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Introduction

Today’s email marketers strive to build relationships with their customers and drive revenue through the
email channel. Building an optimized email program requires marketers to incorporate certain key email
campaigns designed to keep customers engaged throughout the subscriber lifecycle.

In our first email lookbook we highlighted some examples of great emails, to provide inspiration for your own
campaigns. In this second edition, we've chosen new examples that represent the best of email marketing.
We also take a more in depth look at the performance of each campaign type and report the average

performance metrics, including:

Inbox placement rate: the number of emails

that land in the inbox out of total emails sent.

w Read rate: the number of emails that are
M marked as “read” out total emails sent.

a subscriber marks your message “this is
not spam” or “not junk” out of the number of
emails sent to spam.

@g “This is not spam” rate: the number of times
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—dt  Spam placement rate: the number of emails
m delivered to the spam folder out of total
emails sent.

Deleted before reading rate: how often email

% is deleted before it is read, calculated as the
total number of unread emails deleted out of
total emails sent.

Complaint rate: the rate at which subscribers

L;D report your messages as spam, calculated as
the number of “report spam/junk” complaints
out of emails sent.
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Abandoned Cart Messages

Sometimes customers need an extra push to purchase. They have gone to your website
and selected items they are interested in, but stop just short of buying. Fortunately,

marketers can take advantage of this situation by sending an abandoned cart message.
Abandoned cart messages are triggered campaigns sent to subscribers to remind them
to complete the purchase of items they have already identified as a potential purchase.

Though abandoned cart emails have a moderate read rate, they experienced one of
the highest deleted before reading rate of all campaign types analyzed for this report,
demonstrating that these types of emails are more actively ignored than others.

le: Walmart

add Free 2-Day Shipping

0 prompt customers to purchase items left in
cart email offering free two day shipping. This is a
hey need to place an order, while the effective use
itional products the customer may be interested
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Average Abandoned Cart
Performance Metrics

Inbox

placement 95%

rate

Spam 5%

placement
rate

Read rate 2 0%

Deleted
botore ~ 12%

reading rate

Complaint 0.1 2%

rate

i
sanrrate 0.90%
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Abandoned Cart Message example:
Walmart s —

FREE 2-Day Shipping is yours!

Complete your order before

in-demand items are gone.
B

Hurmy, don't let these s you byl My sccount

Inbox placement rate
0,
96%

FREE 2-Day Shipping is yours!

Complete your order before

in-demand items are gone.

>
Read rate ‘
[ N N J

20%
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Account Related Messages

Account related messages are sent to notify subscribers of a change or activity related
to their account. These emails are meant to keep subscribers informed rather than
generate revenue. As such, they see relatively high engagement, with an average read
rate of 30 percent and a deleted before reading rate of just nine percent.

Account related message example: TripAdvisor

Subject line: David, thank you! You're on a roll: here's a summary of your recent activity
Campaign description: TripAdvisor sends online reviewers a monthly account update with a
digest of stats related to their recent posts. The message is highly personalized and interactive,
using dynamic content to provide interesting information related to the subscriber’s reviews,
such as country of readers and most popular reviews. This is a solid tactic for keeping
subscribers engaged with the brand and serving as a reminder to continue posting reviews.
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Average Account Related Message
Performance Metrics

Inbox
placement
rate

Spam
placement
rate

Read rate

Deleted
before
reading rate

Complaint
rate

“This is not
spam” rate

92%

8%

30%

9%

0.21%

1.42%
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©O tripadvisor

& @Level @yllvev

Account Related Message example:
o . Here's your monthly update
TripAdvisor

Plus, with TripCollective you can collect points to reach new
levels and unlock badges along the way!

Readers

Reviews

@@ tripadvisor

Level

Total points )]
\: [ reviews -
o =

Your readers are from

Inbox placement rate

99% Here's your monthly update

See how your contributions add up and help other
Plus, with TripCollective you can collect points to reach new
levels and unlock badges along the way!

