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Chapter 1  

Introduction 

This manual provides detailed information on how to create and edit a message, 
carry out an email campaign and analyze its reports. 

With the ECM module you can: 

o Create and manage email messages with native Sitecore authoring tools. 

o Find the best email content and design using Sitecore A/B testing tools. 

o Get detailed Sitecore Analytics reports with user behavior tracking across emails and 
the website. 

o Utilize email subscriber lists from CRM and other enterprise applications. 

o Manage self-service subscription forms on your website. 
 

The manual is designed for end users. For more detailed technical information on 
ECM, refer to the manual ECM Administrator’s and Developer’s Guide. 

This document contains the following chapters: 

 Chapter 1 – Introduction 
Introduction to this guide. 

 Chapter 2 – The Email Campaign Manager 
Actions that you must perform to dispatch a message. 

 Chapter 3 – Email Campaign Messages 
How to create, review and send a message. 

 Chapter 4 – Recipient lists 
How to create, import and export recipient lists.  

 Chapter 5 – Multi-Language Messages 
How to create multiple language versions of a message. 

 Chapter 6 – A/B Testing 
How to set up and run A/B tests to send the most relevant email campaign to your 
customers. 

 Chapter 7 – Personalization 
How to personalize a message for specific recipients or the specific segments of 
recipients. 

 Chapter 8 – Engagement Plans 
How to use the engagement plan monitor and how to edit the engagement plan for a 
message. 

 Chapter 9 – Email Campaign Reports 
This chapter describes the Email Campaign Manager analytics reporting capabilities. 
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Chapter 2  

The Email Campaign Manager 

The Email Campaign Manager helps you carry out large email campaigns and 
analyze their results so you can continuously optimize your campaigns. 

This chapter contains the following sections: 

 Getting Started with the Email Campaign Manager 

 Opening the Email Campaign Manager 
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2.1 Getting Started with the Email Campaign Manager 

The main page of the Email Campaign Manager consists of a navigation menu and a content area.  

You can use the menu to find any existing message or report, or to create a new message. The 
content area shows the Executive Insight Dashboard Chart, that gives you a brief overview of how the 
messages in the past four weeks have performed based on Value per visit, Value, and Visits. 
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2.2 Opening the Email Campaign Manager 

You can access ECM from: 

 The Sitecore Desktop 

 The Page Editor 

To access ECM from Sitecore Desktop: 

1. Select the Sitecore start button, All Applications, Email Campaign, Email Campaign 
Manager. 

 

Sitecore starts the Email Campaign Manager. 

 

To access ECM from the Page Editor interface: 

1. Open the Page Editor. 
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2. In the ribbon, on the Home tab, in the Email group, click Manager. 

 

Sitecore starts the Email Campaign Manager. 

 

2.2.1 Multiple ECM Manager Roots 

In a multi-site solution, there might be several manager roots available, that each relate to a different 
site. If you have access to more than one ECM manager root, they are all displayed in the upper right 
corner of ECM, from where you can also toggle between them. 
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Chapter 3  

Email Campaign Messages 

With Sitecore ECM you can create highly customizable messages and make them 
both personal and relevant to your customers. 

There are three types of messages in Sitecore ECM and each has a set of existing 
templates that contains default content and layout that are easy to base any new 
messages on. This allows you to focus on creating the best content for your 
message.  

If you need more flexibility or influence on the final layout of the message, you can 
create your own message template or import and use a design from an existing 
webpage.  

This chapter describes how to create a new message in the Email Campaign 
Manager (ECM), how to add content to the message, and how to review and send the 
message. 

This chapter contains the following sections: 

 The Process of Creating a Message 

 Message Types 

 Creating Messages 

 Creating the Message Content 

 Reviewing a Message 

 Sending Messages 
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3.1 The Process of Creating a Message 

When you create a new message, the Email Campaign Manager guides you through the process to 
make sure that you perform all the necessary steps for the email campaign to be successful. 

The Email Campaign Manager is built almost like a wizard with six tabs that you, depending on the 
message type, must go through. However, you do not need to follow the specified flow and go 
through the tabs sequentially, you can create the message in any order you like.  

The six tabs are: 

 General – Specify the general message info 

 Recipients – Manage the recipient lists for the message 

 Message – Add the message content. 

 Review – Preview the message and test it against spam filters. 

 Dispatch – Specify the details for the message dispatch. 

 Reports – View the reports for the sent message. 
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3.2 Message Types 

The first thing you need to do when you create a new message is to decide which message type that 
best serves the purpose of your email campaign. There are three message types available in ECM 
and depending on which one you choose, there are minor differences in how you can use the 
message, how they are configured, and how they are sent. 

The three message types are: 

 One time message 

 Subscription message 

 Triggered message 

3.2.1 One Time Message 

A one time message is a message that you create from scratch. The message does not have any 
predefined content or recipients. 

For example, if your company releases a new product in a specific country, you create and send a 
one time message to all your subscribers situated in that country, to let them know that the product is 
now available for purchase. 

If you later decide that you want to use a one time message as a template for other messages, you 
can save the one time message as a subscription message template. This way you save the layout of 
a message, its content, and its list of recipients and make it available as a template for future 
messages. 

If you want to know more about the Save as a Subscription Message Template action, see the 
section Saving a One Time Message as a Subscription Message Template. 

3.2.2 Subscription Message 

A subscription message is a message that you can use time after time as basis for other messages. 
With a subscription message you can send the same general message multiple times to the same list 
of recipients.  

An example of a subscription message is a newsletter message that you send to the same list of 
recipients every month. Every time you send the newsletter, you can reuse the same general 
message layout, the content, and modify only a few elements of the message. The subscription 
message already contains a recipient list, so unless you want to modify the recipient list for a specific 
subscription message, you do not have to add a recipient list to the message every time you send it.  

If you modify the recipient list or parts of the content for a specific subscription message, it does not 
affect any other messages that are based on the same subscription message. 

For more information on how to create a message and save it as a subscription message template, 
see the section Saving a One Time Message as a Subscription Message Template. 

3.2.3 Triggered Message 

A triggered message is only used in relation to engagement plans and unlike subscription messages 
and one time messages you cannot add a list of recipients to a triggered message. A triggered 
message is sent automatically to one recipient at a time when an event or goal in an engagement 
plan is triggered by that specific recipient. 

For example, if you want to send a confirmation message to every visitor who signs up for a 
newsletter, you create the confirmation message as a triggered message and set it up in the 
engagement plan to be sent automatically each time the sign-up event is triggered by a visitor.  
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Another example is if you want to send a message to every visitor who has visited your website but 
has not returned in three weeks. In this case you can create a triggered message and set it up in the 
engagement plan to be sent when the specified time has passed. 

For more information on engagement plans in ECM, see the section Engagement Plans. 
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3.3 Creating Messages 

When you create a new message in Sitecore ECM there are a range of layout templates that you can 
base your message on. The following sections cover how to create a new message and how to 
manage existing messages from the ECM menu. 

3.3.1 Creating a New Message 

To create a new message from the menu in ECM: 

1. In the Email Campaign Manager, in the Create section, select the type of message that you 
want to create. 

 

2. Select the layout template that you want to base your message on. In a default installation, 
ECM contains a number of predefined message templates and import options. Depending on 
the message type, you can choose between the following layout templates: 

 
Template Description 

Use HTML file Import HTML code for the message body from an html file. 

Newsletter 
Message 

A newsletter message template with a header containing a link to the 
online message version and footer with links to opt-out pages. 
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Template Description 

Two-Column 
Message 

A message template with a two column layout and footer with links to 
opt-out pages. 

One-Column 
Message 

A message template with a one column layout and footer with links to 
opt-out pages. 

Simple HTML 
Message 

An HTML message without a predefined layout. 

Plain Text Message A plain text message without a predefined layout. 

Pre-existing Page Select a page on your website and use it as a body for your message.  
Pages in Sitecore CMS may be complex and security restrictions may 
apply to certain elements on the page. For example, a page may 
contain a section called Special Offers, which only registered users 
can see if they open this page on the website. 
ECM lets you define how it behaves when it creates an email message 
from the webpage. There are two options: 

1. ECM respects the security settings. In this case recipients with 
different security privileges will receive different looking 
messages (if the source page has security restrictions).  

2. ECM ignores the security settings. In this case ECM renders 
all elements on the page and all recipients receive the same 
message. 

For information about how to configure this, see the ECM 
Administrator’s and Developer’s Guide. 

Subscription 
Message 

Default template for the message type subscription message. 
If you choose to create a message of the type subscription message, 
you can choose between the default message template Subscription 
Message and any subscription message templates that you have 
saved. For more information on how to save a subscription message 
template, see the section Saving a One Time Message as a 
Subscription Message Template. 

