
Data Analysis (Comparative Analysis): Matrix Grid

3 - Excellent user experience  

2 - Average user experience  

1 - Poor user experience  

0 - Feature not available

Ranking the platforms
On a scale of 0-3, where 0 is not an available
feature and 3 is an excellent user experience,
the team conducted a comparative analysis by
scoring each of the platforms against a set of
specific design tasks and features.

After compiling the numeric values and
generating an average, MailChimp performed
the highest. The following average platform
scores are based out of 3.

• Pre-header, header, body and footer: 1.94
• Text: 2.63
• Photos: 2.28
• Dividers: 1.15
• Spacers: 1.17
• Tables: 0.00
• Icon/image library: 0.56
• Background colors/border: 2.29
• Representational data: 0.00
• Layout and navigation: 1.75
• Preview mode: 1.58
• Labeling: 2.50
• Help and errors: 1.75

The above data and chart reveals that in
general, email platforms currently excel at
allowing users to customize text, edit
photos, change background/border colors
and adequately label all features.
Conversely, the platforms could improve
upon icon/image libraries, dividers and
spacers and the ability for users to create
tables and tabulate data into charts.For the full matrix grid, see the appendix

Ranking the design features
Additionally, the analysis included an evaluation
of each feature category to determine what
email services perform well, what could be
improved and what is missing. The average
category scores on the right are based out of 3.



Data Analysis (Survey): Prioritizing Customer Satisfaction

Interpreting the scatter plot
This section includes information explaining the scatter plot chart.

Quadrants
The four quadrants are used to organize how people feel about the features/tasks. The
quadrants are organized as follows:

• Must-be - features that people expect to have
• Performance - features that people like having and dislike not having
• Attractive - features that people like having, but are not expected
• Indifferent - features that have little to no impact on people

Four colors are used to correspond the feature placement within the quadrants.

Dysfunctional and functional axis
The survey participants were encouraged to complete a series of eight question
groupings asking them to evaluate how they would feel if they had a specific email
feature (functional) and how they would feel if they did not have that feature
(dysfunctional). The numeric scale on the X and Y axis indicates a calculated average
score of the functional, dysfunctional and importance values.

Circle size
The size of the circle and crosshair line is proportional to feature importance/value, as
determined by the survey respondents. To help distinguish the importance of each
functional/dysfunctional pair, the participants ranked the features on a scale of 1 (not at
all important) to 9 (extremely important). The larger circles indicate a higher degree of
importance.

Features
Eight features were evaluated during the survey. A short description of the feature is
located next to the color circle.

Analysis
Ten participants completed a series of functional and dysfunctional question
pairings.

The data reveals that most survey participants expect having the ability to fully
customize email text and that they value not using HTML/CSS to design their
communications. Additionally, people like having the option to test their email
designs. Overall, the ability to add images, edit images and auto-save is not a
high priority for users.



Data Analysis (Survey): Participant Demographics

Analysis
A majority of the respondents have some
working knowledge of HTML/CSS, however,
100% of them use a drag and drop editor to
design emails. Overall, people have multiple
years of experience and feel comfortable using
an email platform.

Audience profile Email design experience

*Wild Apricot and Blackboard are categorized as ‘other’ 
within this report 

*

*



Data Analysis (Survey): Email Platform Preferences 

Analysis
The respondents were asked to identify the reason(s)
why they selected a particular email design platform.
The majority of the respondents selected a platform
based on affordability, content editing features,
reporting metrics and because their employer had
already selected it for them.

People are less influenced to choose a platform
based on others’ experiences or through reading
reviews.



Data Analysis (Survey): Recommending a Platform + Satisfaction

During the survey, participants were asked to indicate how likely they are to
recommend their platform to others. The results indicate that 40% of users are
somewhat likely to recommend their platform to others. Of the platforms
identified during the survey, MailChimp users are most likely to recommend the
platform.

During the survey, participants were asked to rate an overall level of satisfaction
with their email marketing platform. The results indicate that the majority of
users are somewhat satisfied with their platform. Of the platforms identified
during the survey,people are most satisfied with MailChimp.

Recommending a platform Satisfaction



Data Analysis (Survey): Customization + User-Friendly Platforms

During the survey, participants were asked to indicate how customizable the
platform is for creating emails. The results indicate that the majority of users
believe that their platform is somewhat customizable. Of the platforms identified
during the survey,people feel that MailChimp is most customizable.

During the survey, participants were asked to rate if the platform is user-friendly.
The results indicate that 40% of users feel that their platform is very user-
friendly. Of the platforms identified during the survey, people find that MailChimp
is the most user-friendly.

Customization capabilities User-friendly



Data Analysis (Survey): Cross-Tabulated Data Findings

Analysis
The cross-tabulated data reveals whether or not there is
a correlation between a platform’s level of customization
capabilities and user satisfaction.

The data suggests that there is a parallel between the
variables. Platforms that offer more customization
features lead to more satisfied users.

Analysis
The cross-tabulated data reveals whether or not there is
a correlation between how user-friendly a platform is and
a person’s likeliness to recommend that platform to
others.

The data suggests that those who believe a platform is
extremely user-friendly are just as likely to recommend
the platform. However, even though a platform is very
user-friendly, there is a significant drop-off in a person’s
likeliness to recommend the platform. As a result, there
is not a strong correlation in the data.



