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Q. Can I include images, documents or attachments in my broadcast?

A. Images (jpg, gif) can be included in the content provided they reside on a server with a www address. Best practice is to store and access your images via the Harris Connect File Manager library within Email Marketing. Document files (.doc, pdf, html) can also be uploaded to the File Manager library then included in the broadcast content using the provided link. Actual attachments cannot be included in broadcasts due to security and virus concerns.  

Q. When I click on Calculate in Address & Assemble tab I get a smaller number of records then when I click on Calculate in the Create List tab. Why is that?

A. The number of records displayed in the Create List tab is a gross number that includes ALL records that met the criteria of the query. The number of records displayed in the Address & Assemble tab reflects a net number after all records meeting these criteria are removed from the list:

· records with no email address

· records flagged as deceased

· records opted-out of the particular category assigned to the email
Q.  Why do I need to include a text version?

A.  Current estimates indicate that 20%-30% of computers receiving email are configured to accept only text versions. By sending both text and HTML you ensure that nobody is unable to read your email. 

Q. How can I control the dropdown options in the “from” field of my broadcast email?

A. The dropdown options are called Friendly From Definitions. When completing the Address & Assemble step, a value for the “From:” field must be selected. This hard-coded of options will prevent the use of an unauthorized name from appearing in the From: field. Friendly Froms can be added and edited by the SuperAdmin using the Administration Center>Site Management>Email>Manage Friendly From Definitions. 

If your organization requires that “From:” field be a free-form input contact your CRM for information.

Q. What fields are available for me to search when creating my mailing list using the Define Query tab?

A. Most fields in your database are available for searching and for use as data tags. Search and Tag Permissions are enabled by your Super Admin. If there is still a question about a particular field please contact your Super Admin or CRM.

Q. Who can Approve a scheduled email?

A. Super Admins have the ability to approve an email. If additional Admins should be given this permission then it can be granted by the Super Admin using Administration Center>User Management>Manage Administrative Access>Application Permissions>Email Marketing.
Q. How can I set up another person to use Email Marketing?

A.  New admins can be added by the Super Admin using Administration Center>User Management>Manage Administrative Access>Application Permissions>Email Marketing. Full instructions are included in the Admin Manager manual available in the Client Online Community.

Q. How can I cancel or re-schedule an email?
A.  Emails flagged to be sent immediately must also be approved immediately. If the admin decides to cancel or re-schedule the email it must be first rescheduled for a future date, then cancelled. To approve or re-schedule an email click on the Email name on the calendar then choose approve or reschedule.

Q. Is there a limit to the number of emails I can send using Upload ID or Broadcast Email files?

A. There is no limit to the number of Uploaded IDs an admin can upload for a recipient list; however, there is a 1000 address limit for email addresses uploaded in an email address recipient list. The email address recipient list may be increased. Additional fees may apply; please contact your CRM.

Q. What is the difference between Categories and Campaigns and why do I need either one? 

A.  Categories are required.  All email messages must be flagged as belonging to a specific email category (email preference) before they can be launched. When an email recipient clicks on the Unsubscribe link, the organizations Email Preference page will display in a new browser window. The recipient may choose to opt-out of a specific email category or all future broadcast mailings. Once a recipient chooses to unsubscribe from a specific category they will immediately be flagged for exclusion from future broadcasts to that category.  

Consider developing multiple categories of email, i.e. General News, Reunion News, Homecoming News, Athletic News, etc. Categories can be added using Administration Center>Site Management>Email>Manage Email Categories.  By offering multiple categories your readers are more likely to maintain at least one broadcast category for email. 

Campaigns are optional. Campaigns are an additional flag that can be set to associate Email Marketing messages with a particular campaign, i.e. Annual Fund, Building Campaign, Development Campaign, etc. This allows the admin to pull a list of all communications associated with a particular campaign to review frequencies, content, results, etc. Campaigns may cross multiple applications such as Donation and Event Forms as well as Email Marketing. The Campaign Reports application allows administrators to analyze the success of their campaigns across the different applications in one central location.

Q. How does the Open Count link work?

A. Open count link will track the number of recipients who open the html version of an email into a full window. It cannot track text content versions, and it cannot track html versions that are read only through a preview window.  While this count does not give you an accurate number of recipients who read your email, it can be used as a benchmark and for comparison purposes. Note: The open count rate will include emails opened in iPhones and Blackberry phones provided the mobile device email client is configured to display images within an HTML email message.
Q. Is there another way to get a better idea of how many recipients open my broadcast?

A. There is a work-around. If an admin needs exact numbers for all recipients, they can create the message as a webpage, upload to Email Marketing File Manager, and include the link in both the HTML and Text Versions. Email Marketing will track the click-throughs for the link in both message formats. This will report on the recipients who clicked on the link, number of times they clicked, and date & time stamp of the last time they clicked.
Q:  I have been trying to log in to the Administration Center and appear to be locked out.  What happened?
A:  Three bad attempts to log in to the Administration Center will result in a two-hour lock of your account. This function is in place to comply with security mandates and cannot be modified.

