǘΦ 

¶ Alex, do you have five minutes to talk? 

o Use your recipieƴǘΩǎ ƴŀƳŜ ǘƻ ǎǘŀƴŘ ƻǳǘΣ ǿƘƛƭŜ ƭŜǘǘƛƴƎ ǘƘŜƳ ƪƴƻǿ ȅƻǳ ǿƻƴΩǘ ǘŀƪŜ ƳǳŎƘ ƻŦ 

ǘƘŜƛǊ ǘƛƳŜΦ ¢Ƙƛǎ ŀƭǎƻ ǎǇŀǊƪǎ ǘƘŜ ǉǳŜǎǘƛƻƴΣ ά¢ŀƭƪ ŀōƻǳǘ ǿƘŀǘΚέ 

¶ I can boost your savings by 10% in 10 minutes 

o This headline has an interesting proposal that you can allegedly learn fast, leaving the 

reader tempted to read on. 

 

Unlike sales emails, by the time the user gets to the heading of a sales letter, the letter has already been 

opened. Headings for sales letters should reflect a specific, enticing promise that is relevant to the 

lettŜǊΩǎ ŎƻƴǘŜƴǘΣ ŀƴŘ ƛƴǎǇƛǊŜǎ ǘƘŜ ǊŜŎƛǇƛŜƴǘ ǘƻ ǊŜŀŘ ƻƴΦ  

¸ƻǳ Ŏŀƴ ŀƭǎƻ Ǉƭŀȅ ǿƛǘƘ ƳŀƪƛƴƎ ǘƘŜ ƘŜŀŘƛƴƎ ǎǘŀƴŘ ƻǳǘ ƛƴ ȅƻǳǊ ƭŜǘǘŜǊΩǎ ŘŜǎƛƎƴΦ /ƘŜŎƪ ƻǳǘ Ƙƻǿ More 

magazine does this in their consumer-oriented publication below: 

http://jcmanheimer.com/images/controls/3_1_More_Page1_2550x3300_363k.jpg
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This on-ōǊŀƴŘ ƘŜŀŘƛƴƎ ǉǳƛŎƪƭȅ ŎŀǘŎƘŜǎ ǘƘŜ ǊŜŀŘŜǊΩǎ ŜȅŜǎΣ ŦŀƳƛƭƛŀǊƛȊƛƴƎ ǘƘŜƳ ǿƛǘƘ ǘƘŜ ƭƻƎƻ ŀƴŘ ŘǊŀǿƛƴƎ 

them down to the body of the text.  

 






































































































