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Abstract

This report provides a detailed overview and analysis of email
marketing service platforms, particularly drag and drop editor
tools, which people use to design email communications. To
evaluate the effectiveness of design features across different
platforms, a comparative analysis and survey was conducted.
The research results indicate that easy-to-use design features
leads to more satisfied users. Additionally, the results suggest
that people who use email editors feel that the overall design
experience and final product could be enhanced by an email
platform that offers more customizable features. Therefore, this
report concludes that email creators are impacted by ease of
use, usability, customization and design features. As a result, it
is recommended that the Gonzales Design Company develop
an enhanced email platform that provides users with greater
flexibility to customize emails, while offering advanced design
features.



Introduction
Within the marketplace, there are many email marketing services available for customers to select. In general, these services market their products as fully customizable, easy-to-
use and intuitive, especially for people who do not have much experience with design or web development. As a result, email services are extremely popular and viewed as
effective applications for communicating with clients. As an example, in 2014,MailChimp had 10 million customers who sent over 100.5 billion emails.

However, email service drag and drop editors do have limitations that often contradicts the perception that the application is customizable and easy-to-use. Unless a user is
proficient in markup languages, they may find that the email service is not as customizable as they hoped. At times, email platforms can feel constricting, especially for people
who may be accustomed to having more flexibility when designing products. Additionally, some email design features and editors can be confusing and difficult to understand,
resulting in low user satisfaction. Other times, platforms may be missing common features that users expect.

This report examines people’s preferences, experiences and frustrations with email service drag and drop editors in an effort to design a new platform that people want to use for
customizing their email communications.

Methods
To understand and evaluate email service design features, a comparative analysis and survey was conducted. Four commonly used platforms – MailChimp, Constant Contact,
Campaign Monitor and iContact – were included during the comparative analysis. The analysis examined specific design features in order to better understand the email
marketing landscape. Each platform was scored against one another using a set of common tasks and email features. In addition to the comparative analysis, a survey was
conducted to gauge user satisfaction, preferences and experiences. A total of 32 closed-ended questions and 3 open-ended questions were included in the survey as a way to
collect demographics, behaviors and attitudes. By distributing the survey on social media and through direct communication channels, 10 people completed the questionnaire. A
preliminary screener was included at the beginning of the survey in order to screen out individuals who did not fit the audience profile.

Results
Survey data
As a result of the survey, respondents provided general opinions and observations about their experiences using email marketing services and drag and drop editors.

• 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
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Comparative analysis
Along with the survey data, the comparative analysis revealed that many platforms include
similar design features and functionality, however, they do differ in presentation, labeling,
architecture and interaction. These differences can result in both a positive and negative overall
user experience. Using a scale of 0 to 3 to score the features and tasks, where 0 is not an
available feature and 3 is an excellent user experience, it was determined that the four platforms
rank as follows:

• MailChimp – 1.83
• Constant Contact – 1.54
• Campaign Monitor – 1.37
• iContact – 1.29

Feature How users feel about the features
Add image filters 60% of users feel that having the ability to add filters is an attractive feature

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

Downloadable icons 80% of users feel that downloadable icons is an attractive feature

Free web and mobile testing 50% of users feel that having free web and mobile testing is an attractive feature

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

Includes an auto-save feature 40% of users feel indifferent about having an auto-save feature built into the platform

Tabulate data into charts 70% of users feel that having the ability to tabulate data and generate tables/charts is an 
attractive feature

No knowledge of HTML 
required

50% of users want a platform that does not require knowledge of HTML/CSS and would 
dislike not having this feature

In addition to these scores, qualitative observations and screen captures
were recorded for each of the 60+ email tasks and features. This data
helped reinforce the quantitative scores.

Conclusion
Based on the research findings, users appear to be only somewhat
satisfied with their current email platform. Many users indicate that their
platform could be easier to use and lack the customization features that
they require. One survey respondent wrote that, “I would like to see more
customization… I would like to see our newsletters stand out a bit
more...” Therefore, an enhanced email editor should be designed.

Recommendations
It is recommended that the Gonzales Design Company develop a new
email drag and drop editor application to meet the needs of users.
Recommendations include:

• A more customizable platform that includes a blank art board
for design

• Compiling features, tools and tasks from the comparative
analysis and building an enhanced application

• The application will roll-out design features in phases to
ensure product success

• A minimal and unobtrusive WYSIWYG editor
• A clean and minimal visual layout
• Additional research, including interviews, persona

development and usability testing

A more detailed explanation for each of the above recommendations is
provided within this report.

In addition to answering questions regarding user satisfaction, the survey also allowed
participants to identify design feature preferences and rank value. The survey asked users to
determine how they would feel if a specif ic design feature was available on their email p latform
and how they would feel if that feature was not available. They were then asked to rank the
design feature’s level of importance using a scale of 1 (not at all important) to 9 (extremely
important). A breakdown of the results are as follows:



To better understand and examine how people create customized HTML emails using online email marketing services, the Gonzales Design Company explored the industry
marketplace to gain insights into ways of improving a user’s ability to create customized HTML email communications using a drag and drop editor. Prior to conducting
research, a memo was drafted which included a problem statement, as well as a series of business goals, research goals and research questions (see appendix pages 26-27).

Problem statement
Most drag and drop editing platforms, which give users some flexibility to configure content blocks when creating emails, are not as customizable as people require and can be
challenging to use.

Business goals
1. Create a competitive advantage in the email service marketplace by designing a new drag and drop tool that is usable, useful and customizable.
2. Identify user experience gaps in comparative applications.
3. Reduce frustrations that people have with email services by designing a platform that addresses common challenges.
4. Create an innovative digital product that people want to use.

