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Technical Account Manager




Introductions

» Suzy Veilleux - Marketing Manager at Constant
Contact.

» Rosemary de Lacy - Marketing Specialist for
RightNow Technologies

RIGHT |
NOW { sumMmIT 09



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
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Objectives

» lllustrate 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
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Best Practice Documents:

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

» Refresher Key Points YW | Communities

* Email Deliverability Group

* Email Authentication

* Email Best Practices

* White list/Blacklist Management
* RightNow Delivery Feedback

* Building Reputation

EW: “USER GROUP
STARTUP KIT"

Colin Camphell SUMMIT 08
52 ..' Innovater

New User Tip: “...if you are EMEA-
hased, attend the Lunch and Learns...”

Start a RightNow
ser Group in
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To Use Your Domain or Not:

» Why should | use my own domain name

>
4
4

ow can | use my own domain

ow does the “Send From” impact your results?

ow can | personalize my emails?
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Unsubscribe Management:

» Why?
» Can-Spam Law

» What if | have several opt out options can |
specify which area | want to opt out from?
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| am a Large Mailer:

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

» Under 65,000 mailings per month.
What do | need to do?
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Authentication

SPF & DKIM
e
2]
L Mall Server
4
internet : - + 6_»<
Authentication - :
eputation
e Data
Fail X
SPF Record et
Lookup | -
SPAM filters

Bf

Junk E-mail

Quarantine
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Testing and Targeting

» How does email subject line impact response

rates?

» Does personalization impact response rates?

» Behavioral Targeting

From Marketing <smtechmal@maldemo. nghtnowdemo. come:  Edit

—| Getting Started I

What kind of market testing would pou like to do with this mailing™?

l ) None

Subject |First Mame, We are thrlled to announce our new website

Craft a zingle meszage to gend to the entire audience.

HTML | Test art Meree Field
3 & =
Type
Toalbo o ----- _.;j Fax Phone
e[ FistN
- S— P _—'Eﬂ'.rs. S

) Ewven Split

Design multiple mezsages which are zent to equal portions of your audience at
the same time.

- ) Sampling

Send test meszages to small portions of your audience to find an optimal
meszage. Then send a final mezsage to the remainder of pour audience.

LA

RIGHT |
NOW { sumMmIT 09




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?

Count

35000

Delivery Analysis

Delivery Analysis

30000

25000

20000

ISDUDa

100005
5000

B Sent

Delivered
Content Blocks
Sender Blocks
General Blocks
Soft Bounces
Hard Bounces
I General Bounces

Delivery Cell #1 Delivery Cell #2 Delivery Cell #3 Final Message I Unknown Bounces
Mailing Format

Content Sender General Soft Hard General Unknown
Name Sent  Delivered %  Blocks %  Blocks %  Blocks % Bounces % Bounces % Bounces %  Bounces %o
Delivery Cell #1 8556 8370 98 Y 0 0% 1} 0% 1] 0% 42 0% 121 1% o0 0% 23 0%
Delivery Cell #2 8556 8366 98 % 0 0% 0 0% 1] 0% 500 1% 110 1% o 0% 30 0%
Delivery Cell #3 8556 8383 95 % 0 0% 0 0% 1] 0% 3 0% 38 1% 0 0% 25 0%
Final Message 31366 30659 95 % 0 0% i} 0% a0 0% 183 1% 416 1% 0 0% 108 0%
Total 57034 55778 1] 1] 1] 312 758 1] 186
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Freguency/Recency by
Channel/Interface (Feb ’09)

Optians

o

Haonar global opt-in

Send anly to contacts whao have opted in or have not specified opt-in preference.

Limit frequency of communication

Cion't zend o contacts if they have received 2 & | or more meszages in the last 1% | daps

Lirit recency of communication

Don't send to contacts if they have received a message in the past 1% | days

Haonar external zuppreszion list
Do not zend to contacts in the extern

[ Limit delivery to a randomly selected s

w

MAILING_LIMIT_BY_CHANNEL

Description

If enabled, both recency and fregquency calculations will only count transactions
consistent with the current channel in use. Only Marketing send transactions will be
counted when a mailing is being checked, and only Feedback send transactions will be
counted for a survey. If disabkled, all transactions from both Marketing and Feedback
will be tabulated together. Defauwlt is disabkled (No).

