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CASL Compliance Programs & Services for SMBs

It’s packed with useful and tested methods to help you improve your email 

marketing all the while remaining CASL compliant. The sooner you put 

these practices into action, the sooner you’ll start seeing results. Here is my 

prime advice to you and this eGuide’s most important take away: FOCUS ON 

QUALITY, NOT QUANTITY. I hope you enjoy reading this Guide as much as I 

did preparing it for you.

Rebecca Coggan

Senior Email Marketing Advisor

Certimail

Thank you for taking the time to download and read 
this eGuide.
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Introduction

The biggest problem that businesses

face nowadays regarding email

marketing is not marketing automation,

or segmentation, or list management, or

even just sending the actual email; it's

how we as business professionals

communicate and write our emails to our

customers, clients, subscribers, and

readers.

With the implementation of Canada’s

Anti-Spam Legislation (CASL)1 and fines

ranging between $1,000,000 and

$10,000,000, we as professionals have

to be more careful than ever before

about how and what we communicate

through email.

Statistically, more email is being sent

than ever before across a variety of

industries, and it is still by far the

preferred way to receive updates

from brands. People continue to check

their email obsessively and agree that

content is more and more relevant to

them.

Marketers want to continue using this

top performing tool with its organic reach

of 79% compared to that of 6% (at best)

on social media.

SMBs love email too; 80% of them use it

for customer acquisition and loyalty.

Why? Because email marketing is the

best digital marketing channel for return

on investment, according to the Data &

Marketing Association’s 2017 study2.

The study also found that email

marketing was the top profit generator.

No matter what though, your customers

and clients want to be communicated to

in a way that makes them feel like they

are the only one in the world that

matters to you. They want you to spend

time thinking about how and

what you communicate to himor her.

Email is about relationships because

after all, an email is ultimately a

message from one human being to

another.

1 http://fightspam.gc.ca/eic/site/030.nsf/eng/home
2 https://thedma.org/marketing-insights/response-rate-report/



These relationships are some of the

most critical assets in any business.

They are crucial in driving and

sustaining growth, yet rarely are

relationships considered when crafting

marketing or business emails.

The aspect of “relationships” is vital. The

more caring and thought you put into

your email relationships, the better your

email marketing programs will be.

Unfortunately, because education has

been so poor regarding CASL and it’s

many rules and regulations, many

businesses have stopped email

marketing altogether. This is a huge

error. CASL is based on best practices,

so if you follow email marketing best

practices, you’re off to a good start.

In this eGuide, we’re offering you

10 crucial tips to help you

optimise your email marketing to

build those relationships all the

while respecting CASL.

And… If you apply the advice offered in

this eGuide, you can expect to see

immediate benefits that translate into

incremental business gains.
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Email is about 

relationships 

because after all, 

an email is 

ultimately a 

message from 

one human being 

to another. 
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Email Marketing Optimisation and CASL 
Compliance – 10 Crucial Tips

One of the primary requirements of
CASL is to have CONSENT. The law

requires you to have either EXPRESS or
IMPLIED consent. Each has its
conditions and limitations. And records
of consent for each contact are required.

But CONSENT is really about how you

start off your relationship with that

person.

Like all relationships, people want
honesty and transparency. They don't
want to be deceived.

START YOUR RELATIONSHIPS OFF

WITHTHERIGHT EXPECTATIONS

Tip #1: Properly word your sign-up

forms

When it comes to EXPRESS consent,
your sign-up forms are where people
take that first step to engage in a
relationship with you. It’s also where the

expectations of the relationship are set.
If you indicated in your sign up form, that
people will be receiving email
"newsletters," you're limited to that. If
you send them anything else or through
a different medium, it might not be well
perceived by the other person.

An example of a good and bad ”newsletter” sign-up form.



If you send your audience exactly what
you say you will, then the expectations

are met and usually appreciated. The
IMMEDIATE BENEFIT you will see is

higher open rates with new

subscribers.

DON’T ASSUME PEOPLE WANT TO

ENGAGEWITHYOU

Tip #2: Ask for permission before

assuming you have implied consent

For implied consent, there are strict

conditions and an expiration date. But if
you think of implied consent like a
relationship, where it’s you who’s taking
that first step to engage in a relationship,
you can’t assume that the other

person necessarily wants to be in a

relationship with you. By being
respectful, and asking the other person if

you can add them to your
communications, it’s usually most
welcome.

And not only is it welcomed, but the
IMMEDIATE BENEFIT is that these

individuals will open and read your

emails instead of promptly

unsubscribing (or worse filing a
complaint at fightspam.gc.ca) because

they feel duped and taken advantage of.

Now some of you may think that this is
too much work for businesses that are
larger and more automated in their sales
and marketing activities. But many sales
deals are closed through a human-to-
human meeting. And as savvy sales
professionals know, the more personal
and human they are in their dealings,

the more deals they close.