Data Analysis (Survey): Participant Comments 

Strengths Weaknesses Platform suggestions

“I like that you can move content blocks around. I
also like the ability to stylize text for whole groups
of content. For example, you can change the size
of all header 1 tags.”
-MailChimp user

“I’ve never even considered strengths or
weaknesses because it works so effortlessly.”
-MailChimp user

“They’re pretty standard features, but I do like that
Wild Apricot includes the option to format any/all of
your message in html as well for those times when
html is more accurate in rendering what you want.”
-Wild Apricot user

“Can't change the background color of
individual content blocks. Also, a lot of
MailChimp templates look the same --
sometimes it's easy to see that an email is
coming from MailChimp.”
-MailChimp user

“I would like to give people more flexibility to create
emails similar to how people use Illustrator. Give
people the ability to fully customize their email using a
blank slate.”
-MailChimp user

“I would like to see more customization. I understand
that MailChimp has to use standard fonts so most
email clients can translate the code, but I would like
to see our newsletters stand out a bit more from all
the other MailChimp newsletters.”
-MailChimp user



Data Analysis (Survey): Top 10 Text Editing Tools

Analysis
During the survey, participants were asked to indicate which text editing
features they last used when creating an email. In total, users were
presented with more than 20 options.

This data reveals the most commonly used WYSIWYG editor features. It
also suggests which features must always be easily accessible from within
the editor.



Research Findings: Generalized Data Findings

Key findings - quantitative:

• 70% of users are somewhat satisfied with their platform 
• 60% of users feel that their platform is somewhat customizable 
• 40% of users feel that their platform is very user-friendly
• 40% of users would recommend their platform to others
• 60% of users feel that having the ability to add filters is an attractive 

feature
• 60% of users feel that having the ability to stylize text is a must-have 

feature
• 80% of users feel that downloadable icons is an attractive feature
• 50% of users feel that having free web and mobile testing is an 

attractive feature
• 50% of users feel that having the ability to edit images is an attractive 

feature
• 40% of users feel indifferent about having an auto-save feature built 

into the platform
• 70% of users feel that having the ability to tabulate data and generate 

tables/charts is an attractive feature
• 50% of users want a platform that does not require knowledge of 

HTML/CSS and would dislike not having this feature
• 80% of users prefer Campaign Monitor’s visual layout

Key findings - qualitative:

• Users do not feel that their email marketing service is as customizable as they want 
• Overall, MailChimp users are most satisfied with the platform 
• A minimal and unobtrusive WYSIWYG editor is desired
• Most email platforms have a save and/or auto-save feature
• Many email services use a standard, third-party based photo editor application 
• Email platforms offer mobile, desktop and client-based testing services
• An error message notifying users about an action, such as deleting content, is 

important
• Having the ability to modify content inline (within the email preview) saves time and 

effort 
• Having the ability to define content attributes for entire sections saves time and effort 
• Users want to have the ability to move content blocks around
• Platforms could do a better job with their spacer and divider features
• Uploading images should not require more than three-clicks

Overview
Below are key research findings from the online survey and comparative analysis.



Appendix: Additional Comparative Analysis Findings

Below is the complete comparative analysis matrix grid.



Appendix: Survey Findings – Kano Model Raw Data

Continuous Analysis Discrete Analysis

Feature Feature Dysfunctional (X)Functional (Y) Importance (Z) Category M P A I R Q Category

F3 Add image filters 1.11 2.67 3.22 A 0.00% 0.00% 60.00% 30.00% 0.00% 10.00% A

F1 Ability to fully 
stylize text 3.60 2.80 8.00 P 60.00% 30.00% 10.00% 0.00% 0.00% 0.00% M

F4 Downloadable 
icons 0.44 3.56 3.67 A 0.00% 0.00% 80.00% 10.00% 0.00% 10.00% A

F5 Free web and 
mobile testing 3.00 3.40 6.40 P 30.00% 20.00% 50.00% 0.00% 0.00% 0.00% A

F2 Ability to edit 
images 2.10 2.80 5.90 P 30.00% 0.00% 50.00% 20.00% 0.00% 0.00% A

F6 Includes an auto-
save feature 2.10 2.60 6.90 P 30.00% 0.00% 30.00% 40.00% 0.00% 0.00% I

F7 Tabulate data into 
charts 1.60 3.00 4.50 A 0.00% 0.00% 70.00% 30.00% 0.00% 0.00% A

F8 No knowledge of 
HTML required 3.80 3.20 8.00 P 40.00% 50.00% 10.00% 0.00% 0.00% 0.00% P

Dysfunctional (X)

Functional (Y) Like Expect It Don't Care Live With Dislike
-2 -1 0 2 4

Like 4 Q A A A P
Expect It 2 R Q I I M

Don't Care 0 R I I I M
Live With -1 R I I Q M
Dislike -2 R R R R Q

Below are the average scores from the Kano model-based survey questions. The continuous analysis chart (on the left) breaks down the respondent average score for each
feature category on a scale of -2 to 4 (see the pink chart for details). The discrete analysis chart (on the right) displays which features users prefer based on percentage.
Features within the continuous and discrete analysis charts are assigned a category code. This code helps determine where the feature is placed on the scatter plot (page 15).

Explaining the category code
M (must have feature)
P (performance)
A (attractive feature)
I (indifferent feature)
R (reverse)
Q (questionnable feature)


