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Session Objectives

• Illustrate RightNow Marketing Automation features

and functions, through real world examples that you 

can use to achieve success in your customer 

communication.
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• Why
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Measuring Success – Why?

• Don’t Measure - Can’t Manage

– Measurements

– Metrics

– Benchmarks

• Measurement should lead to iterative improvements

– Don’t measure just to measure—measure to learn and 
improve

• Acquisition, penetration and monetization



• Delivered

• Opened

• Clicked Through

• Potentially discuss other measurements (Conversion/CTOR etc)

Data from Bronto.com (3 month period ending August 5th 2007)

Measuring Success – What?

97.5%

23.6%

4.4%



Measuring Success – Metric Sources

• EmailStatCenter

• MailerMailer

• Bronto

• EROI

• ReturnPath

• Lyris

• InternetRetailer survey

• VerticalResponse

• EmailLabs

• Harte-Hanks Postfuture

• MailChimp



Measuring Success – How?

• Consolidate data in RightNow

• Use RightNow’s Analytics Console to view standard 
reports and create customized reports

• Core reports
– Delivery statistics

– Outbound email results

– Tracked link activity

– Audience email summary

– Event triggered email summary

– Campaign activity

– Opportunities by campaign
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Achieving Success - Introduction

• Nikon

• Ceridian

• RightNow Technologies



Achieving Success - Nikon



Achieving Success - Ceridian



Achieving Success – RightNow Technologies



Achieving Success - Best Practice

• Standard links
– email opt-in source, add to-address book, company web site, 

copyright reference, opt-out, privacy policy,profile update, “reply-to”
policy (if different from “reply-to” email address) and physical 
address.

• Permission Marketing

• Subject & Body

• Target audience

• Email Attachments

• Process control

• Communication

• Test Cells & Timing



Achieving Success – Permission Marketing

Problem

Many Opt In Sources

One permission standard



Achieving Success – Permission Marketing

Solution
Audit the collection process

• Direct Web site registration
• Referrals from forward-to-a-friend forms
• Co-registration program
• Affiliate program referrals
• List rental
• E-mail append
• Point-of-purchase signups
• Other offline registration: contests, conferences, etc.



Achieving Success – Permission Marketing

Solution
Unify the collection process

Example;

Dear Shaun,

Thank you for your interest in Nikon.

Dear ,

Thank you for your interest in Nikon.



Achieving Success – Permission Marketing

Solution
Start as you mean to go on!

• Welcome email as soon as opt in is confirmed

• Reinforce benefits

• Set expectations



Achieving Success – Permission Marketing

And remember

Permission is perishable

• Review address acquisition

• Identify permission gap

• Close the permission gap



Permission Marketing – Single or Double Opt In

• Definitions

• For and against

• Demonstrations



Achieving Success – Target Audience

Demo – Nikon Loyalty schemes



Achieving Success – Other Communication

Demo – Nikon Greybird campaign



Achieving Success – Communication

Demo – RightNow Mailing Library



Achieving Success – Parameter Passing

Demo – RightNow Consulting Services
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Questions and Answers