BE CLEAR ABOUT WHO IS ON THE

OTHERSIDEOF THERELATIONSHIP

Tip #3: Craft that sender’s name

appropriately

Another essential requirement of CASL
is that each message must include the
information necessary to identify and
contact the sender. This consists of the

sender's email address, name, title,
business name, telephone number, civic
mailing address and website URL. N.B.:
This information must be present and
visible in all commercial electronic
messages including individual emails,
newsletters, text messages, etc.
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But let’s look at this like we would a
relationship… you want to have a

successful relationship and
communication is number one in
relationships. You want to show that you
are available to the other person, so
don’t hide or downplay how we can
reach you. And especially, do not ever
use a “DO_NOT_REPLY” email

address. It’s hard to believe that in this

day and age, businesses still do this.

Additionally, when we receive email, the
very first thing we look at in our inbox

is the sender name. We do it
unconsciously and automatically, and
based on the sender information, we

unconsciously decide whether or not

we want to continue exploring that

email. Remember, email is about
relationships and people like human-to-
human exchanges.

The IMMEDIATE BENEFIT is higher

open-to-click-throughrates.

The third central element to CASL,
notwithstanding the 100+ rules, risks,
and regulations, is the unsubscribe
mechanism.

All newsletters, individual emails, text
messages, and other types of

commercial electronic messages, must
have a withdrawal mechanism.
Sometimes that person just wants to end
the relationship. And we must allow them
to do so, easily.
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If you're a small business, 

consider using your name 

instead of the company name. 

For medium and larger 

enterprises, newsletters that 

indicate a person’s name and 

company name are usually 

better received and get higher 

open rates (ex.:Rebecca C. | 

Certimail). If you’re in sales, 

always use your full name.

EXAMPLE



RECOGNIZE THAT NOT ALL

RELATIONSHIPSARETHESAME

Tip #4: Segment your emails based

on customer, client, and contact

interest clusters

A one-size-fits-all approach will

eventually lead to unsubscribes and

complaints to the CRTC. Think about
real-life relationships, some friends we
do sports with while others we do other
things with. We also don’t treat all
relationships equally. And we prioritize

those that are of most value to us.

There are of course demographic
aspects that are necessary for
segmentation (country, language, male-
female, etc.). But these aspects have
little meaning to your audience. If you
speak to their interests and value of the
interaction, you’ll get their attention.

The BENEFITS of segmentation are

plentiful in the short, medium and

long-term, they include: higher open

rates, higher click-through rates,

higher to click-to-purchase rates,

lower churn rates, lower unsubscribe

rates, etc.

For big businesses that want to take it
one step further, segment based on

RFM (recency, frequency, and monetary
value) matrices. For quick wins, prioritize

those high value/income generating
segments.

This way you can still communicate to
groups of people, but you'll be more
efficient and see better results to your
bottom line. Understand that there’s

no need to communicate to someone

who is not listening. It’s a waste of

time andmoney.

MAINTAININGTHERELATIONSHIP

Be careful though, if you only talk about

yourself, the other person will lose
interest very quickly. Consider your real
life relationships… no one likes an
egomaniac.
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The main reason why 

people unsubscribe 

though is because 

there is no longer any 

value in the 

relationship. 
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No matter what you are
communicating, your email should

always be about the reader. Make
“you” your most used word. Your
reader’s favorite subject is him or
herself.

Similar to the BENEFITS of

segmentation, thoughtfully crafted

emails reap many rewards: higher

click-through rates, higher to click-to-

purchase rates, lower churn rates,

lowerunsubscribe rates, etc.

Psychologically, your reader processes
information through emotion first and
reasoning second. So great writing
should stimulate the limbic system (the

sub-cortex section of the brain—the
center of desire and motivation).

Specifically, arouse your reader. Great
writing features cliffhangers. Builds
curiosity. Foreshadows. Surprises. Do
whatever you can to make eyes dilate
and hearts pound.

Sounds challenging? Well, it is; writing is
hard. Even for accomplished writers and
professionals.

From a practical point-of-view:

Tip #5: Write short subject lines

that are timely

Crafting a good subject line is probably
the hardest part of email marketing. And

if you are going to A/B test anything at
all, test your subject lines. Always.

The subject line is the second thing

people unconsciously look at, after

the sender name, to determine if the

email is worth opening, or not. This
leaves you with two approaches (both of
which you can use for A/B testing to find

out what works best with your audience):
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1) You can go straight for the punch

and deliver all the information right

away. You'll see lower open-rates, but

open-to-click-through rates will be

higher.Ex. Sale on dishes ends today.

2) Or you can write a headline that

piques our curiosity. Open rates will

be higher, but open-to-click-throughs

will be lower. Ex. Sale of these kitchen

essentials ends today.

