Email Autoresponder

Introduction

The Email Autoresponder may be considered either an extension of the normal marketing
campaigns or even a replacement. It ties into the normal marketing campaigns by using
the Email Lists described earlier. However, an Autoresponder differs from a simple
Marketing Campaign with the ability to have multiple emails programmatically delivered
to a customer by providing the following features.

Features

e Complex Execution Paths — A single campaign can contain multiple steps
containing complex logic allowing for automatic reactions to customer actions.
Logic steps provide velocity code to dynamically determine the next steps in a
campaign, custom pause steps delay for varying time periods. The following
figure gives a small sample of the power available to an Autoresponder
Campaign.
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e Parameterized, Reusable Email Templates — Define an email template once and
reuse numerous times within multiple campaigns by change parameters as
needed.

Emails are sent through your mail server, from you.

¢ Email Autoresponder automatically checks your POP3 box for bounces and
updates email recipients accordingly.

¢ In addition to email lists and manual enrollment, customers may be enrolled in

campaign automatically based on these events.
o Abandon Cart
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Purchased Product
Auto Order: Decline
Auto Order: Credit Card Expiration
o Auto Order: Cancelled
¢ Individual and Group Management of campaign recipients.
o Terminating a recipient
o Restarting a recipient as a particular step
o Force a campaign step to execute immediately for a recipient

O O O

Recipient Actions [Show/Hide]
[ Schedule Mow ] Schedule Mow will m;3
[ Mowve Recdpients ] Start + Move R

Terminate Recipients ] Terminating a recipig

Delete Redpients ] Deleting a redpient

Steps are processed in batch at regular intervals
Warning: Any deleted redpients that belong to 3

® Performance monitoring
o Orders are tied to campaigns and steps providing easy to track returns for
campaigns
o Daily snapshots of emails sent, bounced, opened, links clicked, opt outs,
and products ordered
o Detailed history for every campaign customer.

Campaign 5tep Name Category Event MTD QTD YTD Total Mar10 Feb10 Jam 10
Campaignl Stepil Expense Sent 41 41 351 1,221 99 104 107
Positive Reaction Opened 12 12 a0 340 28 13 32
Clicked Link 1 1 23 38 6 9 7
Megative Reaction  Bounced 3 3 24 71 B 9 B
Opted Out 2 2 27 77 3 4 13
Revenue Ordered 1 1 10 33 2 4 3
MTD Email Events QTD Email Events
41 Emails Sent 41 Emails Sent
Cpened I ] 2 Cpened I ——— ] 2
Clicked Link m 1 Clicked Link m 1
Bounced mmm 3 Bounced mmmm 3
Opted Cut ) 2 Opted Cut e 2
Ordered m 1 Ordered m 1
0 5 10 15 0 5 10 15
MTD Frequency QTD Frequency

Creating a Campaign

This section introduces the core functionality of the Email Autoresponder in the order
needed to create a campaign. The section should be followed in sequential order.
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Campaigns Home

Navigate to:

Main Menu — Marketing — Autoresponder

The Autoresponder Campaigns Home page contains Administration Links and a listing of
all campaigns.

Administrative Links

The administrative links contains three sections.

1. Prerequisites for a campaign — these are items that must exist prior to creating a
campaign. The list currently includes a mail server and email templates. Each is
described in detail in the following sections.

2. Recipient Management — tools for managing customers participating in a
campaign. These are described in detail in the Recipients Section.

3. Reports — Performance reporting to analyze campaign performance. See the
section ‘“Performance Analysis” for a description of this feature.

E’/’f a (AR T For Merchants, By Merchants™

|— 4 Support Campaigns

J

|— g8 UC Friends

i

Administration

Home

: Campaign Prerequisites

: Recipient Management
Manual Enrollment
; : Reports
Campaign/Step Performance

Campaign Lists
In additional to the ‘new’ button, which creates a new campaign, the campaign lists
provides lifecycle controls for each campaign.
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Campaigns

Name Status 5Sales Response # Currently # Total

Enrolled Enrolled
Campaignl  Active 2,543.50 541 14234 | edit | | delete || suspend | | reset all recipients || remove all recipients
Lifecycle Controls
Type of Control | Label Description
Hyperlink Sales Response Clicking the dollar amount for a campaign

will display a page showing every order
placed by campaign customers

Hyperlink # Currently Enrolled | Clicking the currently enrolled number for a
campaign will display a page showing all
recipients currently active for a campaign

Hyperlink # Total Enrolled Clicking the total enrolled number for a
campaign will display a page of every
recipient that has ever participated in a

campaign.

Button Edit Click the edit button to make changes to a
campaign or its steps

Button Delete Click the delete button to delete a campaign
entirely

Button Suspend Click the suspend button to stop sending

emails. A suspended campaign will display

an activate button | 3cIvate

emails again.

to begin sending

Button Reset all recipients Click the reset all recipients button to move
all recipients back to the starting step for re-
execution. This may be useful if significant
changes are done to a campaign, or for initial
testing with small customer sets over and
over until you’re satisfied with the results.

Button Remove all recipients | Click the remove all recipients buttons to
delete every recipient completely. This
operation cannot be undone.

Mail Server

Configuring a mail server is a pain. There are hundreds of mail servers, each with their
own nuances. The Autoresponder attempts to minimize the pain by providing a tool to
test your mail server configuration from the start.

Before you create a campaign, you must have a mail server configured. It just makes
sense. © To configure a mail server, click on the Mail Servers link from the
Autoresponder Home. This will display a list of all mail servers configured.
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TIP: Create more than one mail server. Configure and test your campaign with
\ a mail server account you can afford to lose. Some companies *cough* Google
- *cough* are unforgiving when it comes to spam. If Google decides you're a
spammer, the suspended account can never, ever be used again. So use a throwaway as
you develop your email templates and your campaign flow. Then, when everything is in
place, switch to your main mail server and run through a final test.

Mail Servers List

The Mail Servers screen contains a L_A9dMai Server |61 in the black title bar that will
display the edit fields needed to configure a new mail server. Below that, a list of mail
servers shows the smtp and pop3 settings. It’s a long list, so scroll to the far right to see
the management button.

Mail Servers Gt

Name SMTP SHMTP SMTP SMTP SMTP SHMTP SMTP
Connection Server Alt. Port Username Password Email Address Friendly Name

MailServer 1 smtp smtp.gmail.com john.merchant1@ixworld.com  tOpSeCrEt  john.merchanti@ixworld.com John Merchant

MyThrowAway smtp smtp.gmail. com john.merchant@gmail. com topeka john.merchant@gmail.com John Merchant

Figure 57 - First part of Mail Servers list

POFR3 POFR3 POR3 POP3 POP3

Connection Server Alt. Port  Username Password Edit Delete
pop3 pop.gmail, com john.merchantl@ixworld.com  tOpSeCrEt Can't Delete - 1 Campaign(s)
pop3 pop.gmail, com john.merchant@gmail. com topeka

Figure 58 - Second part of Mail Servers list

Button Description

edit Click the edit button to change smtp or pop3 settings for your mail server.
The edit page also contains a test button, so this is a good place to
troubleshoot problems.

delete The delete button will delete a mail server. If a mail server is currently

active for a campaign, the delete button is replaced by a message indicating
that an active mail server cannot be deleted. Click the message to display a
list of campaigns currently using that mail server (see figure below).

The delete button is removed for active mail
servers for safety reasons. Deleting an active
mail server would be bad — like feeding gremlins
after midnight bad.
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Mail Server Campaigns

Mail Server: MailServeri
Campaigni

Ok

Figure 59 - A list of campaigns using a mail server

Adding/Editing a Mail Server

Click the Add Mail Server button (shown above). The Mail Server configuration screen
will display the fields needed to set up both smtp and pop3 connections.

Autoresponder Mail Server

Autoresponder Home — Mail Servers — Mew Mail Server

Mail Server Configuration

MName
Outgoing Mail (SMTP)

Connection smip  w

Server Address

Alternate Port {oo&onal)
Usermame

Password

Email Address

Friendly Mame

Incoming Mail (POP3)

Connection pop3 Ad

Server Address

Alternate Port {aotional}

Username

Password

Test Connection ][ Save ]

Return to Mail Server List

\ Name

\ The name can be anything you desire.

Spaces and strange
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characters are allowed.

