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Introduction

Thanks for downloading a copy of the SmartMail eCommerce Email Automation Playbook. We hope you receive a great deal of
value out of this guide. But even more importantly, we hope that this guide helps opens your mind up a little more into the world of

eCommerce email automation.

The content compiled on the following pages is a culmination of over 150 billion emails sent and a/b tested to identify the best
possible options for these campaigns. So everything laid out on the following pages are all based on best practices and what we've

seen to work the best.

The ultimate purpose of this playbook is to share a visual representation of exactly what we do for our clients and how all the

different campaigns work and interrelate with each other.

Before you continue, please read the following notes below so everything on the preceding pages makes sense and is understood

in context. Without some of this context, it's easy to get confused and not understand what is going on.
How The Campaign Flow Diagrams Work

Over the coming pages, we've laid out flow charts representing how each lifecycle campaign works based on best practices. The

charts work in the form of a decision tree where one thing leads to another either based on Yes or No decisions or time delays.
Most of the flows are pretty straight forward to follow, but it is important to note the following:

Time Delays: The time delays we've used on the following pages are based on best practices. Every company will always require
slight differences and nuances and these are elements we discuss once we start working with a new company. But the general

idea for this playbook is to paint a general visual representation.

Red Exit Box's: Every person in a flow ultimately ends up needing to exit the flow and be removed from the flow altogether. Exiting
means that no more emails will be sent to them. If they take a yes or no path that leads to an exit, it basically means that no email

will be sent to them.

Subject lines: The subject lines we've used are based on what we see to perform the best in regards to generating high open
rates. Different brands will have different ways of communicating the same message and in many occasions, we change the mes-

saging to fit a brands voice, but the subject lines we've used convey the theme and ideas in a general way.

Number of Emails Per Flow: Every company we work will have different levels of how aggressive they wish to be in following up
with customers. Some are happy to run three emails in a series and some only one. The amount of emails that are sent in each
flow are based on best practices and can be interchangeable and modified when we start customizing strategies for specific

companies.
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We I c 0 m e E m a i I Se ri es Customer signs up to newsletter

(via popup or website registration)

A welcome email is the first impression a company
makes with a new customer, blog subscriber, or No delay - Immediate

newsletter subscriber via email. Welcome emails can \

deliver videos, special offers, a sign-up form, or just
: : : : . Send: Email 1
a friendly hello to establish a relationship with a new Subject Line: Welcome Aboard!

contact.

Delay 3 Days

Example Template: \

Did customer make an
order in last 3 days?

S5 TR A
Yes No
WELCOME e \

Cel Ready to Change Your Drawers Exi
r 2 Xt

Send: Email 2
Subject Line: [COUPON)] Your 10%
off expires in two days..

T $5 OFF

Your First Drawer

use code: WELCOMES =~

Delay 2 Days

4

Did customer make an
Mot apalicable Eo Gift cards or sale jtems. nrder In Iast E dayr‘}

FREE ﬁ?’fﬁfﬁﬂ\aa
SHIPPING — NG\

SHOP HOW

On Orders Over $50 Exit

‘Fres Shipping applies to standard shippinag

an domestic orders anly

Send: Email 3
Subject Line: [10% OFF] Today's the
last day.

Delay 5 days

Did customer open any
email in past 10 days

—._-_r_______)_..-r—""_-f
f'*’"ﬂfﬁ_ﬁv&s /\RND
4 \x\

Exit \

Send: Email 4
Subject Line: [Last Shot] Get 15%
Off. Today Only.

Exit
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S ite Sea rC h Ca m pa i g n Customer types search phrase or

keyword into search box

The site search campaign is triggered after Delay 3 hours

someone uses the site search functionality on \
a site. They enter a specific keyword or phrase
they are searching for but never got any further Has customer received a browse

) ) ) ) . campaign in the last 7 days?
in their buyer journey. These emails contain

support style messaging asking the shopper if /\ND
Yes

' ?
they could find what they were looking for — \

Exit

Did customer make an
order in last 3hrs?

Yes /"//l\
M E N w E A R STORE | BLOG | SLPPRGRT // N D

Example Template:

Searching For Men's Shoes? Exit
HT o, Via naticed you wana racently saarching "o "kan's Shoas ' Coukd wons Tir Send: Email 1
whitat you weere loockong for? We updates cur ondine =toce daily so come back aod bakee 2 = . =
Ml e Subject Line: Searching for {keyword}?
CONTINUE SHOPPING
, Delay 1 Day
Top Selling Men's Shoes

L

$70
e

Did customer make an
order in last 1 day?

es—///
) \No

EMEAMERS

$70
Send: Email 2
Exit Subject Line: We have {keyword} and
more?
Delay 2 Days

Did customer make an
order in last 2 day?

"
_.'-_________..---"""'_'r—
Yes
No

9 \

Did customer open ANY
of the emails in this flow?

— N\
/ — ND\

Exit

Send: Email 3
Subject Line: Take another look...

