Dear [Customer Name]

Please accept our sincere apology. We are very sorry to have charged you twice for the same product. 

It was clearly a mistake at our end and not one that we take lightly. We can certainly appreciate your shock when seeing double the amount expected on your credit card statement.
NOTE: If the dollar amount was significant then it would be appropriate to include a statement regarding the implications on available credit. The sentence would then read as follows "We can appreciate the shock you must have felt at seeing double the amount you expected charged to your credit card, and the possible implications of our error on your remaining available credit with your financial institution".
I understand from my staff that 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 procedures are being put in place.

In the meantime, we have credited your account for the appropriate amount (include specific dollar value and add a percentage to cover possible interest charges and inconvenience if the dollar amount was large). We hope that this will be sufficient to correct the error and address any inconvenience this may have caused you.

We thank you for bringing this to our attention. It will help us improve our operations and services. We very much appreciate your business and hope that you will remain a valued customer.

If there are any other issues that need to be addressed, please don't hesitate to contact me.

Sincerely,

John Doe