SMTP Connection Choose smtp or smtp-ssl. For google, choose smtp. For
others, it will depend on your method of connecting

SMTP Server Address | Example: smtp.gmail.com. Your mail provider should have
this address

SMTP Alternate Port If your smtp server is running on a non-standard port, enter it
here. This is an uncommon situation.

SMTP Username Enter your username. Most often this is your email address.

SMTP Password The password for making an smtp connection. This is usually
the password used for checking your email.

SMTP Email Address The ‘from’ address. All email will originate from this address.

SMTP Friendly Name | This will appear in the from field of the email. This should be

descriptive. Using a friend name of ‘joe’ won’t cut it.
Represent your store with this name.

POP3 Connection

POP3 of pop-ssl. Regular pop3 is most common.

POP3 Server Address

Example: pop.gmail.com. Your mail provider should have this
address.

POP3 Alternate Port

If your pop3 server is running on a non-standard port, enter it
here. This is an uncommon situation.

POP3 Username

Enter your username. Most often this is your email address.

POP3 Password

The password for making a pop3 connection. This is usually
the password used for checking your email.

TIP: Before saving, test your connection!

It’s important to realize that any failure to send an email will mark a recipient

as ‘Failed’. You must then reset them if you wish to try again. An incorrectly
configured mail server will do two things: 1) cause all your recipients to end up ‘Failed’
and probably disable your mail account due to repeated login failures. Test your

connection!

Validating mail server connections

The |_TestConnection | 10 will use your mail server settings to login to both the smtp
and pop3 servers. A test email will be sent, and the pop3 inbox will be accessed. The
results of this test will display in the dialog box below.
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Application Message

Results of Test
SMTP Connection Status

Failed Test, Error: [Username or Password
incorrect, Authentication failed.].
View SMTP Test Log

POP3 Connection Status

Failed Test. Error: [Username or Password
incorrect, Authentication failed.].
View POP3 Test Log

Ok

Figure 60 - Results of testing a mail server configuration

If a red X appears, the connection was unsuccessful. Click the View Log link for either
connection to read the mail server conversation for clues to the failure. The conversation
will pop to a new window (you do allow popups for ultracart.com, don’t you??)

|| SMTP Test Log -

DEBUG: getProvider() returning javax.mail Provider [TRAMSPORT, smip,com. sun.mail.smtp, SMTFTransport, Sun Microsystems, Inc]
DEBUG SMTP: useEhlo true, useluth true

DEBUG SMTF: trying to connect to host “smtp.gmail.com®, port 465, isS5L falze

220 mx,google,com ESMTP 128sma281546ano0.6

DEBUG SMTP: connected to host "smtp.gmail.com™, port: 465

EHLO Perry-PC

250-mx.google, com at your service, [63.219. 151, 14]

250-SIZE 35651584

250-8BITMIME

250-AUTH LOGIM PLAIN XOAUTH

250-ENHAMCEDSTATUSCODES

250 PIPELINING

DEBUG SMTP: Found extension "SIZE”, arg "35651584"

DEBUG SMTF: Found extension "8BITMIME™, arg ™

DEBUG SMTF: Found extension "ALUTH", arg "LOGIM PLAIM XQALTH™
DEBUG SMTF: Found extension "ENHANCEDSTATUSCODES®, arg ™
DEBUG SMTP: Found extension "PIPELINIMNG™, arg ™

DEBUG SMTF: Attempt to authenticate

ALUTH LOGIN

334 V¥Mlem ShbwUs

am2obiStZY jaGFudEBnbWFpbC5jb20=

334 UGFzc3dvemQe

dGIwZWth

535-5.7. 1 Username and Password not accepted. Learn more at
535 5.7.1 http:/fmail.google. com/fsupport/hin/answer . py?answer =14257 t28sma251546an0.6

Figure 61- Mail Server Conversation

In the example above, the second to last line reveals that either the username or password
is incorrect. A response like that should prompt you to attempt to login to your mail
server through normal means (i.e. check your mail). That can often shed light to the
problem. This conversation may also be helpful to your mail support staff in diagnosing
a problem.
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Email Templates

Email templates are reusable emails that may contain both substitution parameters and
velocity code. The parameters and velocity code give the templates their high reuse
factor. Imagine an email offering a customer a coupon. With parameters and code, it
becomes possible to create a single coupon template that can vary the percentage or offer
based on customer history or the position of an email within a campaign.

Templates are associated with a campaign by inserting an email step (discussed below)
into a campaign. During the step creation, the desired template is selected. The
remainder of this section discusses the creation of a template. The Email Step section
talks about using templates.

Template Lists
If you’re not already in the Autoresponder portion of UltraCart, navigate to:

Main Menu — Marketing — Autoresponder

From the Administration links, click on Email Templates. A list of previously defined
email templates will display, along with a ‘new’ button for creating a new email template.

Email Templates

Email Name Subject Message Format Campaign Steps
Buy 1Get 1 Coupon  Spedial Deal! htrnl Campaign1:5tep1 edit delete
Upsell Email Compliment your purchase with this!  html Campaign 1:5tep2 edit delete

The list contains summary information about the email template.

Email Name An internally used description of the email. This can be anything to
help you remember what the template is about. The customer will
never see this name.

Subject The email subject. The subject may contain parameters and velocity
code. The can allow for personalization in the subject line.

Message Format  html, text, or both
html: only the html message is sent to the customer
text: only the text message is sent to the customer as a plain text
email
both: the message is sent as a multipart email containing both plain
text and html, with most email clients displaying the html message
unless the customer has requested text-only emails.

Campaign Steps  This column lists all steps configured to use the template. An email
template cannot be deleted if it’s in use, so this column is useful to
see what steps are affected by edits as well as what steps must be
assigned different templates before this one can be deleted.

edit button Click the edit button to edit the template

delete button Click the delete button to delete the template

62



Add/Edit an Email Template

Clicking the ‘new’ button or the edit button of an existing template will display the email
template edit screen. This screen contains three tabs to help design the template.

Email Template

Walidation Preview

Figure 62 - The Email Template edit screen contains three tabs

The Email Template tab contains the input fields for designing the template. The
Validation tab lists common issues with html emails and the results of how the current
html email passed the validation. The Preview window displays the html email in an
iframe to give an approximate rendering of the email. No parameter substitution or
velocity code execution is done however, and beyond that, the final product may still
differ from the Preview window, so test the template in real email clients before
sending it to customers!

Creating the Email Template

General Information
Begin creation of an email template by supplying the general information.

Validation Preview
General Information
Email Template Mame
Subject

Message Format both -
Parameters
Mame Default Value

Add New Parameter

Figure 63 - Email Template General Information

Email Template Name | An internally used description of the email. This can be
anything to help you remember what the template is about. The
customer will never see this name.

Subject The email subject. The subject may contain parameters and
velocity code (discussed in following pages). The can allow for
personalization in the subject line.

Message Format html, text, or both
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html: only the html message is sent to the customer

text: only the text message is sent to the customer as a plain text
email

both: the message is sent as a multipart email containing both
plain text and html, with most email clients displaying the html
message unless the customer has requested text-only emails.

Parameters Parameters are complex and are discussed in a separate section
to follow

Message Html
The Message html field has a wysiwyg editor attached to it. The editor is activated by
clicking the ‘Toggle WYSIWYG editor’ link above the textarea.

Message Html - Validate & Preview
Mote: All URLs are rewritten to provide fracking. The limit for a URL is 250 characters, induding query parameters.

Toggle WT%HG editor

Figure 64 - Email Template Message Html WYSIWYG editor link

The wysiwyg editor is used throughout UltraCart.com, and is useful to create html
blocks. Clicking the toggle like will display buttons on the top of the text area and and
editor will render your input as html.

Message Html - Validate & Preview
Mote: All URLs are rewritten to provide tracking. The limit for a URL is 250 characters, induding query parameters.

Toggle WYSIWYG editor
B 7 U i | E=E = || - styles -- E” Paragraph IE“ -- Font family -- IE” -- Font size - IE‘

el
i

X B @ ali|isis|=E|9 o LB Fom| FHo B A-¥-
4 | | | | |—2E x| Q@ H=|4 |[1]wv| 3
ol i |4 il (T

This is html text. This is bold html text. This is italic.

Figure 65 - Email Template Message Html WYSIWYG editor

Click the Toggle link again to revert back to the normal textarea.