Q:  How can I send an email message to everyone in my database?

A:  If you have a message which should be received by all records in your database, choose “Select All’ table in Simple Query tab, set to Yes.  If this option does not appear, it can be enabled by the SuperAdmin using Application Manager/Search Definitions.

Q:  What are “data tags”?

A:  Data tags identify the profile data for your member records and are useful for customizing messages in your email broadcasts.  For example, you can begin a message with “Dear Mary” by using the data tag for first name.  Most of the data in your database can be made available in data tags. Include data tags in your content by clicking on the “Work with data tags” button at the top of the Content page.

Q. Are my recipient lists ever deleted by Harris Connect?

A. Lists that are created using Standard or Advanced Query Builder are never deleted. Uploaded recipient lists, such as Upload ID and Upload Email Addresses are deleted when the list has been dormant (has not been utilized or sent in an email message) for a period of 6 months in the Email Marketing tool.

Q. Does Forward To A Friend only forward the Text version of the email message?

A. Yes. The email marketing system has no way of knowing whether the friend can receive HTML messages so only text is sent. If HTML was sent to a friend who could only receive Text, the raw HTML code would display.  If the recipient wishes to share the HTML version, then it is best to forward using their email client Forward feature.

Q. When creating a query to create a target list, do the transaction fields (for example: Has registered for a particular event) only pull records for members who were logged into the system to complete their event registration?

A. Yes, this is the only way the system can identify who opened the message. In the future (Q2 – 2011), administrator will be able to email form respondents directly from the form application. Once the admin clicks the Email Donors (Donations) or Email Attendees (Event Registration), they will be redirected to the Email Marketing tool > Create & Manage List tab. The newly created Form Respondent Email Address List will display at top of the existing lists.

Q. Why do I have formatting problems and strange characters when copying my content from MS Word or Outlook then pasting into the content box?

A. When content copied from Microsoft Word or Microsoft Outlook is pasted into the WYSIWYG editors, the content retains some proprietary MS Office tags which conflict with the email marketing editor. It is best to copy and paste from MS Word into NotePad or some simple text application, then copy from NotePad into the WYSIWYG. 

Q.  How long does the Open Rate and other links continue to track clicks? 

A. There is no time limitation on open-rate tracking or any other links included in an email except for the links to update or register. Those two links stop tracking after 72 hours.

Q. Why are the bounces from our Email broadcast being sent to the From address on the email? 
A. The recipient's email client (aol, gmail, comcast, etc.) decides who gets which message; the Email Marketing tool has no control of that. Email clients may handle it differently but in general, the from address receives the bounce backs, vacation messages, etc. to inform the sender of the problem and the reply-to address receives any replies to the email. 

Q. When I combine lists, what happens to their classifications?
A. Combining two or more lists of the same type does not change the list type. When any type of list is combined with an Email list the resulting type is Email List. Email Lists are subject to limits. 
Q What is the difference between Reject and Cancel in Email Marketing Send&Schedule?
A. A super admin can REJECT another lesser admin's scheduled email. CANCEL allows an admin to abort scheduling an email to deploy immediately or in the future.
  

Q. What are the character limits for First Name and Last Name in an Uploaded Email List?

A. Maximum characters for last_name is 40 and for first name is 50.

Q. We want to include some personalized data that we don’t store in our Harris Connect database in an upcoming email. How can we do that? 

A. That can be accompmlished by using an Upload ID target mailing list with data tags for the personalized data. The admin will need to create a tab delimited text file. The first line will include the data tag names for each field. All additional lines will include a Client ID as the first field, followed by the data for the tags.  Up to 30 fields can be included. Once the file is successfully uploaded using the Create & Manage Lists>Upload a recipient list, the system will recognize the new tags and provide access via the Work the Data Tags button. 

Q. Is there a limit on the number of conditional tags that can be used in the email content?

A. There is no limit. However, when using multiple conditional statements unnecessary white space will appear when one of the tags is not displayed because it does not apply to the recipient. This happens because the system adds a line break between the closing </if> tag and the next opening <if> tag. To fix the issue bump the closing </if> tag and the next opening <if> tag up one after the other using this example:  </#if><#if .vars["personalizedtags__client_id"] ? lower_case ? contains("ZZZ" ? lower_case)>
Q. In Standard Query Builder when creating my target mailing list I see that the Zip/Postal Code field allows multiple values. How many zipcodes can I insert?

A. The field will allow you to input 1000 characters, which is about 166 zip codes. If you need additional zip codes use Advanced Query with multiple lines for Address/Zip Postal Code.
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