Other Countries

G

Your most popular review

Add a review

Readers
Read rate Reviewed . :
Reviews
2 0/ Readers 1 | Your most review
Level L
Reviewed I

Total points @
See all | of your reviews >

/.(-!_ ) ;

Goto TnpAavisor | Unsubscrive | Prvacy Policy | Gontact Us

Ploase do not reply directy to this e-mail. This e-mail was sent from a notfication
only adaress hat cannot accept ncoming e-mail It you have questons of reed
assistance, ask us
THPAGVISOr LLC, 400 15t Ave., Needham, MA 02494, USA
© 2017 TripAavisor LLG. Al righis reserved. TripAgvisor. te TripAavisor 10go, the.
1ogo of the ow Choice and the logo of Choice are regisered
trademarks or trademarks of TripAdvisor LLG in the US and / or other couniies.
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- Birthday Messages

“Happy birthday” emails —and accompanying discounts—provide an annual
opportunity to generate revenue while also building a personal connection with

your customers. Of the campaigns we studied, birthday messages were the least
commonly sent campaign type. This is likely due to the fact that marketers can only
send this type of message to each subscriber once per year, and many marketers don't
collect birthday information. The birthday emails we did see generated relatively high
engagement with a read rate of 23 percent. These messages were also frequently
retrieved from the spam folder, with a “this is not spam” rate of 2.29 percent.

Birthday message example: Auntie Anne’s

Subject line: Happy Birthday! Enjoy a free pretzel on us!

Campaign description: A triggered birthday email allows a brand to create a personalized
relationship with each email subscriber and strengthen brand loyalty. Auntie Anne's sends
members of their pretzel perk program a special birthday email, promoting a free pretzel in
the subject line to capture subscriber attention and drive engagement. The creative uses eye
catching images and large, bold text to convey the birthday message and offer.
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Average Birthday Message
Performance Metrics

Inbox

placement 93%

rate

Spam 7%

placement
rate

Read rate 23%

Deleted
bee:oree 11%

reading rate

Complaint 0.30%

rate

S
canrrate 2.29%
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- Birthday Message example:
Auntie Anne’s

PO
-

WE HAVE A PRESENT JUST FOR YOU,

Enjoy a

PRETZEL PERK
r birthday

YOUR BIRTHDAY MONTH!

@ ' AnntieAnne's nu

Inbox placement rate

96%

Read rate

39%

> WE HAVE A PRESENT JUST FOR YOU,

Enjoy a

PRETZEL PERK

on your birthday
OR ANYTIME DURING YOUR BIRTHDAY MONTH!

ANVARNYA

CHECK YOUR APP HOW.
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Feedback Messages

Brands frequently send surveys to collect customer opinions and elicit feedback
beyond traditional metrics. These surveys can be about anything, from comments on
recent purchases to opinions on the email program, or even to collect new subscriber
preference information allowing marketers to better segment their list. Surprisingly,
feedback messages generated the highest “this is not spam” rate at 6.35 percent. This
is likely related to the high spam placement rate for this message type, as only email
landing in spam can be rescued.

her?

ring company, shows their
pinion. The subject line uses

out in the inbox, and the content
improve the experience. In order
llent job of providing detailed
lete, and also offers the customer
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Average Feedback Message
Performance Metrics

Inbox
placement
rate

Spam
placement
rate

Read rate

Deleted
before
reading rate

Complaint
rate

“This is not
spam” rate

87%

13%

19%

11%

0.26%

6.35%
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Give us your feedback for a chance to win a $50 gift card View in Browser

Feedback Message example: e

reservenow  my account  ziptopia

Zip Car

Inbox placement rate

9% eeeo

/

Read rate

3% e0o0

L\

Give us your feedback for a chance to win a $50 gift card View in Browser

ng members with the right choice of cars is very
do so, we'd like to ask you to take this 10-minute
> est select vehicles that meet your needs for the

upcoming year.

reserve now my account  ziptopia

our time, you will have a chance to score one of
five $50 Amazon gift cards

follow us

At Zipcar, providing members with the right choice of cars is very
important to us. To do so, we'd like to ask you to take this 10-minute
survey, so we can best select vehicles that meet your needs for the

upcoming year

As a thank you for your time, you will have a chance to score one of
five $50 Amazon gift cards
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Loyalty Program Messages

Loyalty program messages are campaigns sent to a special set of subscribers who
participate in the brand’s loyalty program. Both the loyalty program itself and related
messages are designed to create a sense of exclusivity and additional benefits. The
metrics indicate that customers appreciate this exclusive treatment, as loyalty program
messages saw a read rate that is two percent higher than that of general promotional
messages. On the other hand, the deleted before reading rate of 12 percent has loyalty
messages tied for the most actively ignored message type.

bers earn cash rewards

t line and mobile friendly
llows the customer to save
y and convenient to locate
hrough their inbox.
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Average Loyalty Program Message
Performance Metrics

Inbox

plac:::::ent 93%
Lk Spam
plac'::nent 7%
rate
w Read rate 21%
X
% e 12%
reading rate
@j Complaint 0.13%
rate

v O

~ "Thisi
@j Tisisnot 9 49%
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- Loyalty Program Message example:

Toys-R-Us

Inbox placement rate

99%

Read rate

59% (X N
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X

¥

You eamed this! Use it in store or oniine today!

vew: e vesion | [ [ @) [

here’s your reward!