3. The message opens on the General tab where you can enter a name to identify the message 
and edit the necessary fields in the General message info section and the Sender details 
section. 
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4. If you chose to create a message by importing a design or using a pre-existing page, you may 
need to control how the content from the imported webpage is rendered in the message. For 
example, if the imported webpages contains complex layouts or JavaScript with buttons or 
checkboxes, this may not render properly in an email message. To reduce the layout 
complexity and remove any UI controls, in the General message info section, click More and 
select the appropriate target device layout for the message: 

o Feed – use the feed rendering layout for the message. 

o Print – use the print rendering layout for the message. 

5. Click Save before continuing with adding a recipient list to the message. 

3.3.2 Finding an Existing Message 

You can use the main menu in ECM to find an existing message. Under the sections Messages and 
Reports, you can easily navigate to a list of for example the most recently dispatched message or all 
the messages in the draft status. The following sections describe each menu item in detail. 
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Recently Dispatched 

This table shows the messages sent that have been sent recently. It does not show the active 
triggered messages and messages in the draft status. 

 

The table of results contains the following information: 

 Name – the name of the message. 

 Status – the current status of the message. 

 Date in current status – the date when the message changed its status to the current status. 

 Sent to – If the dispatch process is finished, this column displays the number of recipients 
that the message is sent to. If the dispatch process is in progress, the column displays the 
number of recipients (in percent) that the message currently is sent to. 

 Click rate – The number of recipients (specified in percent) who received the message and 
clicked a link. 

 Open rate – The number of recipients (specified in percent) who received and opened the 
message. 

 Value per sent email – The average value that a message has generated. 

 Value per visit – The value per visit this message generated. 

 Visits per email sent – The average number of visits to the website that a message induced. 

Search Messages 

This table shows all messages that exist in ECM. If there is more than one ECM manager root, the 
table only shows all the messages available in the currently selected manager root.  

Use the search field above the table to search for a specific message. 

 

Messages in Progress 

When you send a message, it is considered in progress until the dispatch process ends. 
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This table lists the messages that are paused or currently being sent. 

 

Messages that have technical issues during the dispatch are paused and displayed in this table. 
These messages require user action to resume the dispatch. 

Draft Messages 

This table contains a list of messages that are in the Drafts status, which means that they have still 
not been sent. 

 

Active Triggered Messages 

When you create triggered messages, you must activate them before ECM can send them. 



Email Campaign Manager 2.2 for Sitecore CMS 7.5  

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The 
contents of this document are the property of Sitecore. Copyright © 2001-2014 Sitecore. All rights reserved.  

Page 18 of 104 

This table shows the currently active triggered messages. 

 

The table contains the following columns: 

 Name – the name of the message. 

 A/B test – specifies if an A/B test is configured for this message. 

 Recipients – the number of recipients that have received this message. 

 Open rate – the number of recipients (specified in percent) who received and opened the 
message. 

 Value per sent email – the average value that the email message has generated. 

 Value per visit – the value per visit that the message has generated. 

Scheduled Messages 

This list shows all the messages that are scheduled to be sent at a later time.  
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Sent Messages 

This list contains all the messages that have been sent. Messages that are in the process of being 
A/B tested do not appear in this list until the winner message has been selected and sent to all 
recipients.  

 

Top 10 Best Messages 

In the Reports section of the menu, you find the list of the top 10 best messages based on: 

 Value – the total value that the message has generated. 

 Value per email – the average value per email that the message has generated. 

 Value per visit – the average value per visit that the message has generated. 

 Visits per email – the average number of visits per email that the message has generated. 

 

Currently Running A/B Messages 

This list contains all the messages that are currently in the process of A/B testing. To see the A/B test 
details of a message, click the message row. To select a winner, you need click the message link to 
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open the message first. 

 

3.3.3 Opening an Existing Message 

To find and open an existing message: 

1. Click a menu item in the ECM menu to locate an existing message. To search for a message 
from a list of all available messages in ECM, click Search Messages. 

 

2. To find a specific message you can sort the messages by the values in the columns. Click the 
title of a column to sort the messages accordingly in ascending order and click the title of the 
column again to sort the messages in descending order. 

3. To delete a message, select the message in the table, click Actions , and then 
Delete messages. 

4. To open and view a message, click the message name. 

3.3.4 Duplicating an Existing Message 

If you want to use an existing message as a template for a new message, you can duplicate a 
message. 
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To duplicate an existing message: 

1. Locate and select the message that you want to duplicate. 

2. In the message top ribbon, click Actions  and then click Duplicate message. 

 

3. In the prompt dialog, enter the name of the new message and click OK. The duplicated 
message opens on the General tab ready for editing. 

3.3.5 Saving a One Time Message as a Subscription Message 
Template 

Even if you have created a one time message with the intent of using the message only once, you 
can choose to save the one time message as a subscription message template and then use it as a 
template for future messages. 

Saving the one time message as a subscription message means that you save the content and layout 
of a message as well as the list of recipients in a template, which you can then use repeatedly. 

Important 
The Save as a Subscription Message Template operation does not copy the message, but changes 
the message type of the message. If you want to keep the original message intact, you can duplicate 
the message before saving it as a subscription message. 

To save a message as a subscription message template: 

1. Select the one time message. The message that you select must already have a recipient list 
associated with it. 
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2. In the ribbon, click Actions  and then Save as a Subscription Message 
Template. 

 

3. The Save as Subscription Message Template dialog opens. 

 

4. Enter the name of the new subscription message template and click Save. 

When you create a new subscription message, the new subscription message template is now 
available to you in the Subscription Message dialog. 
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3.4 Creating the Message Content 

When it is time to create the content of the message, you navigate to the Message tab in ECM where 
you can edit the subject and body of the message. Depending on which template you have chosen for 
the message, some layout and content are added to the message already, most of which you can 
edit. 

Note 
Any changes that you make to the default content and layout of the message do not have any effect 
on the original message template. 

You create the content in the Sitecore Page Editor that is designed so that content editors can edit 
and write content directly on the page. It is a WYSIWYG editor (what you see is what you get) and it 
allows you to see the changes that you make, as you make them. 

3.4.1 Editing the Message Subject and Body 

To edit the subject and body of a message: 

1. Open the message in ECM and select the Message tab. 
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2. Enter the message subject in the Subject field and click the body of the message to open and 
edit it in the Page Editor. 

 

For more information about editing rich text in the Page Editor, see the Content Author’s Cookbook, 
Editing an Item in the Page Editor. 

3.4.2 Editing the Alternative Text for a Message 

Alternative text is a plain text version of the message. When for example the email client that the 
recipient uses to read emails cannot read the HTML version of the message, the alternative text is 
used instead. There is a default alternative text entered in the field, but you can enter any text you 
want, for example, the full email in plain text. 
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To edit the alternative text: 

1. Select a message and on the Message tab, click the More link in the lower right corner. 

 

2. In the Alternative text field edit the alternative text or for example enter the full message in 
plain text. 

 

3. Save the message. 

3.4.3 Adding an Attachments to a Message 

If you want to attach a file to the message, Sitecore also makes that possible. 
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To add attachments to a message: 

1. Select a message and in the top ribbon of the message, click Actions  and then 
Add Attachment. 

 

2. In the prompt dialog, select the file that you want to add and click Open. 

3. The file is now attached to the message and you can see it in the ribbon on the Message tab: 

 

To remove an attachment: 

1. Click the attachment in the ribbon and a dialog box opens with a list of all the attachments 
that are added to the message. 

 

2. Select the checkbox next to the attachment that you want to remove. 

3. Click Actions and then click Remove attachments or click the remove icon  in 
the ribbon. 
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3.5 Reviewing a Message 

The Email Campaign Manager offers a range of options to test and review your message before you 
send it to the recipients. This section describes how you can perform a quick test of the message by 
sending it to one or more email addresses to review your message and to verify that the message is 
sent and received successfully. You can also preview the message in selected email clients within 
ECM and see how different spam filters assess your message and how you can improve it. 

This section covers the following: 

 Sending a Message Quick Test 

 Previewing a Message in Different Email Clients 

 Performing a Spam Check 

3.5.1 Sending a Message Quick Test 

A message quick test is primarily used to make sure that the message layout looks good in one or two 
different email clients and that the message is not caught in the spam filter. When you send a quick 
test, enter known email addresses so that you can verify if the email arrives in the inbox as expected. 

To send a message quick test: 

1. Click the Review tab of the message and select the Send Quick Test tab. 

2. Enter one or more email addresses and separate them with a comma. 

 

3. Click Send and review the message in the email inbox. 

3.5.2 Previewing a Message in Different Email Clients 

Depending on the email clients that your recipients use, the message you send can look very different 
to each recipient. Within ECM, you can preview the email message in different email clients before 
you send it to the recipients. This way, if something turns up in the preview, you or a developer get 
the opportunity to make some last minute changes to the message before dispatch. 

Note 
To be able to use this functionality, you must sign up for the Email Preview service in the Sitecore 
App Center. For more information about this, see the document Getting Started with Sitecore App 
Center. 

