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1. Getting Started

1.1 Introduction

This document is a guide to using iContact for Salesforce CRM (hereafter referred to
as “iContact”). Email marketing with iContact for Salesforce allows you to create, send
and track relevant and targeted email marketing without the need to learn a new
application. If you know how to use Salesforce, you know how to use iContact for
Salesforce. For more information, please visit us on the AppExchange.

iContact for Salesforce was awarded the 2010 and 2011 Best Mass Email App in
Salesforce’s AppExchange.

Salesforce AppExchangel
Customer Choice Award

W Best Mass Email Application Y

A V.d

1.2 Requirements

To integrate with iContact, your Salesforce organization must be Professional Edition
(PE), Enterprise Edition (EE), or Unlimited Edition (UE) and have the Campaign
functionality enabled. iContact can send messages to Contacts and/or Leads. iContact
currently does not support full use with Person Accounts. As a user, you will need to be
given the proper permissions to utilize iContact for Salesforce.

For setup and configuration details, please see the iContact for Salesforce Installation
and Configuration Guide for your Salesforce edition or contact your System
Administrator.

1.3 Overview

For a general overview of iContact for Salesforce, we recommend to start by watching our
video tutorials. We also have weekly training webinars to give more experience with the
product.

1.4 Support
For any technical or setup questions that are not answered in this guide, please contact
iContact for Salesforce Support at:

Toll free: 1-866-331-3208
International: +1-919-957-6070

salesforce@icontact.com



2. Configuring your Application
iContact for Salesforce has included an easy way to configure its settings. Installed with
the package is an iContact Configuration tab where you can configure default settings.
Your System Administrator will set this information. Depending on the settings chosen by
your System Administrator, you may or may not be able to view this tab.

To access the iContact Configuration tab:

1. Click All tabs (+ or > on far right tab)

iContact Help n iContact Help »
——1 or

2. Click on ,(("\iContact Configuration

-

:((i iContact Configuration

iContact Configuration Edit

Enable Lite Version )

View Spam Score W

Disable Sharing Rules

2.1 Enable Lite Version
The default unchecked setting is “Normal” and is recommended for full use of all of
iContact’s features. Checking “Enable Lite Version” will prevent iContact from storing
contact and lead email statistics to conserve Salesforce storage space. This will also
disable some features such as Targeted Sending.

2.2 View Spam Score
Checking this box will display the Spam Check Scores of emails before they are sent.
The Spam Score is always displayed on the iContact Sent Message Detail page and
provides a numerical assessment of how likely a message is to be marked as

spam.

2.3 Disable Sharing Rules
The “Disable Sharing Rules” default setting of unchecked keeps your Salesforce
organization’s permission settings (org-wide, roles, and sharing rules) intact. When the
“Disable Sharing Rules” setting is checked, sharing settings that prevent an iContact for
Salesforce user from accessing an iContact Campaign for sending or updating will be
ignored. For more details regarding sharing rules please see your Salesforce System
Administrator or the iContact for Salesforce Installation and Configuration Guide.



2.4 iContact APl Connection
Also located on this page is the ‘iContact API Connection’ section. The information in this
section contains the authentication information that is required to connect iContact and
Salesforce. This information only needs to be edited once, by the System Administrator,
upon initial installation and setup of the iContact for Salesforce application. The
information is provided in the installation email and should only be changed unless
directed to by iContact Support.

v iContact APl Connection

APl Username  *****%xx
APl Password  ****ax
APl ApplD  CCd2f55Go61ygkToe3BAg5wY7hd6csPU
Endpoint URL  hitps://app.icontact.com/icp/
AccountID = 1224142

Client FolderID 21518

2.5 Salesforce API Connection
In this section, a System Administrator can enter their Salesforce username and
password to ensure that iContact and Salesforce are properly synced. This is
performed upon initial setup, but also needs to be done any time the System
Administrator’'s password is changed.

NOTE: To avoid needing to frequently re-sync iContact and Salesforce, one option
is to create a non-human user account with System Administrator permissions and
a password that never expires. That user’s credentials can then be entered to
authenticate the account. Please refer to your Installation and Configuration Guide
for more information on this step.

v Salesforce APl Connection
T ——

Set Your Salesforce Credentials

Username

admin@yourdomain. c

Password

Re-enter Password




3. Creating a Message

iContact for Salesforce allows you to leverage your existing Custom and HTML templates
and send them out to your contacts. If you aren’t familiar with the process of creating
templates in Salesforce, please see the video tutorials entitled “Create a Template Folder”,
“Create a Custom Template”, or “Create a Letterhead Template” at
http://www.icontact.com/salesforce or visit the Help & Training section within your
Salesforce org.

