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Praise for The Rebel’s Guide to Email Marketing

“After reading this book, the debate over email marketing being dead is without

a doubt over. D] and Jason talk about email coming alive and letting it work for
your organization in many ways that you have heard don’t work. Whether you are
newbie or a seasoned veteran, this book will get you screaming at the top of your
lungs that EMAIL IS THRIVING!”

—Andrew Kordek, cofounder and chief strategist of Trendline Interactive,
a strategic email marketing agency

“Social media gets more attention, but email is still the spine of effective digital
marketing. In this practical book that you'll refer to constantly, Waldow and Falls
shed much-needed light on how to build, operate, and optimize a knock-out email
program. It’s a useful book, perfectly executed.”

—TJay Baer, coauthor of The NOW Revolution: 7 Shifts to Make Your Business
Faster, Smarter, and More Social

“I would take 1,000 opt-in email addresses above 1,000 followers or Likes any day
of the week. This from one of the biggest social media fans alive. Email is not dead;
it’s stronger than ever for the ones who use it right. D] and Jason are the guys to
show you how with this masterpiece.”

—Scott Stratten, best-selling author of UnMarketing

“At a time when all the buzz is about social, DJ and Jason’s fun, insightful, and
down-to-earth style will give any marketer a renewed excitement for email.”

—Halley Silver, director of online services, The King Arthur Flour Co.

“Non-practitioner pundits have been declaring email marketing dead for years.
They’re still wrong. Email marketing remains the best way to get people to take
action, so read this book if you want your business to grow.”

—Brian Clark, CEO of Copyblogger Media



“You might call email the glue that holds so much of business marketing efforts
together. You might call it the backbone, or the connective tissue, or the linchpin.
But whatever you call it, you need it. And this is the book that shows you not just
why you need it, but how to use it to grow your business.

“Rebel’s Guide is the book I've been waiting for, because this is the book that talks
(in real, relevant, updated terms) about how email is that critical thing businesses
need to market in a digital age.”

—Ann Handley, chief content officer of MarketingProfs and coauthor of Content
Rules: How to Create Killer Blogs, Podcasts, Videos, Ebooks, Webinars (and More)
That Engage Customers and Ignite Your Business (Wiley, updated 2012)
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* Email Marketing
s (Not) Dead

It's not every day that one gets to pick on the Wall
Street Journal. It still stands, after all, as one of the most
respected and formidable news outlets in the world.
Sometimes, however, even the Journal can't get out of
its own way. Such was the case on October 12, 2009,
when it published a story by senior tech reporter Jessica
Vascellaro.

The piece, entitled, “Why Email No Longer Rules,” declared
that electronic mail communications had a good run as
king, but that its reign was over. The irony was that when
you visited the Wall Street Journal’s website that day and
read the article, you were likely to email it to a friend. In
fact, Vascellaro’s piece sat right at the top of the Journal’s
automatic listing of the most emailed articles of the day.

“Email is dead” is a phrase you hear now and then, some-
times from respected media members and sometimes from
aggressive Internet consultants bent on selling you some
social media or mobile marketing doomaflitchit—that is,
of course, in between spastic glances at their iPhones to
see whether they ve received...new email.
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Think for a moment about your typical day. How many times do you check your
email? How long can you go without checking it before curiosity gets the best of
you and you simply cannot resist the urge any longer?

Emily is a typical 30-something professional. She first looks at her iPhone some-
time between getting out of bed and her first cup of coffee. She glances at it after
her shower but before getting dressed and then again after brushing her teeth.
She stops to reply to a message before leaving for the commute to work, and then
responds to messages for a few minutes on the bus.

When Emily arrives at the office, she fires up her laptop and plows through a few
emails before the 9 a.m. staff meeting. During the meeting she glances down at
her phone a few times (any email?). Before 10:30, she sneaks a peek at least once,
if not twice, at her iPhone to see whether something urgent has come in. She
does another quick check between phone calls, takes a few minutes to reply to the
morning meeting notes that were sent around the office, and she’s off to lunch.

The workday is not yet five hours old and Emily has been in her inbox more than a
dozen times.

Emily is not an unusual case study in today’s on-the-go but in-the-know business
world. She depends on her email for the news of the day, her vital work documents
and meeting notices, notifications that friends have posted new information on
their social networking profiles, ads and coupons from retailers, as well as infor-
mation from online daily deal sites, notifications from the local arts center of new
dramatic productions, and the occasional message from mom.

Try telling Emily email is dead.