Value (Boolean)
OYes ®No

Note: Updates will not be committed to the live file until the "Commit and Exit’ button is pressed.

[ Update ] [ Reset
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List Unsubscribe Headers (Feb ’09)

L ou're subscribed to this mailing list, Unsubscribe

test

From: Global Wireless (offers@globalwireless, com)
Sent: Wwed 10/22/08 2:35 PM

Reply-to: Global Wireless (support@globalwireless.com)
To: test_rightnow@hotrnail.com
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Expanded Bounce Management
(May ’09)

Delivery Analysis
Delivery Analysis
35000 = B Sent
S B Celivered
. 2000 = B Content Blacks
£ 200005 B Sender Blocks
3 15000 = I General Blocks
10000 = Soft Bounces
50005 . . . I Hard Bounces
1= . . . — B General Bounces
Delivery Cell #1 Delivery Cell #2 Delivery Cell #3 Final Message I Unknown Bounces
Mailing Format
; Content Sender General Soft Hard General Unknown
Name Sent Delivered L Blocks %  Blocks %  Blocks %%  Bounhces %%  Bounces % Bounces %%  Bounhces L
Delivery Cell #1 8556 370 93 % 0 0% i 0 % 0 0% 42 0% 121 1% 0 0% 23 0%
Delivery Cell #2 8556 o666 93 % 0 0% i 0% ] 0% 50 1% 110 1% 0 0% 30 0%
Delivery Cell #3 8556 8383 93 % 0 0% i 0% ] 0% kn) 0% 111 1% 0 0% 25 0%
Final Message 31366 30659 95 % 0 0% i 0% 1] 0% 183 1% 416 1% 0 0% 108 0%
Total 27034 55776 1] 1] 1] 312 756 1] 186
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Cloud Monitor/Cloud Links (May ’09)

Surnmary I Audiengg./ Message l- Proofing I Delivery I Results ]

From Smart Tech Marketing <smartechd5_m@rightnowdermo. coms  Edit

Subiject |Regist|ati0n Confirmation

Ve HTHL Text |
& 4 A =9

Mormal =

Cloud Link

| Cloud Link Link Type | Twitter [Fallow] |

Kep® |HightNowNews

|TO0Ib0x n |
A

Ll 1auie

Target |New Window v|

Facebook [Share on Profile]

Facebook [Share on Profile) Q
Faceboak [Join Group)

Flickr Ok,
Twitter [Tweet

Div Link Type
[ Field Set

Button

] [ Cancel

Target

Links A
%Tracked Link
&4 File Link | ok [ l

%Unsuhscﬁbe
Link

YouTube
Linkedln £

Content

Ju Insert Snippet
A | Insert Symbol
._lﬁ Insert Address

Cancel

=, Forward to
Friend Link

3 Reset Password

Regards,

Customer Service

‘L. Manage Anchors

L Test CAN-SPAM

Share this important info to a colleague or friend:

| £[G

Or follow us, join our group, or become a fan on any of these sites:

g@Weh PageLin b

Document Details ¥

Browser Lini

7
a5

L Survey Lin

\ea Cloud Link

iou Find us on L
. v Wi, Facebook B=1
a Desion =) Source 0 Preview

Dynamic Con...