3.1 iContact MessageBuilder

If you don’t already create your own templates, we provide access to the iContact
MessageBuilder editor for all of our iContact for Salesforce clients. The MessageBuilder
editor allows you to select from hundreds of pre-designed templates and create great email
content without needing to know HTML.

If you are interested in getting started with MessageBuilder, you can quickly do so by
signing up for an iContact trial account at www.icontact.com.

We have video tutorials for how to use MessageBuilder here:
https://www.icontact.com/resources/email-marketing-tips.

3.2 Bringing Your Message into Salesforce

Once you have created a message in MessageBuilder, you will need to copy the source
HTML of the message into a custom Salesforce template before you will be able to send it
through iContact for Salesforce:

Create an Email Message

From address: % ‘iContact Testing <test@icontact.com> M Message name:
(2]
Email SUbjECtZ * News Message (Not displayed to your contacts)
I3 TEXT IMAGE BLOCK  SECTION

20px 3 agc |[seau | [\ rest SoURCE

(8

B — _ 1 EREKES
H G B L L

© rreviewporup

VIEW MESSAGE SOURCE @

idth="100%" bgcolor="#cae4f4" style="background-
color:#caedfd"><tbody><tr><td align="center” style="text-

‘ont-family: Trebuchet MS';font-size:12px;padding:

1. In the message editing toolbar, click the Message icon and then click Source to
bring up the HTML for your message. Copy the HTML.
2. Now, in Salesforce, go to the Setup menu:



((icontact Search. Search Tier3 v  Help & Training iContact Email Marketing v
My Profile
Campaigns Contacts Leads Reports Dashboards iContact Help Setup ler +
Tier3 Logout w

Friday February 1, 2013

3. Go to Personal Setup > Email

> My Templates

» My

System Overview

Personal Setup

£ Email

Personal Information

My Email Settings

My Templates

My Stay-in-Touch Settings
My Mass Emails

4. Click the New Template button and select ‘Custom (without using Letterhead)’

Step 1. Email Template: New Template

© Text

) Visualforce

Choose the type of email template you would like to create.

) HTML (using Letterhead)

@ Custom (without using Letterhead)

5. You will be prompted to select the template folder and name your template. Make sure
to click the ‘Available for Use’ checkbox or you won’t be able to select the template later.

Folder
Available For Use
Email Template Name

Template Unique
Name

Encoding

Description

Email Template Information

| iContact Templates v
I
| i

| General US & Western Europe (ISO-84




6. Paste your HTML code from MessageBuilder into the HTML body section.

Step 3. Create HTML version

Previe

HTML Email Content

Subject  |iContact Test

HTML Body  <pim)=<body=<table cellpadding="0" cellspacing="0" width="100%"
bgcolaor="#cae4f4" style="background-color#cae4f4"=<tbody=<tr=<id ‘—
align="center” style="text-align:left"=<table align="center” cellpadding="0
cellspacing="0" id="toplessageWrapper" style="width:600px;background-
color:#caedfd,color#7f7f7f,font-family: Trebuchet MS'font-size:12px;padding-
bottom:20px;padding-top:20px;margin:0 auto;” pgcolor="#cae4f4”
width="600"=<tpody=<tr=<td=

. NEQICMNER TEMPI ATE:- AhnvaRnard =<l  BAQIC TEMPI ATE-

>

m

7. Click Save.

8. You now have the option to create a plain text version of your message. This is for any
recipients who are unable to receive HTML emails. We recommend to click the ‘Copy text
from HTML version’ button as this will automatically copy the text from your message.
However, you do also have the option to customize your own text version.

3.3 Custom tab for iContact MessageBuilder

Salesforce also provides the ability to create a custom tab so that you can use the
iContact MessageBuilder from within Salesforce. You will still need to follow the steps
outlined in Section 3.2 in order to bring your template into Salesforce.

Leads Reports Dashboards iContact Help +

From address: % ’iContact <test@icontact.com> v ’ Message name:

\ 2)

Email subject: % ‘ News Message ’ (Not displayed to your contacts)

- I — " S TR | 80| o | s

ﬁ &[5l =] [ o JH 0 [ @ - e ] . 2] =
. ‘ 12px.“TrebuchetMS - M I E@ | @7 B I II

Company
logo

Month Year

If you are interested in installing this tab, please refer to your installation and configuration
guide or contact Support for more information.



4. Getting Ready to Send

**Before any send, best practices recommend that you send your message to
small set of internal users that includes you. This is in order to fully test that
a send works as expected, especially as some email clients will sometimes
render the message differently than expected.

