How we write to customers
Ian’s rule is “write like you’d talk to them at the counter.”
Every reply
· Use the customer’s first name: “Hi Jen,”.
· Answer the question in the first line. Give the specific thing: the date, the price, the ticket number, what the mechanic found.
· If we got it wrong, say sorry once and say what for: “Sorry, we promised Thursday and nobody called you.”
· Offer one concrete next step with a day attached.
· Short paragraphs. No jargon unless the customer used it first.
· Sign off with your first name and the store: “Natalie, Northgate Cycles High Street, (254) 555-0142”.
Never
· “Dear valued customer”, “we apologize for any inconvenience” or “per my last email”.
· More than one exclamation point, and only for good news.
· A date the workshop hasn’t confirmed.
· Blaming the customer, a supplier or a coworker.
A typical reply
Hi Sam,
Your bike’s ready. Liam replaced the rear brake pads and bled the brake, so the lever should feel firm again. It’s $54.99 plus tax: $40.00 for the bleed and $14.99 for the pads.
We’re open until 7 tonight and 9 to 5:30 on Saturday. Bring the ticket if you have it (R-2026-0161), but your name is fine.
Natalie Northgate Cycles High Street, (254) 555-0142