T1P: Email html has lots of restrictions. Popular email clients such as Gmail or
Outlook place severe restrictions on what is allowed in an html email. The
- WYSIWYG editor creates valid web page email, but is not concerned about html
email restrictions. Be warned! The html generated by the editor will probably not work
in most email clients. Some changes will be needed. Validate, preview, and test
everything created by the editor, if you use it.
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Message Plain Text

The message plain text is the component of the email that will display if the email
template type is ‘Plain Text’ or if the client has html email turned off. This is an
important part of the email that should not be neglected. The plain text message may also
contain parameters and velocity code.

Validating the Email Template

Immediately above the Message Html is a link for validating your email template’s html
code. Click the link, then click on the Validation tab at the top.

Message Html - Validate & Praview
Mote: All URLs are rewritten to pr& Je tracking. The limit for @ URL is 250 characters, induding query parameters.,

Toggle WYSIWYG editor
|| - Styles EI Paragraph EI -- Font family - IEII -- Font size - |z|

BIHJ&SG|

A B@mG dati|iss|=E |9 | L8 J@ | @Eo
A | | | | —clE x * Q@ H=|4 |
L oy §-=p 1 1 s 1 ™ | e

Figure 66 - Click the Validate & Preview button to populate both tabs

The Validation tab displays a list of common issues with email html code, even though it
will render correctly in a browser. Most issues revolve around security and browser
control rules put in place by the email client to protect their users from malicious emails.

Email Template ™ Preview

Validation results will display below.

Status Validation Description Offenders (Hover over for full text)
fi'] OPT_OUT Please include * | OPT_OUT |* somewhere in your email.
<head= tag HTML emails should not have a <head> tag.
<link> tags HTML emails should not have external <link= tags. 1} ...re.utracart.com/merchant/autor
fbooyah.css
2} ...m/merchant /autoresponder S www
fslappy.css
[" = ki background HTML emails should not containg background images. 1} C55 Setector: .bgClass
= images 2) S5 Selector: .bg2Class
floating elments HTML emails should not containg floating elements. 1} Tag Mame: DIV
2} C55 Selector: .floatClass
forms HTML emails should not have forms. 1) Name: FORM1
2} 1D: some_form_id
3) ...tion: https:ffsecure.ultracart.co
|" = | nested tables Mested tables may cause background color problems in some email
s clients.
[" = ) _blank link Al hyperlinks should specify target of "_blank”. 1) href: www.google.com
e targets 2) Mame: yahoolink

3) 1D: cnnlink
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The image above shows a sample validation, specifically created to show a failure or
warning for each validation. Aside from the first validation (OPT_OUT), each validation
test should be easily understandable. If not, please google the validation, such as ‘head
tag’ along with the words ‘html email’ and you’ll see results for myriad of discussions
about the issue at hand. The OPT_OUT parameter is discussed in the parameters
section that follows.

The Offenders column in the prior image attempts to give hints as to what element is
causing the problem. If the issue is a css rule, the rule name is listed. If it is a link, then
the href is listed. If it is an element, such as a form, then a number of things are listed in
the order they are found, including the id, name, src, etc. If nothing can be found, then a
blank number is listed to show the count of offenders.

If an offender is too long to display, it will display truncated. Hover over a truncated
offender to see the full description.

1) Name: FORM1
2} 1D: some_form_id
3) ...tion: Ettps:Hsecure.thracart.cumfpathftufsu-mecgi

Acticn: https://secure.ultracart.com,/path/to/somecgi i

Figure 67 - Hovering over a truncated offender will display the entire string

Previewing the Email Template

The Validation & Preview button, when clicked, will also populate an iframe in the
Preview tab displaying your rendered html code.

Email Template

Email Template Walidation

Email Preview will display below.

Hello Therel,
A Span tag
Another Span tag
This should be a fleating div, which is disalloweed.

This div should also float, but to the left dus to an inline style (akso dissllowed)

I am a nested table, ‘

Link to Google
Link to Yahoo!

CMM link
This should not be flagged as an error (anchor with no href)
Meither should this {valid anchar)

Some rules about the preview tab:
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The html code is displaying in an iframe. This could cause rendering issues. It
probably won’t, but it could. Keep that in mind.

A good looking Preview does not guarantee a good email. Test your email in
different clients!

A bad looking Preview will probably lead to a bad looking email. If elements are
misaligned here, it probably won’t get better in an email client.

Keep it simple.
Use simple tables, with simple css, with simple images, and a powerful offer.

Email Template Parameters

Email parameters foster template reuse. A single parameterized ‘coupon’ email could be
used for different coupons by making the percent off a parameter. The same can be done
for product promotions.

Parameters are substituted as the email is being sent, allowing for emails tailored to a
customer. A parameter may contain a default, supplied on the email template screen, or
an override, supplied on the campaign edit screen.

Syntax for Parameters
* | TEMPLATE_NAME | *
Asterisk pipe name pipe asterisk

Some guidelines:

Be consistent. This will save time in the long run.

You may have upper and lower case letters, as well as spaces. However, be
consistent.

The recommended format for a template name is ALL. CAPS with underscores
separating words. The makes parameters jump out on the page and helps prevent
mismatches between parameters and email content.

Adding a Parameter

On the Email Template tab (first tab), click the

Add New Parameter
button.
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Email Template

Validation Preview

General Information

Email Template Name
Subject

Message Format both -
Parameters
Mame Default Value

Add New Parameter *

Two next text fields will appear, one for a name, and the other for a default value. The

name is required, the default value is optional. Do not add the asterisk or pipe in the
name.

Parameters

Mame Default Value

{Add New Parameterié

You may continue clicking the Add New Parameter | 1) tton to add additional parameters.

There is no limit to the number of parameters you may add, but common sense should

rule the day. An email will fifty parameters is probably too complex and will be
dismissed by a customer.

Parameters

Mame Default Value
SPECIAL _ITEM T-SHIRT
OFFER_VALID_UNTIL Wednesday, April 4th, 2010

i Add Mew Parameter C]\§

Opt-Out Parameter

The Opt-Out parameter *IOPT_OUTI* is a special parameter. You do not add it to your
parameter list. It is a built-in parameter. However, your email MUST include it to
comply with spam legislation. The best places to add it are the beginning and/or end of
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your email, near the opening or closing body tag. When the email is sent, the
*|IOPT_OUTI* parameter is replaced by a the following hyperlink:

<a class='optout' href='http://secure.ultracart.com/ar/o?_t=[tracking
guid] '>Manage Email Settings</a>

The tracking guid parameter will contain a 32 character GUID to associate the email with
a customer. You have two responsibilities concerning the *|IOPT_OUTI* parameter.
1. Putit in your email somewhere visible.
2. Add a css rule for the class ‘optout’ to make the hyperlink look consistent with
your email. You may also wish to make is smaller text, etc.

For an understanding of the customer experience opting out, see the Recipients section
that follows titled ‘Opting-Out’.

Velocity Code in Email Templates

Your email message may contain velocity code . Unlike the Logic steps, an email is not
required to contain velocity code, and has no requirements for its usage other than it be
valid syntax.

The Autoresponder service makes several customer objects available to your velocity
code. Please see the Velocity Code section that follows for a detailed reference.

Campaign
Pre-requisites: A mail server must be configured prior to creating a campaign.
Pre-requisites: Email Templates must exist prior to create campaign email steps.

Navigate to:

Main Menu — Marketing — Autoresponder

The Autoresponder Campaigns Home page contains Administration Links and a listing of
all campaigns. Click the new button located in the black header.

Campaigns

# Currenthy
Hame Status Sales Response Enrolled
Campaignl Suspended 2,543.50 541

The Add/Edit Campaign page is unique to the UltraCart site. When viewing an empty
page, it contains standard html input elements. However, after saving a campaign, it will
also contain a step hierarchy below those elements allowing for step creation and
management.
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T1pP: First things first — check the Suspended box. The moment you create your

campaign, it will be activated during the *very next* scheduled process.

Depending on load, a campaign will process every 30 minutes to an hour. To
avoid painful happenings, suspend the campaign until you have everything ready.

General Settings

Mame |

Public Mame

Public Description
(max 500 char.)