Is it really? Well, take a moment to think about how you start your day. How often
in your routine do you pick up your smart phone or tablet, or walk by your com-
puter only to wiggle the mouse and see how many notifications your inbox shows?
Do you check your email from bed? While combing your hair? While eating break-
fast? Is it hard for you not to check messages while having dinner with your friends
or family?

Now think about the totality of your day—work or otherwise. When you’re using
a device connected to the Internet, we’re willing to bet checking email is one of
your top three tasks, if not the number one thing you do. You might also read blog
posts, update social networking sites, and search for products or information and
the like, but you probably always come back to your inbox.

In fact, we’re pretty sure you've checked your email today. Some of you may have
even paused a moment ago, put down the book and glanced at your inbox. (It’s
okay. DJ stopped after the Emily part and checked his.) Email has become what we
do online. It’s ubiquitous and a huge part of our daily routine. For many of us, it’s
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the first thing we do in the morning. (Jason is guilty of that one.) For some, it’s the
last thing we do before closing our eyes at night. We are a world addicted to email.

Email Is Dead?

If you type “email is dead” into Google to see how many references are online that
include that phrase (use quotation marks to get an exact phrase match), you’ll find
more than one million results. Lots of people are saying email is dead. To put it
into perspective, similar searches return just 12,000 results for “LinkedIn is dead,”
46,000 for “Google+ is dead,” and 309,000 for “social media is dead.” If you believe
what people are saying online, it would appear most major communications medi-
ums are dying.

“Email is not dead. But email IS changing,” declares Mark Brownlow’s counter-
point website EmaillsNotDead.com.! Brownlow is the journalist, blogger, and
independent publisher behind the notable industry resource Email Marketing
Reports.2 When asked why he created EmaillsNotDead.com, Brownlow told us
that “it was just a spur of the moment, half-serious, half-a-laugh decision when the
media was full of ‘email is dead” headlines. Got fed up of these absolute black and
white statements about one channel or the other: I prefer to live in the gray areas.”

The Email Is Not Dead site is chock-full of statistics and research Brownlow has
collected to thwart any naysayers. A tour through the major ones paints a convinc-
ing picture.

94%

Ninety-four percent of people send or read email! That’s more than 9 in every

10 human beings. That’s according to Pew Internet and American Life Project’s
Generations 2010 report.3 Frankly, we’re a little worried about the 6 percent. Don’t
they know what they’re missing? Ninety-four percent!

Email is dead?

The 94 percent figure is for all online adults. Certainly the numbers change by age
bracket, right? Not really—teens (ages 12 to 17) come in at 73 percent, presumably
because the younger members of that age group might not yet have a use for or be
allowed to use emails. Millennials (ages 18 to 33) stand at 96 percent. The use of
daily email by Generation X (ages 33 to 45) is 94 percent, and 91 percent of young
Boomers (ages 46 to 55) use email. The drop-off beyond isn’t significant. Older
Boomers (56 to 64), the Silent Generation (65 to 73), and the G.I. Generation (74
and up) register email usage at 93, 90, and 88 percent, respectively.

The Pew Internet and American Life Project’s Generations 2010 report states that
email is the number-one online activity, ahead of generic search (87 percent of
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all U.S. adults), looking for health information (83 percent), and getting news (75
percent).

Email is dead?

To put a different spin on the sheer volume of the American consumer’s email
addiction, in 2009, David Daniels (then of Forrester Research) predicted the num-
ber of online adults who regularly use email would grow to 153 million by 2014.4
A more recent study by the Radicati Group, Inc. stated in 2011 that “the number
of worldwide email accounts is expected to increase from an installed base [active
accounts, which have been accessed at least once within the last three months] of
3.1 billion in 2011 to nearly 4.1 billion by year-end 2015. This represents an aver-
age annual growth rate of 7 percent over the next four years.”s

Email is dead?

Email is so ingrained in most people’s daily routines and habits that one email
account isn’t enough. We’d be willing to bet you maintain at least two email
accounts—one for work, another for personal communications. If you are in
school, have recently graduated, or are an active alumnus, it’s quite possible you
have a third. You may even have a fourth as a catch-all email account for email
marketing or social network notifications and updates. Name another product or
service that you can’t get by with just one of that is dying as an industry.

“But social media is killing email. So is mobile!”