4.1 Creating an iContact Campaign
Since iContact is tightly integrated with Salesforce, beginning your email marketing is as
simple as creating a Campaign in Salesforce. In Enterprise and Unlimited Editions,
iContact uses a new record type called iContact Email Campaign.

1. Create a new Campaign and, if prompted, select the “iContact Email Campaign”
record type to create an email marketing Campaign (if using Professional
Edition, you will not be prompted). You must have “Marketing User” permissions
in your Salesforce org to be able to create a new Campaign.

Campaign Edit

5 New Campaign

Campaign Edit Save | | Save & New | | Cancel

Campaign Information

Campaign Owner  Tier 3 Last Update Date
Campaign Name I Expected Response (%) 0.00
Campaign Record Type  iContact Email Campaign Num Sent 0
Active [
Type  Advertisement -

Status  plappned v

Start Date [2/13/2013]

End Date [2/13/2013]
Expected Revenue
Budgeted Cost
Actual Cost
Parent Campaign Q'_\J

iContact Sender Phone

Success Criteria

Open Rate Caution % 5.00 Bounce Rate Caution % 1.00
Open Rate Success % 10.00 Bounce Rate Warning % 3.00
Click Rate Caution % 1.00 Unsubscribe Rate Caution 0.10
2. Specify a name for your iContact Email Campaign
3. If you have the appropriate permissions in Salesforce, you will be able to adjust
your email marketing success criteria. These can also be adjusted later from the
Campaign page.
4. Mark the Campaign as active.
5. Click save

Once you create your new iContact Email Campaign, you’ll notice four new iContact
buttons: Update Statistics, iContact Send, Targeted Send and iContact Help. These
buttons, except for iContact Send, are also located on the iContact Sent Message

Nnanao



Update Statistics iContact Send | Targeted Send iContact Help

Update Statistics — This button will update different things related to your Campaign or
Sent Message, depending on which page you are on. From the Campaign page, the
Update Statistics button will update the statuses as well as statistics (opens, clicks,
bounces, unsubscribes) for all messages within your Campaign. From the Sent
Message Detail page, the Update Statistics button will be disabled until your message
has sent (indicated by a status of Released). When the message’s status changes to
Released, you may use the Update Statistics button to update the status and statistics
for this individual message. Important: On the Campaign level, you must refresh
your browser to see the updated data. Statistics will NOT update unless the
Update Statistics button has been clicked.

[Contact Send — This button begins the process of sending your message through
iContact for Salesforce. Before beginning this process, be sure that you have added all
Contacts and/or Leads to whom you would like to send to your Campaign, and you have
your email template prepared and saved within Salesforce.

Targeted Send — This button allows you to send an email to targeted recipients, based
on past action or inaction within this Campaign.You may send a targeted send from the
Campaign level, or from a specific Sent Message.

[Contact Help — Please use the iContact Help button for a quick overview and helpful
details for the particular page that you are on.

4.2 Creating Your List of Recipients
You must add members to your Campaign before you may begin the sending process.
If you do not have any Campaign members when you attempt to send your message, a
warning will display requesting that you add Campaign members. To create your list of
email recipients, you have several options to add contacts or leads to your iContact
Email Campaign. All of these options use standard Salesforce functionality. Please refer
to the video tutorial entitled “Create a Campaign & More” to see this process performed.

4.2.a. Add from Salesforce Report or View
You may add Contacts/Leads to your Campaign through other standard methods, such
as running a report or creating a list view, and then selecting Add to Campaign, and
following the prompts. Note that the report must be built on a Contact or Lead object or
the Add to Campaign button will not be visible.

Example:

s 1. Reports Dashboards iContactHelp <+
"‘/ East Coast Leads Hew Lead Change Status Change Owner| Addto Campaign
Create New View | Edit | Delete | Refresh A|lB|CID|E|F|G|H
[ Action Hame * Company StateProvince Emai Lead
f— Ceolid | Myl o0 CILEASTOUO0L O] Teed e solesl Lo bowm s s s A C5NG At + Pty e




4.2.b. Add via Search

1. From the Campaign, click Manage Members and choose Add Members —
Search

Manage Members ¥ | Advanced Setuy

Add Members - Search

Add Members - Import File
Edit Members - Search

Update & Add Members - Import File

2. Select to search for Leads or Contacts

3. Use Salesforce’s filter criteria to perform your search

4. Select the contacts or leads that you would like to add and click Add with Status,
choosing either Sent or Responded. Please note that for the purposes of the
iContact for Salesforce integration, it does not matter which status you choose.

