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Email Terminology

« Call-to-Action — Part of the email that encourages the recipient
to do something

« Click Rate — Percentage of subscribers who click on a link in
an email out of those who receive the emall

- Conversion Rate — The percent of subscribers who complete
the goal of your email message such as signing up for the
promoted event

« Deliverability — Also known as Inbox Placement, this
represents the emails being delivered to your subscribers’ inbox
as intended



Email Terminology

* Inbox Providers — Companies that provide a mailbox to end
users, such as Gmail or Outlook

Open Rate — Percentage of subscribers open an email out of
those who receive the email

Sender Reputation — Indicator of how inbox providers view
your email sending reputation

Spam Complaints — Occurs when a recipient reports your
email as spam to their inbox provider

Unsubscribe Rate — Percentage of subscribers who

unsubscribe from your messaqge
®ocLc



Why email?

3.7 billion 244.5 million

emaill users emaill users
around the globe In the US

Statista, 2018 & 2019
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Why email?

S
#

https://optinmonster.com/is-email-marketing-dead-heres-what-the-statistics-show/



Why email?

« Email goes with us wherever we are
« Mobile email continues to grow

« 78% of opens occurred in the
first 24 hours

www.questline.com/benchmarks



The challenge of email

2017 2022 2022 Average

269 billion 333 billion 77 Emails

Emails sent and received each day Emails sent and received each day Per person, per day

https://www.statista.com/statistics/456500/daily-number-of-e-mails-worldwide/



L) Primary 2% Social @ Promotions
Stitch Fix® Kids [Ad)J® More Laughing. Less Shopping. - Keep doing your summer thing. We'll take care of getting them ready for back to school. o

Ashley HomeStore @ Bring Your Patio to Life - Deck Out Your Outdoor Decc

Express Come see our new dresses - We're dying to show you H O W d O y O u S t a n d O u t 7
u

Etsy Oh, just few of our current favorites... - 6 finds makin

Sephora Insider NEW Urban Decay foundation—and it comes in 50 (waterproof!) shades @ - Just-arrived beauty that'll have you turning heads. Sephora Makeup Skincare Fragrance Gift Your status: I... 1:52 PM
World Market 2 This deal is LIT—and it ends today - Plus, save 20% on Pillows and Rugs for a limited time. Plus, save 20% on Pillows and Rugs for a 1:50 PM
HOMAGE Do You Have 1t? Nickelodeon Game Show Tees - Let's Rock with New Mick Tees from Olmec to Double Dare. 1:09 PM
francesca's & So Fresh Florals at 25% Off £ - Take Your Pick at Our Newest Arrivals on SALE! View in Browser. francesca's NEW! | DRESSES | TOPS | CLOTHING | JEWELRY | SALE 25% OFF - SH... 12:58 PM
Sonos Enjoy 15% off for International Friendship Day - Celebrate by sharing 15% off with your friends. 12:14 PM
NORDSTROM RACK The UGG Event starts now! - Shop shoes for the family & more—3 days only 11:33 AM
Lulus They're Baaaaack - You want it, we got it. Our best-selling, sold-out everywhere faves are back in stock baby! Don't miss your (second) chance to grab them! XOXO Lulus Visit Lulus.co... 11:22 AM
Well+Good It's the summer’s astrological turning point—here’s what that means for you - Plus: The lowdown on decaf coffee 10:32 AM
RBX Active Ten types of foods that protect your skin in the summer. - Some of these might surprise you! 10:03 AM
Bruegger's Bagels Lindsey, your FREE Snapple is waiting... - Time is running out to use your offer for a free Snapple® or Nantucket Nectars® with any sandwich purchase. Please add hello@brueggers.c.. 9:29 AM
Lancome Dress Your Lips - Discover our fan favorite lip products PUCKER UP ON NATIONAL LIPSTICK DAY! View in browser | Visit lancome-usa.com Lancéme Paris SKINCARE MAKEUP FRAGR... 9:03 AM
Fit Life by Verywell 7 Tips for Exercising in the Summer Heat - Exercising in heat and humidity can put you at risk for dehydration, heat stroke, and other heat-related illnesses. Common sense is the key t... 8:57 AM
Healthy Eating by V. Is Vegetable 0Oil Actually Healthy? - Not all experts agree that vegetable oil ought to be a dietary staple — especially when it comes to cooking with it. 7:05 AM
Wayfair OPEN BOX (their return, your reward) - Enjoy FREE 2-day shipping on 1000s of products every day. FREE Shipping Over $49* Jul 29
NORDSTROM RACK PSA: Nike up to 50% OFF - Ends 8/10. Online only. Jul 29