Mail Server MailServer1 -
Enrollment "] Abandan Cart
Triggers

[7] purchased Product

[T Auto Order - Dedine

"] auto order -cC Expiration
[C] Auto Order - Cancelled

Errolment Items  _gHipT
(one per ling) POE
WATCH
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Email Lists

o
Manage Email Lists BRS People

¥| UltraCart Merchants
30 day dog bones
4| List 42
Sample List
V| Sample
test S

o [;

To sfart 3 fsf at 3 speafic step, use the
Manua! Enroliment soreen after configuning campsion.

Suspended o

| Save Changes |

Figure 68 - Autoresponder Campaign General Settings

Field Description

Name An internal reference to the campaign. The customer will never
see this name. Choose anything to provide a handy reminder as
to what this campaign does.

Examples:

Abandoned Cart Campaign

Weekly Coupons

Upsell Item XYZ

Public Name The customer will see this name if he/she chooses to opt out of
the campaign. Make this name something attractive to the
customer.

Bad Example: Ways to make moolah

Good Examples:

Weekly Special Deals

Special Offers

New Product Announcements

Public Description The customer will also see this description on the opt out screen.
Use this field to provide information that would make a customer
not want to opt out! Good information to include in this field is
the frequency of emails. If a customer is opting out after
receiving two emails from you, they might not if they see a
description contains “3-4 emails a month”, etc.

Mail Server Select a mail server to send emails. As mentioned above in the
Mail Server section, you are advised to develop and test your
campaign with a non-vital sender address to ensure you don’t lose
a critical mail address to a spam list if you accidentally do
something offensive with your campaign.

Enrollment Triggers | The triggers are hooks to the shopping experiences that allow for
automatic enrollment to a campaign based on an event. There are
five triggers.
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e Abandon Cart — This trigger will enroll any abandoned
cart with an email address into the campaign.

e Purchased Product — This trigger will enroll any customer
making a purchase into the campaign. Enrollment Items
can restrict enrollment.

¢ Auto Order Decline — This trigger will enroll any
customer who has an auto order declined.

¢ Auto Order CC Expiration — This trigger will enroll any
customer who has an auto order credit card expired.

¢ Auto Order Canceled — This trigger will enroll any
customer who has an auto order canceled.

Enrollment Items

The enrollment items work in conjunction with the enrollment
triggers. They are filters for the triggers. If you provide a list of
items, then only events with those items involved will trigger an
enrollment.

For example, let’s say you have an item ‘PDF’, and you insert
that here, and also check the enrollment trigger ‘Purchased
Product’. With that configuration, only purchases of PDF items
will result in enrollment. This is useful if you with to upsell
certain items, or provide item specific marketing material.

¢ Enrollment Items only affect triggers. Items are
meaningless with triggers.

¢ Enrollment Items affect all triggers. There is no pairing
certain items with certain triggers. If you need different
items for your triggers, create separate campaigns.

e No Enrollment Items is the default and triggers will fire
for all items. Remember that Enrollment Items act as
filters.

¢ You probably would not want to add any enrollment items
to Auto Order triggers. That would cause those triggers to
selectively fire, which would be undesired.

Email Lists

Email Lists are managed in a different part of the site. Navigate
to Main Menu — Marketing — Email Lists to manage lists. By
associating an email list with a campaign, the site will, on a
regular basis, scan the list and enroll any new emails. This is yet
another powerful way to automatically enroll customers.

Be warned! The process will add any emails not in the campaign.
The following scenario will happen if caution is not exercised:
¢ An Email List is associated with a campaign
¢ During the next sync, customers from the list are added to
the campaign
® You delete a customer belonging to the mail list
¢ During a subsequent sync, the process will see the
customer as ‘new’ and re-add them to the campaign,
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enrolling them as active at step 1.

If Email Lists are used, a good practice is to never delete a
customer from a campaign. If the customer should not progress
in the campaign any further, use the Recipients screen to
terminate the customer.

But wait! How will I use the bulk operations to restart ny
campaign customers, etc. Won’t that customer be selected as
well?

No. The [resstalredpients | 1,00 on the campaign list screen
does not affect terminated recipients. The only way to affect
terminated customer is explicitly using the Recipients screen (see
following image).

Recipient Actions [Show fHide]
| Schedule Mow | Schedule Mow will man
| Maove Recipients | Start « Move R

Terminate Redpients | Terminating a redipien

Delete Redpients | Deleting a redpient w

Figure 69 - Individual Recipient Actions

Suspended This check box will suspend or activate a campaign. A suspended
campaign will not sync Email Lists or run through the hourly
processing.

Save Changes Click to save your changes.

After saving changes, the page will reload with an additional item on the page — a start
step. This is the initial step upon which all other steps in the campaign will originate
from.

4%  WARNING: The Campaign page makes heavy use of Javascript and Ajax. The
Z 'sJ'\ page communicates with the server frequently. If you see the message box
~  below appear on the screen, wait. Seriously, just wait. The page doesn’t lock
the controls or treat you like a child — you could go click happy while the o,
message box is up. But that would be bad - bad like “I hear something in
the basement, I don’t have a flashlight, but I think I’ll go check it out any
way” bad.
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Autoresponder Step Operation

Communicating with server...
Please wait for this operation to finish.
LT T O T T 1

Figure 70 - Campaign Edit Screen Wait Message
Steps

Start Step

The start step is automatically created when the campaign is first created. It is displayed
at the bottom of the screen (scroll down). It does no action. It serves as an anchor. The
start step can contain only one child step and cannot be deleted.

Return to Campaign List

Campaign Steps

MName: Start
[View History] @

Statistics (click for detailed report)
In Qrusus ]

Totzl Bxecutions

Successhul

Failed

The start step contains hyperlinks common to all steps. While the start step cannot be
deleted, all other steps also contain a [Delete] link. The Delete action is discussed
separately later in the chapter because it is complex.

Hyperlink Action

[View History] This link will open a report page showing
every customer that has ever passed
through the step. The Step & Recipient
History section discusses the history report
in detail.

In Queue This link will display all active recipients
whose ‘Next Step’ is the Start step. These
are customers who are newly enrolled.

Total Executions This link will display all recipients — active
or otherwise — who have ever passes
through this step.

Successful This link displays a history of all customers
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who have successfully completed this step.
The start step does nothing, so all
recipients will succeed this step.

Failed This link displays a history of all customers
who failed at this step. The start step
cannot fail.

Other steps may fail for numerous reasons.
Logic steps may fail for invalid velocity
code or an invalid $result. Email steps may
fail for a myriad of reasons such as
connectivity issues, template errors or
velocity code errors. Pause steps never
fail.

[Add Step] The Add Step link displays the Add Step
form.

Adding a Step

T1P: A brief word about step names. The name can be anything you wish within
the max character limit. However, the names are used as the output from logic
steps to determine which step executes next. For that reason, keep your names
simple. Do not add leading or trailing spaces, as that’s sure to cause trouble down the
road. Underscores instead of spaces may also prevent typing errors when matching logic
outputs to child steps. The velocity error checker does not validate your $result values to
child step names. It is your responsibility to get it correct.

Click the [Add Step] link at the bottom right of any step to add a step. The link will not
be available for any step restricted to one child and already having a child. The Edit/Add
Step form displays all properties available for all steps. Once a type is selected, non-
applicable properties are grayed out.
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Edit/Add Campaign Step

Type: Select a type... -

Mame:

Email Template: Buy 1 Get 1 Coupon

Pause Duration (hours): {0 hours | 0.00 days | 0.00 weeks)
duration shorthand:

W=5 hours, 5a"=5days, Sw'=5 weeks
Cancel Ok

Figure 71 - Edit/Add Campaign Step Form

Edit/Add Campaign Step

Type: i Select a type... i i
Name: t a type... :
Logic Step (Alows for branching)

Email Template: Email 5tep (5ends Emails)
Pause Step (Waits for a time)

Pause Duration (hours): k=)

duration shorthand:
=5 hours, 5d"=5 days, Sw'=5 weeks

Cancel Ok

Figure 72 - Add/Edit Step Form showing the different types of Steps

Logic Step

The Logic Step allows for branching. Why branch? Branching is desired any time a

different email should be sent based upon the customer. Possible reasons for branching:
® Has the customer ordered before?

Has the customer ordered a specific item before?

Has the customer ordered with the last XX days?

How many items has the customer ordered?

Has the customer spent more than XX dollars?

Is today a particular month/week/day?