To preview how your message looks in different email clients: 

1. Open the message and on the Review tab, select the Email Preview tab. 
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2. Click Settings  and select the email clients in which you want to preview the email. 

 

Note  
Make sure to only preview the email clients that are necessary. Generating previews for all 
the email clients available takes a considerable amount of time. If you know what email clients 
that the majority of your recipients use, we recommend to only preview those. 

3. Click Run Email Preview check. 

 

4. Once the previews start appearing you can click an image to see it in full size. 

3.5.3 Performing a Spam Check on a Message 

When you create a message, you need to be aware of the multiple spam filters that help your 
recipients sort spam messages from regular email messages. Each email client has its own spam 
filter that your message should stay clear of.  

For example, most spam filters flag a message with the subject “Hello $name$” which means that the 
message ends up in spam folders and not read by the recipients. 
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If you are in doubt whether the spam filter will screen your message, you can run the spam check in 
ECM. This check can tell you which filters have problems with your message and how you can fix 
them before dispatching the message to the recipients. 

Note 
To be able to use this functionality, you must sign up for the Spam Check service in the Sitecore App 
Center. For more information about this, see the document Getting Started with Sitecore App Center. 

To perform a spam check: 

1. Open the message and in the Review tab, select the Spam Check tab. 

2. Click Settings  and select the spam clients that you want to test your message on. 

 

Note  
Make sure to only run spam checks on the necessary spam clients. Running spam checks for 
all the spam clients available takes a considerable amount of time. If you know what spam 
clients that the majority of your recipients use then we recommend only to check those. 
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3. Click Run Spam Check. 

 

The results from the check return can be as follows: 

 Failed 

The message will most likely not pass this spam filter. See suggestions to what you can do to 
prevent the message from failing this spam filter. Also, notice the score of your message with 
this filter. Scores are a method used by spam filters to rate the likelihood of the message 
being caught in the spam filter. Not all spam filters use scores, and the scale used for the 
scores may differ between different spam filters. 

 Passed with comments 

The message will probably pass this spam filter, but the spam filter has some suggestions for 
things you can do to increase the chances of a successful delivery. You can also see the 
score of your message that here is higher than the default threshold for this filter, but if you 
implement the suggestions you can increase the score considerably. Be aware that the spam 
filter providers occasionally change their score thresholds. 

 Passed 

The message will pass this filter. 

 Processing 

The message is being tested against this spam filter.  

 Error 

An error occurred while processing the test and you should start the test again. 

Previews and Spam Checks 

Every time you run a preview or spam check it is logged in ECM. This way you have an overview of 
which checks have already been run and when. 

To see which spam checks that have already been run on the message: 

1. Open the message and on the Review tab, select the Spam Check tab or the Email Preview 
tab. 
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2. Click Reports. 

 

3. The Reports drop down menu lists the date and time for all the checks that have already 
been run on the message. 
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3.6 Sending Messages 

When you have finished creating the message, you can send it immediately or schedule the dispatch 
for later. The only messages that you can send or schedule to be sent are the one time messages 
and the subscription messages. Triggered messages are only sent automatically to one recipient at a 
time when a specific event occurs. 

This chapter describes how to send a one time message or a subscription message and how to 
activate a triggered message. For information on how to send a multi-language message see the 
section Sending a Message in a Recipient’s Preferred Language. 

3.6.1 Sending a Message or a Subscription Message 

To send a one time message or a subscription message: 

1. Select the message you want to send. 

2. In the Recipients tab, add recipient lists. For more information about how to add recipients, 
see the chapter Recipient. 

3. Select the Dispatch tab. 

o To send the message immediately, select the Send message now check box. 

 

o To schedule the message to be sent at a later time, select Schedule message delivery, 
and specify the date, time, and time zone for the dispatch.
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4. To send a notification to yourself or others when the sending process is complete, select the 
Notification check box, and enter the appropriate email addresses separating them by a 
comma. 

5. In the Multi-language dispatch section, select whether you want to use a preferred language 
option for recipients or not. For more information about the Multi-language dispatch option, 
see the section Sending a Message in a Recipient’s Preferred Language. 

6. Click Send to send a message or Schedule to finish the scheduling. 

3.6.2 Activating a Triggered Message 

Triggered messages cannot be scheduled to be sent, as the triggered message is only sent to one 
recipient when a specific event occurs. Instead, triggered messages must be activated before you can 
use them in and engagement plan. 

To activate a triggered message: 

1. Open a triggered message and select the Dispatch tab. 

o To activate the message immediately, select Activate message now. 

 

o To activate the message only in a specific time range, select Activate message at 
scheduled time, and specify the time range in the From date/time field and the To 
date/time field. Specify the time zone for the time range as well. 

2. To send a notification to yourself or others when the sending process is complete, select the 
Notification check box and enter the relevant email addresses separating them by a comma. 

3. Click Activate message. 

Once the triggered message is activated it can be used in an engagement plan. For more information 
on engagement plans, see the section Engagement Plans. 
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Chapter 4  

Recipient lists 

A recipient is an individual with an associated email address that receives messages 
and ECM stores these recipients to a message in recipient lists. All one time 
messages and subscription messages must have a recipient lists added before you 
can send the message. A message can have multiple recipient lists added. For 
example, you can both import a new list and add an existing list to a message. 

This section describes how to build, manage, and export recipient lists. 

This chapter contains the following sections: 

 Building Recipient Lists 

 Viewing a Recipient List 

 Building an Opted Out List 

 Importing Recipients to an Existing Recipient List 

 Viewing an Opted Out List 

 Exporting a Recipient List to a File 

 Removing a Recipient List 
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4.1 Building Recipient Lists 

In Sitecore ECM, there are three ways to build a recipient list for a message: 

 Import Sitecore recipients: Import a list of existing Sitecore users based on their roles. 

 Import recipients from a file: Import a list of users from a .csv file. 

 Select an existing recipient list. 

You can build a recipient list for a message using all three methods if you want. 

4.1.1 Building a Recipient List of Existing Sitecore Users 

To build a recipient list of existing Sitecore users: 

1. Open a message and click the Recipients tab. 

2. Click the Recipient Build list tab and then Build new recipient list. 

 

3. Enter a descriptive name for the recipient list in the List Details section and click Save. By 
default the recipient list is given the name of the message but keep in mind that you may want 
to use the recipient list for other messages as well. 

4. Click Import List and in the Import List dropdown list, click Import Sitecore List. 

 

5. In the Edit User Roles dialog, select the recipients for the list based on the Sitecore role that 
they are a member of. To add the roles to the Selected Roles section, select the roles in the 
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Available Roles section and click Add. 

 

Tip 
Use the Search field to search for the necessary roles to add to the recipient list. 

6. When you have added all the necessary roles, click OK. For each role you add a list is 
created and added as an imported list to the recipient list on the Recipients Build list tab.  

 

4.1.2 Building a Recipient List by Importing Recipients from a File 

To build a recipient list from an imported file: 

1. Open a message and click the Recipients tab. 

2. On the Recipients tab, click the Recipient Build list tab and then Build new recipient list.  
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3. Enter a descriptive name for the recipient list in the List Details section and click Save. By 
default the recipient list is given the name of the message but keep in mind that you might 
need to use the recipient list for other messages as well. 

4. Click Import List and in the Import List dropdown list, click Import recipient list from a file. 

 

5. In the Import Recipients wizard, in the File to Import dialog box, click Browse to select a 
*.csv file from your local disk. 

 

6. Click Next. 

7. In the Fields dialog box, map the fields from the import file with the fields where the imported 
data must be added. 

 

8. Click Next. 
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9. In the Domain dialog box, in the Domain field, select the domain that you want new users to 
add to. 

 

10. Select an option to determine what the module should do if the imported file contains an 
existing email. 

11. Review the import statistics and click Finish. 

 

12. The imported list now appears on the Recipient Build list tab as an imported list. 

Note  
The recipients that you import from a file are also added as users in the Sitecore User Manager. From 
there you can further edit the user if necessary. 

4.1.3 Using an Existing Recipient List 

To use an existing recipient list: 

1. Open a message and click the Recipients tab. 
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2. Click Use existing list and in the drop down list, select the list that you want to use. 

 

The selected list is displayed in the List details section. When you build a recipient list from an 
existing list, you can add both existing Sitecore users and recipients from a file, in which case ECM 
creates a new extended list instead of overwriting the existing one. 
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4.2 Viewing a Recipient List 

When you are done building the recipient list, you can see all the added recipients in a table on the 
Recipients view list tab. 

If you need to find a specific recipient, you can use the Search field. 
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4.3 Building an Opted Out List 

ECM also makes it possible for you to build a list of those recipients from the recipient list that should 
not receive any messages. Such a list is called an Opted Out list. The Opted Out list contains the 
default list, where all the recipients who unsubscribe from a message are added.  

To build an Opted Out list, you can use the following options: 

 Import a Sitecore list. 