Secret to emaill success

RIGHT MESSAGE
RIGHT PERSON
RIGHT TIME



Secret to emaill success

RIGHT MESSAGE
RIGHT PERSON
RIGHT TIME



Starts with trust

« Emalil is personal information

« 78% of online users have changed their online behavior due to
Cambridge Analytica and other data privacy scandals

 How do you establish trust?
v’ Establish a positive brand reputation
v Ask subscribers to opt-in to receive emails

v Inform subscribers what you will do with their email address
v Protect their personal data

https://marketingland.com/most-consumers-believe-online-privacy-is-impossible-survey-finds-263538?



Preference centers e ——

= WISTIA ‘ ' 8sgrw | 4 Logn
« Ask what type of messages the

want to receive
« A good preference center will: o
— Let the subscriber choose what S -
they want to receive > | | |
— Collect basic information that you
can use to send relevant E) .o ik

messages in the future



Preference centers

What not to do in your
preference center:

Ask too many guestions

Require information they may not
want to share

Ask for a preference you won'’t
honor

Set expectations you aren’t going
to follow

TJ'S E-NEWSLETTER SIGN UP

Want more product stories, funky recipe ideas and a first look at the
Fearless Flyer? Sign up to receive the Trader Joe's E-newsletter:

Email Address Zip Code Submit >

© 2019 Trader Joe's

J.CREW




OCLC

3 English -

® ocLe

Search Q

Membership ~  Products ~  Support ~  Research ~  News & Events ~  About ~ Signinto Services  Contacts

Your OCLC email preferences

Personal information

* REQUIRED

» First name Institution name

Email address

Lindsey ocLe sheridali@oclc.org
+ Last name Library type If you would like o change your email address, please
. contact us
Sheridan
Job e

» Country/Region

United States . Digital Marketing Specialist
Language preterence Job function
English v Please sekect -
Email subscriptions
|| Selectall

Email subscriptions

) selectall

OCLC updates

Keep up with what's new and upcoming with your library cooperative.

OCLC Abstracts OCLC Next

Abstracts ol Next SRR

Mores s m 0CLC

Treat IT projects as library projects, and vice
versa

Monika Sengul~Jones Joins OCLC as Wikipedian-in-

Resicence.
e b s ey Oy 1

This weekly newsletter covers news and events about
OCLC and the library community for a general library
audience.

Insight and information about the work being done by
and for libraries all over the world. Notifications include
each post's introduction and are sent out with each

new post, usually several times a month
@ Subscribe to OCLC Abstracts

@ Subscribe to OCLC Next

OCLC Member Reports

These messages describe new OCLC member reports
as they are released.

@ Subscribe to OCLC Member Reports

Product and service updates
Be the first to hear news related to an OCLC product or service you care about.

OCLC Training Updates

Training Update

These monthly emails offer up-to-date information
about available training, upcoming events, and other
learning content about OCLC products and services
delivered by OCLC and training partners.

@ Subscribe to OCLC Training Updates




What types of messages to send?

* Welcome message

« Emalil newsletter
-]

* Milestone messages / v PN By
. . <]

* Promotional emails

« Transactional emails



s ]

You're part of something special © inbox

tome ~

Natiol

Park Foundatlon SHEORTIDGR Ea
Trader Joe's Newsletter Confirmation D inboxx
Lindsey, prepare to be amazed! © inbox x &
Trader.Joe@em.traderjoes.com <newsletter@em traderjoes.com=
Instacart <no-reply@instacart.com> Unsubscribe Fri, Jul 26, 9:18 AM (11 days ago) Yy 4 : lome ~
tome ~

£ instacart TRADER JOE'S”

Welcome! Thank you for your interest in receiving the Trader Joe's eNewsletter * Here's
what you can expect: We won't crowd your inbox. We won't send coupons or discount
offers ("sale” is a four-letter word 1o us - we have low prices, every day). We will send
you a first look at the Fearless Flyer, exclusive stories about New Products,
unconventional (mostly) Recipe Ideas and information about New Store Openings.