Is the customer in a particular state or region where one offer may be preferred?

,."['_' WARNING: The Logic step is a two-part step. The
é*‘R step is created and saved first, then the logic is added.
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This allows for extra error checking of the velocity code. Do not forget to add code to
your logic step.

Forgetting to add code to your logic step will cause the step to fail, halting all recipients
at that step. That would be bad — bad like digging up an alien gate, activating it, and then
going through it with only light weapons and a single nuke.

To create a logic step, select Logic as the type, provide a name for the step, and click Ok.
No other settings are needed. Once created, the logic step will appear below its parent,
and the overall tree structure will re-position accordingly. A small warning icon will
appear in the bottom left of the step. This is an alert for empty logic. Any step with
empty logic will fail, so the alert is your cue to add logic.

START
Name: Start
[Wiew History] @

Statistics (click for detziled report)
In Crusus ]

Total Executions

Suooessful 0

Failed ]

Warning!
No logic code yet!

Mame: PriorCnoerlogic

/iew Histony

Statistics (click for d
In Crueue

Total Executio
Successhul
Failed

report)

[Edit] [Edit Logic] [Acd Step] [Delete]

Figure 73 - Warning! A newly created logic step needs code!

Click the [Edit Logic] link to add velocity code. A form will display providing a text
area for velocity code. The Velocity Code section that follows provides detail on
creating complex code.

At a bare minimum, the logic step code must set the value of $result to the name of a
child step.
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Edit Step Logic

#% this is a comment line (two hash marks)
## the following is the only reguirement - set the result variable to a child step name
#set(5result = "Coupon Email’)

m

##% of course, | could have complex logic too!
#Hif(Scustomer.orders.size() = 0)
#eet(sresult = ‘Existing Customer”’)
#else
#eet(sresult = "New Customer’)
Fend

1| 1] 3

Cancel Ok

Figure 74 - Campaign Logic Step - Logic Editor

The editor will validate the code when the Ok button is clicked. Any errors will display
the output from the velocity compiler. Admittedly, the error messages can be vague.
However, the most important feedback is the line number. Use the line number to
troubleshoot the problem. Google, the UltraCart forums, and the Apache Velocity
mailing lists will help solve the problem.

Edit Step Logic

## this is 2 comment line (two hash marks)
## the following is the only reguirement - set the result variable to a child step name
HFeet(5resull, “Coupon Email’)

m

Correct set syntax:

## of course, | : .
#set($result = 'value')

Hif(scustomer.or

FeetiSresult = )
Helse The code here incorrectly uses a
#set(Sresult =N comma instead of an equals sign!
Fend

lication Error

1 |
Velocity Syntax Error. The parser reported the
following error: Encountered *," at
Campaignstepservice. runLogic[line 3, column 13] Was
expecting one of: ... "=" ... ...

Ok

Figure 75 - Campaign Logic Step - Velocity Syntax Error Message
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A logic step may have as many children as desired. Simply click the [Add Step] link and
add steps as needed. The screen will re-position the steps as each are added.
oraer | s |

[Er] [Eét Logk] [Add Step] [Dekre]

Email Step

Because email steps use templates, creating an email step is relatively simple. The major
decisions are template selection and parameter overrides. Create an email step by
clicking the [Add Step]. Supply a name and select a template. Click the Ok button to
create the step.

Edit/Add Campaign Step

Type: Email Step (Sends Emails) -

Mame: Upsel Email

Email Template: { Upsell Email L w

Pause Duration (hours): (0 hours | 0,00 days | 0.00 weeks)
drafion shorthand':

5'=5howrs, Sd'=5 days, Sw'=5 weeks

Cancel Ok {b
Figure 76 - Email Step Creation Example

The Email Step (shown below) has some links on it the other steps do not.
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Mame: Upsall Email
Template: Upsell Ema

In Crueus ]
Total Executions
Swcoessul 0
Failed ]
Cpt Chut 0
Szles Responss

View History] [View Performance]

Statistics (click for detailed report)

[Edit] [Parametars]

[Suspend] [Add Step] [Delets]

Figure 77 - Autoresponder Campaign Email Step

Email Step Links
Hyperlink Action
Template Click the template name to visit the

template. From there, you may change the
email content or parameters.

[View Performance]

This link will open a performance report
showing email specific results for the step
including bounces, opens, link clicking,
and purchasing as a result of a campaign.

Opt Out

The Opt Out statistic displays the count of
recipients who opted out during this step.
Click the link to see a detailed list of every
recipient who opted out of the campaign at
this step.

Sales Response

This link displays the total sales attributed
to this email. Click the link to see a list of
all recipients who placed orders for this
campaign. Please see the section near the
end of the chapter titled “Attributing Sales
to a Campaign” for a important details
about Sales Response.

Suspend Click to suspend the step. A suspended
step is skipped over, and the next step
executes.

[Parameters] Click to edit email parameters. See the

following discussion on editing parameters.

Editing Parameters

Email Templates containing parameters may have step specific values. To edit
parameters, click the [Parameters] link on the Email step. You’ll notice that the pointer
doesn’t change to a hand icon. This is a result of the drag-n-drop ability of steps

(discussed later).
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[Edit] :P;-a%b;-;] [Suspend] [Add Step] [Deletz]
| Parameters |

Figure 78 - Email Step's Parameters link

When clicked, a form appears displaying the email template parameters and the defaults.
Override any defaults by filling in the input field to the right of the default value. Leave
the field blank to use the default.

Edit Email Parameters

Parameter Default Value Step Value (Optional Override)
PARAM_ALPHA Greek Value First Value

PARAMETER _BLUE EBlue Value

PARAMETER 1 Some Value
SCARY _THINGS Clowns Small Towns in Maine
Ok
Pause Step

The Pause step does what it’s named. It pauses. Pauses are useful to allow a customer to
react to an email, or to simply avoid sending customers too many emails.

To create a Pause step, click the [Add Step] link of any step and set the type to Pause in
the Add/Edit Step form. The only other requirement for a Pause step is the duration.
The Pause Duration is stored in hours, but the entry field allows shorthand for days and
weeks as well. If no unit is provided, the number is assumed to be hours. The Pause
Duration only accepts whole numbers. If 3.5 days are needed, enter hours (84h).
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Edit/Add Campaign Step

Type:
Mame:
Email Template: Bury 1

Pause Duration (hours): 5h|

Pause Step (Waits for a time) -

B

(5 hours | 0.21 days | 0.03 weeks)

duration shorthand':
5'=5 hours, Sa'=5 days, Sw'=5 weeks

Cancel Ok

Figure 79 - Adding a Pause Step

Here are some shorthand examples:

Pause Duration (hours): 2d

{48 hours | 2.00 days | 0.29 weeks)

Pause Duration (hours): 3w

(504 hours | 21.00 days | 3.00 weeks)

Pause Duration (hours): 7Ih

(72 hours | 3.00 days | 0.43 weeks)

Rearranging Steps

Campaign steps may be rearranged by dragging and dropping a step onto another. When
a step is dragged and dropped, all of its children come with it. The target step will
highlight in yellow when another step is dragged onto it. Be patient with moving steps.
Do not make a move while the Wait message is displaying.

PAUSE S5

= G
]Nam‘D;ﬂR“‘ d‘a‘\ =1
BEEEE by 004 doys | 001 vesk)
Total Exscutions | Statitcs (cick for detailed repon)
Sucessul | ImQueve 0
Faied Toral Exscuto
sccesshul

P
Faftq (Sumpend] 323 Stepl Dore]
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Rules for Rearranging

1. Dragging steps onto a step with no children is a straightforward appending to the
target step. The dragged step becomes a children of the target step.
2. If a target already has children, the result depends on the target type.

a. If steps are dropped onto a logic step, they become children of the logic
step. Since a logic step can have numerous children, the dropped step
becomes a sibling to any other children the logic step already has.

b. If steps are dropped onto any other step that already has children, then the
dropped step (and its children) are injected in between the target and the
target’s children.

Step A
|
¥ ¥
Step B Step D
Step C StepE
Drag Step B onto Step D

Result: Step B and C inject between Step D (target) and its children (Step E)

c. If the step being dragged (moved) has more than one branch, the target
children are appended to the first branch. For the example below, Step B
is dragged onto Step D. Step C is appended to the first branch. If this is
not desired, simple move Step C to its new parent.
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Drag Step B onto Step D
Result: Step B, C and F inject between Step D (target) and its children (Step E). Step E
is appended to Step C.
Deleting Steps

Deleting a step raises two issues.

