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Prospects 

Customers 

Step 1: 
Great customer 

experience 

You 

Step 3: 
Content that engages 

and spreads 

Followers 

Friends 

Friends 

Followers 

Step 2: 
Connections that enable 

ongoing dialog 
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Forrester Research, Inc.  



Junk email 

Unsolicited and unwanted email 

Email from an unknown sender 

Dubious opt-out (if any) 

SPAM 



 

 



Filtering & Blocking  

 (Avg 81% delivered – CTCT 97%**) 

ESP 

Email Authenticated 

**Return Path verified 

Email 
Spam 

AOL 
MSN Yahoo 

Other ISP’s 
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60% of consumers say the 
"from" line most often 
determines whether they 
open an email or delete it.  

Source: DoubleClick 
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Matt Long 

Lynn.Mann@AOL.com 

Joe Hahn 

Nancy Feldman 



SPAM 

Example: Typical spam “From” and “Subject” lines 
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