We've heard that from naysayers, too. If you can reach out to people on Facebook
or Twitter, why on earth would you clutter their inbox? That’s been the stance

of many a social media pundit in the last decade. They claim that social media
has (or will) kill email. These folks just aren’t doing their homework. If anything,
social media is increasing the use of email. According to a well-done whitepaper
called “View from the Digital Inbox 2011,” from Merckle, a customer relationship
management agency, people who use social networks are more likely to be what it
terms “hyper email checkers,” meaning someone who checks email four or more
times each day.

Merckle’s report also suggests that mobile email users tend to fall into the same
category. Forty-three percent of mobile email users check their email four or more
times per day, compared to 29 percent of those who do not use email on a mobile
device.

“But people check for personal emails, not commercial ones.”
Wrong.

Merckle’s data shows that in regard to the amount of time people spend on email
(meaning reading and responding to it) by type (categorized as friends and fam-
ily, commercial, work, and other), email marketing—that which is classified as



Introduction Email Marketing Is (Not) Dead 5

“commercial”’—has risen steadily from 23 percent in 2007 to 30 percent in 2010.
During that same time period, emails to friends and family have fallen from 43
percent to 37 percent. Work and other types of email have remained fairly steady
as a percentage of overall email.

This data can be interpreted a couple different ways:

+ As the volume of commercial email has risen, so has the amount of
time people spend reading and interacting with it (clicking, sharing,
and so on).

o Marketers might be getting smarter about sending timely, relevant,
valuable content to their subscribers; thus, people are spending more
time engaging with those email marketing messages.

What is not clear from the Merckle study is how click-throughs and conversions
(sales, webinar sign-ups, and so on) are being impacted by the rise in time spent
interacting with commercial email. In the long run, these metrics might be more
important for marketers.

Either way, what is apparent is that consumers are shifting their email consump-
tion time in favor of commercial emails.

Finally, regardless of the user’s age, email is the preferred method of communica-
tion for commercial messages—by far. Merckle reports that 74 percent of all online
adults say so. Compared to direct mail, email is preferred at a rate of five to one.

2.9 Billion

There are 2.9 billion email accounts in the world. 2.9 BILLION! To put that num-
ber in perspective, the world population is around 7 billion.” People send 56 mil-

lion non-spam email messages per day. At least, they did in 2010 according to the
Radicati Group.8 Comparing that figure to the total accounts and daily activity

of Facebook, Twitter, Google+, and websites, you can start to see how alive email

really is (see Figure IN.1).

As you can see, a vast difference exists in both the number of accounts and the
activity in the channel.

Email is dead?

To clarify, the 188 million emails sent per day in 2010 does not include spam
emails. Unfortunately, spam exists. It can be defined in a few ways:
+ From a consumer perspective, spam is any unwanted email.

o From the legal perspective, spam is email that does not comply with
the requirements of the CAN-SPAM Act—a bill signed into law in the



The Rebel’s Guide to Email Marketing

United States in 2003 (and updated in 2008) that outlines rules and
requirements for sending commercial email.?

o From an Internet Service Provider (ISP) perspective, spam is a message
that contains viruses or malicious content.

OF 23 29 bilion

750 million

463 million

800 million

10 million

| L [ |
Facebook | —| Twitter |- Email — — { Google+
| [

60 million updates

ATotal Accounts

¥ Daily Activity

Total Accounts A

Daily Activity ¥

140 million tweets

. 1 billion
3.3 billion items shared
searches

{;& 188 billon messages”

Figure IN.1 A comparison of the total accounts and daily activity of Facebook,
Twitter, Google+, and websites along with email show a distinct advantage of using
the true inbox as a source for Internet users’ information.o. 1. 12.13 (Figure source:
http://smartertools.files.wordpress.com/201 1/08/infographic_abs_final.png)

As it stands, the worldwide email spam rate is at 70.5 percent.l4 That’s right—
nearly three out of every four emails sent around the world is spam. What that
means is that the true total of all emails sent per day in 2010 was somewhere north
of 550 million! If email truly were dead, do you think those spammers would waste
their time?

If you look beyond the spam, you can see that permission-based, commercial
emails reach the inbox. That is to say, emails that the person has subscribed to
voluntarily, opted into purposefully, but that are also commercial in nature, arrive
intact. In fact, 76.5 percent of all permission-based, opt-in emails make it to
inboxes around the world.!s The other 23.5 percent either get lost (15.1 percent) or
land in the spam or junk folder (8.4 percent).

