
Thinking of purchasing a list of email 
addresses? It might seem easy, but it will 
make things harder down the road. Follow 
these best practices to build your email 
list and put your program in a position for 
success now and in the future.
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Build or buy?
Email marketing’s track record as a high-ROI online marketing tool makes 
it tempting for marketers to purchase mailing lists to extend their success. 
Unfortunately, there’s often a big difference in results between in-house 
and outside lists. 

The damage to your reputation as a sender—in the form of SPAM 
complaints—can have long-term consequences and impact the 
deliverability of future messages. When that happens, even people 
who specifically asked to receive your messages may wonder why 
your emails are ending up in the Junk folder.

The best way to ensure optimal ROI and to protect yourself from SPAM 
complaints, is to build and maintain your own email list.

List building takes teamwork.
Many organizations use a variety of tools to help manage the 
relationship they have with their customers, and to insure that 
information is being shared throughout the organization. Make sure 
that the email address field is on the initial data entry screen, and that 
the individuals collecting this information from customers are actively 
encouraged—perhaps even incentivized—to ask callers for their email 
address and permission for the company to send email to them in 
the future.

Customer Forms
Most companies have a wide variety of forms that customers fill out in 
order to do business or conduct a transaction. Add an entry field for email 
in a prominent position on these forms, along with a checkbox to opt-in 
to company email communications. You can collect a large number of 
new email addresses this way.
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Actively encourage customer-facing 
members of your organization to ask for 
email addresses and permission to mail.

Point of Sale
If you’re in a retail environment and use a 
point of sale system with a keyboard, your 
vendors may have already incorporated an 
email field into their system. If not, it may 
be easy for them to add the field. Strongly 
encourage staff, or incentivize them, to actively 
request and capture this information. Many 
customers have good results when they offer 
employees a monthly reward of a $25 gift 
certificate for the employee who gathers the 
most names.

Website
If you have good web traffic, your website is 
one of your best sources of email addresses. 
Add an email capture field on your front page, 
but don’t request any additional information. 
Your email capture rate will increase 30-40% 
compared to asking a customer to fill out a 
lengthy form. If you want to collect additional 
data after the email address is entered, you 
can take that user to a second page, or follow- 
up with them in the future to obtain the 
additional data.

Sales People
Many sales people have already captured 
customer email addresses, and even if they 
are not in the contact management or CRM 
system, they maintain them on either a 
personal database, their email list, or even 
a handheld device. Strongly encourage 
sales people who have built such a list to 
add them to the database with the 
customer’s permission.

List Maintenance
A clean mailing list is more cost-effective and 
efficient. It affects your professional image 
and the delivery of future emails. Keep track 
of email addresses that can’t be delivered 
(hard bounce), those that generate automated 
responses (soft bounce) and those whose 
recipients never open your emails. Remove or 
suppress them from your list. They skew your 
response metrics and add incremental cost 
to your programs.

Counter Forms
Customers waiting at a sales or order counter 
will readily add email addresses to a form if 
it’s provided. Consider creating a standardized 
email capture form. Have a local print shop 
produce them in pads as opposed to loose 
sheets (as they are less likely to be misplaced 
or taken away as a piece of scratch paper, plus 
they are highly visible).

Visit us on the web or ask your local Xerox provider about our comprehensive 
line of printers and multifunction printers. xerox.com/office
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Your website is one of the best sources of email acquisition.
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