Add with Status ¥

Sent

Responded

5. To search again and add more contacts or leads, click the Add Members tab
within the Add Members — Search option.

6. When finished, click Back to Campaign.

Campaign

Manage Members

[ « Back to Carrpaign: Test iContact Carmpaign I

¥

s You have successfully added 4 member(s).

You can add more members to this campaign using the 'Add Members' tab.

Add Members |Existing Members (4)

P Show Filters

4.2.c. Add via File Import
1. Click Manage Members and choose Add Members — Import File

Manage Members ¥  Advanced Setup
Add Members - Search

Add Members - Import File

Edit Members - Search

Update & Add Members - Import File

2. Follow the prompts by the Salesforce Import wizard to upload your .csv file.



4.3 Selecting Your Email Template

Campaign Name TO Template Test Campaign

Folder iContact for Salesforce Customer Success

Template i Thank You for Attending

Edit | Create

g This template's merge fields are supported.

1. To begin the email send process, click the iContact Send button on your Campaign
page.

a. Use the dropdown boxes to choose the appropriate folder and template. If your
email template contains any mail merge fields, iContact will check their validity
automatically. You will receive one of three messages:

i. “This template has no merge fields”
ii. “This template’s merge fields are supported”
iii. “Unsupported merge fields detected.
The unsupported fields have been highlighted in the preview
below.

For a list of supported merge fields, please see the list of iContact
merge fields.”

2. iContact for Salesforce includes options to Edit or Create an email template from
the Send iContact Message page. Clicking either of these buttons will take you to
your Email Communications area of your Setup menu. Edit or create your

template as needed, then return to your Campaign, click iContact Send, and
choose your folder and email template.

4.4 Specifying Your Sending Options
1. Select the appropriate From Option from the drop down menu.
2. To create a new from option, choose either New from the dropdown, or click the
create button. Your new From Option information will be saved upon sending. Do
not click Create again, as it will remove your information.

3. You may also edit existing From Option details. These changes will be saved
when you send your message and will appear the next time you choose a From
Option.

Currently, it is not possible to delete From Options.
Enter the name, email address, and physical address from which this message
will be sent. This information is required by US CAN-SPAM law as well as

iContact policy and will be automatically added to the footer of your emails. All
fields are required.

o



From Option | New... Create
From Name IExampIe Comparty, Inc.
From Email | news@example.com
Address

Street | 123 Street

City |city

State |sT

Zip [ERERE!

Country |US

4.5 Setting the Version
The system administrator sets the default version of iContact for Salesforce in your
Salesforce organization on the iContact Configuration page. If your org is set to Normal
version, the Version box on the iContact Send page will be checked by default, like
below. Normal version stores statistics on the Campaign member level and is
recommended for most users. Storing this data on the Campaign member level allows
you to use targeted sending options and view detailed reports.

Stare email statistics from this email to your contacts and leads

Sending your message with the box unchecked enables the Lite version. The Lite
version does not store information on the Campaign member level and may benefit
users with storage capacity concerns. Ultilizing the Lite option will prevent the use of
certain features such as Targeted Sending and detailed reporting. If you choose the
option that is not your default setting, you will receive the following warning message
before the message is sent. If you intended to change this setting, click | g
continue.

e ARt T LS GO A DY ST Ay VI F LRI DT CESCONTISayss i

6 Warning!

* You have changed the version of this message from "Normal” to “Lite". Doing so, will result in
iContact for Salesforce not storing email statistics on your contacts and leads. You will not be able
to do a Targeted Send from this message.

Press 'OK' if you are sure you wish to send this message, or 'Cancel to change this setting.

| OK | [ Cancel

4.6 Accept Terms and Conditions

Enter your initials where indicated. iContact requires that senders have explicit
permission from their recipients to send them marketing emails. Your user initials are
required as acknowledgement that you have permission to send to each of your
recipients. This policy ensures that iContact has a high deliverability rate and
successfully delivers as many of your emails as possible. Please review our complete
Anti-Spam Policy at http://www.icontact.com/terms/antispam, and feel free to contact
iContact for Salesforce Support with any questions.



I certify with my initials that all recipients granted their permission to be sent this email. (Initials Required)

|ab

4.7 Scheduling Your Email
iContact for Salesforce offers the powerful option of sending your message immediately,
or scheduling the message to be sent at a later date. To queue your message to send
immediately, leave the Send Immediately option selected. This means that your
message will be transferred from Salesforce to iContact as soon as you complete this
sending process. It will be queued in iContact for immediate release. This process may
take a few minutes, depending on several factors that include but are not limited to your
message itself, the number of recipients, etc. Always confirm successful release of
your message by checking that the status of the message is “Released”.

