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Agenda

• Goal
– Provide concrete examples you can implement immediately 

to improve your customer experience
– Improve your customer experience through the “5 Focus 

Areas for World Class Marketing Automation”

• Case study format of RightNow’s implementation of 
RightNow Marketing™ to illustrate recommendations and 
best practices



• Delivery Rate 88%

• Open Rate 30%

• Click-Through Rate 12%

• Conversion Rate 1%

Average Email Delivery and Open Rates

Data from JupiterResearch, April 2005



What is Your Level of Sophistication?

• 24% of the market sends undifferentiated broadcast 
mailings

• 65% of the market utilizes some level of quasi 
personalization (segmented campaigns)

• 11% of the market utilizes context sensitive (targeted 
campaigns)

Data from JupiterResearch, April 2005



…And What About Email Graphics

• 45% of at-work users “rarely” or “never”
download images in preview pane

Data from EmailLabs study, October 2005



Overview of RightNow Marketing 
Implementation

Trailing 12 Month Audience Email Statistics

• 92% Delivery Rate
• 20% Open Rate
• 1% Click-Through Rate

Trailing 12 Month Event Triggered Email Statistics
• 98% Delivery Rate
• 44% Open Rate
• 10% Click-Through Rate



5 Ways to Promote a Great Customer 
Experience Through Email Marketing

#1 Permission Based Email

#2 Website / 
Landing Pages

#3 Webforms / 
Conversion

#4 Confirmation Pages

#5 Transactional 
Follow-Up / Triggered 
Campaigns Improving Your 

Customer’s 
Experience



#1 Permission Based Email

• Leverage all external ways to build your in house list.  
Your in house list will perform the best.
– Direct mail

– Newsletter sponsorship

– Co-branded online activities (to your website)

– SEO, PPC, interactive (to your website)

– Print advertising

– Events

• Make sure your site is working hard to secure their 
permission for further communication.



• Make your form as short as possible
– First name and email is sufficient for some companies
– Others may require full contact information

• Make the submit button clear
• Share your privacy policy
• Entice your customers to opt-in
• Test your copy
• If possible, let them know how often they will hear from 

you

Tip: Securing Permission



Tip: List Hygiene – Get Started Right

• If you obtain lists from outside sources, be vigilant about 
checking list hygiene
– Check for duplicates, you may be paying for dupes
– Check for signs of questionable practices

o List appending (j.doe@abc.com, johndoe@abc.com, jdoe@abc.com )

o Large volume of email addresses from one domain (ISP 
accounts would be exception)

– Check to make sure the vendor collected the contacts in an 
ethical manner

• Test your list
– Send test cell to 5% - 10% of list to ensure quality

• Tip: For lists less than 65,000.  Use Excel add-in to 
perform quick de-dupe and data quality checks.
– www.digdb.com

mailto:j.doe@abc.com
mailto:johndoe@abc.com
mailto:jdoe@abc.com


Tip: Use Segments Over Lists



Tip: Using Targeted Segments Will Improve 
Open and Response Rates



Example Email

1. Personal

2. Relevant

3. Contextual images

4. Who, what, when, where

5. Text and image call-to-
actions

6. CAN-SPAM compliant

First Name Here

Email Address Here

What Who

Where

When

Text Registration 
Link

Graphical Registration Link

CAN-SPAM Compliant



Tip: Test Your Emails with Image Blocking 
Enabled

• Can your audience still understand your message?



5 Ways to Promote a Great Customer 
Experience Through Email Marketing

#1 Permission Based Email

#2 Website 
/ Landing 
Pages

#3 Webforms / 
Conversion#4 Confirmation Pages

#5 Transactional 
Follow-Up / Triggered 
Campaigns Improving Your 

Customer’s 
Experience



#2 Website and Landing Pages

• Send your audience to a dedicated landing page specific 
to your offer

• If not feasible, keep the principles of landing pages in 
mind when creating your web pages

• Landing Pages Best Practices
– Remove navigation to avoid distraction
– 1-2 call-to-actions (clear path to action)
– Maintain campaign look and feel
– Text based hyperlinks are important to test.  Many times 

they will outperform graphic / image call-to-actions



Dedicated Landing Page and Webform
Example

• No Navigation

• No Scrolling

• Clear Offer

• Short Webform



Hybrid – Web Page with Imbedded Offer



#3 Webforms

• Clear offer

• Clear process

• Form above fold

• Test webforms with 
and without website 
navigation



Example Webform

• No scrolling / Limited 
scrolling

• Clear 3-step process

• Clear offer to opt-in



5 Ways to Promote a Great Customer 
Experience Through Email Marketing

#1 Permission Based Email

#2 Website and 
Landing Pages

#3 Webforms / Check 
Out / Conversion

#4 Confirmation 
Pages

#5 
Transactional 
Follow-Up / 
Triggered 
Campaigns

Improving Your 
Customer’s 
Experience



#4 Confirmation Page

• Personalize

• Confirm action

• Deliver offer or clearly 
explain next steps

• Offer navigation so 
visitor continues to 
browse website



Confirmation Email

• Immediate

• Personal

• Relevant

• CAN-SPAM 
Compliant



Leverage the Power of Triggered Campaigns 
to Increase Your Marketing Impact

• Automatically communicate transactional events in an 
intelligent, customer friendly way
– Order confirmations
– Ship confirmations
– Reminders for events
– Warranty expirations
– Etc...

• Would emails sent at the right time with relevant 
information improve your customer’s experience with 
your company?



Webcast Campaign Example

1. Registration 
confirmation

2. 24 hr reminder

3. 15 min reminder

4. Thank you for 
attending

5. Sorry we missed 
you

1.

2.3.



Advanced Example: RightNow’s Follow-Up 
Process for Opt-In Visitors



Promoting a Great Customer Experience 
with Email Marketing

• Evaluate your email marketing efforts through the eyes 
of your prospect and customers

– Are your customers and prospects receiving a consistently 
exceptional customer experience?

– Does your email, website, landing pages, webforms, 
confirmation pages and transactional emails provide a 
consistent brand experience?



5 Ways to Promote a Great Customer 
Experience Through Email Marketing

#1 Permission Based Email

#2 Website and 
Landing Pages

#3 Webforms / Check 
Out / Conversion

#4 Confirmation Pages

#5 Transactional 
Follow-Up / Triggered 
Campaigns

Improving Your 
Customer’s 
Experience



Resources

• User Conference Breakout Sessions
– RightNow Marketing 8: A First Look
– RightNow Feedback: Listening to Your Customers
– Marketing Metrics That Matter
– Tips and Tricks from RightNow’s Marketing Team

• Web Resources
– www.marketingsherpa.com

• Tutorials
– http://www.rightnow.com/rntdocs/tutorials/7.5/ma/m

a_user/user_links.php
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