 Import an Opted Out list from a file. 

4.3.1 Building an Opted Out List of Existing Sitecore Users 

To build an Opted Out List by importing a Sitecore list: 

1. Open the message and in the Recipients tab, click the Opted Out Build list tab. 

 

2. Click the Import List button and in the Import List drop-down menu, click Import Sitecore 
List. 

3. In the Edit User Roles dialog, select the recipients based on the Sitecore role that they are a 
member of. To add the roles to the Selected Roles section, selecting the necessary roles in 
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the list and click Add. 

 

4. Click OK and the selected roles are displayed as imported lists in the Opted Out Build list 
tab.  

4.3.2 Building a Opted Out List by Importing Recipients from a File 

To build an Opted Out list from a file: 

1. Open the message and in the Opted Out Build list section, click Import List. 

 

2. In the Import List dropdown list, click Import an opt-out list from a file. 
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3. In the File to import dialog, select *.csv file from your local disk and click Next. 

 

4. In the Fields dialog, map the fields from the import file with the fields in Sitecore where you 
want the imported data added. 

 

5. In the Domain dialog, in the Domain field, select the domain that you want the new users 
added to. 

 

6. Select an option to determine what the module should do if the imported file contains an 
existing email. 

7. Review the import statistics and click Finish. 

Note  
The recipients that you import from a file are also added as users in the Sitecore User Manager. From 
there you can further edit the user if needed. 
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4.4 Importing Recipients to an Existing Recipient List 

ECM also allows you to import recipients from a file and add them to a recipient list or to an opted out 
list. 

To import recipients to an existing recipient list: 

1. From any of the message filters in the menu of ECM, click the actions button . 

 

2. In the General drop down menu, click Import from a CSV file. 

 

3. Follow the wizard that takes you through the steps of importing data from a CSV file. 

4. During the wizard, in the Recipient Lists dialog, move the appropriate recipient lists to: 

o The Subscribe To section to add the recipients to those recipient lists. 
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o The Opt-out Of section to add the recipients to those opted out lists. 

 

5. Select the Advanced Options to add users from Sitecore security roles lists to the selected 
Subscribe To and Opt-out Of lists as well. 

6. Click Finish when the import is complete. 
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4.5 Viewing an Opted Out List 

When you build an opted out list, you can view it on the Opted Out View list tab. Recipients in this 
table will not receive the message. 
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4.6 Exporting a Recipient List to a File 

In ECM you can export the data in a recipient list to a *.csv file. 

To export a recipient list to a *.csv file: 

1. From any of the message filters in the menu of ECM, click the actions button . 

 

2. In the General drop down menu, click Export to a CSV file. 
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3. In the Recipient Information dialog box, select the fields that you want to export to a file. 
Click Next. 

 

4. Then select the lists that you want to export to a file. To export user information from both 
recipient lists and from security roles you can select Advanced Options and select the roles.  

 

5. Click Next. 

6. Click the link Download the CSV file and click Finish. 
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4.7 Removing a Recipient List 

You can remove either the whole recipient list or any of the lists that the main recipient list consists of. 
If you remove the main recipient list then all the imported, nested, and the default list are removed. 

To remove a recipient list: 

1. In the Recipients Build list tab, click the actions button . 

 

2. In the General drop down menu, click Remove list. 
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Chapter 5  

Multi-Language Messages 

To build customer trust and loyalty, you may need to communicate with your 
customers in their preferred languages. 

With Sitecore ECM, you can create multiple language versions of the same basic 
message, dispatch all versions at the same time to one recipient list, and Sitecore 
makes sure that each recipient receives the message in their individual preferred 
language. 

In this way, you can target your message directly to each recipient by not only 
adjusting the language of the message but also the content. For example, for each 
language version of the message that you create, you can also adjust the type of 
links, landing pages, or images, and thereby adjust each language version of the 
message specifically to a set of recipients that all prefer the same language. 

This chapter contains the following sections: 

 Adding a new Language Version of the Message 

 Sending a Message in a Recipient’s Preferred Language 

 Viewing Reports for a Message in Different Languages 
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5.1 Adding a new Language Version of the Message 

To send a message in multiple languages, you first need to create a new version of the original 
message for each language that you need. In ECM, you create the message in your default language 
and then base all the new language versions on that message. 

Note 
To create a message in multiple languages, the languages that you want to use must be added to 
your Sitecore installation. Refer to your Sitecore administrator if you need to add a new language to 
Sitecore. 

To add a new language version of the original message: 

1. Open the message that you want to add a new language version to. 

2. On the message ribbon, click the Message Language button . The letters on this button 
indicate the language that the message is in and the language that is currently the default 
language for the message. 

 

Important 
It is a language code that is specified on the Message Language button and not a country 
code. This means that you cannot assume that recipients that have a language as their 
preferred language (for example, Portuguese) come from that country. 

The Message Language drop-down menu contains all the languages that are configured on 
the current Sitecore website. A check mark next to a language indicates that a version of the 
message is available in that language. If the language does not have a check mark, the 
language is added in the Sitecore installation, but a version of the message in that language 
does not exist. 

 

3. To add a version of the message in a new language, in the Message Language drop-down 
menu, click the language that you want to add a new message version in. A notification tells 



Email Campaign Manager 2.2 for Sitecore CMS 7.5  

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The 
contents of this document are the property of Sitecore. Copyright © 2001-2014 Sitecore. All rights reserved.  

Page 52 of 104 

you that the message has not yet been translated into the new language. 

 

4. In the notification, click Add a new language version. 

The new language version is now created and selected as the current default language. The 
language code on the language button has changed to the new language and the default text 
used on the Message, Review, and Reports tabs is translated into the new language. 

5. Now you can translate and adjust the new language version of the message. 
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5.2 Sending a Message in a Recipient’s Preferred Language 

If your message is available in multiple language versions, you can perform a multi-language dispatch 
to automatically send the message in each recipient’s preferred language.  

To send a message in a recipient’s preferred language: 

1. Open the message that you want to send in multiple languages. 

2. On the Dispatch tab, in the Delivery section, specify when to send the message. 

3. In the Multi-language dispatch section, select Use preferred language. 

 

4. Click Send message. 

5. In the Message dispatch confirmation dialog box, confirm that you want recipients with no 
specified language to receive the message in the default language. If you want to change the 
default language, click No and change the default language by clicking the Message 

Language button . 

 

Note  

The Message Language button  indicates the current default language. If a recipient 
does not have a preferred language specified in their user profile, or if a version of the 
message is not available in a recipient’s preferred language, the message is sent in the 
default language. 
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5.3 Viewing Reports for a Message in Different Languages 

After a multi-language message is sent to a list of recipients, you can view and analyze reports for 
each language version of the message. 

To view the report for a specific language version: 

1. Open a recently dispatched message with multiple language versions. 

2. Select the Reports tab. 

3. On the message ribbon, click the Message Language button .  

o Select All Languages to see a combined report for all language versions of the message 
available. 

o Select a specific language to see a report only for that language version of the message. 

 

Depending on what you select, the Reports tab displays the report for the selected language 
or All languages.  

 

Tip 
The Overview section to the right of the content area shows a quick overview of the total 
performance of the email campaign for all languages. This lets you quickly see how a specific 
language version has performed compared to the whole email campaign. 
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5.3.1 Message Performance per Language 

At the bottom of the Reports tab, there is a Message Performance Per Language report specifically 
for the messages sent in multiple languages. This shows a list of all the language versions that were 
dispatched as part of the email campaign, the number of recipients that received each language 
version, and how each language version performed on the following parameters: 

 Open rate – the percentage of recipients that opened the message. 

 Click rate – the percentage of recipients that clicked a link in the message. 

 Value – the combined number of engagement value points that the recipients generated 
when they visited the website. 

 Value per visit – the average number of engagement points accumulated from each recipient 
that visited the website. 

 

For more information on how to read a message report, see the section Email Campaign Reports. 
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Chapter 6  

A/B Testing 

Creating successful campaigns is highly dependent on how well you know your 
customers. When you create an email campaign, you base the content and layout of 
the message on an assumption of what appeals to your customers. However, your 
assumptions might not be accurate, and the recipients might not respond to your 
campaign in the way you expect them to. 

With A/B testing, you can test and validate your assumptions on a small group of your 
customers before you send the final email campaign to the rest. This ensures that 
you always send the most appealing and relevant email campaign to your customers. 

The A/B testing functionality allows you to create two or more variations (variants) of 
the same message and test which one receives the best response from the 
recipients. You run the test on a limited set of recipients and once the test result is 
clear, you can send the message variant that is more successful to the rest of your 
recipients. This ensures that you always send the message that statistically attracts 
the most customers and generate the most value for your business. 

This chapter contains the following sections: 

 Prerequisites 

 Creating Message Variants 

 Dispatching the A/B Test 

 Selecting and Dispatching the A/B Test Winner 
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6.1 Prerequisites 

The Sitecore Email Campaign Manager guides you through the process of A/B testing, but it is a good 
idea to have a few things in place before you begin. Once you know what you want to test and under 
which circumstances, the rest is very straightforward. 