UBL Parameters | |
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HTML Editor Improvements
(May ’09/Aug *09)

/ HTHL Text |

s hEAadEm e T E === E ]

|Toolbox |Tasks 2
ABOUT US
HTML ¢ Start Over A
= Hyperfink TECHNOLOGIES [ New Document
Digital Imaging | Portable Entertainment | Elg .
Ellmage [hUseEmstlng
— Horizontal Rul X R X R . . Upload HTML
T Thank you for registering with Smart Technologies. Please feel free to visit our websi '_i; ploa
- Table purchased product.
Content X
Smart Technologies Support )
[ Field set o's Insert Snippet
Regards,|

(at) Button HTML_TIDY_ENFORCE_XHTML
P | Customer Service

Links A Description

éTracked Link Specifies whether content in HTML editors must meet XHTML compliance. If enabled, the

editor will clean HTML code to meet the specification. This also results in adding
éFlleLlnk bt Us | Contact Us | Careers | Site Map | Privacy Policy | Terms and ){.—1'[‘]:1]'_ doctyg_:e declarations to the res‘.:l:_l.t.:l.ng_ documents. If dlsab]_.ed, any content that i=s
@UnsubscriheLink L _ walid ¥ML will not be cleaned upon =saving the content. Default i=s enabled (Yes).
[ 2009 Smart Technologies
-3, Forward to Friend
Link

3 Reset Password

B web PageLink

EB " Value (Boolean)

rowser Linl

- ®Yes ONo

2 Survey Link

Lﬁgcloud ol Note: Updates will not be committed to the live file until the *“Commit and Exit’ button is pressed.
| [ update | [ Reset

Dynamic Content 2

DE Merge Field
Ea Merge Report

= Conditional Sedion

I <

!a Desion || =) Souce | @ Preview

| v
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Expanded Unsubscribe Reporting
(Aug ’09)

Contact Opt-Out Details

Transaction Source ¢ Lount
Aukomatic SPAM Loop Unsubscribe 83
Campaign Flow Ackion 3035
Contact Editor 39
i_onktack Impart 11
Incident Editor =
Marketing Unsubscribe 4

Mo Value 3358
Cpporkunity Editor 7
Public XML API 449
Record Count: 9
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Dynamic Merge Fields (Nov ’09)

Report Merge Properties

R eport Froperties [ Drefault l

Preview Contact | Jason Yasilas

=+ 19 Public Reports
|5 Comman

22| Incident by Contact
List of Products

Purchazed products expirif|
iz Unresolved Incidents by O
) Sales

IC3) Service

|C5) Steve's DCA Reports

[C2) Uparaded M arketing Yiews =
|5) Uparaded M arketing Yiews =
|2) Uparaded S ales Views » Hom
|C2) Uparaded Sales Yiews » Hom
|2) Upgraded S ales Views » Hom)
|5 Upgraded Sales Views > Hom
|5 Upgraded Sales Views > Hom
|5) Uparaded Sales Views » Quic
|5) Uparaded Sales Views » Quic
|C5) Uparaded Sales Views » Quic
|2) Uparaded S ales Views » Quic
|5 Upgraded Sales Views > Sale
) Upgraded Service Views » &
[2) Uparaded Service Views » E

|5) Uparaded Service Views » E
4174 | naradad Sarica Wiswe 5 G

Automatically Apply Primary Filter @

‘ Report Merge Properties

Fram

Output Type
Max Rows
Single 'V alue
List Tyope

List Style
Lizt Class

Farmnat

25 (%) Ordered List

= (O Unordered List

Summary I Audieng;,/ Message I Proofing I Deelivery T Results

Smart Tech Marketing <smartech95_miErnightnowdemo.com>  Edit

Subiject |Flegistla1ion Confimation

Ve HTHL Teut

Dear,

Here is a list of your open incidents:

Digital Imaging | Portable Entertainment | Electronic Gaming | Portable Communications

Thank you for registering with Smart Technologies.

Subject [Status Full Name Queue [Date Last Updated Reference # \Weight
l==ues with wiring new stereo for HD Unresolved Brenden Foster Tier 1 10/15/2009 09:44 AM 090407-000002 100
R Unresolved Chriz Morriz [Tier 1 0771342009 07:12 PM 050713-000003 (100

Smart Technologies Support

Regards,
Customer Service

3 Design |5 Source \‘ Preview

UBL Parameters |

Please feel free to visit our website for any questions regarding your recently purchased product.

| £

Ok Cancel
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Contacts with Same Email Address
(Nov ’09)

e ————
AN

-l arning
The audience for thiz malling cantaing contacts with duplicate email addresses.
It iz currently configured to send to these addrezses multiple times.
Thiz can hurt your sender reputation and negatively influence deliverability on future communications.
To continue to zend to duplicates zelect 0K or select Cancel to modify thiz zetting in the Audience section.