We've got all you need to make someone’s day extra special.

x 4*

* "R"Us Reward* * "

You earned this! Use it in store or online today!

view. Online version | [ [7]

rewardsgus

¥ here’syour reward! » .

We've got all you need to make someone’s day extra special.

x . ¥
o

. * "R"Us Reward* . 4 ’

ONE-TIMESINGLE USE ONLY.
Valid through 01/22/2018

To redeem onling, enter code
at checkout.

Offer valid far Rewards® R*Us membars only. Membe rship
rumber must be presented at fime of pu rohase
Print fis email to redeem in store

*Excludes Build-A-Bear, Gift Cards, SquarsTrads Protection Plans, phane orders, all fees, and shipping
"Us Reward Dollars can be used toward the one-time purchase of qualifying products in store ar online
Toys"R"Us or Babiss"R"Us. Only ons "R"Us Reward Dollars code can be entersd per anling purchase
"Us Reward Dollars must be surrendsred at time of purchase and value is forfaited if item Is returned
R"Us Reward Dollars prorated among eligibls itsms purchased. Void where prohibited. Valid USA only
Cashvalus 1/100 of 1¢

Redeem your reward today so you can start earning
even more”R”Us Reward Dollars right away!

There are so many other benefits to
being a Rewards“R”Us member!

learn more

N ONE-TIME SNGLE USEONLY.
Valid through 01/22/2018

To redeem online, enter code
at checkout,

Offr valc for Rawards" R Us mambars only. Membsrship
et st b precared o ime of prchase
Pt e amall o rackam insore,

1d Dollarsprorated amang sigbls ome Purchacedvoid where pamibied Vel USA oty
17100 o

Redeem your reward today so you can start earning
even more"R"Us Reward Dollars right away!

here are so many other benefits to
being a Rewards“R”Us member!

learn more

see gift ideas »

gift finder

Wish List

Rewards"R"Us Program

- i e The "R"Us Credit Card

Toy Guide for Difierently-Abled

e Pickup Shipping Geoffrey's Birtnday Club

ALL local deals near you
© Store Locator

bscribed as You can update your email preferences

re you keep getting our latest offers, add rewardsrus@email.toysrus.com
s book.

iy | Unsubscribe

ting, TOYS'R'US, Inc,, One Geofirey Way, Wayne, NJ 07470

firey, LLC. Al ights reserved
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Newsletters

Many brands send email newsletters to update subscribers on the latest news and
provide other engaging content. These emails typically contain a mixture of editorial
and promotional content. Newsletters saw the lowest read rate (18 percent) among the
campaign types we studied, with very few rescues from the spam folder—despite a high
spam placement rate of 11 percent.

phic

oto reveals a troubling reality, the meditative

ses an engaging subject line to pique interest
ail, subscribers are treated to stunning

akes the content easy to digest across viewing
ribers just enough content to entice them to
ubscribers to easily share newsletter content
eographic’s reach to new audiences.
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Average Newsletter
Performance Metrics

Inbox
placement
rate

Spam
placement
rate

Read rate

Deleted
before
reading rate

Complaint
rate

“This is not
spam” rate

89%

11%

18%

11%

0.35%

1.97%
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- Newsletter example:
National Geographic

Inbox placement rate

98%

Read rate

padl 38%

2018 Email Marketing Lookbook

NATIONAL
GEOGRAPHIC

Issue 93

SUNDAY STILLS

SUNDAY, SEPTEMBER 24, 2017
PHOTOGRAPHY GOMMUNTY SUBSCRIBE FOLLOW US

| PICTURE
STORIES |

Divelntoa

h Tornado’

Photograph by Thomas P. Peschak

Cabo Pulmo in Baja California is considered by many scientists to be one of the
most successful marine reserves in the world. For photographer Tom Peschak,
coming across this giant school of trevally was almost like going back a century
ago to a time when all the world’s oceans teemed with life. And then he was
presented with the unique challenge of how exactly to convey the scope and
energy of this pulsating, evolving ball of scales and fins.

SEE THE PICTURES SHARE f 9
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Promotional Messages

The most common of all email campaigns is the promotional email. In fact, promotional
messages accounted for more than 70 percent of all the emails we studied.
Promotional emails are a type of sales message, highlighting a particular product or
products, often with a discount to entice subscribers to purchase.