How many recipients do you want to include in the test? 

You can best determine the number of recipients to include in the A/B test based on your previous 
experiences with sending email campaigns. To get an indication of the number of your recipients who 
generally open and read your messages, you can view reports from previous campaigns. 

There are two factors that indicate the number of recipients to include. 

 The total number of recipients. If you have a small pool of recipients (for example, 2000), 
you should include up to 10 or 15 percent (200–300) of the recipients in the test to get a 
reliable result. If the total number of recipients is higher (for example, 50,000), you only need 
to include five percent or less to get good results. 

 Your confidence in your messaging. If you are confident in your email campaign 
messaging and just interested in quickly verifying it, you only need to include a small 
percentage of recipients in the A/B test. 

What part of the message do you want to test? 

You can run an A/B test on either the subject line or any of the components in the content area of the 
message, for example, the background, text, links, or images. However, you should keep the tests 
simple and only test one or two elements of a message. This helps you to achieve clearer test results 
and to better understand your recipients’ reactions to your message. 

How many variants of the message do you want to include in the test? 

You can include as many message variants as you like in an A/B test, but be aware that the results of 
the test might be less obvious the more variants you add.  

For example, if you test two variants of a message, each variant is sent to 50 percent of the test 
recipients. If, on the other hand, you include four variants, each variant is only sent to 25 percent of 
the test recipients, and this can result in less clear results. If you want to test more than two or three 
variants, you need to consider the number of recipients carefully and include more recipients 
proportionally to the number of variants. 

What time of day/week do you want to run the test? 

Specify the day and time where you know from experience that your recipients are most likely to open 
and read your messages. Also, take into consideration the time it takes to dispatch an email 
campaign. If, for example, you dispatch an email campaign to 500,000 recipients, it can take several 
hours before the dispatch is completed. 

How much time should pass before you decide which variant is more successful? 

Use your experience with email campaigns to determine how much time your recipients need to 
respond to supply you with reliable test results. Depending on how confident you are in your 
campaign, you can give the recipients more or less time to react to the messages. 

For example, if you need a quick reassurance of a an A/B test with simple variants and assuming that 
your customers usually react quickly to your campaigns, you might give your customers six hours to 
respond. On the other hand, if you have doubts about which message variant is the most successful, 
you may want to give your customers up to 24 hours to respond and thereby achieve broader and 
more reliable results. 

Do you want to select the more successful variant manually or automatically? 

Selecting the most successful message variant automatically is the easiest option and often makes 
most sense. With an automatic selection, you decide by which parameter that you want the variant 
selected (“Best value per visit” or “Highest open rate”), and the successful message variant is 
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automatically sent to the rest of the recipients at the specified time. However, if you have doubts 
about how to assess which message is the most effective, you can select your preferred message 
variant manually. This gives you full control and lets you select the best message variant based on 
other parameters, for example, the click rate. 
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6.2 Creating Message Variants 

When you run an A/B test, you are testing different variations of the same message. For each 
variation in the message that you want to test, you need to create a new variant of the original 
message. The original message is the first variant (Variant A), and any new message variants that 
you create are named Variant B, Variant C, and so on. 

To create a new variant of a message: 

1. Select the message that you want to perform an A/B test on. 

Important 
You cannot perform an A/B test on the message types: Simple HTML Message, Plain Text 
Message, or Pre-existing Page. 

2. On the Message tab, click the action button . 

3. In the AB Testing section, choose between duplicating the message variant or adding a new 
variant: 

o Duplicate this variant. This creates a new variant of the original message by duplicating 
it and all of its content. Choose this option if you want to test minor differences between 
the variants such as the subject line, images, or the name of a button. 

o Adding a new variant. This creates a new message variant based on the same template 
as the original message but where no content is replicated. Choose this option if you want 
to test comprehensive differences between the message variations, such as larger 
components or the layout of the message. 

 

The message Variant B is now added. To see it, scroll down the page. 
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Note 
You can create as many variants of the message as you like, but be aware that when you add 
more variants, you need a larger pool of recipients for the test results to still be clear and 
reliable. You should test a maximum of two to three variants. 

4. Make the necessary changes to the new message variant. 

For more information on how to edit the messages in ECM, see the section Editing the 
Message Subject and Body. 

5. When you have created the message variants, click Save. 

Before you send the A/B test, you can run an email preview and a spam check on each variant of the 
message. For more information on reviewing messages, see the section Reviewing a Message. 

6.2.1 Running an A/B Test on Variants of a Triggered Message 

If you create multiple versions of a triggered message and activate the message, ECM sends the 
message variants using the round-robin algorithm until a winning variant is selected. When the winner 
is selected, ECM continues sending to only that variant. 

For example, when users fill out a form to subscribe to a newsletter, ECM sends them a confirmation 
message that is a triggered message. If the triggered message has the variants A, B, and C, the 
recipients who subscribe to the newsletter receive the message variants in the following order: 

 First recipient – Variant A 

 Second recipient – Variant B 

 Third recipient – Variant C 

 Fourth recipient – Variant A 

 And so on… 

For more information on triggered messages, see the section Triggered Message. 
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6.3 Dispatching the A/B Test 

After creating the message variants for the A/B test, you need to determine how you want to carry out 
the dispatch. For details on what you need to consider when you set up the dispatch, see the section 
Sending Messages. 

To dispatch the A/B test: 

1. Open the message that contains the message variants that you want to run the A/B test on. 

2. On the Dispatch tab of the message, in the A/B Variants section, click the variants that you 
want to include in the dispatch. In the following screenshot, both Variant A and Variant B are 
selected. 

 

3. In the Size of the test field, enter the percentage of recipients that you want to use in the test, 
or select the percentage from the drop down menu. This set of recipients is collected 
randomly from the larger list of recipients. 

4. In the Delivery section, click Send message now to start the A/B test immediately, or click 
Schedule message delivery and specify the date and time that you want to start the A/B 
test.  

5. In the Select A/B winner section, select one of the following options: 

o Automatic – the system selects the winning variant for you, based on either Best Value 
per visit or Highest open rate. If you click: 

 Best value per visit, the winning variant is chosen based on how much value each 
recipient generates when they visit the website. The value is calculated according to 



Email Campaign Manager 2.2 for Sitecore CMS 7.5  

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The 
contents of this document are the property of Sitecore. Copyright © 2001-2014 Sitecore. All rights reserved.  

Page 62 of 104 

the engagement value points that are set up on your website. For more information 
on engagement value points, see the manual Engagement Automation Cookbook. 

 Highest open rate the winning variant is chosen based on how many recipients open 
the email message. 

In the Automatically select winner after fields, specify how long you want the test to run 
before the winner is selected. 

 

o Manual – review the reports of the A/B test yourself and then select the winner variant 
based on your own criteria. 

6. If you want to send a notification to certain email addresses when the dispatch of the A/B test 
has completed, in the Notification section, select Notification and enter the relevant email 
addresses in the field. If you have chosen to have the winner variant selected and dispatched 
automatically, ECM sends the notification when the dispatch of the final message has 
completed. 

7. In the Multi-language dispatch section, select Use preferred language, if you want the 
recipients to receive the message in their preferred language. For more information on Multi-
Language dispatch, see the section Multi-Language Messages. 

8. To see how long it takes to send the message without sending it to actual recipients, select 
the Emulation Mode check box. 

9. Click Start A/B Test (or click Schedule test if you scheduled the A/B test in the Delivery 
section). 

Important 
If you select Use preferred language in the Multi-language dispatch section, be sure to 
verify the default language in the Message dispatch confirmation dialog that appears. 

10. Click Yes to confirm the dispatch. The A/B testing starts and changes the status of the 
message to Sending. 

When the system finishes sending the message to the limited set of recipients, the button’s label 
changes to Resume but remains inactive until the winning variant is selected.  

If you choose to schedule the A/B test, you can cancel the message up until it is dispatched, by 
clicking Cancel scheduling on the Dispatch tab of the message. 
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6.4 Selecting and Dispatching the A/B Test Winner 

The winning message can be selected manually or automatically and sent to the rest of the recipients 
in the recipient list. The winning message is not sent to any of the recipients that were included in the 
A/B test. 

Automatically Selecting the A/B Test Winner 

If you choose to have the winner selected automatically, when the specified time has passed, ECM 
dispatches the winning variant automatically to the rest of the recipients in the recipients list.  

If the result of the A/B test is even, the system automatically selects Variant A as the winner and 
sends it to the rest of your recipient list. 

Note 
You should always review the reports of the A/B test. It is a great opportunity for you to learn more 
about your customers and their preferences. 

Manually Selecting the A/B Test Winner 

If you select the winner manually, you review the A/B test reports yourself and select the variant that 
you think is the best. Make sure that you give your recipients enough time to read and react to the 
message. 