Dptions

ﬁ Haoror global opt-in

[] Limit recency of communication

Horor external suppression kst
Do not send to contacts in the extemal suppression hist

[ Limit delivery bo & randomly selected subset of the audience

L] o delivery af multiple meszages to cotacts sharing the zame email address.
If not checked, one contact per email address will be selected.

Send only to contacts who have opted in or have not specied opt-n preference.
[] Limit frequency of communication
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CONSTANT CONTACT
CUSTOMER SHOWCASE

Suzy Veilleux - Marketing Manager




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.

m Products Constantsontact' )
m Email Marketing E"'all IUIarketmg
Newsletters and Communications o= ,l V2 4
II
%
Constant Contact’

= Online Survey Online Survey

Collect Feedback . <. III
N 4 y 2
o/

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

Copyright © 2009 Constant Contact, Inc. ’ - 2
_‘L
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FREESKIER & | e-nEwsLETTER

How can Motherhood Later Than Sooner Serve You? Save on Telec! “

F Robin Gorman Newman <rgnewma niine.net= Add to Contacts Friday, Septem WI LD c a T
Uz ahoo.com .
‘oW MOUNTAIN

skiwildoat.com pure vertical fun

Motherhood Later..Than Sooner
www . MotherhoodLater.com
(for moms with more life experience than baby experie

Fall Begins, Winter Cometh...

Dear P
o " war Pater,

:
Motherhood Later..Than Sooner is conducting a very brief survey in order to lea .
better serve you as a member of MotherhoodlLater.com, and we'd appreciate youl
minutes to share with us your feedback.

Join Our Maling List!
All those who respond, save 5% on our upcoming teleclass series to be held the f
December.

TGR's Re:Session
Fremiere

Warren Miller
Entertainment Sues Level

Click here for the quick survey -- It's Snowing in Colorado

http://www surveymonkey.com/s.aspx?sm=tVP8 [4NULTPVT |5y T xD%%w_3d_3d

Thanks much,
Robin
founder

www.MotherhoodLater.com
Sammy Carlson Loves Meatioaf
Find cast hony baam Sslomon could be ahradding your Backyard.

PS5 - Reminder..we recently launched a Shop on MotherhoodLater.com, with proc:
support our efforts. If you're looking for a cool, exclusive tshirt, etc, for yours
check it out. This is just one design....

fEARMADA ©nline Buyer's Guide Product Highlight

Armsda goes sofl.

L8086,/
( .,

3 reepar

We
. Jl:.-.nl-(-y-! Ren::l
(some things are finer with age)

suntain

Online Buyer's Guide Featured Retailer
Forward email $5 Of‘f It o' guing to spend iy o grar, da i with Gelboards
. # Scenic
[ SafeUnsubscribe®
This email was sent to suzy1925@yahoo.com by ranewman@optonline.net. Gondola
Update Profile/Email Address | Instant removal with Safelnsubscribe™ | Privacy z 0M0CUA
Paolicy. R|de CENEEST
LWILD for info

Motherhood Later Than Sooner | www.MotherhoodLater.com | New YOrk | WY | LL0Zg s seee s sl b b s s se b s s s b s and

.-l'ﬂ

Constant Comocr
THY T ARIL Forward smail

w1 | Tnatant

Copyright © 2009 Constant Contact, Inc. 24
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Marketing at Constant Contact

Focused on:

m Driving prospects to our website
m Enticing them to sign up for a 60 day free trial
m Converting them from trial to a paying customer
= Once customers
m Up-selling and Cross selling them on new products/add-ons
m Keeping them up to date on product updates and features

m Recognizing and rewarding loyalty
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Constant Contact’

Connect. Inform. Grow.

