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1A customer asking for a discount

Saying no can be hard, but sometimes it’s necessary to make sure all your customers 
are on a level playing field and you’re not damaging your business.

Our goal is to make the perceived value of Groove higher, not lower, and discounting 
is a great way to accomplish the latter. So, when a customer asks for a discount, we’ll 
respond with something like this: 
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Use these to get the point across, but remember: they will be 1,000 times more 
effective if you personalize them and make them your own!

Hey [name],

First of all, thank you for trying Groove. It makes me happy that you’ve gotten value 
out of the app, and that you want to continue using it.

We’re a small business ourselves, so we can certainly appreciate wanting a price 
break :)

But with 1,500+ customers—including non-profits, schools and tiny startups—
paying $15 per user per month, it wouldn’t be fair to offer discounts.

We’ve worked really hard to build the best product out there for small businesses 
to deliver awesome, personal customer support. We believe that Groove delivers 
more value than it costs and I’m confident that if you sign up to the paid plan, you’ll 
agree. Remember: you can cancel at any time, no strings attached.

I see that your trial is scheduled to end of February 25th. I’d love to do a quick call 
on Skype to walk you through some tips and tricks to help you get more value out 
of Groove. Does tomorrow at 11AM or 2PM EST work for you? Either way, just hit 
“Reply” and let me know.

Thanks again!

Best
[your name]

For more of the latest customer support tips, head to  groovehq.com/blog
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Why this works: 

It’s empathetic (we know how they feel), personal (we include 
information about them and their account) and still delivers 
value (the consultation we’re offering increases the perceived 
value of Groove). 
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2A feature request you’re not going to build
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Hey [name],

Thanks for the email. I really appreciate that you took the time to share your ideas.

I can certainly see how a Blackberry app would be useful. With a small team and a 
big product roadmap, we have to pick new features based on the value they’ll add 
to the most users possible. At the moment, we won’t be able to make this one work.

With that said, some of our iPhone users prefer Groove’s mobile site to the native 
app. I’d love to hop on a quick call or Skype chat and walk you through how to get 
the most out of it. Would this Thursday at 10AM or 2PM work for you?

And I hope that if there’s anything else I can do for you, you won’t hesitate to let me 
know.

All the best,
[your name]

Why this works: 

It’s personal (we took the time to read the idea, and our  
response makes that clear), it’s positive, and it still delivers  
value to the customer. 

For more of the latest customer support tips, head to  groovehq.com/blog
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3An angry customer
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Hi [name],

I’m really sorry about the login issue. You’re absolutely right: it shouldn’t take this 
long to fix, and I completely understand how frustrated you are. I’d be frustrated 
too!

I’m getting this handled for you right now. I’ve got a developer looking into it as 
I type this, and will keep you updated every 30 minutes until we find a resolution.

Again, apologies for this, but I’m going to make sure we get it fixed today.

Best,
[your name]

Why this works: 

It follows the CARP system of control, acknowledge, refocus, 
and problem-solve, and helps the customer feel better by 
knowing that their problem is being taken very seriously. 

For more of the latest customer support tips, head to  groovehq.com/blog
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4Your product is broken/down
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Hi [name],

[Explain the issue clearly and honestly first]

You’ve put your trust in [your company] to keep your [function] running smoothly, 
and I know how angry and disappointed you might feel if you’ve been trying—and 
failing—to access your account. Words can’t express how deeply sorry I am for this 
issue.

Please know that as soon as this issue is resolved, we’ll be looking at ways to regain 
your trust and ensure that this never happens again.

Again, please accept my deepest apologies. I’ll update you shortly to let you know 
when the server has been restored.

If you have any questions, please don’t hesitate to email me directly at [your email].

[your name]

Why this works: 

It’s informative (it includes all of the details you knew at 
that time, with no obfuscation), empathetic (you’re clear 
that we knew how terrible this was for your customers),  
apologetic, and personal (including your email address and the  
promise of a follow-up). 
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5Your product is broken/down: Update
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Hi [name],

I just wanted to give you a quick in-progress update on our team’s efforts to battle 
this morning’s issue and get [your product] back to 100% functional for you.

[Honest and clear update on the status of the issue]

Thanks again for bearing with us as we get [your product] back up and running, and 
again, please accept my apologies for today’s issues.

As always, feel free to email me directly at [your email] with any questions or 
feedback.

[your name] 

Send constant updates until the issue is resolved. 

For more of the latest customer support tips, head to  groovehq.com/blog
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6Your product is broken/down: Final
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Hi [name],

[Clear and final account of what happened and the impact on the customer]

Again, I can’t emphasize enough how sorry I am for any trouble this has caused 
you. I deeply value the trust that you put in [your company] and our team, and it 
crushes me to disappoint you like we did this morning.

In the coming hours, we’ll be [what you’ll be doing next.]

And once we’ve completed our post-mortem, we’ll explain everything that 
happened in great detail.

I hope you’ll accept this apology from me on behalf of our entire team. We’re 
incredibly grateful for your trust, and we’ll continue to work tirelessly to regain and 
keep it.

As always, feel free to email me directly at [your email] with any questions 
or feedback.

Best,
[your name] 

And be sure to follow up once you’re back up with a deep, heartfelt apology and clear 
plan forward. 

For more of the latest customer support tips, head to  groovehq.com/blog
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7Customer welcome email script
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Hey [name],

I really appreciate you joining us at [your company], and I know you’ll love it when 
you see how easy it is to [what your product does].

We built [your company] to [your purpose], and I hope that we can achieve that for 
you.

If you wouldn’t mind, I’d love it if you answered one quick question: Why did you 
sign up for [your company]?

I’m asking because knowing what made you sign up is really helpful for us in 
making sure that we’re delivering on what our users want. Just hit “Reply” and let 
me know.

By the way, over the next couple of weeks, we’ll be sending you a few more emails 
to help you get maximum value from [your company]. We’ll be sharing some tips, 
checking in with you and showing you how some of our customers use [your 
company] to [your purpose].

Thanks,
[your name] 

This email goes out to every single person that signs up for Groove.

The insights we’ve gotten early on from the responses have been game-changing. We’ve 
been able to transform our messaging based on what we learned is most important to 
new customers, and we’ve been able to build deeper relationships with those customers 
by helping them with whatever unique goals or challenges drove them to sign up. 
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8Customer exit survey email script
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Hey [name],

Thanks for much for giving [your company] a try. I’m sorry that you didn’t love it. 

I have a quick question that I hope you’ll answer to help us make [your company] 
better: Why did you cancel?

Just reply to this email and let me know. I’d really appreciate it.

Thanks,
[your name]

Customers that are on their way out the door can offer incredibly valuable insight into 
what you can do better. Use this simple email to collect useful feedback.
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