To select the A/B test winner manually: 

1. To open the message you want to select a winner for, under Messages in the menu click 
Messages in Progress or under Reports, click Currently running A/B messages. 

 

2. In the list of messages, click the relevant message. 
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3. In the message, click the Dispatch tab and scroll to the Select A/B Winner section to see the 
results of the A/B test so far. 

 

Each variant is listed with these current statistics: 

o Open rate – the percentage of recipients that have opened the message. 

o Click rate – the percentage of recipients that have clicked a link in the message. 

o Value – the number of engagement value points that the recipients have generated on 
the website after opening the message. For more information on engagement value 
points, see the manual Engagement Automation Cookbook. 

Note 
If you need more detailed information on the A/B test results, click the Reports tab where you 
can see more about recipient behavior and message performance. For more information on 
how to read the reports, see the section Email Campaign Reports. 

4. Based on the results, determine which variant you would like to dispatch to the rest of the 
recipients and click Choose as winner. 

5. Confirm the dispatch in the message that appears. 
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Chapter 7  

Personalization 

Even though ECM is considered a mass-marketing tool, it becomes most effective 
when the messages are customized for a specific audience or even a specific user. 

Personalization is a technique in ECM that you can use to make each of your 
customers feel unique and, as a result, improve their trust and interest in your 
company. When you use personalization, you increase the level of relevancy in your 
content and the timeliness of your message for your customers. 

For example, you can address a message directly to the individual recipient, or only 
include the products that the recipient has shown an interest in. 

This section covers how you can personalize a message for specific recipients or the 
specific segments of recipients. 

This chapter contains the following sections: 

 Using Tokens for Personalization 

 Personalizing Components in the Message Body 
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7.1 Using Tokens for Personalization 

ECM supports tokens that you can use to personalize your messages. For example, in the beginning 
of a message, you can use the token $name$ in the salutation so that when you send the message, 
the token is replaced with the appropriate value from the user profile. If the value in the user profile is 
not available, the token is replaced by a blank space in the message. 

You can use tokens in the message subject, the message body, and in the Alternative text field. 

 

The following tokens are available in ECM by default: 

 $email$ 

 $fullname$ 

 $name$ 

 $phone$ 

Note 
If you would like to use other information from the user profile as a tokens in ECM, your Sitecore 
developer can add them for you. 

7.1.1 Inserting a Token in the Subject field or in the Alternative Text 
Field 

To insert a token: 

1. In a message, on the Message tab, in the Subject field or in the Alternative text field, place 
the cursor where you want to insert a token. 

2. In the message ribbon, click the actions button  and select Insert personalization. 
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3. In the Insert token dialog, select the token you want to insert. 

 

ECM inserts the token where the cursor is, and when you move the cursor away from the 
field, the token is replaced with the value of the selected recipient. 

 

Tip  
If you know the name of the token you can type the token directly in the Subject or 
Alternative text field, for example, $lastname$. 

7.1.2 Inserting a Token in the Message Body 

In the message body, there are two ways of inserting a token: 

 Insert the tokens by typing them directly in the message. 

 Use the Insert Field button, which is available when you edit the related item. 
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To insert a token into a message in the Page Editor: 

1. On the Message tab, click the message body to open the message in the Page Editor. 

 

3. Place the cursor in the field where you want to insert a token and either type the token in the 

field manually or in the floating menu that appears, click the Edit the text icon . 

 

3. In the rich text editor that opens, place the cursor where you want to insert a token and click 
Insert Field. 
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4. Select the token from the list of available tokens and the text editor inserts the token. 

 

5. Click Accept. 

 

6. Save the changes and close the editor. 

To preview the personalized message for different recipients: 

1. On the Message tab, in the Previewed for recipient field, click the Refresh button. 

 

2. If you want to see the personalization for a specific recipient, select the recipient from the 
Recipient drop down menu, and ECM displays the message with the appropriate user profile 
values instead of the tokens. 
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7.2 Personalizing Components in the Message Body 

The personalization of components allows you to deliver targeted content to specific segments of 
recipients. This is a very useful tool when you have identified the specific types of recipients that you 
want to target your message to. 

For example, you can implement rules that show different content or layout to recipients based on 
their accumulated profile values or based on the specific pattern card that is the closest match. The 
Page Editor contains inline personalization that lets you specify rules and conditions for when specific 
content is displayed. 

7.2.1 Scenario 

As a marketer, you send out a monthly newsletter to a list of subscribers. With each newsletter, you 
include a special offer that is available only for the subscribers and for a limited period. You decide to 
increase the relevancy of these special offers for your subscribers by changing the offer in the 
message according to the subscribers’ individual interests. To accomplish this, you personalize the 
part with the special offer in your newsletter so that subscribers that have previously shown an 
interest in beach vacations only see offers for such destinations, and subscribers that have shown an 
interest in urban vacations, only see offers for urban destinations. 

7.2.2 Setting Up Personalization on a Message Component 

Before you set up the personalization in message components, you need to create all the content that 
you want to use in the message. 

To personalize a message component: 

1. Select a message and click the Message tab. 

2. To open the message in the Page Editor, click the message body. 

3. Click the component in the message body that you want to add personalization to, and in the 

floating menu that appears, click the personalize component icon . 

 

4. In the Personalize the Component dialog, the content that is currently associated with the 
component is specified in the Default section. Click New Condition to define the conditions 
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for when you want the personalized content and layout displayed instead. 

 

5. Enter a descriptive name for the new condition and click Edit to define the conditions. 

6. In the Rule Set Editor, scroll through the available conditions or enter a keyword in the Filter 
field to find the condition you want.  

 

7. In Rule description, click the links to change the values of the condition. You can add as 
many conditions for the rule as you want. 

8. Click OK. 
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You have defined the conditions for when the personalized content is displayed in the 
message component. Now you need to specify which content to display and how to display it. 

9. In the Personalize the Component dialog, click Enable personalization of component 
design to make the design of the component available for personalization. 

 

10. To select a different design or rendering of the component, click the Select button  under 
the Personalize Component section. In the Select a Rendering dialog, select a rendering 
from the Email Campaign folder. 

11. To associate another content item to the component, click the Select button  under the 
Personalize Content section. In the Select the Associated Content dialog, locate the 
content item that you want to associate to the message component. 

To preview the personalization, click the component that you added personalization to, and in the 
floating menu that appears, use the arrows to toggle between the two types of content that you have 
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set up for the component. 

 

For more information on how to use the rules engine, see the manual Rules Engine Cookbook. 

For more information on personalization, see the manual Marketing Operations Cookbook. 
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Chapter 8  

Engagement Plans 

This chapter describes how to use the engagement plan monitor and how to edit the 
engagement plan for a message, for example, if you want to segment the recipients 
that click a specific link in the message and use that segment for future messages. 

In this chapter, the message engagement plan in ECM is covered only. For 
information about the basics of Sitecore engagement plans, and how to create 
engagement plans using states, conditions, and actions, see the manual Engagement 
Automation Cookbook. 

This chapter contains the following sections: 

 About Message Engagement Plans 

 Viewing the Engagement Plan 

 Extending the Engagement Plan 
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8.1 About Message Engagement Plans 

When you create a new message in ECM, a default engagement plan is automatically created for the 
message as well. The engagement plan offers you valuable insight into the effect that each message 
has on your website by linking each message and its recipients to your website. For example, the 
engagement plan can show you which recipients opened your email message and which ones clicked 
on a link, and whether they generated any value or activated any goals on your website. 

This type of information is extremely valuable when focusing on engaging with your customers and 
increasing relevancy. The key benefits are: 

 A deep insight into the effect of each specific message. 

 A segmentation of your visitors to use as basis for future messages. 

The default message engagement plan consists of a number of states that the recipients are moved 
through depending on how they respond to the email and what they do on the website. This provides 
you with an excellent overview of how many of your recipients have opened the email, how many 
clicked a link and produced value on the website, and how many recipients that have unsubscribed 
(opted out) to the recipient list. This information is updated continually, which means that you always 
have the latest information on how your message is performing. 

By default, the message engagement plan does not include any actions that trigger new events from 
ECM. However, if you want to use the engagement plan to further engage with your recipients, you 
can edit and extend it by adding new states, conditions, and actions.  
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8.2 Viewing the Engagement Plan Monitor 

The default engagement plan for each message works as the link between the message, the 
recipient, and your website. In the Engagement Plan Monitor you get an excellent overview of the 
performance of your message from the minute you send the message until the last recipient ends 
their last visit to your website. 

The Engagement Plan Monitor monitors: 

 The delivery of the message – did the recipients receive the message? 

 The response of the recipients – which recipients opened the email and of those, which ones 
clicked the link to your website? 

 The behavior of each individual recipient on your website – which goals, events, pages, and 
so on did the recipient trigger during their visit to your website? 

The following sections describe in detail how to view and read the information in the Engagement 
Plan Monitor. 