® gend Immediately O gend Later (specify dateftime below)

You can also select to send your message at a future date and time using the standard
Salesforce date/time picker. Click the Send Later radio button to view the date picker.
Click within the date field to make the Salesforce calendar appear. Navigate the
calendar to select the date that you would like your message to be queued for sending.
You can manually change the time in this field for the send. Clicking on the date to the
right of this field will reset the time to the date and time that you opened this page. The
date and time displayed here match the time zone from your Salesforce user settings.

O send Immediately & Send Later (specify dateftime below)

6/6/201010:40 AM ([3/30/2010 5:25 PM ]

l‘ < June Bd > (2010 B3
‘ Sun Mon Tue Wed Thu Fri Sat I
; A 1 2. 3 4 5
| & 7 B9 10 11 12

13 14 15 16 17 18 19
20 21 22 23 24 25 26
27 28 29 30 3
Today

‘iContact




4.8 Previewing Your Email
iContact for Salesforce provides an easy way to preview your text and HTML messages.
When you select your email template, the HTML preview for an HTML or Custom type
template, and the text preview are displayed at the bottom of the iContact Send page.

Subject: iContact Demo Template

‘iContact

Contact tor salesforcecrm )

Your trusted email marketing solution Retain.

[fname],

Welcome to our
iContact for Salesforce CRM Account!
Thanks for signing up for iContact for Salesforce CRM. Now you can utilize powerful email

marketing all from the comfort of Salesforce CRM. Here are just a few features you will find
available at your fingertips

o Allows you to reuse your own brand-compliant emails, all within Salesforce
® Supports 98-99% deliverability on all your messages

e Anility to segment campaign members based on email-actions such as message-
opens, clicks, email-forwarding and much more

Gives you access to email marketing statistics related to your campaign, messages,
and contacts

Includes pre-configured reports and gauges for your campaigns and messages

Nead additinnal heln navinatine iCantact for @alecfares? Visit nnr heln aide for more

Subject: iContact Demo Template

[fname],
Welcome to the iContact for Salesforce CRM Account!

Thanks for signing up for iContact for Salesforce CRM. Now you can utilize powerful email marketing all from the comfort of Salesforce CRM. Here are just a few features you will find available atyour
fingertips:

* Allows you to reuse your own brand-compliant emails, all within Salesforce

* Supports 98-99% deliverability on all your messages

* Ability to segment ign hased on email-actions such as pens, clicks, il ing and much more
* Gives you access to email marketing statistics related to your campaign, messages, and contacts

*Includes pre-configured reports and gauges for your campaigns and messages

Need additional help navigating iContact for Salesforce? Visit our help guide for more information or contact your Account Manager.
Sincerely,
iContact for Salesforce CRM Account Managers

Email Newsletters, Autoresponders, Surveys, & RSS Feeds!




4.9 Sending Your Email

o ) ) ) Send to Campaign Members
When satisfied with all settings, click at the top or the

bottom of the page.

If you have Spam Check Score turned on, you will see your message’s spam score with any
available information about the score. You may then choose to continue with the send or
cancel to edit your template.

If your spam score is higher than 5.0, whether you have Spam Check Score turned on or not,
your message will not be allowed to send through iContact. You'll be prompted to edit your
template to lower the spam score.

Spam Check Score Continue  Cancel

o Spam Check Score: 0.0
e 0.0-HTML_MESSAGE -BODY: HTML included in message

Click the Continue hutton if youwish to send your message.

5. Viewing the Results
There are several ways to view the results of your sent messages. Before viewing any
statistics, make sure that your information has been updated.

5.1 Using the Update Statistics Button

In order to view up-to-date statistics, click the button on the Sent
Message Detail page or the Campaign page. Statistics do not update automatically so this
button must always be clicked in order to view statistics.

Update Statistics

Important: For your convenience, both the Campaign page and the Sent Message pages
include a field called Last Update Date. This field displays the last time that this information
Update Statistics

was updated. After clicking the button on the Campaign page, you will need
to refresh your browser to view the updated statistics. The pop-up Campaign Update window
may be closed while it is working and you may reopen it at any time during the process.

The next few sections review different ways to view and report on the results of your
message.



5.2. Campaign Level Reporting
The reporting shown on the iContact Email Campaign page is aggregate reporting
across all released messages in your Campaign.

5.2.a. Campaign Impact
The aggregate results of your Campaign’s messages are displayed in numerical form in
the Campaign Impact section.

