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Introductions

Suzy Veilleux – Marketing Manager at Constant 
Contact.
Rosemary de Lacy – Marketing Specialist for 
RightNow Technologies



Agenda

Breakout Objectives
Best Practices 
 To use your domain or not
 Unsubscribe management
 I’m a large mailer – what does that mean?
 Are you authenticated?
 Bounces – who cares & why?

New Marketing Capabilities for 2009
Constant Contact Customer Showcase
Best Practices Demo



Objectives

Illustrate how to implement top Marketing Best 
Practices to help achieve success of your 
Marketing Communication
Provide an understanding of new RightNow 
Marketing features and functions released in 
2009
Hear from a RightNow Client



Best Practice Documents:

Location of Documents
 Available at the end of the room.
 Available via RNT Community.

Refresher Key Points
 Email Deliverability Group
 Email Authentication
 Email Best Practices
 White list/Blacklist Management
 RightNow Delivery Feedback 
 Building Reputation



To Use Your Domain or Not:

Why should I use my own domain name
How can I use my own domain
How does the “Send From” impact your results?
How can I personalize my emails?



Unsubscribe Management:

Why?
Can-Spam Law
What if I have several opt out options can I 
specify which area I want to opt out from?



I am a Large Mailer:

Over 65,000 mailings per month
 What do I need to do?
 Who can I work with to achieve this?
 Warming IP 

Under 65,000 mailings per month.
 What do I need to do?



Authentication

SPF & DKIM



Testing and Targeting

How does email subject line impact response 
rates?
Does personalization impact response rates?
Behavioral Targeting



Bounce Management

Who cares & why?
What are the different type of Bounces?
How can you report on them?
What is the impact of not reviewing the 
reports?



NEW MARKETING 
CAPABILITIES FOR 2009



Frequency/Recency by 
Channel/Interface (Feb ’09)



List Unsubscribe Headers (Feb ’09)



Expanded Bounce Management 
(May ’09)



Cloud Monitor/Cloud Links (May ’09)



HTML Editor Improvements 
(May ’09/Aug ’09)



Expanded Unsubscribe Reporting 
(Aug ’09)



Dynamic Merge Fields (Nov ’09)



Contacts with Same Email Address 
(Nov ’09)



CONSTANT CONTACT 
CUSTOMER SHOWCASE

Suzy Veilleux – Marketing Manager
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About Constant Contact

Mission
We help small businesses and organizations grow customer relationships and 
succeed by delivering professional, easy-to-use online services and coaching 
at a reasonable cost.