Sound good? OBED WILD & SCEMIC RIVER

Please click the link below to activate your subscription to the Trader Joe's newsletter
mailing list. Lindsey,

http://em traderjoes.com/sub_confirm.asp?r=23473_593617&i=0CEF3298-57B7- o # X .
4650-9BC5-F3DB4875D238 Thank you for signing up to receive emails from the National Park

Foundation, and welcome to our community of park enthusiasts!

If you are unable to click on this link, please copy and paste the entire link into the
Weicore. indseyt address bar of your web browser.
% % At the National Park Foundation, we’re committed to providing you

*Note: We sent you this confirmation email in order to protect your privacy. If you do ; 2 :
Instacart is on a mission to simplify a weekly task for you: grocery shopping not activate your subscription now, we will be unable to send you the information you with news and information to keep you connected to the parks you
Partnering with local stores, we'll make short work of your grocery list and bring have requested. love. You can learn more about our mission at nationalparks.org.
your order right to your door.

You may unsubscribe from this list at any time. To do so, just follow the directions for
Save time and money, skip the stress of parking and lines, and reorder your unsubscribing in future emails we send you. There, you'll also find helpful resources to help you learn more

favorites with ease. about national parks, connect with other park lovers, and plan

Thank you!
We're Instacart, and you're gonna love us! & your next exciting trip. For example:

This email was sent by: o -
* You can share your national park stories

Trader Joe's
Monrovia, CA 91017 * You can discover tips, resources, and travel ideas with our Owner's
Guide

®ocLc




Welcome message

Make a good first impression

Catch subscribers when they
are most engaged

Inform subscribers of
Important information

Ask for their preferences

Wed 3/6/2019 12:20 PM
Morning Brew <crew@morningbrew.com>
[External] Caution: Morning Brew coming in hot

Casto, Lindsey
Retention Policy 2 Year Delete - Default (2 years) Expires 3/5/2021

@ Follow up. Completed on Thursday, March 7, 2019,
If there are problems with how this message is displayed, click here to view it in a web browser.

D

@ MORNING BREW

Welcome to the Brew Crew!
Here's what you need to know: every weekday morning (plus Saturday) you'll
wake up with fhe most relevant, curated, and informative business news from

Wall Street to Silicon Valley hand-delivered to your inbox.

But first we're gonna help you...help you.

For you Gmail users—please move us to your primary inbox to make sure you
receive our newsletter every morming.

+ For mobile: In the top right corner of the app hit those 3 dots, click
"Move to" then "Primary."

+ For desktop: Back out of this email then drag and drop this email into
the "Primary” tab near the top left of your screen

For you Apple mail users—simply tap on our email address at the top of this
email and "Add to VIPs"

For everyone else, follow these simple instructions to add us to your address
book for your mailbox provider.

Oh, and by the way...




Emaill newsletter

Mon 7/29/2019 1:01 PM

OA  OCLC Abstracts <oclc@e.oclc.org>
The latest news from the OCLC cooperative
To Casto,Lindsey
Retention Policy 2 Year Delete - Default (2 years) Expires  7/28/2021

(@ If there are problems with how this message is displayed, click here to view it in a web browser,

®ocLc e

July 26,2019

Abstracts e

Wikipedia +
Libraries

Health and Medical
Information

Learn why Wikipedia matters for health and medical
information

Wikipedia is 8 go-to resource for heslth and medical information, not just for the

‘sssess quality on behslf of their patrons.

Join us for & webinar on August 14 at 3:00 pm Eastem Daylight Time, North America
[UTC -4] to hear how WebJunction and the Nationsl Network of Libraries of Medicine
sim to support strengthening the abilty of public fibraries nationwide to find

and Leam

sbout the upcoming online course Wikipedia + Libraries: Heslth and Medical
Information that will empower you o confidently guide your patrons to relisble
the intemet. The will be offered in October 2019,

Learn more and register

Featured Event

Lead your communities into the future while
experiencing amazing Phoenix

Jain feliow liorary leaders snd members of the OCLC Americas Regional Council st
the 2018 OCLC Library Futures Conferance held on Cotober 2-3 at The Scott.