In both cases, the notion of time is
essential. Time is money, and we base
many of our decisions on urgent and
important priorities. Your readers will be
grateful if you help them navigate
through this. You can send a string of

emails regarding a particular subject that
includes the notion of “1-starts now, 2-
one week left, 3-ends soon, 4-ends

today". Your second and third email may
not get the highest open rates, but your
reader will see them in their inbox
(remember email has a 79% reach) and
by following this approach, you help your
reader understand that action must be

taken on the fourth email otherwise they
will entirely miss out. You’ve aligned
their priorities for them.

In B2B though, out of the two
approaches listed previously, business
professionals tend to prefer explicit and

straightforward subject lines. A string of
emails works for this group, but less is

more. Time is money, and we don’t like
to have relationships with people who
waste our time. What may seem
important to you, may not be to your
reader. The immediate benefit of

applying this approach is lower

unsubscribe rates per campaign, and

continued trust in your brand,

business, etc.

N.B.: Overall though, if you send too

many emails regarding a particular

subject, at some point people will file

complaints.

Tip #6: Less content is more

Continuing along the notion of less is
more when it comes to your main body
text consider this long-held fact: people
spend between 2-6 seconds determining
if they want to read your email. Once a

person opens an email, they don't read
it; they first scan it to determine if there
is anything worth exploring in more
detail. They are unconscious exploring
the "what's in it for me." If there is
anything of value or relevance to them,
they will then investigate that item in
more detail (but quickly).
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Additionally, if a person has to spend too
much time scanning, or deciphering the

content, they'll exit right away. Our
inboxes are often overloaded, and we
only have so much time to spend per
email.

Emails are not meant to replicate
landing pages or to be overly verbose
and long-winded. Remember time is

money, and we don’t like to have
relationships with people that are
detrimental to us.

Like a good subject line, the immediate
benefit of applying the less is more

approach to your content is lower

unsubscribe rates per campaign, and

continued trust in your brand,

business, etc.

Tip #7: For B2B, stick to text-based

emails over images in general

Although we process and assimilate
information from images first, then words
and language, it seems contrary to
prioritize text-based emails over image-
based ones. But studies have
demonstrated that when it comes to

B2B, a straight to the point type of

email (don’t waste the person’s time

or money) void of distractions gets

higher click-through rates. This

doesn’t mean to never include images.
For some types of email, the use of
images is a good thing. Ex.: Onboarding
emails.

Tip #8: Personalize like you

respectfully know the person you

are talking to

Countless studies have demonstrated

that consumers want their email
messages to be personalized. And by
personalized, it’s not just the

person’s name but their preferences

in relation to your business (content,

services, products, etc.).
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For example, if the sender identifier is a
company name and the person’s first

name is in the subject line, it comes
across as disingenuous. Especially if the
content of the email doesn’t necessarily
relate to the person’s interests or
preferences in relation to the business
(ex.: Preference for Product A). In this
example, the correct form of
personalization would be to reference,

not the person’s name, but Product A in
both the subject line and content of the
email.

For more individualized communication,
where you would mention a person’s
name, only do so in your email
communications if you would naturally

do so in a real-life conversation.

Follow these tips, and you’ll see the

benefits of personalization and more

relevant marketing will lead to higher

conversion rates and sales for both

B2B and B2Cbusinesses.

Be careful though, people don’t want

their emails to be too personalized. Like
a relationship, if you know more than

the person has disclosed to you, and

you are not respectful of their

privacy, your communication will

come off as creepy, and you will lose

the person’s trust in you and your

business.

IF THE PERSON TRULY WANTS TO

ENDTHERELATIONSHIP:

THEUNSUBSCRIBE

Tip #9: You must allow p eople to

end their relationship with you

effortlessly and easily.

If you haven't applied Tips #1-8 to your
email marketing communications, the
chances are high that eventually people
will end their relationship with you and

your business, and unsubscribe.
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As mentioned previously, all emails must
indicate how one can quickly

unsubscribe. While it is commonly done
for newsletters, many companies ignore
that this is also required for individual
emails, text messages, and all other

types of commercial electronic

messages.

If the unsubscribe mechanism offers

several options, the option to
“unsubscribe from all messages” must
be included. If the unsubscribe
mechanism does not provide
options, the unsubscribe automatically
applies to all messages from the

company.

By doing so, you’ll have a cleaner list,
one that is of higher quality, and you’ll
less likely receive complaints.

THE FALL-OUT OF BAD

RELATIONSHIPS: COMPLAINTS AND

INVESTIGATIONS

Tip #10: Properly word your

unsubscribe page and ensure you

have a complaint mechanism in

your email signatures

When a relationship ends, sometimes
the person needs to vent their

unhappiness. Communication is a two-
way street, and we must listen. Besides,
it's better for the person to complain and
vent to you than to the CRTC.