1. What do I do with the children of the step (subsequent steps in the chain)?
Choices:

e Delete the children as well

e Shift the children up, filling the hole caused by deleting the step.

2. What do I do with recipients who are currently scheduled for the deleted step?
Choices:
e Move them to another step of your choice.
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These options are presented when the [Delete] link is clicked for a step.

Delete Campaign Step ®

Please provide instructions to manage the removal of
step:

What should be done to steps that follow this one?
i Shift subsequent steps up to fill the gap. | -

Reassign any customers at this step to:
Start -

Cancel Ok

Please note: if you delete a Logic step containing more than one branch, the branches
cannot be shifted up because they would collide. If you wish to keep the branches, move
them to different steps before deleting the Logic, then move them back in the desired
order.

The page at https://secure.ultracart.com says: lﬁ

Please be aware that this step is a Logic step with more than one child step.
£ Because the step above is not a Logic step, the steps below this one cannot be shifted up.
They can only be deleted.

Figure 80 - Warning Message when deleting a Logic Step with multiple children

Recipients

The term for a person receiving an auto response from UltraCart is called a recipient.
They might be a customer or they might be a potential customer. To keep things proper
and avoid any run-ins with the nomenclature police, the word ‘recipient’ is used to
describe the person receiving emails. It doesn’t roll off the tongue like ‘customer’, but
it’s accurate. ©

Enrollment

There are three ways to enroll a recipient into a campaign, 1) Enrollment Triggers, 2)
Email Lists, and 3) Manual Enrollment.
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Enroliment Triggers

Enrollment triggers are part of a campaign’s general settings. To manage them, navigate
to the Autoresponder home page.

Main Menu — Marketing — Autoresponder

From there, click on a campaign’s edit button. The triggers are listed in the general
settings of the campaign.

The triggers are hooks to the shopping experiences that allow for automatic enrollment to
a campaign based on an event. There are five triggers.
e Abandon Cart — This trigger will enroll any abandoned cart with an email address
into the campaign.
¢ Purchased Product — This trigger will enroll any customer making a purchase into
the campaign. Enrollment Items can restrict enrollment.
¢ Auto Order Decline — This trigger will enroll any customer who has an auto order
declined.
¢ Auto Order CC Expiration — This trigger will enroll any customer who has an
auto order credit card expired.
Auto Order Canceled — This trigger will enroll any customer who has an auto order
canceled.

Enroliment Items

The enrollment items work in conjunction with the enrollment triggers. They are filters
for the triggers. If you provide a list of items, then only events with those items involved
will trigger an enrollment.

For example, let’s say you have an item ‘PDF’, and you insert that here, and also check
the enrollment trigger ‘Purchased Product’. With that configuration, only purchases of
PDF items will result in enrollment. This is useful if you with to upsell certain items, or
provide item specific marketing material.

¢ Enrollment Items only affect triggers. Items are meaningless with triggers.

¢ Enrollment Items affect all triggers. There is no pairing certain items with certain
triggers. If you need different items for your triggers, create separate campaigns.

¢ No Enrollment Items is the default and triggers will fire for all items. Remember
that Enrollment Items act as filters.

You probably would not want to add any enrollment items to Auto Order triggers. That
would cause those triggers to selectively fire, which would be undesired.

Email Lists

Email Lists are managed in a different part of the site. Navigate to Main Menu —
Marketing — Email Lists to manage lists. By associating an email list with a campaign,
the site will, on a regular basis, scan the list and enroll any new emails. Click on the edit
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button for a campaign to manage the Email Lists associated with it. The Campaign
section of this documentation has additional tips and warnings about Email Lists.

Manual Enrollment
To manually enroll someone in a campaign, first navigate to the Autoresponder home
page.

Main Menu — Marketing — Autoresponder

From there, click the Manual Enrollment link within the Administration section.

Administration

Campaign Prerequisites

Mail Servers
Email Templates
Recipient Management

Manual Enrollmgnt
Campaign Reg?\_")nts

Figure 81 - Link for Manual Enrollment

Manual enrollment is a two step process. Select a campaign on the initial screen.

Selecting a campaign allows the site to compile a list of campaign steps. With this list, it

is possible in add a new recipient at any point in a campaign.

Manual Enrollment

Campaign : Select a campaign. .. | v]
Select a campaian. ..
AMpaig
Continue _~oupons Campaign

Return to Campaigns List
Manual Enroll for different Campaign

Figure 82 - Step One for Manual Enrollment

When the next screen loads, fill out the fields to enroll a recipient.
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Manual Enrollment

Campaign Coupons Campaign
First Step Start -
Email Address  perry@ultracart.com
Display Name  Perry Tew

Desired Format HTML -

Enroll

Return to Campaigns List
Manual Enroll for different Campaign

Figure 83 - Step Two for Manual Enrollment

Field Description

First Step Select the step where the recipient will begin. This will typically be
the start step, but there may be times when a recipient should be
started mid-stream depending on the relationship with the customer.

Email Address | The recipient’s email address

Display Name The friendly name of the recipient. If this is unknown, for example, if
you only have an email address, then enter the email address here as
well. You must supply a Display Name.

Desired Format | Select HTML or TEXT. If text, the customer will not receive html
emails. If HTML is selected, the decision is then left up to the settings
for the email template.

When finished, click the Enroll button to complete the enrollment.

Recipient Lifecycle

This section lists some general notes about the recipient lifecycle. The most important
section is the brief walk through of the Opt-Out Screen

Opening the Email

The UltraCart Autoresponder will embed a 5x5 transparent image at the end of each html
email message before the closing body tag. If the recipient displays images in their
emails, this image tracks the opening of the email and records it.

Clicking a Link

All links are rewritten to route through the Autoresponder. When a link it clicked, the
event is captured during the routing process. This creates a link click event for the
recipient.

If the recipient does not display images, and therefore no Open event was captured yet,
this also creates an Open event for this recipient.
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Opting-Out
The Opt-Out link is discussed in detail in the Autoresponder Email Template section. If

the recipient clicks the opt-out link, they are taken to a web page that displays every
email campaign they are enrolled in (for you).

Email Address: perry, tew@ixworld, com
MName: Perry Inwarld

Email subscriptions
Name Description

Public Mame 1 This is the Public Description

Weekly Coupons  This mailing list sends out weekly coupons and special deals.,

Lnsubscribe |

Figure 84 - Opt Out Screen

The recipient then has the option of opting out of each and every one of the campaigns
which he/she is enrolled. If they opt out, they receive a simple notice.

You have been unsubscribed from these services. Thank you.

Figure 85 - Opt Out Success Message

4= WARNING: If the history for a step or recipient is deleted, there is no way to tie
Z 1 \ the opt out tracking id to the recipient in the database. If history is deleted and
~ arecipient then clicks the opt out link (let’s imagine they’ve been on vacation
for a week and are catching up on emails — and they hate yours), they will receive the
unflattering response below. Please read the section on deleting records at the end of this
chapter before deleting any part of a campaign.
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& http:/fsecure.ultracart.com/ar/o?_t=ABFSA3FED53C22012804003545500101 - Windows Internet Explorer
p

| VY Whttp://secure.ultracart.com/ar/o? t=ABFEASFBD53C2201280A003549500101

File Edit View Favorites Tools Help

5.5 Favorites ‘& http://secure.ultracart.cor/ar/o?_t=ABFSASFEDS...

We're sorry. We could not find any information given the tracking mumber provided.

Figure 86 - Error Message for a non-existent tracking id

Placing an Order

When a recipient places an order, the sales is associated with the campaign history using
an optimistic algorithm. The Autoresponder will attempt to capture every sale made,
which includes sales generated without the email links. For example, if a recipient
receives an email, opens his/her browser, uses a favorite to navigate to your site, and then
makes a purchase. Such an event will carry no tracking ids to associate the purchase with
a campaign. The optimistic algorithm will do a check upon purchase looking for
matching email addresses to associate the sale.

The Autoresponder will look for the most recent, non Failure EMAIL step containing a
history record for the recipient and associate the order with that history record.