Located within the Phoenix metro ares, The Scott is an oasis in the heart of Oid
Town Scotisdale. This boutique hotel is remarkable for its unbeatable location,
exceptional service, fabulous smenities, and dining options. The Scatt is just steps
sway from s compelling collection of vibrant stirsctions. including Camelback
Mountsin, the Phosnix Art Museum, Talissen West (the Frank Liayd Wright School
of Architecture), the Scotisdale Feshion Squere, Scoftsdsle Waterfrant, and nesrby
Sedona and Salf River Canyon.

Our high-anergy. two-day agends is designed for attendees from all types of
libraries. Attendees have the opportunity to leam from library colleagues, GCLC
lesdership, and experts from outside the library community. Conference highlights
include:

Keynote speakers Pam Sandlian Smith of Anythink Libraries, Retha Hill of

Arizona State University, Skip Prichard of OCLC. and Doug Ulman of

Pelatonia

16 member-led breakout sessions spanning four different categories: user
, impact, , and powerful networks

Breakout sessions with OCLC staff on WaorldShare Menagement Services,

OCLC Wise, open content, and the library on-demand

- Twop E ip and services: Your library's

role 85 ‘community catalyst™ for scademic and research ibraries, and

“Design & Pawerful Stary” for public ibrery leaders

Wednesday dinner event st the Heard Museum in the heart of downtown

Phoenix, known internationally for its quality collections and advancement of

American Indian art

Early bird registration has been extended through Friday, August 2, and provides @
550 savings. Register todsy to reserve your spot st The Scottl

From Next, the OCLC blog

®ocLc
Interlibrary Loan

Anniversary

DECwriters, Dr. requests, and three-letter combos:
memories from 40 years of ILL

By Tony Melvyn, OCLC Product Manager, Resource Sharing

Anniversery celebrations sre shvays fun. They remind us of important events end
sccomplishments from the past. They give us & chance to laok back over the years
and reflect on just how far we've come. Remembering yesteryssrs—without lefiing
them rule us—can help us understand wha we are.

Anniverssries slso bring back many fond memories of relstionships, successes ..
and outdated equipment.

This yesr. we are celebrating the 40th anniversary of OCLC interlibrary loan (ILL)
And understandsbly it brought back many memeries for many people. Here is &
sampling that wera recently shared with us on the ILL listsery.

Featured Member

University of New Brunswick automatically
updates local catalog records with OCLC APIs

As a result of a large renovation project, staff st the University of New
Brunswick Library relocated hundreds of thousands of print resources. The
catsloging team would have spent a significant amount of time updating
shelving locstions in their local records manually. But through an sutomated
process using OCLC APls, stsff quickly updated the records to keep the
resources avsilable while they worked to creste a moden research hub for the.
community.

Read the story

YyEIOoODGE

Tris message was

s ibecribe sharidal from this st




Emaill newsletter

« Establish regular email
communication

 Build trust
« Answer “what’s in it for me”

* 90% informative, 10%
promotional

 Promote your website and
social channels

R |
~
—

How to Prevent Heat
Stroke When You're
Exercising Outdoors

How Do You Know If
You're Drinking Enough
Water?

READ NOW >

EDITOR'S PICK OF THE WEEK

A

9 Yoga Poses That Make
You Stronger

READ NOW >



n
M I I eS t O I l e I I l eS S ag eS Happy Birthday, Lindsey let’s get the party started! D inboxx

Macy's Star <shop@ macys.com> Unsubscribe
ome v

+ Messages celebrating your wrrocys R

mail? Open here

subscribers o e e osacs oss s sxaos
— Birthday messages R ,

— Anniversary messages
— Accomplishments

HAPPY BIRTHDAY, Lindsey

The best part of being a Silver Star Rewards member?

AWESOME PERKS, OBVIOUSLY!