On average, promotional emails have relatively poor performance. However, because
they are the most common campaign type, volume is a factor—so an average read rate
of 19 percent and a deleted before reading rate of 12 percent still leaves plenty of room
to generate sales.

rommet

growing!

fresh approach to the traditional promotional
hich demonstrates the potential impact of

ext” call to action essentially invites subscribers
heir favorite up and coming featured products. By
ble to foster brand loyalty and engagement.

2018 Email Marketing Lookbook 16

Average Promotional Message
Performance Metrics

Inbox
placement
rate

Spam
placement
rate

Read rate

Deleted
before
reading rate

Complaint
rate

“This is not
spam” rate

91%

9%

19%

12%

0.24%

2.79%
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THE GROMMET

Promotional Message example: et

THEIR SUCCESS

The Grommet e

S ———— ~N e g ot 9.3 i 5 oo o

THE GROMMET’

FREE SHIPPING on orders over $50*

we discovered thep,

YOU HELPED FUEL
Inbox placement rate THEIR SUCCESS

9 9 % CHARGEHUB: Charging Ahead!

Since we introduced ChargeHub to you in 2014, they've sold over
500,000 of their all-family charging stations. Thanks to you, founder
Rock Smeja has grown to a team of 20, manufacturing in lllinois.

WHO'S NEXT?

2014

We met Rock at a trade show, right
after he won a coveted Best of CES
award. Later that year, ChargeHub
launches on The Grommet and is
one of our top products for the
year

Read rate

4%

U

niversal Charging Station

2016

You tell ChargeHub you'd like to see

more sizes—and they respond with

three- and five-port designs. These

versions win a Best of CES award,
too.

Comectuin us
A o o

Discover What's Next

USB Charging Station 3. 5. or 7 port
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- Post Purchase Messages

Post purchase (or transactional) emails are follow up campaigns that provide details
of the completed purchase, including order confirmations, receipts, and shipping
instructions. As the messages contain valuable information, this campaign type has
the highest average read rate (44 percent) and the lowest average deleted before
reading rate (seven percent) of any category analyzed.

have strong subscriber engagement,
at's not the case with this optimized
ded, the clean design is mobile
sage on a mobile device. Order
within the preview pane. Beyond
stomer service by letting the

they come through,” while also

il is well organized with detailed
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Wiy ™

Average Post Purchase Message
Performance Metrics

Inbox

plac::::ent 98%
ik Spam
plac'::nent 2%
rate
w Read rate 44%
X
% weiore 7%
reading rate
@j Complaint 0.06%
rate

v O

~ "Thisi
@ spa:\"sr::: 0.64%
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Post Purchase Message example:

T-Mobile

Inbox placement rate

96%

Read rate

86%

oooo

BOOM! Order. Placed

orper numeeR: [N

ORDER DATE: 10/27/2017

‘T - -Mobile~

STATUS P e

STEP10OF3 ORDERED SHIPPED DELIVERED

Let the new device countdown begin

Hey

You are about to be living that new device life. We got your order
and will be sending you shipping and delivery updates as they
come through. You may see applicable charges on your card
which is a good sign your order will be on its way soon!

In the meantime, feel free to track your order on the T-Mobile® App
or MyT-Mobile.com

T - -Mobile-

Let the new device countdown begin

Hey

You are about to be lving that new device lfe. We ot your order
and will be sending you shipping and delvery updates as they
‘come through. You may see applicable charges on your card
Wwhich is & good sign your order will be on s way soon!

orMyT

ime, fesi Iree 1o rack your oder on the T-Mobile® App

3
( Where's my new device? )

Order Summary N

Order number. -
Date of oder: 1072772017

Device Taxes:

Shipping Incuding Appiicable Taxes:

Amount due when your device ships:

View full ecelpt >

1 you cancel wireloss service, remaining balance bocomes due.

(Where‘s my new device?)

p date:

Order Summary

Order number: *
Date of order: 10/27/2017
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Welcome Messages

First impressions are everything, and welcome emails are the first experience your new
subscribers have with your program. So rather than simply adding your new subscribers
into your normal sending cadence, take advantage of the opportunity to showcase your
email program and demonstrate what subscribers can look forward to receiving.