It is possible for the wrong association to be made. One scenario would be multiple
campaigns sending emails to a recipient and the recipient makes a purchase based on the
earlier email. In this case, the Autoresponder will incorrectly associate the sale with the
most recent email.

However, this will probably not be a problem for the following reasons:
1. You’ve correctly spaced your emails out to give a recipient time to react to an
email.
2. You’re not overwhelming a recipient with too many campaigns.

It’s impossible to know the exact driver for a purchase. Perhaps the second email
reminded the recipient of the first and triggered the sale?

The important result is this: any order for a recipient with a successful email step will be
captured and reported.

Managing Recipients

This section lists the different operations that can be done to a recipient. The list is
broken down into two groups, global and individual operations. Global operations affect
(most) all recipients in a campaign. Individual operations may be applied to a select
group of recipients.

90



Global Operations

Navigate to:

Main Menu — Marketing — Autoresponder

The Autoresponder Campaigns Home page contains a campaign list providing lifecycle
controls for each campaign. The last two buttons are the ones that affect all recipients.

Campaigns

Name Status Sales Response # Currently # Total

Enrolled Enrolled
Campaignl  Active 2,543.50 541 14234 | edit | | delete || suspend | | reset all recipients || remove all recipients
Lifecycle Controls
Type of Control | Label Description
Button reset all recipients Click the reset all recipients button to move

all recipients back to the starting step for re-
execution. This may be useful if significant
changes are done to a campaign, or for initial
testing with small customer sets over and
over until you’re satisfied with the results.

Note: This will not affect Terminated
recipients. This is purposely done to provide
a way to exclude a mailing list recipient and
still reset an entire campaign back to the start
step. If a terminated recipient needs to be
reset, use the recipients screen to filter on
terminated recipients and move them there.

Button remove all recipients | Click the “remove all recipients” button to
delete every recipient completely. This
operation cannot be undone.

This is most useful during campaign design
to unload test email addresses before adding
live addresses. Be warned: this deletes
history as well. Please see the warnings on
deleting history at the end of this chapter.

Individual Operations

The Campaign Recipients page is a useful page for filtering, viewing, and managing
campaign recipients. There are several ways to get to the page.
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1. From the Autoresponder home page using the Administration link.

Administration

Campaign Prereguisites
Mail Servers

Email Templates

Recipient Managengent
Manual Enroliment
Campaign Recipients
Reports

Campaign/Step Performance

2. The enrollment stats in the campaigns list on the Home page.

Hame Status Sales Resp
Campaign1 Active 3,029.04 1]
Coupons Campaign  Suspended 0.00 i

Campaigns [0

3. On the campaign edit screen, several links direct to the recipients page, each with

their own filter.
a. Campaign Statistics in the General Settings section

Statistics Currently Active 0

Total Enroll 7
Completion 2

Terminated Early 0
Opt Qut 0
Bounices 4

Save Changes

b. Individual Step

LOGIC

Mame: Logicl
[View History]

Statistics (click for detsiled report)

In Grueue o
Totzl EBxecutions I -
Successhul I
Fziled 0
[Edit] [Edit Logic] [Add Step] [Delete]

- )
The Recipients page is shown below in two parts (it is rather wide). The page contains a
list of all recipients, possibly filtered.
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Select All Select Mone

Email Display Name Sales Response Status Finished

joe.customer @ixworld.com  Joe Customer 462,77 Success Yes

no.one 1@ixworld.com Ima Bouncey1 799.33 Failure Yes

perry. tew @gmail. com Perry Tew 793.33 Failure Yes

perry@ixworld, com Perry Inworld 967.61 InProgress Mo

Select All Select Mone

Pages 1
Displaying records 1-4 of 4 recaords.

Figure 87 - Recipient Page - First Part

Enrollment Last Step Last Step Last Step Next Step MNext Step Next Step Recipient History

Source Type Date Type Date

Manual Step2 EMAIL 04172010 00:35 history
Manual Step2 EMAIL 04/17/2010 00:35 history
Manual Stepl EMAIL 04/30/2010 08:18 history
Manual Step2 EMAIL 04/17/2010 00:36  Start START 04/30/2010 03:40 history

Figure 88 - Recipients Page - Second Part

Recipients Report Fields

Report Field Description
Email Recipient Email Address
Display Name Recipient Display Name

Sales Response

The total amount of sales from this recipient attributed to this
campaign

Status Success, Failure, In Progress, Opt Out, or Terminated
Failure means an email bounce, mail server problem, or system
error (the history link shows detail). Terminated means you, the
merchant, have explicitly stopped this recipient from progressing
further in the campaign.

Finished Yes if finished, no if not finished

Enrollment Source | Manual Enrollment, a trigger, or an email list

Last Step The last step the recipient executed

Last Step Type The type of the last step: START, EMAIL, LOGIC, or PAUSE

Next Step The next step, if any, to execute

Next Step Type The next step type

Next Step Date

The time when the next step is active. The autoresponder runs
periodically, so this time does not mean the step will execute at
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that moment. Instead, it means that the step will execute during
the next run after this time.

Recipient History

A link to the history for the recipient. The history page shows
every step a recipient has ever executed. It will also show any

email steps.

events (open, link click, opt out, and ordered) associated with

Filtering on the Recipients Screen

The Recipients report is useful, but the real power comes from the filtering available.
Filters allow for data mining to find the exact recipients desired. With the filters you

may
¢ Filter on any campaign, last step, or next step
e Filter on the enrollment source or status
® Do apartial or full search on the email address. No wildcards needed.
¢ Filter on only those recipients who have placed orders.
[ ]

Change the records per page 50-200

Filter Parameters [Show/Hide]

Records per

Campaign Campaign1 -

Last Step Stepl -

Mext Step Step2 -

Enrallment Source  Manual -

Status OptOut

Email Search smith {oartialiu search)
Finished Yes -

Has Sales Response Mo

Apply Filter

Page 150 -

Referring back to the first part of the Recipients report, notice that
each row begins with a checkbox. After filtering for the desired
list of recipients, there are buttons at the top of the list which will
perform operations on the selected recipients.

Figure 89 - Recipients Report Filters

Schedule Mow

Terminate Redpients

| |
| Move Redpients |
| |
| |

Delete Recpients

Individual Recipient Operations

Operation

Description

Schedule Now

Schedule Now will mark the selected recipients to run when the
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next batch is processed. This does nothing to finished
customers. This is a lesser used option to shorten the time before
the next step fires.

Move Recipients

The most often used features. This operation moves recipients to
a step and schedules them to run at the next period. This is a
great way to restart recipients if needed.

Terminate Recipients

Stops recipients from participating in the campaign. They are
done.

Delete Recipients

Permanently deletes recipients from the campaign. There are
risks to doing this. See the section at the end of the chapter on
deleting data from a campaign.

Recipient & Step History

The history page displays detailed history for either a step or recipient. There are two
ways to get to the page. For the step, click the [View History] link on the step in the

campaign edit screen.

Name: Step? =
Template: Upsell Ema L

View History] [View Performance]

Figure 90 - The View History link is found on every step

For recipients, click the history link in the last column of the Recipients page.

tep Next Step Recipient History
Date
histary
histary

histary

Figure 91 - Every row on the Recipients report contains a link to history.

The step or recipient history may be further filtered by date, result, and sales response.
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Filter Parameters [Show/Hide]

Start Date {yryy-mm-od formag)
End Date {¥yyy-mm-ad format)
Result -

Has Sales Response -

Records per Page 50w

Apply Filter

The history page lists the basics, such as Email, Display Name, Step, and a timestamp.
The Result column will list the result of the operation. For the email step, the Result is
solely the sending of the email. If the email later bounces, that is recorded in the email’s
event life, and the recipient record itself is marked as a Failure to prevent further
processing.

The records are listed with most recent first. Looking at the left side of the report page
(see following image), the events read chronologically from the bottom up. Start —
Logicl — Stepl. The Stepl row is much taller because it is an email step and contains
the email’s lifecycle events. Looking at the right side of the page, the Events/Orders
column shows what has been tracked with the sent email. For this example, the example
was sent, opened, and then opted out. Bummer. ®

If the recipient places an order, it will appear in the Event/Orders column hyperlinked to
the order viewing page.