Milestone messages

« Show your subscribers you
care about your relationship
with them

« Establishes a positive feeling
toward emails from your
brand

« Use automation to help
easily send these messages

@) 200 Days Logged » nbox % "

2 myfitnesspal

MMMMMMMMMMMMMM




Promotional email

Postmates <.

Y HERE 12| S0P NUW] SONATE 1DRAY

PANTHER ¢ 1
THE OFFICIAL EMAIL OF PITT ATHLETICS

Don’t let summer
go by like that.

SINGLE “*W“Wbmm::ffrﬁm

rosé.

Community
Catalysts

giving you $6 off: i 10 kesp
the Summer Fridays going.

Featured Speaker Spotlight: Pam Sandlian Smith

We are excied to amnounce Pam Sandian Smih Dieclor of Anythink Liares in
Colorado, as one of our featured speakers at the OCLC Library
s Conlelgng Anythink is highly regarded for transformative programs and
services, and ifs hosstic customer-focused approach. Pam, a respected change Dear Lindsey,
agent and leader of an internationally recognized library brand, vall share her
expertise at this year's conference in Phoenix. Arizona

Single game ickes for the 2019 season wre avalable now inchiding the home
Recently, Pam was a guest author apener vs. Virgini and Homecoming vs. Mismi
for OCLC's Next blog where she
discussed redefining the ibrary as a
town square—at the center of
community. She val build on this
conversation with insights and
inspiration to engage your thinking
‘about transformation in the
communities you serve.

Far a limited time only jein us in celebrating the Fourth of July and tske
advantage of 2 2 for 1 offer i the lower end zone for the Hall of Fame game
vs. UCF. For every ket purchased, Pitt Athlelics wil match with one ficket
guing to our Seats for Service program

Ful schedue and promotional dates below

If you haven? already done so

please make plans to take

advantage of early bird registraion

rates and join fellow library leaders

at the Library Futures Conference
Oct¢ 2019,

» Aug 31 vs. Virginia - Home OpenerRib Fest

+ Sept. 7 v=. Ohia - Band Day

» Sept. 21 vs. Centrad Florida - Hall of Fame

» Sept 28 vs. Delaware - Spirit DayFamily Weekend
+ Oct 26 vs. Miami - Homecorming

»  Nov. 14 v=. North Carolina - Fan Appreciation Day
Now. 30 vs. B Callege - Senior Day

The conference aiso offers two preconference workshops, 16 breakout sessions
featuring thought leaders from across the library community, and an educational and
entertaining dinner event at the internationally recognized Heard Museum. dedicated BUY N
to the advancement of American Indian art e

A call for proposals is aiso open through June 3
We look forvard to seeing you in Phoen in Octobert

Register today

P

SEASON TICKETS




Promotional emails

* Focus on one call-to-action
« Create a visual hierarchy

« Easy to read copy

« Eye-catching subject line

* Mobile-friendly design

.NEW Bonus flavor at Graeter's! D inoex % )

mBUNS

AMARENA CHERRY

Our Final Bonus Flavor of the Summer is Here

or
og days of summer with our final bonus flavor, Amarena Cherry, featuring pieces of

t wild Italian cherry. Don't miss your chance to try this limited summer time treat!
Available while supplies lasts.

ORDER NOW




ransactional emails

Your Instacart order confirmation © inbox = =

Instacart <orders@in... Fri, Jul 26, 9:55 AM (11 days ago) 1} - '
tome =

[ Digital Downloads digital hold automatically borrowed » o x #" instacart

Digital Downloads <donotreply@overdrive.com=
tome -

We received your order
The ebook you had on hold was borrowed for you:

for 26 items
The Good Daughter: A Novel

Karin Slaughter

. ) _ _ Delivery time
Go to your Loans in the app or on our QverDrive website to open or download it.

— 3:00-4:00pm
Digital Downloads

View order status >
Note: This is an unmonitored email address. For help with a fitle or digital collection, visit OverDrive Help or contact your library.

