
Post-Cancellation Survey Template
 
Hey [Name],

Thanks for giving {your product or brand name} and whirl. I was hoping 
we’d {be able to provide the value or solution your customer needed}, but it 
seems we missed the mark.

No hard feelings! {insert a note similar to this that expresses acceptance/
genuine understanding of their decision}.

We want to make sure we can {provide the value your customer was looking 
for}, so we’d love to know why you chose to cancel.
Would you mind sharing why {product/brand} didn’t {provide value}? {Reply 
to this email} or {Link to a survey}.

{Tell them how long the survey will be/what to expect. Add any incentives 
here.}

[Sign off]

Hot Tip: This email is for gathering feedback only. Don’t try to sell to a 
churned customer right now. Y

ou need to figure out why people
are leaving so you can continually improve your retention efforts. Be 
genuinely curious and make it as easy as possible for your customers. 

Thank them profusely.
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