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Agenda

• Today’s Objectives

• Why, What, How to Measure?

• Email Marketing Metrics

• Lead Generation Metrics



Today’s Objectives

• Leverage RightNow Marketing™ analytics to determine 
the effectiveness of your marketing campaigns

– Determine key metrics to capture

– Improve future campaigns 

– Replicate prior campaign success

– Track campaigns to budget

• Get more out of your RightNow Marketing deployment



Why Metrics Matter?

• Marketing is the last of the corporate functions to 
formally develop and adopt processes and standards that 
can be tracked and measured quantitatively

• 2005 CSO Executive Report: Target Marketing Priorities 
Analysis

– Priority #1 – Acquire New Customers

– Priority #2 – Increase Program Response Rates

– Priority #3 – Improve Target Marketing ROI

2005 Executive Report: Target Marketing Priorities Analysis
CSO Insights, Jim Dickie and Barry Trailer



What to Measure?

• Capturing the data is the foundation – it’s not the end 
product

• We should learn to identify the measures we can metric 
over time

• Improve the campaign during the next iteration

• The key is improvement—it’s a continual learning 
process



Example - What to Measure?

• Monthly closeout specials
– Company: Golf retailer
– Audience: All opt-in customers 
– Goal: Promotion of overstock items

• Measures to track
– Delivery rate and bounced messages
– Message opens
– Unsubscribe requests
– Click-through rates
– Purchase rates



How to Measure?

• Data is probably in disparate systems: email, Microsoft 
Excel, PDFs, etc.

• Consolidate data with RightNow

– Integrate sales, service and marketing data in one database

– Leverage RightNow’s XML API to integrate with other 
databases

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

– Export reports directly to Excel or automatically send them 
via email



Delivery

Open

Click-Through

Conversion

Key Email Marketing Metrics



Delivery
88%

Open
30%

Click-Through
12%

Conversion
1%

Data from JupiterResearch, April 2005

Industry Averages from JupiterResearch



Insight into RightNow’s 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



Tracking Key Metrics in RightNow Marketing

• RightNow Analytics Reports
– Invalid email addresses
– Delivery statistics
– Outbound email details
– Outbound email results
– Response statistics
– Tracked link activity
– Activity drilldown
– Activity by category
– Audience email summary
– Event triggered email summary
– Event triggered email in queue
– Forward to a friend statistics
– Soft bounces
– Campaign activity
– Opportunities by campaign



Analytics Console - Reporting

• Highly modifiable standard reports
– Selectable run-time filters

– On-the-fly formatting changes

• Easy-to-create custom reports
– Graphical report designer

– Drill-down and multi-line reports

– Custom chart generator

• Advanced report features
– Export to Excel and PDF

– Report scheduling

– Incidence alerting



Delivery

Key Email Marketing Metrics - Delivery



Delivery Statistics

vs

99% delivery rate
<1% hard bounces

85% delivery rate
12% hard bounces



Deliverability by Domain

vs

Delivery rate of 85% or 
less versus 99% or higher



Open

Click-Through

Key Email Marketing Metrics – Open and 
Click-through



Response Statistics – Open and Click-through

• Open rate of 16-20% versus 30-
40%

• Click rate of <1% versus 8%+

vs.



Tracked Link Activity



Conversion

Key Email Marketing Metrics - Conversion



Conversion Rate by Campaign



Conversion Rate by Campaign



Pulling Everything Together - Test Cells

• Tested click-through difference between short and long 
copy versions of monthly newsletter

• 100% difference in click-through rates



Outbound Email Summary



Lead Generation Campaigns

• Lead generation campaigns – common measures
- Click-through rates
- Landing page views
- Landing page submits
- Leads created
- Sales opportunities created
- Revenue generated



Lead Generation

• RightNow Marketing lets you create and track your lead 
generation efforts
• Create landing page

- Captures click-throughs

- Calculates form submission percentage 

• Capture lead information

- Collect prospective customer information

• Follow-up messages

- Event-triggered communications

• Sales opportunity captured

- Integrates with RightNow Sales™

- Calculates campaign effectiveness

• Revenue by campaign

- Provides campaign ROI statistics



Campaign Console Dashboard

• ROI Calculator built into the Campaign Console
– Integrated data with RightNow Sales
– Real-time campaign reporting



Active Opportunities by Campaign



Conclusion

• Start measuring

1) Focus on what’s important to your organization

2) Identify the measures you can metric over time

3) Start capturing the data 

4) Utilize the reports you need to measure results

• Measurement should lead to iterative improvements

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

• Never miss an opportunity to target more effectively



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

• Analytics Training Courses
– Rightnow.custhelp.com – ID # 1949

• Analytics Creation and Support Services
– Rightnow.custhelp.com – ID # 1731

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

a_user/user_links.php

• Web Resources
– www.marketingsherpa.com
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