
 

 

 

TWF Customer Service Templates 

 

These are the templates that we use to handle the majority of our Customer Service questions 

on Amazon. You have to realize that customer feedback and response time is a key metric for 

maximizing your ability to secure your equitable share of the Buy Box.  

Our metrics are right at two hours for average customer response time, with no messages over 

24 hours in the last 12 months. We highly advise that you do this. Also, if you read the book 

“Amazon Way” it alludes to there being a metric for thoroughness of answer. You should make 

sure that your answers address your customer concerns fully.  

Here are the templates that we use to handle the bulk of our customer inquiries (they may not 

be applicable to all situations, but in our case, they handle the vast majority). 

 

If the customer is wanting a free product in exchange for a review: 

“Hi,  

Thank you for contacting us. We truly appreciate your time. In terms of offering 

products for review, we currently do not do that. However, we will keep you in mind 

should we decide to change our policies in this regard. 

Thanks, 

[Your Name]” 

 

 

 

 



 

 

If the customer has experienced a shipping issue/has not received product. 

“Hi,  

Thank you for contacting us. We are very sorry to hear about the problems with your 

order. We understand your frustration, and would similarly be frustrated if we were in 

the same situation. Unfortunately, in this instance, I cannot give you any updates on the 

shipping information for this product. All of our products are stored and shipped directly 

by Amazon, and we don’t receive that shipping information from them.  

Here is a link to the customer service department: 

https://www.amazon.com/gp/help/customer/display.html?ie=UTF8&nodeId=508510 

Thanks,  

[Your Name]” 

 

 

If the customer has a problem with the order (not our fault) eg. wrong 

size/damage in shipping/wrong item received by them (you should review this 

one and see if isolated or systemic): 

“Hi,  

Thanks for contacting us. I am very sorry to hear about the issues with your order. I 

really do appreciate you taking the time to reach out to us directly, and hopefully I can 

help guide you through the process and make it as easy as possible. 

All of our products are stored and shipped directly by Amazon. In this instance, you will 

need to contact them directly via the following link and set-up a return as they handle 

that on our behalf (fortunately they make the process incredibly easy and pain free): 

https://www.amazon.com/gp/help/customer/display.html?ie=UTF8&nodeId=508510 

Thanks again, and do hesitate to reach out if we can be of further assistance! 

[Your Name]” 

 

 

https://www.amazon.com/gp/help/customer/display.html?ie=UTF8&nodeId=508510
https://www.amazon.com/gp/help/customer/display.html?ie=UTF8&nodeId=508510


 

 

If the customer has a problem with the order (our fault) - use with discretion: 

Hi,  

Thanks for contacting us. I am very sorry to hear about the issues with your order. I 

really do appreciate you taking the time to reach out to us directly, and I want to help 

make this situation the best possible experience that it can be.  

I want you to know that we take full responsibility for this issue, and I will pass all of the 

information along to our Quality Assurance officer. Rest assured that we will address 

this issue and genuinely do apologize.  

I have issued you a full refund for your order, with no return required. If you can use the 

product please do so, and discard it if you cannot. Our goal is to reduce the amount of 

inconvenience you experience as much as possible, and there is no need to return the 

item. I realize that can be tedious. 

Thank you again for your feedback, and I truly want to emphasize that we will make 

every effort to improve our practices based on it.  

[Your Name]” 

 

 

If the customer wants a discount or deal on a product: 

“Hi,  

Thank you for contacting us. Our products are generally priced as marked, and we try to 

be as competitive as possible with our products. I will pass your feedback along to our 

pricing team. 

Thanks,  

[Your Name]” 

 

 

*** For bad feedback emails, review the flowchart!*** 

 