Exit
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Category Browse
Campaign

The category browse campaigns focuses on
shoppers in the middle of the funnel who
browsed category pages and left the site
without clicking on any specific products from
that category. These campaigns are tailored

towards getting shoppers back to the

Customer browses category page
& left before viewing any products

Delay 2hrs

|

Has customer received a browse
campaign in the last 7 days?

/\ND
Yes

_

category they left off from and pushing them

Exit \

further down the funnel.

Example Template:

ACCESSORIES

sHoP
womENS

i

Did customer make an
order in last 2hrs?

“’ES’/\ND
_—

Exit

Send: Email 1
Subject Line: Shop {category _title}
NOW.

Delay 2 Day

Did customer make an
order in last 2 day?

es///
) \No

N

Send: Email 2
Exit Subject Line: View the latest
{category _title} selection.

Delay 1 Day

Did customer make an
order in last 1 day?

Ye Sﬁ-ff[\
/ No

Exit \

Did customer open either
of the previous 2 emails?

~1,res,/-"// .-“/\No
T S

Exit Send: Email 3
Subject Line: Did you see these
items?

Exit

Need Help With Your Email Marketing?
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Product Browse
Campaign

The Product Browse Campaign aims to target
shoppers who browsed a product page and left
the site before adding any items to their cart.

In many cases these campaigns, this series of
emails can outperform the cart abandonment

campaigns.

Example Template:

FRENCH CONNECTION

NEW ARRIVALS WOMAN MAMN SALE

Hi Jennifer,
Still Deciding?

You know you want to...
Take another look at the:

PINK BOMBER JACKET

BUY NOW

YOU MIGHT ALSO LIKE:

SmartMail W

Customer browses product page
& left before adding items to cart

Text

1
Delay 70min

|

Has customer received a browse
campaign in the last 7 days?

—_ Yes/\wo\

Exit

Did customer make an
order in last 70min?

i

Exit

Send: Email 1
Subject Line: A quick reminder...

Delay 2 Day

Did customer make an
order in last 2 day?

es/
) \No

N

Send: Email 2

maore...

Exit Subject Line: Shop {product_title} and

Delay 1 Day

Did customer make an
order in last 1 day?

Yesﬁ-f/\
/ No

Exit \

Did customer use coupon
code in past 90 days

YES"/\ \NG

//

Send: Email 3
Subject Line: Almost sold out -
{product_title}

Exit

Need Help With Your Email Marketing?

N

Send: Email 3
Subject Line: [ONLY FOR 24hrs] Your
Exclusive Discount...

Exit
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Cart Abandonment Customer adds items o cart
. - before completing their order
Series (Basic)

Delay 45min
Take action and follow up with \

customers who ditch their carts

Has customer received a browse

before completing their transactions. o
campaign in the last 7 days?

Giving that extra nudge can result in

upwards of a 10% boost in sales to /\No
Yes

your store. — \

Exit

Did customer make an
order in last 45min?

/YES///\NG
Peter. Ext
You left something behind.

Example Template:

Send: Email 1
Subject Line: Did you leave something
behind?

Delay 2 Day

We can only hold this item for 2 more days. Hurry back to complete your

order before they are sold out.

Did customer make an
order in last 2 day?

ves——— \_
_— ND\

Exit

Did customer use coupon
code in past 90 days

PN

Yes— T
/ — ND\
Send: Email 2 Send: Email 2
Subject Line: Don't let these items get Subject Line: [ONLY 48hrs] Your
away... exclusive discount is inside.
Delay 1 Day Delay 1 Day
Did customer make an Did customer make an
order in last 1 day? order in last 1 day?

/Ye s//’/\m\ /YES///\N D\

Send: Email 3 Send: Email 3
Subject Line: These items are almost Subject Line: [24hrs Left] Your
sold out exclusive discount is about to expire.
Exit Exit
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Cart Abandonment Customer ackisitems 1o cart
- before completing their order
Series (Advance)

Delay 45min
This flow takes Cart Abandonment to \
the next level by segmenting
users based on additional variables Has customer received a browse

campaign in the last 7 days?
like basket value or product content.

You might want to offer people who /\ND
Yes

have a basket value >$150 an — \

incentive as opposed to people who Exit

have a basket value <S150. Did customer make an
order in last 45min?

Example Template: /YES’//\ND

Exit

Send: Email 1
Subject Line: Did you leave something

peter behind?
You left something behind.

Delay 2 Day

Did customer make an
order in last 2 day?

We can only hold this item for 2 more days. Hurry back to complete your

order before they are sold out.
[ B YES

Exit

Did customer use coupon
code in past 90 days

%N

Yes— T
/ — ND\
Send: Email 2 Send: Email 2
Subject Line: Don't let these items get Subject Line: [ONLY 48hrs] Your
away... exclusive discount is inside.
Delay 1 Day Delay 1 Day
Did customer make an Did customer make an
order in last 1 day? order in last 1 day?

