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What is transactional mail? o Facilitate, complete or confirm a transaction, like an online 

purchase

o Provide warranty information, product recall information or 

safety or security information

o Provide notification of factual information

o Deliver a product, goods or service

o Billing, delinquent notices, changes in terms/conditions

o Lease notifications and rate change emails are the most 

commonly used in the transactional organization

o Opt-out is not required



TRANSACTIONAL EMAILS: FROM “NOT SO HOT” TO “SUPER"

What makes it commercial? 

o Recipients who have opted-in for 

promotional content from your brand 

and you have included a method for 

them to opt out

o Recipient did not initiate the interaction

o Promotes the sale of goods, services or 

organizational ideals. 
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What makes it commercial? 
o Announcements of a special offer or a catalog of 

products

o Coupons of discounts for goods and services

o An invitation to a webinar or event

o Announcements of new products, features, etc.

o Opt-out required



TRANSACTIONAL EMAILS: FROM “NOT SO HOT” TO “SUPER SEXY"

What makes it transactional? 

o Contains essential information 

o Sender is under a legal obligation to 

send it

o Sent in response to a user’s interaction 

with the company
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Best practices 

o Know your user agreement with your email or automation tool. It might not be illegal by the 

letter of the law, but not allowed under the user agreement.

o If you have questions, ask your legal team. Will it take longer? Yes. Will you regret it? No.

o Use a separate IP address for transactional. Use DMARC, DKIM, etc. to ensure these 

important messages get through. 

o Keep a separate unsubscribe/suppression list for transactional. 
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Best practices

o Subject lines: Keep them short (50 chars or less!) and include the key message

o It’s ok to use words like Important, Update, Urgent 

o Design for text only, desktop and mobile

o Personalization? Required. 

o Think about your “from” address and potential responses – are you cool with no-reply? 
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Can you do it?

o YES Slide in “helpful ideas” into regularly sent email.  

o NO Give a retention offer or discount.

o YES Include PII or loyalty program information

o NO Over-remind customers about loyalty programs,

software updates, new releases.  
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Is it Promotional or Transactional?
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Test: The black and red email

Open Click Orders

Control 13.72% 41.71% 1

Test 13.81% 36.87% 3

TestControl

Findings: Red and black CA email 

outperformed the black and white US 

control. Recommendation: Expand the 

red and black email test to larger 

population.
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Test: Redesign of control creative based on research findings

Orders Run Rate

Control 134 2.64%

Q1 average .6%

Test 152 2.50%

Q1 Average .7% 

TestControl
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Test: 50/50 split for keep equipment offers testing new creative 

TestControlOpen Click Orders RR

Control 30.07% 25.81% 27 10.33%

Test 37.04% 23.27% 40 12.54%

Early Findings: Show the test strongly out-performing the control.

Recommendation: In June, expand this test out to entire population.