¥ Campaign Impact
Average OpenRate 52 47% Average BoumceRate  0.40%
Average Click Rate  11.20% Average Unsubscribe Rate 3.85%

5.2.b. Campaign Charts and Success Criteria

The Campaign Impact figures are translated into visual form in the Charts section. The
Success Criteria allows you to customize the ranges on the gauge charts for optimal viewing
of the Campaign and message level data for your particular needs.

¥ Charts
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Chants dispiay averages fiom the 2 messages in the "Released" status.
¥ Success Criteria
Open Rate Caution % 5.00% Bounc e Rate Caution % 1.00%
OpenRate Success %  10.00% Bounce RateWarning % 3.00%
Click Rate Caution % 1.00% Unsubscribe Rate Caution%  0.10%
Chick Rate Success %  8.00% Unsubscribe Rate Warning % 1.00%

iContact has provided default ranges for the open, click, bounce, and unsubscribe rates
based on general email marketing averages. Acceptable ranges for these numbers can vary
for many reasons, including as industry, the Campaign, the recipients, the

message, and more. The provided values are general guidelines to help you get started. The
default values iContact provides are as follows:

* Open Rate Caution %, where chart goes from red to yellow, 5%

* Open Rate Success %, where chart goes from yellow to green, 10%

* Click Rate Caution %, where chart goes from red to yellow, 1%

* Click Rate Success %, where chart goes from yellow to green, 8%

* Bounce Rate Caution %, where chart goes from green to yellow, 1%

* Bounce Rate Warning %, where chart goes from yellow to red, 3%

* Unsubscribe Rate Caution %, where chart goes from green to yellow, 1%
* Unsubscribe Rate Warning %, where chart goes from yellow to red, 3%



With the appropriate Salesforce permissions, you can edit the success criteria for an entire
Campaign when creating the Campaign or by editing the Campaign at any time. You may
also edit the success criteria fields on the individual iContact Sent Message.

5.2.c. Campaign Sent Messages
You can see how each of your messages within the Campaign has performed by viewing the
iContact Sent Messages section on the iContact Email Campaign page. This section shows
Unique Opens, Total Opens, Unique Clicks, Total Clicks, Bounces, Delivered, Unsubscribes,
and whether or not the message was a Targeted Send. These fields shown can be edited on
the Campaign page layout.

To get more detailed message-specific reporting, click on the subject line of a
message.

5.3. Message Level Reporting
The reporting shown on the iContact Sent Message Detail page is data collected
from that particular message only.

v Message Properties

Status Released Scheduled Time 33W20106:54 PM
Canpaign  Sales Demo Campaign Released Time  3/3020106:56 PM
Email Tenplate  (This Month's Newsletter Template Last UpdateDate  3/31/201010:31 A M
Message Subject  Get More From Your Account! Maonthly Tips Version  Normal
Inside

Your message status will automatically update in near real-time with no user
interaction required. Once your message status is Released you can update the
statistics at any time by clicking the Update Statistics button. The following describes
the possible states for your message:

* Scheduled — This message is scheduled to be sent, but has not begun the
sending process. Messages in this state can usually be cancelled by clicking
the Cancel Send button. Deleting the message from Salesforce will NOT
cancel an active send.

* In Progress — This message is in the sending process. It will be sent
shortly. This message can no longer be cancelled.

* Released — This message has completed sending and message statistics can
be updated.

* Cancelled — This message was successfully cancelled by the user by
clicking the Cancel Send button. The message will not be sent.

* Error — This message experienced an error. The state will be followed by
additional details and an error message. See Troubleshooting Section for
more information



5.3.a. iContact Sent Message Detail
Once you have sent your message, the iContact Sent Message page will be shown.
You'll notice the following buttons.

Update Statistics |View Message Body Targeted Send Cancel Send |iContact Help

Update Statistics — Once the message status is Released the Update Statistics
button will be enabled. You can use this button to update your message statistics.
Please be sure to always update before using Targeted Send or Reporting.

View Message Body — This button allows you to view the message body at any time.

Targeted Send — This button allows you to send an email to targeted recipients,
based on past action or inaction within this message.

Cancel Send — This button allows you to cancel a scheduled message. If the
message is currently sending or has already been sent, the button will be disabled.
Again, note that deleting a send in Salesforce simply removes it from view, it does
NOT cancel the send once already scheduled.

iContact Help — Please use the iContact Help button for a quick overview and
helpful details for the particular page that you are on.

The Message Properties section of the iContact Sent Messages page informs you of the
overall status of the message, including the times that the message was scheduled and
released, the last update date, status, version, template, etc.