Because they represent the first email contact in a new subscriber relationship,
welcome campaigns have more challenges than other campaign types—and this

is reflected in their metrics. Among all the campaign types we looked at, welcome
campaigns have the lowest average inbox placement rate at 84 percent. Along with
reduced deliverability, welcome messages also had the highest average complaint rate.

sider Member

to welcome new members to
hout the email, AMC offers

an account, downloading the
ffectively invites members to

e number) by clearly explaining
levant messages.
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Average Welcome Message
Performance Metrics

Inbox

e 84%

LU Spam o
m placement 1 6 %
rate

ai Read rate 23%

X

Deleted

before 9%
reading rate

Complaint 0.62%

rate

v O

8

S
canrrate D.7 7%
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Welcome Message example:

AMC Entertainment

Inbox placement rate

7%

Read rate

71%

aWeb page

STUBQ = SHOWTIMES

Hello,

Head to the Movies and Get
Rewarded

Welcome to AMC Stubs Premiere ™! Now you can enjoy all
the Premiere rewards, including FREE size upgrades on
popcorn and fountain drinks,* up to $5 of f tickets every
Tuesday,** and a $5 reward every time you reach 5,000
points (earn 100 points per $1 spent).

Haven't set your sword yet? Create one now ° access
your AMG Stubs® aceount details, rewards and more!

Your account number is:
View Account

Download the AMC Theatres mobile app to eam points at
the theatre by scanning your virtual card, easily track your
points, and r em rewards. See amovie to start seeing the
perks

Download App !

Movie Popcorn is the New
Birthday Cake

Celebrate your favorite day of the
year at AMC and enjoy a FREE large
popcom and fountain drink. All you
need to do is add your birthday to
your profile!

Add Birthday

ST

Head to the Movies and Get

Rewarded

thePromiterewarc, ncudng FRE

popcom and Toetai ks

: - e
100ponts per 1 spen)

ur AMC S1ubs® account detalls, rewards and more!

View Account )

P to oam points at

Movie Popcorn is the New
Birthday Cake

Gelebrate your favorte day of the

year at AVC and enjoy a FFEE large
popcom and fountan k. Al you

n add your bithday to
yourpro

( Add Birthday

proferred theatre to
nd updates about
special ovents, showtimes and more.
Youlnever miss a thng!

(" AddProforred Theatre

Ring up Easy Account Access
hard tima remembering your
mber?No
number to your

profi tolookup
unt and apy your ponts whanyou )

( Add Phone Number ) L

Start Earning Points with These Must-See Movies
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- Win Back Messages

Sometimes subscribers become distant and stop interacting with your messages.
Before they disengage entirely by unsubscribing—or worse, complaining—marketers
have one last option to re-engage subscribers before they decide to leave—a win back
campaign. A win back campaign (also referred to as a re-engagement campaign) is a
tactic marketers can use to revive their relationship with the subscriber by reminding
them the value of the email program. On average, win back emails saw a read rate of 20
percent—which means one out of five subscribers who were previously ignoring your
messages may be inspired to re-engage with you. These campaigns are also helpful

for identifying and removing inactive addresses from your list, to prevent list hygiene
issues from damaging your deliverability.

in back message appeals to subscribers’ FOMO
ts and popular categories they've missed. The
ime offer to prompt subscribers to re-engage,
ail message. Social media icons promote
ngaging with the brand.
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Average Win Back Message
Performance Metrics

Inbox

placement 88%

rate

Spam 1 2%

placement
rate

Read rate 2 0%

Deleted
botore ~ 12%

reading rate

Complaint 0.23%

rate

i
cpanrrate 3.51%
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Win Back Message example:

Kate Spade ,

Inbox placement rate
(o) (XN
98%
Read rate
(o) o0 o0
40%

22

SN

NEW

@
kate spade

NEW YORK

HANDBAGS  CLOTHING  HOME  KIDS  SHOES

haven't seen you
around lately.

here's just a smidge of what you're
missing out on.

we've added so many new
styles for summer. (like this dress,
but also not like this dress.)

SHOP CLOTHING »

SALE

2018 Email Marketing Lookbook
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haven't seen you
around lately.
at you're

and bags. so. many. beautiful. bags.

SHOP HANDBAGS »

v 25% off

sHOP Now »
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Methodology

Return Path conducted this study using global consumer data consisting of more than 3,000 commercial
senders, one million consumer panelists, and more than 600 thousand unique commercial email
messages sent to Microsoft, Google, Yahoo, and AOL users between July 22 and November 29, 2017.

Get to Know Return Path

Request a demo. See
Return Path’'s data powered

Visit our website. There's no
solutions in action. Visit
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