Current Use of RightNow Marketing Automation

Launched
behavior-based
emails to
trialers
A
Launched Hints &
Tips Launched
Newsletter trigger_—based
(broadcast email) emails to

trialers (Time)

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

<— Data Migration ———

Began requirements
gathering for >
preferences center
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Future Use of RightNow Marketing Automation

Subscription
Management Global Unsub
launched Implemented

Lead Capture and
Nurture

Oct ‘09 Jan ‘10 April ‘10 July ‘10

Multi-Stage
Campaigns
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Unsubscribe Management

Our Challenge
m Manage opt ins/outs across many accounts

m Honor Global Opt Out requests

Our Solution

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

m Utilize the Global Unsubscribe functionality that comes out of the
box

Copyright © 2009 Constant Contact, Inc. ’ -
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File Edit View History Bookmarks Yahoo! Tools Help

_I-e_,q_'iv c x @ I\D http:/fconstantcontact. custhelp. com/fcgi-bin/constantcontact. cfgfphp/ma,pref_center.php?tokn=501239

' Most Visited P Getting Started Latest Headlines D Customize Links D Free Hotmail D My Yahoo! D Windows Marketplace D Windows
! - @Mail v > Weather - ®® Flickr ~ [& Finance ~ = eBay ~

O ications Pref: (A:nterlT‘

Your Communication Preferences

Email address: sveilleux@constantcontact.com

Flease update your Constant Contact communication preferences by selecting or
deselecting the marketing communications below and clicking "Save”™.

Communications Options

O select A

Usemame |—

Hints & Tips: Email Marketing

Hints & Tips: Online Survey

First Name™ |Constarrt

“Jump Start” Series

T i Dbaper oo
Tte | //// Desired email format: | Multipart ]
Ofospore 51| yavavd il e
s Ay 4

s

Beet Of 2008|128 =

Detsils | PSProjects (0) | Tasks(0) | befes | Inciaéhis (55) } Consoly” MAcSfields | MarketingActivity | Attachments | Auditlog | Complisnce | CTCT Mailings |

_
Global Optin | Yes v =
V' < / - |
cSopt_in_1 |Yes / / l\g| cShusinsss_partner | | =
/ / _ ||
cSopt_in_2 |Nc / / l\:‘| L)
¥ & / 2
cSopt_in_3 |Yes / l\g| #of Logins ! | # Surveys Gone Live | |
/
cSopt_in_4 | INo Value] v|  #of Emais Sert | | Account Status |2 |
cSopt_in_5 |Yes Business Partner |rovingfree | EVM First End Date |No Value
opt_in_6 |[No Valug] %] opt_in_10 [[No Value] ez cmmrnd |
opt_in_7 | [No Value] %] opt_in_11 [INo Value] csce_seq_no 2 |
opt_in_8 |[No Valug] l"_’;| opt_in_12 |[No Value] | cSccseqno 3 | a
i i — El il — T — il el
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: Communication Preference Center ,3@
Where we’re heading Constant Contact