To view the Engagement Plan Monitor: 

1. Select and open a sent message. 

2. On the Reports tab, in the Recipients Behavior section, click Open behavior monitor. 

 

The Engagement Plan Monitor displays an overview of the current state of the message and 
its recipients. The data in the Engagement Plan Monitor is updated continuously to reflect the 
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recipients’ actions in the message or on the website. 

 

Note 
If needed, your Sitecore developer can set a specific refresh rate for the monitor. 

3. To export the content area of the engagement plan monitor to an image file, on the Home tab, 
click Export Image File. Remember to click Refresh Data to get the most recent data. 
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4. To view a list of visitors and detailed reports for visitors in a specific state, click the state and 
on the Home tab, click the View Visitor button. 

 

5. From the Visitors dialog you can: 

o Export a list of visitors in a specific state to Microsoft Excel, which includes each visitor’s 
full name, email address, and number of visits on the website. 

o View a Visitor Overview report for a single visitor that tells you the value that the specific 
visitor has accumulated and how active the visitor has been on the website. 

o View a full report that lists the known data on all the users in a particular state, for how 
long have been in that state, and how active they have been on the website. 

8.2.1 Message Engagement Plan Groups 

For a better overview of the engagement plan and its different states, the engagement plan monitor is 
divided into the following color-coded groups: 

 Inactive Recipients: This group contains recipients who have received the message and 
have either opened or not opened the message. 

 Send Failed: This group contains recipients to whom the message could not be delivered. 

 Active Recipients: This group contains recipients who opened the message and 
subsequently performed some related actions. 

 Unsubscribed Recipients: This group contains recipients who have unsubscribed to the 
message. 
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Inactive Recipients 

This group contains recipients that have received the message successfully, but who have not yet 
performed any other actions, such as opening it or clicking a link in the message. 

 

The recipients in the Inactive Recipients group are divided into two states:  

 Message Unopened 

This state contains the recipients that ECM has sent the message to but who have not yet 
performed any actions. 

If the visitor opens the message, the module puts that visitor in the Message Opened state.  

 Message Opened 

This state contains recipients who opened the message but did not click links in it.  

If the visitor clicks a link in the message, the module puts that visitor in the Clicked Through 
Message state. Otherwise, the visitor remains in the Message Opened state. 

 

If the module gets an error response from the recipient’s email server, it moves the recipient to a state 
in the Send Failed group. 

Send Failed 

This group contains recipients that ECM could not deliver the message to. 

 

It includes the following states: 

 Invalid Address 

An invalid address means that the email address does not match the regular expression or 
formula that ECM uses to check whether the recipient’s email is a valid email address. If the 
address does not match the regular expression, the module moves the recipient to this state. 
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 Soft Bounce 

A soft bounce means that the message is returned to the sender because it cannot be 
delivered for some reason. A soft bounce is a temporary failure where there still is a chance 
that the recipient can receive the message eventually.  

 Hard Bounce 

A hard bounce means that the email is permanently bounced back to the sender because of 
a failure from the mail server. A hard bounce is a permanent failure. 

If a recipient appears in the Hard Bounce state, the module stops sending messages to this recipient 
from any target audience. If at a later stage, the recipient clicks a link in a message that has been 
sent to them, the module moves this recipient to the Clicked Through Message state.  

For more information about messages that bounce, see the ECM Administrator’s Guide. 
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Active Recipients 

This group contains recipients who have opened the message and who have subsequently performed 
some related actions. 

 

The Active Recipient group contains the following states: 

 Clicked Through Message 

If the visitor clicks a link in the message, ECM puts that visitor in this state. When a browser 
session of a visitor in this state ends, ECM evaluates the conditions associated with this state 
for that visitor. 

The conditions associated with this state are: 

o Is not email click handler session 
This condition ensures that the user did not just open the email message without clicking 
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a link. If the visitor clicked a link in the email and started a browser session, ECM 
evaluates the visitor against the next conditions. 

o Valuable Visit 
If the visitor achieves any value points after clicking a link in the message, the visitor is 
moved to the Productive Visitors state. 

o Visited One Page 
If the visitor only visits one page, the visitor is moved to the Visitor Bounced state. 
Otherwise, the module checks the Visit had no Value condition. 

o Visit had no Value 
If the visitor visits more than one page but does not achieve any value points, the visitor is 
moved to the Unproductive Visitors state. 

 Visitor Bounced 

If the visitor only visits one page after clicking a link in the message, the visitor is moved to 
this state. When a browser session ends for a visitor in this state, ECM evaluates the visitor 
based on the conditions associated with this state. 

The conditions associated with this state are: 

o Is email open session 
This condition ensures that the user did not just open the email message without clicking 
a link. If the visitor clicked a link in the email and started a browser session, ECM 
evaluates the visitor against the next conditions. 

o Valuable Visit 
If the visitor achieves any value points, this condition moves the visitor to the Productive 
Visitors state. Otherwise, the module checks the Visited One Page condition. 

o Visited One Page 
If the visitor visits only one page after clicking a link in the message, the visitor is moved 
to the Visitor Bounced state. Otherwise, the module checks the Visit had no Value 
condition. 

o Visit had no Value 
If the visitor visits more than one page, but does not achieve any value points, the visitor 
is moved to the Unproductive Visitors state. 

 Unproductive Visitors 

If the recipient visits the site and views multiple pages, but does not generate any value, ECM 
moves the recipient to this state. When a browser session ends for a visitor in this state, 
Sitecore evaluates the conditions associated with this state for that visitor. 

The condition associated with this state is Valuable Visit. If the visitor achieves any 
engagement value points, this condition moves the visitor in the Productive Visitors state. 
Otherwise, the visitor remains in the Unproductive Visitors state. 

 Productive Visitors 

This is the final state of the engagement plan monitor and it contains all the recipients that 
have generated any value on the website. 
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Unsubscribed Recipients 

This group contains recipients who opted out from the recipient list. 

 

The Unscubscribed Recipients group contains two states: 

 Unsubscribed: This state contains recipients who opted out from the recipient list related to 
this message. 

 Unsubscribed From All: This state contains recipients who opted out from all recipient lists 
on your website. 
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8.3 Extending the Engagement Plan for a Message 

The following sections outline how to extend an engagement plan for a message. When you extend 
an engagement plan, you are able to separate your visitors into specific groups depending on which 
set of rules they fulfill. Once separated, you can perform a wide range of actions on the visitors 
including moving them to another engagement plan, adding a new field to the visitors’ user profiles, or 
adding them to a specific recipient list.  

For example, you can separate the recipients that click a specific link in the message and add them to 
a new list of recipients. Then you have a list of recipients that have shown an interest in your 
company and if you want, you can send those recipients a new message to follow up on their interest. 
All of this, you can set up in the message engagement plan by extending it with new conditions, 
states, and actions.  

For more information on the basics of editing an engagement plan, see the manual Engagement 
Automation Cookbook. 

8.3.1 Prerequisites 

Before you start editing the engagement plan for a message, you should set up clear goals for the 
engagement plan and develop a complete scenario that you want to implement into the plan. Also, if 
you plan to trigger a new message from the message engagement plan you should have that 
message ready as well.  

If you have a clear idea of what you want to accomplish with extending the message engagement 
plan, it is a straightforward process. 

8.3.2 Adding a Trigger to a State 

To segment the visitors according to a specific criterion (for example, visitors that have clicked a link 
in the message,) you add a trigger to the state where the visitors are currently contained. 

To add a trigger to the Productive Visitor state: 

1. Find the message you want to edit the engagement plan for. 

2. In the top ribbon of the message, click Actions and then Edit Engagement Plan. 

 



Marketer's Guide  

 

Sitecore® is a registered trademark. All other brand and product names are the property of their respective holders. The 
contents of this document are the property of Sitecore. Copyright © 2001-2014 Sitecore. All rights reserved.  

Page 85 of 104 

3. In design mode of the engagement plan, click the state that you want to edit, and then click 
the Trigger link, that appears above the state. 
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4. In the State Evaluation Triggers dialog box, select the goal that you want to be the trigger 
for the state and click OK. 

 

8.3.3 Adding a Condition to a State 

Now that you have added a trigger, you need to add a condition item that the visitors who triggers the 
selected goal must be evaluated against before they can be moved to the next state. 

To add a condition to the Productive Visitor state: 

1. Click the Productive Visitor state and then click the icon  below the Productive Visitor 
state to create a new condition. 
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2. Click the new condition and then click the Edit link that appears. 

 

3. In the Data dialog, enter a descriptive name for the condition and select Only Evaluate for 
Subscribed Events in the Evaluate drop down list to make sure that the condition is only 
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evaluated if a user triggers the goal. 

 

Note 
Name the states, rules, and conditions carefully, so that they make sense to everyone who 
might be working on the plan. 

4. Above the Rule section, click Edit Rule to set the rule for the condition in the Rule Set 
Editor. If there are no conditions that the visitor must fulfill, you can choose the rule where 
true (actions always execute). 

