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Social Commerce Email Integration
Bazaarvoice Best Practices
Introduction
One of the best ways to drive review volume and create value from community-generated content is to engage your users via reviews-related emails.  

This can be done in a variety of ways, ranging from post-purchase emails to automated top-rated-product merchandising upon cart abandonment.  Your Community Manager will provide best practices to help you prioritize the many options as well as provide advice on how to measure and maximize ROI.
Integration Options

There are two basic email integrations, highly recommended from day one for all clients:

· Post-purchase review solicitation: email users two weeks after purchase to solicit reviews.

· Post-review “thanks for leaving a review” emails: email users when their review submission has been approved.

Possibilities for advanced integrations include but are not limited to:

· Customized review rejection emails: for rejected reviews, send differentiated emails to users based upon the review rejection code assigned to their review.

· Top reviewer campaigns: email a special offer only to your top 500 reviewers.

· Customized cart abandonment top-rated product emails: offer users top-rated products in categories for which they have abandoned purchases

· Automated top-rated product campaigns: populate areas of a template with new reviews for a specific product or category of product.

Post-Purchase Emails: Step-By-Step 
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Dear Valued Customer,

Thank you for placing an order with us on 4/21/06. To help us improve, please take a moment to
rate the product(s) you purchased (this will only take a few minutes of your time).

Egyptian Cotton 800 Thread Count Solid Sateen Sheet Set
14.kt. Black Akoya Cultured Pearl Stud Earrings (6.0 mm)

Harry Potter and the Goblet of Fire-Deluxe (WS)

We appreciate your patronage.

Thank you, 77
Customer Care h LI
Overstock.com o

FOR YOUR RECENT PURCHASE





Post-purchase review solicitation, with individual ‘leave a review’ links per product.
To begin sending your users post-purchase review solicitation emails:

1. Create the review solicitation email template: work with your Bazaarvoice Community manager to create a template upon which this email will be based.  An example may be:

Subject: Review your recent purchases at (Co. Name) 

Dear [Customer Name], 

We hope you're enjoying your recent purchase at (Co. Name) on [Date]. 

To help other customers make better purchase decisions, please take a few moments to share your feedback on the following item(s):

<Product Image> <Product Name> <"LEAVE A REVIEW" or "Click here to Rate & Review this product" BUTTON*> 

Thank you again for shopping at (co. name) and for helping us improve the customer experience! 

Your friends at (co. name) 

* Powered by the Simple Submission URL  

2. Agree on timeframe: Bazaarvoice recommends sending review solicitations 2 weeks after a user has purchased from your site.

3. Formulate Simple Submission URL: a special link in the email allows users to ‘click here to write a review’ and go directly to review submission (as opposed to logging in on-site).  This URL is formed just as in the normal authentication flow link to the Review Submission Page.  For more details, see Bazaarvoice’s Ratings & Reviews Developer’s Manual under “How to Encode the User Authentication String” as well as our solution at http://www.bazaarvoice.com/support .

4. Establish feed to your email service provider (or internal email system) containing customized fields.  Using our example above, the feed you use to power the review solicitation emails would include:

· Customer name

· Purchase date

· Product photo / URL to product photo (for each product ordered)

· Product name (for each product ordered)

· Simple submission URL (for each product ordered)

5. Sit back and watch your review volume grow!  This is one of our most effective tactics to increase review volume.

Post-Review Thank-You Emails: Step-by-Step
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A basic post-review “thank you” email.
To send users who write a review a customized “thanks for your review” email after their review has been approved:

1. Create the “thanks for your review” email template.  An example:

Subject: Thanks For Your Review!

Dear [Customer Name],

We wanted to let you know that your review of [Product Name] has been approved and can now be viewed on (Co. Name).com .  

[Product Image]

[Click here to see your review], and please forward this message to your friends to share your work!

Thanks,

Your Friends at [Co. Name]  

2. Establish feed from Bazaarvoice: our standard feed is an XML file.  This file is incremental and delivered daily to the FTP location of your choosing.  

The following fields are originated with Bazaarvoice:

Review_ID: unique identifier per review

Rating: overall rating reviewer has provided

Review_Date: date and time review is submitted to Bazaarvoice

Review_Status: indicates whether review has been approved, rejected, or is still pending moderation 

Reviewer_ID: unique identifier per reviewer; this is equal to the external ID from your authentication system

Reviewer_name: name user has chosen when registering on your site

The following fields are based on the catalog feed you send to Bazaarvoice:

PID: unique identifier per product

Prod_name: product name 

Prod_URL: hyperlink to product

Prod_image: hyperlink to product image

An example record from the XML file is as follows:

<REVIEW>

  <REVIEWER_ID>89230184</REVIEWER_ID>

  <REVIEWER_NAME>Bob the Chronic Reviewer</REVIEWER_ID>

  <REVIEW_ID>905077</REVIEW_ID> 

  <RATING>5</RATING> 

  <REVIEW_DATE>August 15th, 2007</REVIEW_DATE> 

  <REVIEW_STATUS>APPROVED</REVIEW_STATUS> 

  <PID>05454236000</PID> 

  <PROD_NAME>Sample Product</PROD_NAME> 

<PROD_URL>http://www.store.com/product_category/productpage.html</PROD_URL> 

<PROD_IMAGE>http://store.com/images/05454236000.jpg&hei=100&wid=100&op_sharpen=1</PROD_IMAGE> 

</REVIEW>

(NOTE: please confirm with your community manager that these fields are available for your specific implementation and allow at least 2 weeks after your support request for us to begin generating and delivering this feed)

3. Map email address to Reviewer ID: to send the post-review email, it is necessary to match Reviewer IDs with user email addresses.  

a. If Bazaarvoice is sending approved review feed to your ESP, you should send and regularly update a table matching Reviewer IDs to user email addresses to your ESP.

b. If Bazaarvoice is sending feed to you, you should insert email addresses to Bazaarvoice feed before sending feed to your ESP.

4. Activate your post-review email campaign, and work with your ESP and/or analytics provider to track the impact.

Advanced Integrations
Advanced integrations typically require a custom feed from Bazaarvoice.  Please inquire directly with your Community Manager about the latest advanced options and any productized offerings with your specific ESP.
Support

For technical integration issues on basic email integrations, your request can be submitted through Bazaarvoice’s support portal.  On advanced integrations, Bazaarvoice is strategically committed to helping our clients use social commerce emails to create new value.  Please reach out to luke@bazaarvoice.com with any questions.
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