Email Display Name Step Timestamp Result Logic Decision
perry. tew @ixworld.com  Perry Inworld Stepl  2010-04-30 08:50:30.0 Opt Out

perry., tew@ixworld.com  Perry Ixworld Logicl 2010-04-30 08:50:08.773 Success  Stepl
perry, tew@ixworld.com  Perry Ixworld Start  2010-04-30 08:50:08.747 Success

Figure 92 - History Page, Left Side

Opt Dut Sales Response Events/Orders Comments
0.00  opted Cut 04/30/2010  Opt Out
Opened  04/30/2010
Sent 04/30/2010

0.00
0.00

Figure 93 - History Page - Right Side
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Following the Money — Performance Analysis

The question will arise, “What is generating the sales?” This can be difficult to know if
there are numerous campaigns and thousands of recipients. The UltraCart Autoresponder
provides two means for analyzing performance.

Drilling Down

Nearly every page in the Autoresponder system shows a sales response. These dollar
figures are all hyperlinked to allow exploration from campaigns down to individual
orders. The following flow shows one way to ad-hoc drill down through the site to find
where revenue generation happens.

Autoresponder Home Page
Name Status Sales Response
Find the campaign generating the Campaign 1 Active 3,029.04
highest sales - click the edit bution
Coupons Campaign  Suspended 0.00
Mames Sepl =
¥ Tamplate: Bury 1 Get 1 Coupo =
c i I'lEdl'IFaﬂ-B [View Hiztor e Peform
Seatsncs (chek Wor detaded repor)
Look at each step. Find the step(s) '_;_E“E;jc_:m -——
generating the most highest sales. E—
Click the [View History] link(s). Faled X
Ope Cut i
Sales Resporas GIREEE. 11
v Sales Response FEvents ﬂﬂ'ﬂ‘l‘i
Step History Page 4207 sent 04/05/2010
Opened  04/05/2010
Review the history to see who has Clicked Link 04/05,/2010
orcered what Ordered  04/05/2010 DEMO-00 ‘JBI 1533

Figure 94 - Drilldown through links to find top performers

Performance Report

The performance report is a large, detailed report attempting to show all vital statistics for
a campaign (or a single step). For each email step in a campaign, it lists these statistics
for each event (Sent, Opened, Clicked Link, Bounced, Opted Out, Ordered):
e MTD (Month to Date) totals
QTD totals
YTD totals
Grand Total (forever)
Prior 6 months
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Also, for the Sent and Ordered events, the revenue or expense is listed for comparison.

In between the counts and revenue dollars is a column containing small trendlines. These
trend lines show the past 6 months plus the MTD in a trend with the earliest date at the
left. This provides a rough view of growth for each event.

Campaign Performance

Report Stafisfics Generated at 30 APR 2010 05:49: 10

Sant Expense formuls: Number of Emails Sant = 30,0025
Campaign 5Step Name Category Event MTD QTD YTD Total Marl1l0 Feb10 Jan10 Dec09 NovO09 Oct09
Campaignl Stepl Expense Sent 43 43 353 1,223 99 104 107 111 a5 104
Positive Reaction Opened 12 12 30 340 28 13 32 30 28 31
Clicked Link 1 1 23 a3 6 9 7 10 5 7
MNegative Reaction  Bounced 4 25 72 [ 9 [ 3 3 8
Opted Out 2 2 27 77 8 4 13 12 2 5
Revenue Ordered 1 1 10 33 2 4 3 5 i} 4

Figure 95 - Campaign Performance - Left Side of Report

———

Trend MTD$ QTD$% YTD$ Total$ Mar10$ Feb104% Jan10% Dec09% Nov02% OctD9%
= 011 011 088 -3.08 -0.25 -0.26 -0.27 -0.28 -0.24 -0.26
=
—
N
e e,
W 42,07 42,07 420.70 1388.31 34.14 163,28 126.21 210.35 0.00 168.28

Figure 96 - Campaign Performance - Right Side of Report

Below each step section are eight charts for the step. There are two charts each for MTD,
QTD, YTD, and Totals. The two charts are shown below.

The top chart displays a comparison of total counts for each event, excluding the Sent
event (it dwarfs the other events, skewing the chart). The bottom chart shows
percentages to allow for relative performance comparisons between steps.
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MTD Email Events
43 Emails Sent
Opened I ] 7
Clicked Link mm 1
Bounced e 4
Opted Out | 2
Ordered w1
0 5 10 1

(N3]

MTD Frequency

MTD Percent of Sent

43 Emails Sent

:I
Eﬂ
5 27.9%
Y 25%
]
= 9.3% i
o 23% 4.7% 5 3y
= 0% — -
= B & p 5 B
S S
By o
od CF&F o O‘ ot

Figure 97 - Performance Report Email Event Comparison Charts

Velocity Code in Emails and Logic Steps

TIP: Get to know the velocity syntax. It’s powerful!

Apache Velocity Homepage: http://velocity.apache.org/

User Guide: http://velocity.apache.org/engine/releases/velocity-1.6.2/user-guide.html
Reference Guide: http://velocity.apache.org/engine/releases/velocity-1.6.2/vtl-reference-guide.html

Requirements:

Email Templates: valid velocity syntax (if any is present)
Logic Steps: 1) valid velocity syntax and 2) must #set the variable $result to the name of

child step.

UltraCart Objects
$customer

Child objects
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$customer.orders A list of Orders
$customer.campaignHistory A list of CampaignHistory objects

Properties

$customer.email

Methods

getCountOfPurchasesInLastDays(numberOfDays) # of purchases made in last
X days

getCountOfPurchasesInLastDays(itemld, numberOfDays)  # of purchases of item X in
last Y days

isPurchasedInLastDays(numberOfDays) returns true if customer has

placed order in last X days

isPurchasedInLastDays(itemld, numberOfDays) returns true if customer has
placed order for item X in
last Y days

getTotalForAllOrders() absolute total amount
customer has spent in
lifetime

getTotalForAllOrdersInLastDays(numberOfDays) total amount customer has
spent in last X days

CampaignHistory objects ($customer.campaignHistory)

Properties
stepName

stepResult
timeStamp

Sample Logic Code Blocks

## if this customer has placed an order before,
## execute the 'Existing Customer' step

## otherwise, execute the 'New Customer step

#if (Scustomer.orders.size() > 0)

#set (Sresult = 'Existing Customer')
#else

#set (Sresult = 'New Customer')
#end
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## check all of the customers orders

## if they have ordered the key product, send the 'Upsell' email
## if they have ordered other product, send them a 10% off coupon
## 1f they have never ordered, send them a 20% off coupon

#set ($found_key_product = false)
#if (Scustomer.orders.size() > 0)
#foreach ($Sorder in $customer.orders)
#foreach($Sitem in S$Sorder.items)
#if ($item.itemId = 'TSHIRT')
Sset (Sfound_key_product = true)
#end
#end
#end

#1f ($found_key_product)
#set ($Sresult = 'Upsell')
#else ## customer has ordered, but not a key product.
offer 10% coupon

#set (Sresult = '10% Off Coupon')
#end
#else ## customer has not ordered. offer 20% coupont
#set (Sresult = '20% Off Coupon')

#end

Deleting Data

Here’s the deal with deleting data. You can do it, but it can make for a bad experience
for you and your customers. The history data is used to track email events to a campaign.
If history is deleted, customers cannot opt out, and sales revenue cannot be attributed to a
campaign. Also, deleting history skews statistics. You’ve been warned.

When developing a campaign, it’s fine to delete whatever is needed to get it right. But
when 10,000 customers have pushed through a campaign, try to avoid deleting anything.
There are workarounds listed in the following sections.

History Deletion

History is automatically deleted if a recipient or step is deleted. There’s no way around
it. Avoid this, if possible, because the history records store the tracking ids that are
embedded in the emails.

Step Deletion

Each step in the campaign edit screen contains a delete link (except the Start). To delete
a step, click the link. The Campaign Edit section has details on doing this.
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Workaround:
Rather than delete a step that has significant history, consider just suspending it.
Execution will step right over it.

Recipient Deletion

To delete a recipient, navigate to the Recipients page, select the recipient, and click the
delete button. The Recipients section of the chapter has the gory details.

Workaround:
Just terminate the recipient. They’re as good as gone, but the history remains for
statistical reporting.

Campaign Deletion

The Autoresponder home page contains a delete button for each campaign. Click it to
delete a campaign.

Workaround:
There is none. If you really want a campaign deleted, there’s no alternative.
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