Yes, people do welcome companies to their inboxes. Although 50 percent of all
email in the average user’s inbox is newsletters and deals, they are typically email
marketing efforts the user opted in to receive.1s
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Email versus Email Marketing

All the statistics in the world fail to tell the true story of email. Although we try to
give you a holistic look of email marketing in this book, drawing some distinctions
and bringing some clarity to the world of electronic mail communications is also
probably good. This allows us to level set what we’ll cover and what we might not.

Knowing the difference between email and email marketing is important. Email
consists of messages between friends, families, co-workers, and colleagues. It is
generally one message sent to one person, or one message sent to a small group
of people. Email is usually meant as a way to communicate ideas, ask questions,
request information, and so on.

Email marketing, on the other hand, is a marketing channel that allows individu-
als and companies to communicate en masse with their customers, prospects, fans,
and subscribers. For many businesses, email marketing is the channel to alert peo-
ple to upcoming events, new business developments, and new product and service
announcements. From a business-to-consumer (B2C) perspective, email market-
ing is often a key driver of sales. It is also powerful for business-to-business (B2B)
communications.

We are focused on the latter of those two: email marketing. It can be, and often is,
the glue that holds a company’s marketing together. You can focus on customer
acquisition, which can start with giving prospects a compelling reason to subscribe
to an electronic communication from you. Your email marketing can then guide
them through the consideration and trial stages all the way to purchase, repeat
purchase, loyalty, and even advocacy. Why? Because you have their email addresses
and they’ve identified themselves as at least minimally interested in you or your
product. If you then segment, or divide your audience into subgroups, and com-
municate with them appropriately, you can nurse them along every step through
your marketing funnel.

You can focus on customer retention, delivering timely, relevant messages to exist-
ing customers that drive top-of-mind awareness, increased involvement, increased
purchase, and even recommendations and referrals. Why? Because you have their
email addresses. They don’t mind the occasional outreach. By communicating with
them appropriately, you can lead them through a repeat buying cycle or build them
into loyal advocates for your brand.

You can focus on demand generation, teasing customers about new products or
opportunities to enhance or enrich their experiences with or around your product.
Why? Because you have their email addresses. They've raised their hand and said,
“Yeah. I want to hear from this company.” By designing communications that
deliver the appropriate messages at the appropriate times, you can work them into
a frenzy, demanding you let them pay you more money for more stuff.
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And the list goes on.

Email marketing is not only not dead, but it is the cornerstone of many a successful
digital marketing campaign. Why? Because it is effective, and when we say effec-
tive, we have to talk about the all-important business metric behind any marketing
effort: ROL

The ROI of Email Marketing

Honestly, the first 40 or so years of email’s existence have been bumpy. While this
new, fast, and convenient channel has revolutionized the speed and efficiency of
business in some ways, it has also turned consumers off in others. Remember the
550 million spam messages sent each day?

It’s a wonder email has lasted this long, right? But where there’s a survivor, there’s
a reason, and the main reason email marketing has been able to weather govern-

ment intervention and regulation, business experimentation—including both suc-
cesses and failures, and consumer frustrations is wrapped up in three letters: ROL

If you haven’t heard the acronym, short for return on investment, you've not been
around smart business people much. Nothing happens in successful business
without someone scrutinizing the return on investment of various campaigns, pro-
grams, efforts, and processes. Nearly every CEO and most CMOs (chief marketing
officers) ask, “What’s our ROI there?” daily.

Understanding ROI is surprisingly simple, even for the math averse. It is a mathe-
matical formula where you subtract the amount of money you invest in something
from the amount of money you made, and then divide by the amount of money
you invested (see Figure IN.2).

ROI = (Gain from investment — cost of investment)

Cost of investment

Figure IN.2 You calculate return on investment by subtracting the amount of money
spent on a project from the amount of money made on a project, then dividing that
number by the amount of money spent on the project. If the result is a percentage more
than 100 percent, you have positive ROI.

The result is a decimal number that can be translated into a percentage. If your
percentage is above 100, you have a positive ROIL Your revenue exceeded your
expense. Depending on your business, the amount of money you charge for your
product or service, and the breadth or depth of your prospective audience, among
other factors, a good ROI could be 105 percent, 150 percent, or 1000 percent. The
higher, the better because that means more return for the effort (investment).
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ROI can also be translated into dollars using that same equation. An ROI of 1.00
means you got one dollar back for every one dollar spent, so you can say your ROI
rate is $1.00. A 200 percent ROI then translates to a $2.00 dollar return rate. It’s
just a different way of expressing the value you're getting back. For every dollar
you put into the effort you get X or Y dollars in return.