4. Reply » Forward

We'll let you know when your order is on the way. Track and make
changes to your order via the link above. You can also visit our Help
Center for assistance




u u
I r al I S a' t I O I l aI e I I l al I S Reserved! Hot Friday Detox 60 at 06:00 PM on 08/02/19
D Inbox x

GIVE Yoga hello@giveyoga.com via mandrillapp.com Fri, Aug2, 927 AM (4 days ago) ¥
tome =
. 13 7
* S€é a recognizavie rrom
GIVE
name =
Hi Lindsey!

High five! Your spot is reserved for Hot Friday Detox 60 with Liz Brodhag at

* ldentify the purpose

We'll see you at 06:00 PM on Friday, August 02 2019

For optimal presence + preparation, please arrive about 15 minutes prior to
class start

.
* how bran rsonal -
If you are not present for your reserved spot by 5 minutes past the start of

class, then it may be given to a standby student in the case of waitlisted
classes. Please be aware of our cancellation policy. All missed classes will
resultin a late fee

-
([ ] P e rS O I I aI I Z e Please visit our website to read our full FAQs including information about
parking, tips on what to eat before class and more
If you did not make this reservation, please contact us immediately at
6142659642
We can't wait to practice with you soon
Warmly,

The GIVE Yoga Team

com/ | Email: hello@giveyoga.com | Phone: 6




How to create content

« Start with reasonable expectations
* Repurpose!

— Blog posts

— Social posts

— Press releases

— Website content

— Library promotional materials

« Stay true to your brand—emails should look, sound, and feel like your
other library materials




A/B test your messages
« What should you test?

— Subject line B

— Message content

— Imagery

— Call to action

— “From” name

— Send time and day

« Test only one element at a time




Secret to emaill success

RIGHT MESSAGE
RIGHT PERSON
RIGHT TIME



Which message is better received?




*

. &,.a U8
Personal expectations a,"a» asoS

(‘ <
« Consumers expect content to 3>
feel tallor-made for them

M @Spotify
 The brand should “know” them ‘ﬂ/ @

« Don’t want to go too far (goes TARGET
back to setting expectations)

amazon
N

"Apple
facebook. Google



Home TVShows Movies RecentlyAdded My List Q DVD ! -

oy -L N = :
| m —— 1= a5 7/‘; c’: -

Tﬁlli AY | P W SECRETIN THER EYESS &
) L ] et ’

The Age of Personal Experlences

otmm ..,,éua\sw Lt W "
W SR itup Y

Suspenseful Movies




Segmentation

« Every mail does not apply to everyone

« No more ‘Batch and Blast’

 How to segment?
— On the preferences they select

— On basic information you
have on subscribers,
If appropriate

— On behavioral actions




Dynamic content

« Dynamic content pulls in subscriber information to help
make the emalil feel more personal

« Beyond first name, this could be
— Preferred branch location
— Library materials used

— Type of books they most often check out (audio, tablet, actual
book)



Secret to emaill success

RIGHT MESSAGE
RIGHT PERSON
RIGHT TIME



Cadence

 Depends

« Things to watch for

— Unsubscribes

— Spam complaints

— Unsubscribe surveys

— Set expectations up front and stick to them
» Create a calendar to plan emails so they are spread out

when possible
« Use automation where you can




Automated emails

« Behaviorally triggered emails
— Thank you emails
— Welcome emails
— Recommendation emails

« Time-based emaills
— Milestone emails
— Reminder emails

« Emails based on Attributes
— Birthday emails
— Anniversary emails




Deliverability

* Inbox placement

« Subscriber engagement
— Positive (clicks, opens, forwards)

— Negative (unsubscribes, spam
complaints, deleting without opening)

« Sender reputation
— Good list management/hygiene
— List acquisition

— Steady cadence
Sender Reputation Tool and IP Address Blacklist Checker



https://www.senderscore.org/
https://whatismyipaddress.com/blacklist-check

Secret to emaill success

RIGHT MESSAGE
RIGHT PERSON
RIGHT TIME



How do you do this?

v’ Stay true to your brand
v Plan in advance

v Re-purpose content where
you can

v" Know your subscribers
v' Keep good data
v' Automate where possible

AR NN




Questions? Because

Lindsey Casto What iS
known must
be shared.

Digital Marketing Specialist
castol@oclc.org

® ocLc