■ Products
■ Email Marketing

■ Online Survey

■ Headquarters in Waltham, MA 
■ Offices in Loveland, CO and Boca Raton, FL



Copyright © 2009 Constant Contact, Inc. 24

http://rs6.net/tn.jsp?et=1102728735207&s=2687&e=001AdrC0-D2uW23KTGsASojeO5mxd7IhOUClzNB14eD5wlVdNNkCh61v1Dwdvu5qrfzS03MWECjadG-wkonEHmRa5gU7NbIDPcj9zcEYcAQpAK-7JMxjMXuvvN2yGTaUgMe�
http://motherhoodlater.com/�
http://rs6.net/tn.jsp?et=1102728735207&s=2687&e=001AdrC0-D2uW0PffS5c9p9Yj6z0Ajtt1YSfcR0SGETdDMZ0iB7BL6PkJDyFfwpsY11eWL2pxRQrX_GQCPYSdBoeMazy9mh26gm64Kr6zStkMDe7orxxM_NAaXAaplsfMVKL6PeUheYg4FXrIlkCZ8ShSrMRaXZY5IYai-DbDO8b7jTCafhCT68EQ==�
http://ui.constantcontact.com/sa/fwtf.jsp?m=1101420965393&ea=suzy1925@yahoo.com&a=1102728735207�
http://visitor.constantcontact.com/d.jsp?v=001Ii8Y_QGk40pCwPex6wRnwfv8yV0s_rJTtDNf-6aQtFPLAW3wVz7sQKdel7mb9-nykwN4d_E9SI4=&p=un�
mailto:rgnewman@optonline.net�
http://visitor.constantcontact.com/d.jsp?v=001Ii8Y_QGk40pCwPex6wRnwfv8yV0s_rJTtDNf-6aQtFPLAW3wVz7sQKdel7mb9-nykwN4d_E9SI4=&p=oo�
http://visitor.constantcontact.com/d.jsp?v=001Ii8Y_QGk40pCwPex6wRnwfv8yV0s_rJTtDNf-6aQtFPLAW3wVz7sQKdel7mb9-nykwN4d_E9SI4=&p=un�
http://ui.constantcontact.com/roving/CCPrivacyPolicy.jsp�
http://www.constantcontact.com/index.jsp?cc=TEM_Basic_206�
http://www.constantcontact.com/index.jsp?cc=TEM_Basic_206�
http://campaign.constantcontact.com/render?v=001aqj1QInodGQX54ouj5n8YJc5IoOV_4YQSdQGLHnh2FNy8dIB-u5SZTR8zwubyx4LoyBLQeWAwZoA8Rx04_ynAKdVcm2SARdU9oSUCDVjfQouUc5XMgTueOJMXZUuMXSupIqsNij3xEjiRKJIpxL0wYmHK0vLKE3CujEtGmtjYu1-siVIarpSYuezbTUYKcscUAVT_T8AeDGfFeSgMmeNDMEdEM_N86iDKTWX_WnvLNoKpqIgK5TqXyb8fsYnfZwl�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF96Kx30moWI7ro-KY8VcLYF2QsNynpQA6Nf6KPA5TBUBTFvgElTM2koogSf18nljXyeRsAi-hRz0ecV1MkkGeRBGVoJFqAjNpC8ja9kTOylZQ==�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF-Nzk_bGXJY3O20CZu3_MOlcQKOaYREV2T2xHNfmWSBWcXj-MsM2vjgl2OkWD7-oRZqz9M6w0k7CjOGDtDbY4XSYcIDFC2ZJNJIdz-kBn8JR-pWdKswQOWS�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF_-_Mkb_lRYUcja5uo6cwDz1z5mCJjgb9uPDzqDVNRU_JlI0y8tVernn-VrLVs0cw7dZBk44xwoc9TBjo-jQD4A88dbZSWKbUlD2UVNsiBZBr5l0VW7iEKr�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF-V2Lw-u9X6YLbmK8A7iwIqNhlZo-dlSacJgJX8RV435RppHN7cXm5ijWsrUxpcvA_v6PW4FS5124f5-5Gj3Gzc9YWJMBQyArMoRHAQo2uGzlW462kGSM12�
http://visitor.constantcontact.com/email.jsp?m=1102626332227�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF_PcRuyuQQFJ4kF70QcefomZ4B85sprx76UkJTqYay-70PG-a3gzqmWLj6DuBiIJypBh9Hr09NKPbNG8HMXWtjE9pRVBzu1feroowYUdi5lnml-PGa6LchbOWIRhmNAx6uNDIyRwhQVu2wa_6QkRsMXF6lYuXC8kh1bbTfG7RG5Bw==�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF_TbU-fa4x2inPUoN6sb_R7MUmsodv4OsVWjU3HzicR2kMAW_8eoeTouI_HrWPcSAD1xczu9TbMlqNjk2gpdti4uujhYJ8yGVRGnrG_eSL5eaI2kICE705jGyxTsmbGdTg=�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF_TbU-fa4x2inPUoN6sb_R7MUmsodv4OsVWjU3HzicR2kMAW_8eoeTouI_HrWPcSAD1xczu9TbMlqNjk2gpdti4uujhYJ8yGVRGnrG_eSL5eaI2kICE705jGyxTsmbGdTg=�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF-ifWo8CmyDI2nR6kt9defQTeti8X27N-wYRehaBiDpGI3ppF95uaM-_CXwgxCMi8SCz8Ht8q6nUQgVdEj7727CmV2vCEgVokcVTiFru_KIUJcxyn1ZsDVIBvyH9WjLggg=�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF96Kx30moWI7ro-KY8VcLYF2QsNynpQA6Nf6KPA5TBUBTFvgElTM2koogSf18nljXyeRsAi-hRz0ecV1MkkGeRBGVoJFqAjNpC8ja9kTOylZQ==�
http://rs6.net/tn.jsp?et=1102713823167&s=1455&e=00132nQ79xdkF-5MXGyHTHRBCGjgdwI3EDdrkHMoFIPGfEpxkJXd0J3xpjNBSKvQnzAWT06N8n-ErssUEVc8bQbhxrOxhKBb54LdpXC3B0wHPs1sefRb1JzlhnsglCv4bmHFAPXlbUAxgCrJMzq1nqsd_jPCw1y-btWPEUa-2VexsTH5R9ExqqzzCgOK2BMooM7uEWNEJbvvOJi8yqMAoAjio4ZSsveaeXQ6_i4xZnrCEHAsAF3cAzi3uLe44nLgcRc6nJwu9d4hQsfY0K5Og1kgC2y0gHmAK5WZ4pGeDDt0YR8XG94ky8fiSmgx0ljpmYlet4JxfckXhEuRSqudn3qsaluSF3qEzUo26-rCZSjwSmShnfTU5_vun6D_0sSeKuvlgL4pez1ZPVjPJ3HO5wKh6WxCryfeJmZ-OJGGjN9M0vBfeqQ3iLY6iQUylp7D2GxblUU2kOGXnp1XQf1rM3EKn6tPRsz0GqEULwpPpgTcxkoraFf881-AcdYmt_KZKudy5V_TlXwxoW-ljz6JV72e3bsIkBH5M6ceyD32r_tJcZncnoKt2mChrk_QxQoV8Jh4vZJj5JKiLq6n6ZNKtQdWahJapQAE1Ecrmn5Yg74ySLZUZDjLAgyRXUKyUOwZJ4NEM7H5iFMqYWApyWzXQI29zxG4wj5HWcFkhiG0huaiO3fx2lGhDp--pUH2YrSDFF6r8x3YwPjPZEZhl-jOGIi2stphmLK21jPSw16CsClv4bCBvwZhbTXv_lGzSX6M8YL�
http://ui.constantcontact.com/sa/fwtf.jsp?m=1102626332227&ea=pveilleux@ixisag.com&a=1102713823167�
http://visitor.constantcontact.com/d.jsp?v=0013yYWxIr3lUHXxV9rxkwwpCabn7Djt_qywh7XvY50wvH3U_XXS2T2mg==&p=un�
mailto:tprindle@skiwildcat.com�
http://visitor.constantcontact.com/d.jsp?v=0013yYWxIr3lUHXxV9rxkwwpCabn7Djt_qywh7XvY50wvH3U_XXS2T2mg==&p=oo�
http://visitor.constantcontact.com/d.jsp?v=0013yYWxIr3lUHXxV9rxkwwpCabn7Djt_qywh7XvY50wvH3U_XXS2T2mg==&p=un�
http://ui.constantcontact.com/roving/CCPrivacyPolicy.jsp�
http://ui.constantcontact.com/roving/CCPrivacyPolicy.jsp�
http://www.constantcontact.com/index.jsp?cc=TEM_News_206�
http://www.constantcontact.com/index.jsp?cc=TEM_News_206�
http://www.freeskier.com/buyersguide�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2WI487acKGY6C4yIW9zQfAiHZQSBz1gwpRGEp6gBJJ1DUa3BdSrAVV9cVpdQBiRV0NTQxHKhZ1GZSoU8J0dxZ4qjtoD8nAYPUphyQTSLKlxy9YeMpLitcVhikd90Y2HYVxwgA-EBYNwJMsa8a7zvILQoTFN9GNBO7IqjO5En2SzQ==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2WI487acKGY6C4yIW9zQfAiHZQSBz1gwpRGEp6gBJJ1DUa3BdSrAVV9cVpdQBiRV0NTQxHKhZ1GZSoU8J0dxZ4qjtoD8nAYPUphyQTSLKlxy9YeMpLitcVhikd90Y2HYVxwgA-EBYNwJMsa8a7zvILQoTFN9GNBO7IqjO5En2SzQ==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2WI487acKGY6C4yIW9zQfAiHZQSBz1gwpRGEp6gBJJ1DUa3BdSrAVV9cVpdQBiRV0NTQxHKhZ1GZSoU8J0dxZ4qjtoD8nAYPUphyQTSLKlxy9YeMpLitcVhikd90Y2HYVxwgA-EBYNwJMsa8a7zvILQoTFN9GNBO7IqjO5En2SzQ==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe3rOyl1FtwBqzNcc0qmSL0W3lbbXcenCg1pZIlGeCJurE3Ok9EyoExSIl4wHof_8kg_LzmdcGIl9gPkoMtz0q5TCM-Tsgcg1gE1U5HvNnc4SfMKx-7kt4AHtzrQh8wWWpyiQzTXMp2ifdOQFPV-HwjhrcXl4UuMQ5EP45TEruzKVg==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe3rOyl1FtwBqzNcc0qmSL0W3lbbXcenCg1pZIlGeCJurE3Ok9EyoExSIl4wHof_8kg_LzmdcGIl9gPkoMtz0q5TCM-Tsgcg1gE1U5HvNnc4SfMKx-7kt4AHtzrQh8wWWpyiQzTXMp2ifdOQFPV-HwjhrcXl4UuMQ5EP45TEruzKVg==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe3rOyl1FtwBqzNcc0qmSL0W3lbbXcenCg1pZIlGeCJurE3Ok9EyoExSIl4wHof_8kg_LzmdcGIl9gPkoMtz0q5TCM-Tsgcg1gE1U5HvNnc4SfMKx-7kt4AHtzrQh8wWWpyiQzTXMp2ifdOQFPV-HwjhrcXl4UuMQ5EP45TEruzKVg==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2q77zWComwG8WH6a5SRKxYvt5rGWXHuMbbuQIV0j4phR4ZG6p9ELgNzVDxYPovg6TJqpWFIdtZIm0mqxdRkVEZ_OasVApNKkese-JgDtVqTb-UkUQipImV_7656Y5wzkcn27dOWSLaUfjUtkVWbru0uUZZ1CDZkBD2UisltUbjfA==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2q77zWComwG8WH6a5SRKxYvt5rGWXHuMbbuQIV0j4phR4ZG6p9ELgNzVDxYPovg6TJqpWFIdtZIm0mqxdRkVEZ_OasVApNKkese-JgDtVqTb-UkUQipImV_7656Y5wzkcn27dOWSLaUfjUtkVWbru0uUZZ1CDZkBD2UisltUbjfA==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2q77zWComwG8WH6a5SRKxYvt5rGWXHuMbbuQIV0j4phR4ZG6p9ELgNzVDxYPovg6TJqpWFIdtZIm0mqxdRkVEZ_OasVApNKkese-JgDtVqTb-UkUQipImV_7656Y5wzkcn27dOWSLaUfjUtkVWbru0uUZZ1CDZkBD2UisltUbjfA==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2D-zF_ZXEXR38jfqbFQ4FTIMoikdSSaV_B65yRu1T-_UbZotpGJlStotV4XQ7QknZxheh-Iq5HFUmTJnkRwFQZzyiR6_2aeGW5-Idqeq0zjQn_t5C2rAhdd_idcqcTFvpQz7wNqXV3IQxSq5OlBAcD�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2D-zF_ZXEXR38jfqbFQ4FTIMoikdSSaV_B65yRu1T-_UbZotpGJlStotV4XQ7QknZxheh-Iq5HFUmTJnkRwFQZzyiR6_2aeGW5-Idqeq0zjQn_t5C2rAhdd_idcqcTFvpQz7wNqXV3IQxSq5OlBAcD�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe2D-zF_ZXEXR38jfqbFQ4FTIMoikdSSaV_B65yRu1T-_UbZotpGJlStotV4XQ7QknZxheh-Iq5HFUmTJnkRwFQZzyiR6_2aeGW5-Idqeq0zjQn_t5C2rAhdd_idcqcTFvpQz7wNqXV3IQxSq5OlBAcD�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe39sUmgofz7lnhENNY_7N4blK-u-SppAbplXquC2CrPqlcKlpWOOWFFYT7NBBjSp65QJcFFOuH4ILltGRY6d1hcdqg2Zdo2mQ8tUTbio-XIwHgmubrewAVkgRk0UWp29DCrDHYrZVxOQv8j5196qLB8c-6RAki9COHxdvXhuwOYjA==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe3vVq_M5f1juQdDxIr8-phTGuOfsOw2-oXbf44NfRhg9jg7tZQ-5OMgi1dGLBGFhSEUN2oAA1rLdYZoHXYUXYEyypSKYJE4mUNuM1nk_xh6VxaXWWq15YVgZRZzun0zmCA=�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe0juaqBNSQyYqYTh3wf1Fi5g0BvV_9wnVCO2pMnQnOotrTU8K7QmQJ-FxmIX9k7UIs6sb1UspVLcYx0UVKZ_6j0mvwp-00fquyUePcCmvRAz-W7zKQzfWtodF4Z3l7dlZkYNCqAfMtvJA==�
http://rs6.net/tn.jsp?et=1102732137574&s=38963&e=001aGVSUg_VUe0juaqBNSQyYqYTh3wf1Fi5g0BvV_9wnVCO2pMnQnOotrTU8K7QmQJ-FxmIX9k7UIs6sb1UspVLcYx0UVKZ_6j0mvwp-00fquyUePcCmvRAz-W7zKQzfWtodF4Z3l7dlZkYNCqAfMtvJA==�
http://ui.constantcontact.com/sa/fwtf.jsp?m=1100723217128&ea=pveilleux@ixisag.com&a=1102732137574�
http://visitor.constantcontact.com/d.jsp?p=un&v=00119tDVZTIGKc4L0zK9kpdcj2BVJl_nCM8EDjZKThk1_POQ0l3atYvDr5Ag6YdDZA_Xz2Nzf8k_OxYb9DaPEEfTA==�
mailto:newsletter@freeskier.com�
http://visitor.constantcontact.com/d.jsp?p=oo&v=00119tDVZTIGKc4L0zK9kpdcj2BVJl_nCM8EDjZKThk1_POQ0l3atYvDr5Ag6YdDZA_Xz2Nzf8k_OxYb9DaPEEfTA==�
http://visitor.constantcontact.com/d.jsp?p=un&v=00119tDVZTIGKc4L0zK9kpdcj2BVJl_nCM8EDjZKThk1_POQ0l3atYvDr5Ag6YdDZA_Xz2Nzf8k_OxYb9DaPEEfTA==�
http://ui.constantcontact.com/roving/CCPrivacyPolicy.jsp�
http://ui.constantcontact.com/roving/CCPrivacyPolicy.jsp�
http://www.constantcontact.com/index.jsp?cc=HiTech�
http://www.constantcontact.com/index.jsp?cc=HiTech�


Copyright © 2009 Constant Contact, Inc. 25

Marketing at Constant Contact

Focused on:

■ Driving prospects to our website

■ Enticing them to sign up for a 60 day free trial

■ Converting them from trial to a paying customer

■ Once customers

■ Up-selling and Cross selling them on new products/add-ons

■ Keeping them up to date on product updates and features

■ Recognizing and rewarding loyalty
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Current Use of RightNow Marketing Automation 

June ‘08 Oct ‘08 Jan ‘09 Apr ‘09 July ‘09 Oct ‘09

Data Migration

Launched Hints & 
Tips

Newsletter 
(broadcast email)

Began requirements 
gathering for 

preferences center

Launched 
behavior-based 

emails to 
trialers 

Launched 
trigger-based 

emails to 
trialers (Time)
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Future Use of RightNow Marketing Automation 

Oct ‘09 Jan ‘10 April ‘10 July ‘10

Lead Capture and 
Nurture

Subscription 
Management 

launched
Global Unsub 
Implemented

Multi-Stage 
Campaigns
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Unsubscribe Management

Our Challenge

■ Manage opt ins/outs across many accounts

■ Honor Global Opt Out requests

Our Solution

■ Migrate accounts / campaign types into Right Now using custom 
fields to manage subscriptions preferences

■ Utilize the Global Unsubscribe functionality that comes out of the 
box
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What it looks like NOW
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Where we’re heading
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Testing

We currently test:

■ Subject Lines

■ Offers/Calls to Action

■ Creative concepts

Our Challenge:

■ Manual, time intensive process
■ Multiple copies of the creative

■ Intensive process to break files into testing cells

■ Consolidation of results

The Solution:

■ Use Testing functionality within RightNow
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Targeting

Our Challenge:

■ Limited ability to send trigger-based emails (need engineering 
resources)

■ List pulls have to come from our Business Intelligence team 

The Solution:

■ Use segments to target appropriate audiences

■ Time-based triggers

■ Behavior-based triggers
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Time Based
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Behavior-Based



BEST PRACTICES DEMO



What happens when you want a new 
Mailbox.

The marketing mailbox has been created and 
the details are as follows:

-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-
POP Server:  obmailuk01.int.rightnowtech.com
POP Account: xx_marketing
Password:    J3i?N~a2@
Reply-to-Address: xx_marketing@rnmk.com
-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-=-



Best Practices Demonstration

Mailbox configuration – domains
Personalization of emails
Unsubscribe options
Bounce management and reports



Questions





Additional Resources

Breakout #7: Wednesday 1:30-2:15 p.m. –
Engage Proactively: Marketing 101 featuring a 
demo of Dynamic Content and Cloud Linking
Ask-the-Experts
RightNow Community - www.rightnow.com
 Support
 Discussion Forums
 Idea Lab
 Library

Your Account Team

http://www.rightnow.com/�
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