5.3.b. Message Statistics

v Message Statistics

D elivered 26 Forwards ]
Released 26 Bounces ()
Unique Opens 18 Unsubscribes 2
Total Opens 38 Complaints 0

Unique Clicks

TotalClicks

The Message Statistics section displays the core results from your message sent. This
information is also translated into the gauges below the Charts on this page and contributes
to the calculation of the Message Impact; see Section 7.5.



The following is a guide to the meaning of each term found in the Message Statistics:
Released The number of messages that iContact attempted to send.

Delivered The number of emails that successfully sent. NOTE: Some contacts may
have a status in iContact where messages can’t be delivered to them,
such as Unsubscribed, Do Not Contact, Bounced or Invitable. If this is
the case, they may still appear as members of the campaign but will not
appear in the Delivered category once the message is sent.

Unique Opens  This reports the number of recipients that opened your message.

Total Opens This reports the total number of times that all recipients have opened your
message. For instance, if 5 people open the message once and one more
person opens the message 5 times, the total opens would be 10.

Unique Clicks  This reports the number of recipients that clicked on your message.
6. Troubleshooting

6.1 iContact Sent Message Errors

There are 5 Error states that iContact for Salesforce may display. These are listed below
followed by an example image of the error displayed.

1. Error - Field Permission

dPRError:
Field accessihility is not properly assigned for one or more of the fields required by iContact for Salesforce. Please refer to the installation and configuration
guide to validate accessibility of all necessary fields within your security controls. For additional assistance, please contact iContact for Salesforce Support —
salesforce@icontact.com or 866-331-3208

iContact Sent Message Detail Delete Update Statistics | View Message Body Targeted Send Cancel Send iContact Help

¥ Message Properties
Status  Error - Field Permission Scheduled Time 1/18/2011 6:04 PM

a. Please refer to the Installation and Configuration Guide to validate
the accessibility of all necessary fields. For Enterprise and
Unlimited Editions, this information can be found on pages 7-10 of
your guide. For Professional Edition, this information can be found
on pages 14-16 and 20-22. Be sure to follow the directions fully for
both Contact and Lead objects even if you only use one of the two
in your org as both are required for the iContact for Salesforce
integration to operate.



2. Error — No Recipients

@'l Error
B There are no valid recipients in the campaign. Please ensure that at least one member of this campaign has an email address and has not
opted out. For additional assistance, please contact iContact for Salesforce Support — salesforce@icontact.com or 866-331-3208.

iContact Sent Message Detail Delete | Update | View Message Body Targeted Send || Cancel Send || iContact Help

¥ Message Properties
Status  Error - No Recipients Scheduled Time  8/16/2010 10:50 AM
a. Please review the members of your campaign to ensure there is at least one
member who has an email address and Email Opt Out unchecked on their contact
profile.

3. Error —Invalid Credentials

@y Error
B The iContact credentials are invalid or the password has expired. Please refer to your installation guide to validate your iContact
Configuration settings, and resubmit your Salesforce AP| username and password. For additional assistance, please contact iContact for
Salesforce Support — salesforce@icontact.com or 866-331-3208.

iContact Sent Message Detail Delete | Update | View Message Body | Targeted Send | Cancel Send || iContact Help

¥ Message Properties
Status  Error - Invalid Credentials Scheduled Time  8/16/2010 10:50 AM

a. Please refer to Section 2.5 for directions on how to resubmit your
Salesforce API credentials.

4. Error — Untrusted IP

@'l Error
i The IP range for iContact is not trusted in this Salesforce organization. Please refer to the installation guide to validate the list of required
IP Addresses for your Security Controls. For additional assistance, please contact iContact for Salesforce Support —
salesforce@icontact.com or 866-331-3208.

iContact Sent Message Detail Delete | Update | View Message Body | Targeted Send | Cancel Send || iContact Help

¥ Message Properties
Status  Error - Untrusted IP Scheduled Time  8/16/2010 10:50 AM
a. Please validate the trusted IP ranges set within your Setup
menu. This information is located on page 7 of your installation and
configuration guide.

5. Error — Unknown Error

Error
An unknown error has occured sending this message. For additional assistance, please contact iContact for Salesforce Support -

salesforce@icontact.com or 866-331-3208.

iContact Sent Message Detail Delete | Update | View Message Body | Targeted Send | Cancel Send || iContact Help

¥ Message Properties
Status  Error Scheduled Time  8/16/2010 10:50 AM
a. Please begin by resubmitting your Salesforce API credentials on the iContact
Configuration tab (see section 2.5), then try to send again. Should these steps not
resolve the issue, please contact iContact Support for further assistance.