Your Communications Preferences

Email address: psimpson@constantcontact.com
C{Jmmunlcatlﬂn PrEfel'enCE Centel' Flease update your Constant Contact communications preferences by selecting the
marketing communications below and clicking "Save™
Conmect. inform, Grow.
Unsubscribe from all
Email address: psimpson@constantcontact.com Communications Options
_ C=elect Al
Remove me from the Hints & Tips: Email Marketing. Hints & Tips: Email Marketing
Hints & Tips: Online Survey
Remove me from all Constant Contact marketing communi Clints & Tips Combinea -
g [ customer Satisfaction Survey
=1 MNote: Constant Contact customers will continue to rece [ constant Contact Connections »
acconnt related mescanes e s b
B Constant Contact " 4 b
Usemame : | Email B |5MIIEW@@n§ammmad.mm |@
First Name™ |[:°|'15tE""t | State” | Service, Marketing, Sales L§|
Lest Neme®  |Contact | Organization | Constart Contact |Q
Tt | | PS Consutant | [No Value] ]
Office Phone B I | Cortact Type |[No Value] L§|
Address T v L @ Gobaloptin |Yes v
| et Eit
Best OF 2008 | Yes v
Details | PS Projects (0) | Tasks(0) | Notes | Incidents (55) | Consols” MAc$fields | Marketing Activity | Attachments | Auditlog | Complisnce | CTCT Mailings |
Ogesfields a
Global Optin | Yes Lg
cSopt_in_1 |Y&s Lgl cSbusiness_partner | |
cSopt.in_2 [No v|Contact eSfielss
cSopt_in_3 |Y&B ngl # of Logins |503? | # Surveys Gone Live | |
cSopt_in_4 | [No Value] ~|  zof Emais Sert 336 | Accourt Status |0 |
cSopt_in_5 | Yes L§| Business Partner |rovingirss | EvM First End Date |No Value
opt_in_6 M opt_in_10 |[No Walug] cscc_geq_noj | @J
|
opt_in_7 M opt_ln_TI [Mo Walue] ctcc_seq_no_Z | |jJ
opt_in_8 M opt_in_12 |[No Value] gj cScc_seq_no_3 | gj
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We currently test:

m Subject Lines
m Offers/Calls to Action
m Creative concepts

Our Challenge:

m Manual, time intensive process
m Multiple copies of the creative
m Intensive process to break files into testing cells
m Consolidation of results

The Solution:

m Use Testing functionality within RightNow
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Targeting

Our Challenge:

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

m List pulls have to come from our Business Intelligence team
The Solution:

m Use segments to target appropriate audiences
m Time-based triggers

m Behavior-based triggers

> 4
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Time Based

Customer Signs up for If you are @ current customer, Jump Start Letters for
Trial of Product and yeu sign up for a trial, you
get Trial Start letter, Survey
l Mew customers get 3 welcoms tﬂkﬂ CCXP}
letter. Updated 7/22/08
Meither of thase 2 |stters are part
Letter 1: of Jump Start (aka CCXP or
Sumvey socs)
Werification &
Jump Start
(aka CCXP)
This should
auto-run on
each day.

Letter 2:
Survey CC.
#1

letter #2
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Behavior-Based

Customer Signs up .
for Trial of Product Event Driven CCXP Letters for EvM
‘ Updated 10/02/2008
[ Program checks once per day.
Welcome Letter for - B & Max one letter per 24 hour period

Update
fewm_publish_dats
_JS) EVM Fublizh
Diate J5 field with
today's dafe.

"/G";:h ) no
’/ Letter 5:
Formula's Planning your
!todays date- svm_signup_time is > than X next event
A fGam 2 cum_total_published = 0
.1 [ 4 3 v
! A | E | opt_in_F =M
\\ / e * evm_total_registrant is > or equal to 2
— ‘a'evm_tutal_nernple‘ted is = or equal to Today's date
£ New RM fields needed to record date contact was sent .f"_ .,
Let'bers 1 thru 7 to caleulate this decision. ! End of Letters \I
Mew RM fisld (svm_publish_date). Todays date -

avm_publish_date is > or equal to & o -
Before sending any mailing, check to see if customer Mew Is evmi_status = T (trialer)
opted-out of Jumpstart OR did they become a customer
Befora sending - - - -,
: A Goto", yes
@—b werrﬂir?bm D B :/Endu‘fLEﬂ:ers )
== . iy

-/g"nln Letfer 6 +.”{5u;\

Ix\x[]_ /-I Walue of EvM l\x i /-'
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What happens when you want a new
Mailbox.

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

POP Server: obmailukOl.int.rightnowtech.com
POP Account: xx_marketing

Password: J3I1?N~a2@

Reply-to-Address: xx_marketing@rnmk.com
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Best Practices Demonstration

» Mailbox configuration - domains
» Personalization of emails

» Unsubscribe options

» Bounce management and reports
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Questions

i ™
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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
ldea Lab
Library

» Your Account Team
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