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G’day, I’m Jade!
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● Based in Melbourne, Australia

● Specialized in email marketing for over a 

decade

● Worked for global creative communities, 

non-for-profits and social enterprise 

sector 

● Mum, avid cook and sneaker collector 
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99designs is the global creative platform 
that makes it easy for designers and 

clients to work together to create designs 
they love



Over 90 design categories
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Everything from logos & 
websites, to wine labels 

& tattoos!

 

Two ways to work: 
1.  Start a design contest

OR  
2.  Hire a designer to 

collaborate one-on-one



Email marketing @ 99designs

Tour de France 
Themed Newsletter

Creative by Vladanland
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100 Years of 
Bauhaus Solus

Creative by Lera Balashova 

Cyber Monday 2018 
Sales Campaign

Creative by BEARHAND Design



This is a 
cautionary tale...



Background

Our Cyber Monday 2019 promotion was projected to be 

our largest customer growth campaign ever! 
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Segmentation & Personalization 

Multi-channel 

Internationalization



October Pre Sales Season Promotion

Background

● Get your marketing blitz ready for Black Friday

● Segmented on industry, job title & business 
type Eg: eCommerce, “Marketing Manager”, 
SMB etc

● $25USD off  business, advertising & web design 
contests

● Sent to 50K engaged En prospects 
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https://docs.google.com/file/d/1ez_XEFxn92OazlkOIjT8QhorVJjWqxmk/preview


Background
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All 2.5M subscribers would receive at least 1 email 
6M+ marketing emails projected to be sent throughout “Cyber Week”

Launch Reminder Extension (Optional)



Background

● Onsite sign-up ● Gated Download
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● Newsletter Opt-In 



Segmentation & Personalization

Background

6 customer lifecycle phases 
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Background
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Segmentation & Personalization

Phase 4 / Purchaser Phase 5 / Repeater Phase 6 / 3peater (HVC)



Background
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German 🥨
French 🥖
Dutch 🥞
Italian 🍕
Spanish 🍖
Portuguese 🍷

Internationalization 



Background
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Internationalization 

English 
collateral sent 

to in-house 
team

Approx 1 week 
to translate & 

localize 
content

Emails & 
landing pages 

manually 
collated

Translators 
run final 

checks on 
collateral

Dynamic lists 
created & send 

times optimized 
@ launch



Background
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Dynamic lists on locale & launch time optimization

Internationalization 



Background
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● 4 paid promo pushes:  
○ SEM promotion 

extensions
○ G-Mail ads
○ Facebook / Instagram 

campaign
○ Affiliate promotion

● Onsite promotional & 
notice bar 

Multichannel 



It was all systems 
go...
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Something was NQR

With about 2M emails sent, we realised something was up

Our marketing emails were no longer arriving in 
subscriber inboxes!
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What happened next

Contacted by our delivery provider & Spamhaus.

A Cyber Monday marketing email was delivered to a 
spam trap and we’d been blacklisted.

Our delivery provider disabled our account and our IP 
was blocked! 



Email marketing 
purgatory...
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How…

Did a spam trap email land on our list - when (to 
our knowledge) they’d been organically grown?  

Could we fix this 30% the way through our most 
commercially critical promotion of the year? 

Would we achieve the promised record results?
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How does a spam trap get on a list?

● Purchased lists - it’s never a good idea! 

● Intentional contamination - not everyone want you 
to thrive :( 

● Old / invalid email addresses - they can hurt your 
reputation beyond low engagement! 



Finding a 
resolution...



✓ Leaned on our providers 

Finding a resolution
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Source: spamhaus.org

✓ Sought guidance from Spamhaus 

✓ Sent permission pass to problematic segment 

✓ Accepted list size would significantly decrease 

✓ Remove subscribers who didn’t confirm opt in (COI)



Permission pass performance 

Finding a resolution
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8.5%
Unique Open Rate 

(89,816)

13%

Click/Open

Unsubscribe Rate
(7,284)

1.1%

Click Rate 

0.7%



But what happened to Cyber Monday?

Finding a resolution

- 30% of the emails had been delivered

- Email engagement & conversions were strong

- All triggered emails & automated workflows 
had come to a halt 

- Ten days post blacklisting, it was resolved 

- Triggered /workflows commenced sending 

- Rested the channel from blasts after being 
whitelisted to take stock on next steps 

- First customer newsletter sent early Jan to a 
small / engaged segment & Q1 planning 
begun 

26



Finding a resolution
And there was a silver lining!! 
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Finding a resolution
More awesome community accolades :)
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Six things we 
learnt..



1. Don’t defer your list hygiene 

Six things we learnt 
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1. Don’t defer your list hygiene 

○ Action bi-yearly list hygiene and delete disengaged subscribers
○ Remove soft bouncing email addresses
○ Analysis of low performing signup sources 
○ Consider double opt-in 

Six things we learnt 
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1. Don’t defer your list hygiene 

2. Audit subscribe forms & add reCAPTCHA 

Six things we learnt 
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1. Don’t defer your list hygiene 

2. Audit subscribe forms & add reCAPTCHA 

3. Champion list quality over quantity 

Six things we learnt 
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Oct Dec JanNov



1. Don’t defer your list hygiene 

2. Audit subscribe forms & add reCAPTCHA 

3. Champion list quality over quantity 

4. Don’t take it personally!

      😢

Six things we learnt 
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1. Don’t defer your list hygiene 

2. Audit subscribe forms & add reCAPTCHA 

3. Champion list quality over quantity 

4. Don’t take it personally!

5. Form a good relationship with your providers

Six things we learnt 
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1. Don’t defer your list hygiene 

2. Audit subscribe forms & add reCAPTCHA 

3. Champion list quality over quantity 

4. Don’t take it personally!

5. Form a good relationship with your providers

6. Trust in your subscriber community (and make them your priority) 

Six things we learnt 
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We still hit record 
customer growth 

despite the turmoil! 
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Thank You!

 @ItsmeJade | jade.kolber@99designs.com




