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HOW SPAM COMPLAINTS IMPACT YOUR
EMAIL REPUTATION

Spam complaints play a big role in your email reputation, deliverability rates, and overall success of
your email program.

NOTE: Ifyou're justwarmingup anew IP address, thenit’s quite commonto see anincrease in spam complaintsif you’'ve
been experiencing email deliverability problems with your previous provider. Chances are these subscribers haven’tbeen
receiving your emails for some time and may notremember having signed up for youremail program. This candelay your
warm up period if complaints are high enoughto cause ISP throttling or reputationissues. Tohelp with this, we do have
suggestions for maximizing yourwarm up.

Before we getstarted... ifyou areinthe “warmup” stage, thenit’s quite common to have higher complaints because often
subscribers hadn’tbeen getting your messages, so they’re hearing from you again and may notremember signing up for
youremail.

Solet’'stake adeeperlookatcomplaints...
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WHAT EXACTLY IS A SPAM COMPLAINT?
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HOW IS THE COMPLAINT
RATE CALCULATED?

While ISPs have ranges on what they deem an
acceptable rate, it ranges from .1% to .3%, with more

of them leaning towards the .1% or less.

NOTE: That'sNOT 1%.1t's0.1%. (That’s 100 complaints per
100,000 emails).

We have seenthatthelargerthelist, the lowerthe percentage that
the ISPs willacceptbeforeitimpacts your delivery. And withregard
tocomplaints, it’'s alsoimportantto keep in mind thatcomplaints
startcominginas soonasyou hitsendinyour email software, soif
youremail generates anumber of complaints right off the bat, you
may find thatthe rest of youremail messages are throttled due to the
highercomplaints.

Forexample, ifonly 1000 emails have gone outand you’ve already
had 5 complaints, you canrunintotrouble.

Tocalculate your complaintrate, simply divide the number of spam
complaints by the number of emails sent. However, perhaps more
important, to determine complaints by ISP, divide the number of
complaints by ISP by the totalnumber of messages sentto that ISP.

NOTE: Notall ISPs have aformal feedback loop/complaint
processing mechanism.
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HOW DO COMPLAINTS
IMPACT MY REPUTATION?

Whenasubscriber hits the spam button, thisis a negative
mark againstyour reputation. In additionto the straight
“numbers”, the ISPs appearto alsobe looking at spam
statistics asthey relate toengagement. Inotherwords, if you
sendto 100,000 people and only 1500 people open your
emailand 100 people clickthe spam button, the ISPs can see
thatyou have avery high percentage of those thatopened
yourmessage are clicking the spam button.

Thisisalsoverytellingaboutyourmessage content. It’s
agoodideato check your spam complaints againstyour
opensaswell. If 10% of the people that are opening your
emails clickonthe spambutton, thenyou’ve definitely gota
problemto deal with.

Whilethere are not published statistics on this, we have
seenadirectcorrelation between high spam complaints
per OPENS even IF the complaints are withinthe .1-.3%
acceptableratios.

Inotherwords, ifyou sendto alotof subscribers, have low
opens, but high complaints, your reputationisimpacted
more thanthose with the same number of sends and
complaints, butwith ahigheropenrate percentage.
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HOW CAN I REDUCE MY COMPLAINTS?

This is “relatively” easy! Here are 7 tips for reducing your complaints.

1.

3.

Sendonlytothose people who have optedintoyourlistand expectto hearfromyou.

Pay attentionto the campaignsthatgenerate the highestcomplaints and stay away fromtheminthe future.
Cleanyourlistregularly, purging subscribersthatare nolongeropeningyouremails. Atthe very least, dropthemdownto
alesserfrequency.

Send consistently. Thisisimportantbecause (a) subscribers are less likely to forget you if you’re staying in contact with
them, (b) complaint percentages increase when volume decreases (in other words, if you sentamessage 2 weeks ago,
people may stillbe hitting the spam button, butthere are no NEW messagesto offsetthe complaints.