For the past few years, the Direct Marketing Association (DMA) has calculated
and reported the overall industry return on investment rate of email marketing. Its
findings might surprise you.

Email marketing brought in $40.56 for every dollar spent on the efforts in 2011, the
DMA reported.!” That’s an ROI of more than 4000 percent! Compare that to the
other communications mechanisms the DMA also reports and you start to see why
businesses would (or should) bother and why two guys like us might think writing
a book about email marketing is a good idea.

Is a catalog an effective way to market? The catalog industry drove a dollar-return
rate of $7.30 in 2011. Search engine marketing, often described as the one area

of digital marketing that has proven its worth, comes in at $22.24 for every dol-
lar spent. That’s good, but it’s not $40.56. Internet display advertising, which is a
smoke-and-mirrors way of saying banner ads, came in at $19.72. Social network-
ing spend turned around a rate of $12.71. Mobile marketing in 2011 drove a dol-
lar return rate of $10.51. Although we assume both social networking and mobile
marketing rates have nowhere to go but up, they have a while to go before they get
to the efficiency level of email marketing.

What to Expect from This Book

For the foreseeable future for your company, no other Internet marketing medium
can match the numbers of email marketing. For this and all the reasons baked into
statistics we’ve shared in the preceding pages, we want to take you on a helpful
journey throughout the world of email marketing. Our hope is that by book’s end,
you’ll be prepared to not only select an email service provider and start crafting
that first email, but also build and continually grow your list, implement email
marketing campaigns and strategies, and get your piece of that $40.56.

Here’s how we’ll get you there:

o PartI, “The Secret to Email Marketing: List Growth”: When we say
it’s the secret, we mean it’s the secret. Through this section, you’ll learn
why growing your list is the secret to email marketing; how to make it
easy and obvious for your customers and prospects to join; and how
to grow your list using technology, social media, and offline channels.
These chapters explain the intricacies of the sign-up process, walk you
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through important setup decisions, and help you complete the process
of signing folks up by sending a killer welcome email.

Part II, “The Anatomy of an Email”: In this part, you’ll learn what
makes an outstanding email marketing message. We’ll dive into details
such as subject lines, From names, preheaders, and headers. We’ll
show you the importance of having a table of contents, main calls to
action, and secondary and even tertiary calls to action to make that
email deliver results for your business. We'll talk about buttons, links,
images, social sharing...even how to craft an effective page footer. We
then discuss the all-important unsubscribe links and process, which
can help you maintain compliance with email marketing legislation
and keep your customers happy, even when they want to opt out.

Part III, “Breaking the Rules”: This part is where we throw out con-
vention and start going through all the “rules” and “best practices” of
email marketing you might have heard over the years. It’s not that we
think they’re all bunk, but within each one we can illustrate examples
of being successful while breaking those rules. We’ll discuss the prac-
tice of sending one big image in your emails. We’'ll slice and dice the
nit-picky orders you might have heard about subject lines, ALL CAPS,
the word free, pop-up collection forms, text versus HTML formatting,
and “rules” about opting in and opting out. We’ll also address the issue
of buying lists, having good graphic design, and even some misconcep-
tions about your ability to send unsolicited (non-permission) emails to
people. By the end of this section of the book, we hope to give you the
confidence to establish a set of rules and best practices that work for
you.

Part IV, “Batman (Email Marketing) and Robin (Social Media)”:
Email marketing alone is pretty powerful, but combine its forces with
the mass appeal and power of social media and social networking and
you have yourself a marketing juggernaut, much like the crime-fighting
one of Batman and Robin. This part shows you how social sharing and
connectivity can drastically ramp up your email marketing and how
email marketing can, in turn, ramp up your social media efforts. We’ll
discuss the commonalities in approaching content creation for social
media and email marketing and give you some great ideas and direc-
tion to light a fire under your customer engagement and conversion.

Part V, “The Future of Email Marketing”: In the final section, we
attempt to look into the coming years to see what email marketing
will look like in the short-term and long-term. Although it is true that
Internet and digital technologies change in the amount of time it takes
to publish most books, we want you to feel confident and assured that
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you can apply your newfound email marketing wisdom both now and
down the road. Your business’s future might well depend on email
marketing. So we want you to have one eye on that future while the
other is kicking ass and taking names in the present.

By the time you finish this book, you will have the knowledge you need to tackle
email marketing with gusto. You’'ll be ready to grow your list, develop your email
marketing content, and drive business with your Send button.

But first things are always first: You have to grow your list.
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