This means that, by law, all commercial
electronic messages must include a
complaint mechanism and your

unsubscribe page must allow the person
to indicate why they are unsubscribing.

Doing so will reduce the number of

complaints to the CRTC and help the

business maintain a certain level of

credibility.

If you fail to do so, however, and
depending on the level of quality of the
email relationship exchanges, the
person can complain to the CRTC, and
the CRTC will investigate you and your
business. It’s no longer a question of if,
but when.
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In conclusion, there's no doubt; email is
one of the most powerful marketing

mediums out there. It’s number one in
ROI, it directly reaches 79% of your
clients and customers, and with the
passing of CASL, email marketing has
changed for the better: communications
are more relevant, and peoples' trust in
companies has increased. If you follow
email marketing best practices and

understand the importance of
relationships in email communication,
you’re sure to come out on top.

But now that you’re aware of these
crucial tips and understand the aspects
of relationships in email
communications,what can you put into

action immediately? One of the best

places to start is an email marketing

diagnostic. Doing so will identify the

problemsand solutions to implement.

Because email is about relationships,
some relationships last forever, some

are short-term and some end ugly. If you
violate people's trust, some will report
you. Some might even take you to court.
If you look at a CASL Compliance
Program like a prenuptial agreement,
having one keeps you safe. It’s also
required by law and is your only defense
if you are investigated. Think of the

CRTC as the email divorce court of
justice.

Conclusion
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To help you get in good standing, and as a bonus to you, here’s a brief checklist to see
how well covered you are in the eyes of the CRTC:

If you have answered NO to any of these questions (even only one), you are at

risk should youcomeunder investigationand youcouldreceive a very hefty fine.

We can help get you in good standing quickly and easily, all thewhile optimizing

your email marketing. Don’t wait until it’s too late. Start with an email marketing

diagnostic or risk analysis. Transform this legal obligation into a marketing

investment. Speak with an advisor today. Call 514-867-1230 or email us at:

service@certimail.ca

BONUS: CASL Due Diligence Checklist

YES NO

Do you have express or implied consent for each recipient that you send CEMs to?

If you send CEMs based on implied consent, do you know the basis of each of the implied consents and its 
expiration?

Do you have written proofs of all of your consents, and what each contact consented to?

Do all your CEMs include contact information as prescribed by the CRTC?

Do all your CEMs include a valid unsubscribe mechanism that meets the CRTC’s requirements?

Do you record all your unsubscribe requests?

Do you document how each unsubscribe is handled and respect the prescribed timing?

Do you record complaints and document how each compliant is handled?

Do you have a written CASL policy?

Are your employees trained on CASL compliance?

Do you have a Compliance Officer?
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Here is a simple calculation to see if you email marketing is performing as well as it
should:

BONUS: Email Marketing ROI Calculator

The average email ROI:
$38 of income per $ spent per email

Are you WINNING?

1. Total number of emails sent in the last year:

2. Total annual costs for these emails 
This includes Email Sendout Provider costs, freelancers, other expenses, etc.

3. Total annual sales from these emails
(For forecasting: Number of leads x value of a prospect)

ROI = Emails Sales / Costs:

Or LOSING?

(Email expenses x 38) – Sales from your emails = Sales lost
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Stayed tuned as we have some great eGuides and Webinars soon to be available:

Upcoming eGuides and Events

eGuide

The Ultimate Guide to Segmentation & 

Personalisation For Email Marketing 

Optimisation & CASL Compliance

Webinar

How To Use CASL To Optimize Your Email 

Marketing

Webinar

The 6 Steps To Get Yourself Complaint Without 

Effecting Your Email Marketing
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For almost ten years now, Rebecca Coggan has helped
companies harness the power of email marketing. A pioneer

in the "6-stages of email viewing" approach, she has
contributed to the effectiveness of hundreds of millions of
emails sent by Air Canada, Volkswagen, Best Buy, Fido, Le
Devoir, Tourisme Saguenay Lac- Jean and several others.

About the Author

Founded in 2013, Certimail is a Quebec-based company that offers SMBs
compliance services under the Canadian Anti-Spam Law. Certimail's innovative

approach is based on a year of R&D in partnership with researchers from the Faculty
of Law at the Université de Montréal and from École Polytechnique and ÉTS. Their
approach allows SMBs to quickly implement their compliance program for a fraction
of the price of traditional consultants. The effectiveness of Certimail has been
highlighted by several awards and items of distinction, notably during its passage on
the program "Dans l'oeil du dragon" (Quebec’s version of Dragon’sDen).

Well recognized for her expertise, she’s been invited to give conferences and write
articles on the subject, notably for Infopresse, Les Affaires and on LinkedIn. At

Certimail, she ensures that the implementation of CASL compliance programs
improves the overall marketing and sales of their clients.
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