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Customers Happy & Turn Refunds into
Repeat Orders
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INTRODUCTION

WHY CHARGEBACKS
HAPPEN

(and Why This Guide Matters)

Chargebacks are one of the most silent killers in eCommerce.
They don't just cost you revenue — they threaten your entire
payment infrastructure.

Too many chargebacks, and payment processors like Stripe,
PayPal, or Shopify Payments can freeze or terminate your
account.

And 90% of the time, the root cause isn’t fraud — it’s fear.
Customers think they’'ve been scammed because of one or
more of these:

« Slow shipping or missing tracking
updates

Broken or damaged products
Unanswered emails

Confusing billing names

Poor post-purchase communication

This playbook shows you exactly how to eliminate those fears — with real email
flows, customer service templates, and systems that turn potential disputes into
loyal, repeat customers.




PART 1

AUTOMATE
COMMUNICATION

Goal: Stop panic before it
becomes a dispute.

When customers don’t hear from you after paying, they
assume the worst.

That silence is what triggers chargebacks.
The best fix? A proactive post-purchase flow.



THE “WHERE'S MY
ORDER?” FLOW

Platform: Klaviyo / Shopify Email / Omnisend
Trigger: Order Placed

> KLAVIYO A shopify B omnisend



EMAIL1
Order Confirmed

Send: Immediately
Subject: We got your order! Here's what happens next

Hey [First Name],

Thanks for your order! &

We're already preparing it and will send
tracking details once it ships.

You'll get updates at every step — no
need to worry or chase us down.

Processing: 1-2 business days
Shipping: [Insert typical window]

If you need anything, reply to this email
— we respond fast.
- The [Brand] Team




EMAIL 2
Order in Motion

Send: 2-3 days later
Subject: Good news — your order’s moving!

Hey [First Namel],

Just checked your order — it’s officially
on the move!

Here’s your tracking link: [Tracking
Link].

We'll keep you posted until it's
delivered.
Thanks again for your patience and trust

Ell\§

— The [Brand] Fulfillment Team




EMAIL 3
Delay Transparency

Send: 5-7 days later (if not yet delivered)
Subject: Quick update about your order

Hey [First Name],

We noticed your package is taking a little
longer than usual — it’s still on the way!
To thank you for your patience, here'’s
10% off your next order: THANKYOU10.

We'll follow up once it’s out for delivery.
— [Brand] Team




EMAIL 3
Delivery Confirmation

Send: On delivery
Subject: Your order has arrived!

Hey [First Name],

Your package has officially been
delivered!

If there’s *any issue* (broken, missing,
damaged), reply and we'll fix it
immediately.

Use code WELCOME1O0 for 10% off your
next order — just our way of saying
thanks.

— [Brand] Team




OPTIONAL SMS ADD-ONS

“Hey [First Name], your order’s on its
way # — tracking: [link]”

“Looks like your order’s taking a bit
longer. Don’t worry, we've got you 9"




PART 2

BUILD A CUSTOMER-
FIRST SUPPORT
SYSTEM
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Goal: Respond fast, empathize
genuinely, and solve problems
before they escalate.

When something goes wrong, your support team determines
whether it ends as a refund or a chargeback.






COMMON RESPONSE TEMPLATES

Slow Shipping

Hey [First Name],

Totally understand how frustrating delays can be.
We've checked and your order’s in transit (tracking: [link]).

Here's a $10 coupon for your next order: NEXT10.

We appreciate your patience and support ¥
- [Brand] Team

Damaged Product

Hey [First Name],

We're sorry your product arrived in less than perfect condition.
We've already sent a replacement (tracking: [link]) and added 15% off
your next order as an apology.

If you prefer a refund instead, let us know — we’'ll process it right

away.
- [Brand] Team

Scam Concern

Hey [First Name],

We totally get it — ordering online can sometimes feel risky.
Rest assured, your order is real and it’s already on its way (tracking:
[link]).

We'll follow up again once it’s out for delivery.
Thanks for trusting us!
- [Brand] Team




' B
!

FIX FULFILLMENT &
PACKAGING WEAK
POINTS

Goal: Stop problems before they start
Broken products, missing packages, and

long transit times are the top root causes “If there’s any issue, contact
i us — we’ll make it right
of disputes. immediately.”

Fulfillment Checklist

Partner with a reliable 3PL that provides
scan-based tracking and daily updates

Use hybrid fulfillment

& (U.S. + China) to maintain
stock and reduce delays

Inspect 5-10 random orders weekly for
packaging quality

Never send tracking
@ before the first carrier

) scan event
Add thank-you inserts that say:




PART 4

MONITOR & ANALYZE
CHARGEBACKS

Goal: Identify issues before
they spiral

Track these KPIs weekly:

Metric Target Tool

Chargeback Ratio Under 1% Stripe / Shopify

Avg Response Time <24 hours Gorgias /[ HelpScout

Avg Shipping Time 3PL Dashboard

% of Customers Klaviyo Reports
Updated

Pro Tip: Tag every dispute with a cause:

» “Shipping delay”
» “Damaged item”
“No communication”

You'll quickly see where your weak spots are



PART 5

TURN REFUNDS INTO
REPEAT BUYERS

Even bad experiences can create loyal fans — if handled right.