6. Error — Attempt to de-reference a null object
Attempt to de-reference a null object

An unexpected error has occurred. Your solution provider has been notified. (iContactforSF)

a. Please begin by resubmitting your Salesforce API credentials on the iContact Configuration
tab (see section 2.5).

b. Check the HTML version of your code for any links containing ‘click.icptrack.com.” This
indicates links that were copied and pasted from and old email and will result in this error.
These are redirected links which need to be replaced by the direct link to the URL. For any
questions about this, please contact iContact Support.

7. Error — Unable to validate merge fields

1, Unfortunately, we encountered a problem when attempting to validate the merge fields for this template.
Retry Merge Feld Validation | Ifthis issue persists, please contact salesforce@icontact.com or call (866) 331-3208.

a. This error also indicates that Salesforce and iContact are not connected. To resolve this,
resubmit your Salesforce API credentials (see section 2.5).

7.FAQ

1. What merge fields are supported in iContact for Salesforce?

Although we can support most Salesforce merge fields, there are some limitations that prevent
us from being able to support all. For information on which merge fields are and are not
supported, please refer to: http://salesforce.icontact.com/email_merge_fields.

We support most Salesforce custom fields, with the exceptions of the following categories:

* Date

* Text formula

* Long text area (32,000 characters)
* Rich text (32,000 characters)

* Lookup

*  Multi-picklist

2. How do | cancel a message?

Salesforce gives the option to delete a message. However, this does NOT cancel a send that
has already been scheduled. To fully cancel a message, you MUST click the “Cancel Send”
button for your iContact Sent Message.

The reason for this is that this Delete button is a Salesforce feature that simply removes the
message from the campaign.



3. I have reached my data storage limit in Salesforce. What should | do?

Although most clients will never reach their data storage limit, some frequent senders do find
that the iContact Message Statistics take up a large amount of their data. One solution to this is
to employ the ‘Lite Version’ of sends as this will no longer store statistics at the campaign and
lead levels.

It is also possible to delete old statistic records using a Salesforce tool called the Data Loader.
4. Why aren’t statistics updating for my message?

Statistics will NOT automatically update for a message or campaign. You must click the ‘Update
Statistics’ button on either the message or campaign levels before statistics will update.

5. | sent a message but the status hasn’t changed.

On rare occasions, a message may send but the status of the message will not change to
Released. In these cases, you can actually manually change the status of the message to
Released. This can be done by clicking the ‘Edit’ link next to the name of your message in the
iContact Sent Messages section of your campaign.

6. My message did not release to all members of my campaign. Why is there a
discrepancy between the two numbers?

iContact will send to all contacts that are subscribed to your list that are subscribed and have an
email address. Here are four scenarios where we will not be able to send:

a. No email address listed in the profile of the campaign member

Salesforce will allow you to add members to your campaign even if they don’t have an email
address stored in their profile. Obviously, if no email address is stored, iContact won’t be able to
send an email to that person.

b. Campaign member is a duplicate

If there is more than one member of your campaign with the same email address, iContact will
only be able to send to that email address once.

c. Campaign member has unsubscribed

If the person has unsubscribed from a previous iContact email, they will no longer be sent any
messages unless they choose to resubscribe. Salesforce will update the Email Opt Out box in
their profile to reflect that they have unsubscribed, but they will not be automatically removed
from the campaign. Note that if you haven’t recently updated statistics, it is possible this box
may not be checked. However, if they have unsubscribed

d. Campaign member is in the ‘Bounced’ status in iContact

In addition to tracking bounces, iContact also designates a special ‘Bounced’ status for
contacts. Contacts will enter this status based on a ‘hard,” or permanent bounce (such as an
invalid email address) or after five ‘soft,” or temporary bounces. This status does not have an
equivalent status in Salesforce, so the only way to determine which contacts are in this status is
to log directly into your integrated iContact account.



7. The ‘Add to Campaign’ button is not visible on my report when trying to add
members.

Salesforce only displays this button on the following report types: Account and Contact,
Opportunities and Roles, Cases and Roles, and Lead reports. If a custom object such as
iContact Message Statistics or iContact Sent Messages is being used, Salesforce will not be
able to automatically add the report members to the campaign. The workaround is to export the
report and upload to the campaign via the Manage Members feature (see section 4.2) or to
create a custom report type.

8. ldon’t have the option to create a new campaign.

This is an indication that you may not have the correct permissions in Salesforce to create
campaigns. You must have the ‘Marketing User’ box checked in your user profile in order to be
able to create campaigns. You must also have ‘Create’ permissions assigned to your profile for
the Campaign object.