8.3.4 Adding Visitors to a Recipient List Using an Action 

Now that you know which of your visitors that have seen the demo, in order to add them to a specific 
recipient list, you need to add an action to the condition.  

To add visitors to a recipient list using the Edit Email Audience action: 

1. To add a state that contains the visitors that fulfill the condition you just created, click the 
condition and then the  icon to the right of the condition. 

2. Click the Edit icon that appears over the new state to specify a name and a description for 
this state. 
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3. To add an action to the condition, click the square box between the condition and the state 
and in the dialog box that appears, click Add. 

 

4. In the list of actions, double click the Edit Email Audience action. 
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5. Click Edit and in the Change Recipient List Subscriptions dialog box, either subscribe the 
visitors to a new recipient list or remove them from the recipient list  

 

6. Select and move the appropriate recipient list from the Recipient Lists section to the 
Subscribe To section. 

7. In the engagement plan designer dialog box, click Save. 

8.3.5 Adding a Trigger to a State 

Now you have separated all the visitors that have seen the demo, added them to a specific recipient 
list, and collected them all in a new state. The next step is to send a new message to each visitor after 
a specific number of days after the visitor triggers the goal. 

To send a new message to the segmented visitors after a number of days: 

1. Click the state that you want to add the trigger to and at the bottom right corner of the state, 
click the drop down menu. 
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2. In the dialog that appears, specify the appropriate number of days, hours, and minutes for the 
trigger. 

  

3. Add a new condition to the state and set the rule. If there are no conditions that the visitor 
must fulfill, you can choose the rule where true (actions always execute). 

4. Add a final state after the condition item. 

 

5. Click the square box between the condition and the final state and in the Actions dialog box, 
click Add. 
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6. In the list of actions, double-click the action Send Email Campaign Message. 

 

7. Back in the Actions dialog, click Edit to configure the action. 

 

8. In the Triggered Message dialog box, select the triggered message that you want to send 
using this action. Note that only activated messages of the triggered type are available in this 
list. 

Note 
Keep in mind that the message you choose to send to the segmented visitors also has an 
engagement plan that these recipients will also be added to once you send the new message. 

You have now extended the default engagement plan for a message. When you send the message, 
the recipients are moved through the engagement plan and segmented according to the conditions 
and actions that you have added. 
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Chapter 9  

Email Campaign Reports 

This chapter describes the Email Campaign Manager analytics reporting capabilities 
which enable marketers to create and manage optimal email marketing campaigns 
and make better business decisions. 

The message reports in ECM can be divided into two types. They are covered in 
detail in the following sections: 

 Reports on the Overall Status of the Email Channel 

 Reports on Individual Message Performance 
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9.1 Reports on the Overall Status of the Email Channel 

When you open the Email Campaign Manager, you see several sections that show the overall status 
of the Email Campaign channel. 

In the following sections the available charts and tables available from the main page of ECM are 
described. 

9.1.1 Executive Insight Dashboard Chart 

This chart shows how effective the most recent messages are in driving value and visits to your 
website. 

 

This chart contains the report for the Email Traffic Type for the past four weeks from the current date 
and contains the following values: 

 Value per Visit – these bars show an average value per visit for weeks for the whole Email 
Campaign channel. 

 Value – this curve shows the value that all messages sent through this Email Campaign 
channel generated. 

 Visits – this curve shows the visits that all messages sent through this Email Campaign 
channel drove to your website. 

In the chart you can see if any general adjustments are needed to your messages or landing pages. 
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9.1.2 Most Recent Dispatched Messages 

In the Most Recent Dispatched Messages section, you see a quick overview of the most recently 
sent messages. This lets you understand quickly the overall performance of these messages. 

 

9.1.3 Top 10 Best Messages 

In the Top 10 Performing Messages section, you see the top performing messages. You can sort 
the messages by column values. 
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If you select a message, ECM displays the Message Funnel that shows the overall recipients’ 
behavior. 

 

To open the message or copy it to drafts, click the actions button  and then click the required 
option from the menu: 

 

9.1.4 Currently Running A/B Messages 

With this report, you can evaluate how your ongoing A/B test messages perform.  

 

By default, the messages are sorted by the date and time when they were sent in the descending 
order. 
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If you click a message, ECM displays the A/B Test Result dialog box for that message. 

 

In this dialog box, you can see how a specific message variant performs. 
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9.2 Reports on Individual Message Performance 

This section describes how to view the reports that show how individual messages perform. 

9.2.1 Message Info and Overview Sections 

When you open a sent message, you see the Message Info and the Overview sections on the right 
side of the message page. 

 

These sections let you see a quick overview of how the message performed with the least effort 
possible while viewing the message. 

The Overview section always shows the total recipients behavior of all languages regardless of the 
selected language. You can compare the selected language with the overall performance of the 
message. 
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9.2.2 The Reports Tab 

When you open a message that has been dispatched, ECM opens it with the Reports tab active: 

 

This tab contains the following sections. 

Recipients Behavior 

This section contains the recipients funnel which shows you how many recipients are in different 
states. The funnel lets you identify potential problem areas quickly and evaluate how effective the 
message is in generating value. 

 

The funnel shows the following values: 

 Total Recipients – The total number of recipients. 

 Actual Recipients – The number of recipients who received the message. 

 Opened – The number of recipients who opened the message. 
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 Clicked – The number of recipients who clicked links in the message. 

 Browsed – The number of recipients who viewed more than one page after coming to the 
website via the link in the message. 

 Productive – The number of recipients who generated value after visiting the website. 

If you subtract the Browsed value from Clicked value, you will get the number of visitors, who came 
to the website via the link in the message, and went away without viewing any other pages. Such 
visitors are called page bounced visitors and their number lets you evaluate how effective and 
relevant your landing pages are. 

The section under the funnel contains the following values: 

 Value – The total value that this message generated. 

 Value per Email – The average value per email that this message generated. 

 Value per Visit – The average value per visit that this message generated. 

 Visits per Email – The average number of visits per email that this message generated. 

Note 
If the message is in the process of being sent, the Value per Email and Visits per email may 
not show the correct information until the dispatch is completed. 

 

Open Behavior Monitor 

You can get a better overview of the recipients’ behavior if you open the Engagement Plan Monitor. 
You can do this by clicking the Open behavior monitor link: 

 

For more information about the Engagement Plan Monitor and the data that it shows, see the 
section Viewing the Engagement Plan Monitor. 
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Message Performance 

This chart shows how effective the message is in driving value and visits to the website. 

 

This chart contains the data for seven days following the day when the message was dispatched. 

 Value per Visit – these bars show an average value per visit for each day. 

 Value – this curve shows the value that this message generated. 

 Visits – this curve shows the visits that this message drove to your website. 

Best Email Landing Pages 

This section shows the performance of the landing pages that the message leads to. Form this report 
you can see the best performing landing pages, which enables you to improve your communication 
with the recipients. 

 

This report contains the following indicators: 

 Most Relevant Experience – the landing page that generated most value per visit. 

 Most Valuable – the landing page that generated the most value. 

 Most Attention – the landing page that has generated most visits with value. 

 Most Visited – the landing page that was visited the most times. 
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 Most Potential – the landing page that has the highest potential. For information about how 
the potential is calculated, see Section Error! Reference source not found.. 

If you select an indicator, ECM displays the report that shows why the related page is the best 
considering the indicator. For instance, if you select the Most Relevant Experience indicator, you 
see the following report: 

 

Best landing Pages Performance 

This report shows an overview of all the landing pages, and how they performed in terms of the 
following indicators: 

 Potential: The potential is calculated using the following expressions:  
Potential Value gain = (Average Value per Visit – Value per Visit) x Number of related Visits.  
Potential = Potential value gain * 100 / Sum (Value for all Visits). 

 Page Bounce: The number of times that a recipient visited only the landing page. The visitor 
never clicked anything on the landing page. 

 Value: The total value generated on the landing page. 

 Value per Visit: The average value generated per visit to the landing page. 

 Clicks: The number of clicks registered on the landing page. 

This report lets you evaluate the performance of the landing pages considering different indicators 
and do appropriate marketing actions to improve your communication with the recipients. 
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Unsubscribed Details 

This report shows the list of recipients who opted out from the recipient list. 

 

You can export the list of opted out recipients to a CSV file. To do that, click the actions button  
and select Export to a CSV file: 

 

You can open CSV files with Excel. 

Email Bounces Details 

This report shows the list of recipients, whose email addresses returned errors during the dispatch 
process. 

 

When ECM fails to deliver a message to a recipient due to an error on the recipient’s side, the 
message is called a bounced message. For more information about bounced messages and the 
bounce types, see the ECM Administrator’s and Developer’s Guide. 
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Message Performance per Language 

If the message was dispatched using the Use preferred language option, this report shows how the 
message versions in different languages have performed. 
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