Refund Recovery Template

Hey [First Name],

We've processed your refund, but we'd love
another chance to make it right ¥

Here'’s a $15 credit for your next order:
COMEBACK15

We’'ve improved our shipping process and
would love to show you.

Thanks again for giving us a shot — hope
to see you again soon.

— [Brand] Team




PART 6

ADVANCED
STRATEGIES TO DRIVE
CHARGEBACKS
TOWARD ZERO

These are the hidden levers top eCommerce
brands use to eliminate chargebacks almost
completely:



1. OVER-COMMUNICATE WITH CONTEXT

Don't just send tracking — give story-based reassurance:

“Your order’s being packed
right now at our NJ facility —
you’ll get a scan update
tonight.”

Adds humanity and legitimacy.



2. USE PRE-CHARGEBACK MONITORING TOOLS

Integrate with:

e Ethoca Alerts
e Verifi CDRN
e Chargeflow or Midigator

These let you refund before a chargeback finalizes, keeping
your ratio clean.
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3. AUDIT YOUR 3PL REGULARLY

Check how long it takes from “label created”
- “carrier scan.”
If that gap is more than 24-36 hours, fix it.

Pro tip: Don’t send tracking
until there’s an actual scan
event.




4. REWARD “PROBLEM CUSTOMERS”
STRATEGICALLY

If someone complains, send:

o 30% off discount (with 7-day expiry)
» Free expedited shipping next time
o VIP early access to new drops

Turns complainers into advocates.




5. PREVENT BUYER'S REMORSE

Send a “What to Expect” or “How We'’re
Making Your Product” email right after
checkout.

This reduces “regret-based” chargebacks.

6. FIX YOURBILLING DESCRIPTOR

In your payment processor, change it to something
recognizable like:

“YOURBRAND.COM” or “Commercive Fulfillment
- [Brand Name]”
Avoid vague names like “Online Store.”

-

7. OFFER MULTIPLE SUPPORT CHANNELS

Add:

e Live chat (even if Al-assisted)
o WhatsApp or text support line
o Support email visible in footer + confirmation

pages
When people can reach you, they don’t go to the bank. “




8. SEND POST-DELIVERY CHECK-INS

Use tools like EnquireLabs or Okendo to ask:

“Did everything arrive okay?”
If “No,” it opens a support ticket before they ever think

“chargeback.”

9. WATCH YOUR SILENT REFUND RATE

If your refund % is low but chargebacks are

high, your support system is too rigid.
If refunds are high but chargebacks are low —

that's healthy.

10. SEND PREEMPTIVE DELAY APOLOGIES

If you know shipments are late, send a
mass apology before they complain.

Offer a small coupon — it's cheaper than
a dispute.




11. ANALYZE HIGH-RISK REGIONS

ldentify which states or countries cause
the most disputes.

If you see patterns (like California or UK spikes), review

carrier choice or delivery time.

Regional micro-fulfillment often fixes 50% of your problems.
a2

12. AUTOMATE “PROOF PACKETS”

Have every order store:

e Tracking timestamps
e Delivery proof (screenshot or scan)
o Customer communication logs

This allows you to respond instantly if a
chargeback comes in.




FINAL THOUGHTS

Chargebacks aren’t a payment issue —
they're a trust issue.

You don't win by fighting
with banks; you win by
communicating better,
faster, and more humanly.

Implement these systems, and you’'ll not only reduce
chargebacks — you'll create a brand customers trust
enough to buy from again and again.




NEXT STEPS

Want to eliminate chargebacks and speed
up your fulfillment?

Book a free Chargeback
Audit with Commercive.

We'll analyze your fulfillment setup, identify risk points, and
show how faster shipping and proactive communication can
drop your chargebacks by up to 80%.

Visit commercive.co to schedule your free audit




QUICK TEAM CHECKLIST
(PRINT OR SCREENSHOT)

Automated “Where's My
Order” email flow active

Support responds within
24h

Quality control checks
weekly

Billing descriptor
recognizable

Customer feedback
collected post-delivery

Refund policy easy to find
and fair

Pre-chargeback tools
(Ethoca/Verifi) integrated

All fulfillment partners
audited monthly

© Commercive 2025
Fast Shipping. No Storage Fees. Hybrid U.S. + China Fulfillment
That Keeps Customers Happy and You Chargeback-Free.