Don’toverdoit. Setexpectations and stick to whatyou promised. Atthe very least, alwaysinclude amanage
subscriptions page too

Use a1 clickunsubscribe link with anchortext “Reportas Spam”and a manage subscriptions link forgeneral
unsubscribes orchoosing subscriptions. (NOTE: If you use this strategy, understand thatif you have subscribers on
multiple lists, they may get mad if you continue to send them messagesifthey thought they unsubscribed)

Make it EASY tounsubscribe. Don’tget creative here. Simply provide a way for people to get off of your listand honortheir
request. PERIOD.

Foroveradecade Heather Seitz used email marketing to build successful companies and had to solve the biggest barrier to
consistent profitability: deliverability. Today she isthe Co-Founderand CEO of Email Delivered.

Formoreinformation on how to protectyour reputation and email deliverability by preventing spam complaints as much as
possible, visit: http://www.emaildelivered.com/spam-complaints-impact-your-email-reputation/ Remember to sign up for
the FREE Email Delivered Pulse newsletter for articles, tips, and recommended resources for email marketers.
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REGISTER FOR EMAILDELIVERED UPDATES

The keytoemail marketing is staying Sign upforourweekly newsletter (and Don’tforgettofollow usonlineand
ontop ofthe trends, knowingwhat'’s occasional notifications) at http:/ tosignuponourwebsite fornews,
workingnow, andwhat’'scominginthe =~ www.EmailDelivered.comtodayand updates,tips, andhelpfulresources.
future. stay ontop ofthingslike:

www.facebook.com/

Eachweek, we provide email + ISPchanges & updatesthat EmailDelivered

marketing and deliverability reports, affectdeliverability and inbox

articles, whitepapers, andtraining placement... u www.twitter.com/

i . . . emaildelivered
videos. + Emailmarketing bestpractices...

www.plus.google.com/

+ Improvingyouremail ROIL... 8 +Emaildelivered

* Increasing subscriber (p www.pinterest.com/
engagement... emaildelivered

*  Andmuch, muchmore.. www.youtube.com/user/
EmailDelivered

www.linkedin.com/company/
email-delivered

B ©Copyright2014  EmailDelivered.com  Marketers Publishing Group, Inc. QE:MAIL DELIVERED


http://www.EmailDelivered.com
http://www.EmailDelivered.com
http://www.EmailDelivered.com
http://www.EmailDelivered.com
http://www.EmailDelivered.com
https://www.facebook.com/EmailDelivered 
www.facebook.com/EmailDelivered

www.facebook.com/EmailDelivered

https://twitter.com/emaildelivered 
www.twitter.com/
emaildelivered
www.twitter.com/
emaildelivered
https://plus.google.com/+Emaildelivered 
www.plus.google.com/
+Emaildelivered
www.plus.google.com/
+Emaildelivered
www.pinterest.com/emaildelivered
www.pinterest.com/emaildelivered
www.pinterest.com/emaildelivered
www.youtube.com/user/EmailDelivered
www.youtube.com/user/EmailDelivered
https://www.linkedin.com/company/email-delivered 
www.linkedin.com/company/email-delivered
www.linkedin.com/company/email-delivered

ABOUT

EMAILDELIVERED

EmailDeliveredis your “virtual” email
administrator, handling the technical
side of email marketing while still giving
business owners and marketerstotal
controlovertheiremail.

In additionto done foryou
managementservices,
EmailDelivered also provides
consulting, training, and email
campaigndesign.

Formore information onhow
EmailDelivered helps you take back
controloveryouremail marketing
(and notbe held hostage by youremail
provider) visitus online at http:/www.
EmailDelivered.comtoday.

THE AUTHOR

Heather Seitzis the co-founder, and
Marketing Director at EmailDelivered,
anemail deliverability management
and consultingcompany basedin
Austin, Texas. Theirsole focusison
getting youremails delivered!

Heatherhasworked withtop online
business owners and marketers
aroundthe worldto help solve delivery
problems andimprove the results from
theiremail programs.

OTHER WAYS TO GET THIS
INFORMATION

Available at http://www.

EmailDelivered.com/resources

ﬂ ©Copyright2014  EmailDelivered.com  Marketers Publishing Group, Inc.

<MAIL DELIVERED


http://www.EmailDelivered.com
http://www.EmailDelivered.com
http://www.EmailDelivered.com
http://www.EmailDelivered.com
http://www.EmailEelivered.com/resources
http://www.EmailEelivered.com/resources
http://www.EmailDelivered.com