/Ye s//'//\m\ /YESJ//\N D\

Send: Email 3 Send: Email 3
Subject Line: These items are almost Subject Line: [24hrs Left] Your
sold out exclusive discount is about to expire.
Exit Exit
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First Purchase
Welcome Campaign

This campaign is aimed at
welcoming first time buyers to your
brand and encouraging them to
make another purchase. These
campaigns usually convert better
when you are able to offer some
incentive to get new customers to

buy again.

Example Template:

MENWEAR STORE | BLOG | SUPPORT

Michael,
Thanks For You First
Purchase!

Welcome to the Menswear family! We are really glad you decided to make
your first purchase. Below is a selection of cur latest styles we think you
might like. Plus, we've left you a special gift to help get you on your way.

SHOP OUR NEW ARRIVALS &
GET 25% YOUR NEXT ORDER

SmartMail W

Customer types search phrase or
keyword into search box

Delay 3 hours

|

Has customer received a browse
campaign in the last 7 days?

/\ND
Yes

_

Exit

Yes///\

_—

Exit

N

Did customer make an
order in last 3hrs?

No

Subject Line: Searching for {keyword}?

Send: Email 1

Delay 1 Day

Did customer make an

ord

er in last 1 day?

esr—’//
! \No

Exit

N

Send: Email 2
Subject Line: We have {keyword} and
more?

Delay 2 Days

Did customer make an

order

_—

Exit

— N\

_—

Exit

Need Help With Your Email Marketing?

in last 2 day?

"
_.'—_________..--—“'_j
Yes
No

\

Did customer open ANY
of the emails in this flow?

No

A

Send: Email 3
Subject Line: Take another look...

Exit

GET PROPOSAL
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Replenishment
Ca m pa i g n Customer bought product X

The Replenishment Campaign is Delay Y Days - ( Delay will depend on product lifecycle)
specifically focused on getting

customers to buy products that have

repeat purchase behavior. The idea Did customer buy X since

: : : their previous purchase?
IS to wait until you would expect

them to need a refill or top up and if //\
they didnt buy again, this campaign — Yes No
would be triggered. Exit \

Send: Email 1
Subject Line: Time to top up?

Example Template:

Delay 2 Day

= 4

PURPLE CELLAR WINE

Did customer make an
in last 2 ?
Time For a New Case? orderin last 2 day

No

Exit \

Send: Email 2
Subject Line: Time for more
{product _title}?

Delay 1 Day

/

-~

We hope you are enjoying the last case of Purple Angel you purchased. It /

Did customer make an
order in last 1 day?

\

Exit

Is customer order total
greater than or equal to 3

Yes//\"“ﬂam
// I

Send: Email 3 Send: Email 3
Subject Line: Running low on Subject Line: Top up now and get
{product_title}? 10% Off.
Exit Exit
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PrOdUCt CI'OSS Se" Customer bought product X

. BUT not product y
Campaign \
This campaigns helps identify the Delay 1 Day
items a customer just bought and
emails them a selection of additional
items that compliments their pur- Did customer buy Y since
chase. If you bought a pair of shoes their previous purchase?

but not socks, the emails might
cross promote socks or shoelaces to //\
go with your new shoes. — Yes No
Exit \

Example Template: Send: Email 1
Subject Line: Complete Your xxxx

Delay 2 Day

View other items also bought /

with your new outfit.

Did customer buy Y in

last 2 day?

ACCESSORIES TO COMPLETE YOUR NEW LOOK N
o

A ﬂ{? Exit \
& ?5 335(; Send: Email 2
fi |

) Subject Line: We Think You'll
Also Like xxxx

Delay 1 Day

//

_

4

Did customer buy Y in
last 1 day?
No_

VES”"”‘“;H’-/\-._____E
= BN

Send: Email 3
Subject Line: Complete Your
Look Now and Get 15% Off.

Exit
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Dormant Shopper
Ca m paig n Customer made an order

This campaign aims to target exist- Delay 120 days

Ing customers who made a purchase \

but haven't been back to the site or _ _
Did customer make an order in the

made another purchase in a given last 120 days?
time period. This campaign is very /
successful at re-activating existing Yes \N
o
customers and increase their overall / \
life time value that they spend with =xit
b d Send: Email 1
yourbrand. Subject Line: {first_name}, We |-
Miss You!
Example Template:
Delay 2 Day

: View in browser /

LOVEWEAR

Did customer make an

Tom, order in last 2 day?
WE MISS YOU!
It's been way to long.
Use Code TGF98Y52E For 15% Off Your Next Order Yes
/ No
Shop New Arrivals Exit
Send: Email 2

Subject Line: Get X% Off For 48hrs

Delay 1 Day

4

Did customer make an
order in last 1 day?

yes/\
~ N““‘\

Exit

Send: Email 3
Subject Line: [ONLY FOR 24hrs] Your
Exclusive Discount...

Yes’"f!f /\
/

/ Delay 60 days

Exit

Did customer make an
order in last 60 days?

Exit
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