Research goals
1. Discover what tools and services people use to create visual and interactive content, and determine what they like and dislike about these tools.
2. Learn about people’s frustrations with HTML email platforms.
3. Find out what email features are most commonly used and what features may be missing.
4. Identify people’s processes for creating HTML emails, which includes pre- and post-productiondesign.
5. Identify how people workaround platform constraints, and determine their level of satisfaction with the workaround.

General research questions
1. What tools, features and services do people value and use when creating visual and/or interactive content?
2. When using email marketing services, what constraints do people feel limits their ability to create fully customizable HTML emails?
3. When creating an email, what drag and drop features are used?
4. How do people approach the email design process?
5. What causes people to get frustrated with the email service?
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Research methods
The project included two research methods: an online survey and a comparative analysis.

Recruitment
The proposed recruitment strategy to evaluate emailing marketing services took place over a two-week period and included an online survey and a comparative analysis. At the
beginning of the project, an audience profile was developed and used to help recruit the right participants. The profile included ideal research participant demographic,
behavioral and technology-based characteristics. To ensure that only the target audience participated in the research, a recruitment screener was implemented and used prior
to the online survey. Only participants who answered the questions according to the audience profile were eligible to complete the survey. The screener and survey were
distributed to various audiences using social media, direct communications and through friends and colleagues. In addition to the survey, a comparative analysis was
conducted on four email service platforms. Because the analysis did not require external participants, there was no official in-person recruitment process. However, the four
platforms were selected based on availability, including free trials.

Recruitment challenges
It is important to recognize that the recruitment process included a few challenges. When possible, these challenges were accounted for and addressed prior to research.

Limited sampling
Because the project required participants to have a specific level of working knowledge and experience using email platforms, it was difficult to find a large sampling of
people who have direct experience.

Research bias
Because the research team had some experience with various email marketing services, it was important to ensure that personal bias and experiences did not interfere
with the comparative analysis. To overcome this challenge, the team emphasized the value of objectively to ensure a consistent evaluation process.

Carefully written survey questions
Writing relevant and well-worded survey questions can be difficult. To create a survey that provided value to the research goals, the team defined a clear objective for the
survey, wrote clear and consistent questions, asked behavioral and experiential-based questions and avoided leading or negative questions.

Research Methodology and Recruitment: Recruitment Strategy

See appendix for recruitment audience profile, screener and two-week project timeline 
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Research method 1: online survey
Surveys were selected for this project to help quantify email service concepts and user attitudes. Additionally, they allowed for the research team to better
understand end user characteristics, build stakeholder confidence, identify user actions and determine level of satisfaction with a platform. In general, the
surveys revealed broad characteristics, patterns and tendencies of the targeted population and were used to predict future behaviors based on past
experiences. By knowing the target audience, the research team was able to make more reliable design recommendations about new features or
functionality. Additionally, the survey results offered a high level of certainty about the user population as they uncovered detailed demographics, behaviors
and attitudes.

Ten people with varying levels of email marketing experience participated in the online survey. An additional 10 individuals attempted to submit the survey,
however, they were disqualified during the initial screening. In total, the survey included 32 closed-ended questions and 3 open-ended questions. The
survey collected information regarding people’s previous experiences with email platforms, as well as their email preferences. Additionally, a series of Kano
Model-based questions were added to the survey and used to determine specific features that people like, expect, don’t care about, could live with and
dislike. Analyzing these results helped prioritize specific design features.

Research method 2: comparative analysis
In addition to surveys, a comparative analysis was conducted in order to review multiple platforms, processes and features against one another and
determine what is available, what works and what does not work. By using broadly defined criteria, the comparative analysis highlighted unique
interactions, functionality and context. This information was used to help propose new features, generate ideas on how to solve usability issues, discover
ways to gain a competitive edge, monitor industry trends and build the foundation for future research methods. The comparative analysis provided a
baseline understanding of the email service marketplace, including digital communications products.

A comparative analysis features audit was conducted on four commonly used platforms – MailChimp, Constant Contact, iContact and Campaign Monitor.
Using a set of pre-determined heuristic-based features, categories and tasks, all four platforms were evaluated and scored using a numeric scale. The
comparative analysis revealed common design trends, missing tasks and general email performance.

The following section includes detailed data analysis for the comparative analysis and survey.
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Overview
The comparative analysis included a detailed features audit activity. A features audit allowed for the researchers to comparatively review how different email services manage
tasks, present features and solve design challenges. During the exercise, each feature or task was awarded a quantitative score. This score was used to prioritize specific
design and interaction-related features across platforms. Additionally, the audit qualitatively documented and collected observations during the analysis process. This
information was used to help identify ideal features, functionality, visual style, labeling, navigation and taxonomy, as well as strengths and challenge areas.

Variables and observations
During the comparative analysis, four email services were measured and analyzed. The observation provided feedback on each of the four platforms, identified usability and
user experience issues and prioritized potential email service features for the new email application. Thirteen variable categories were identified, along with a series of features
and tasks. Each feature and task was tested and measured using a rating score of 0 to 3 (0 – does not exist, 1 – poor experience, 2 – average experience, 3 – excellent
experience). Finally, after the evaluation was completed, the average was scored to determine the strengths and weaknesses of each categorical platform.

In addition to measuring the four platforms quantitatively, a series of notes and observations were collected for each feature and task. Collecting and compiling notes provided
an opportunity to supplement and strengthen the quantitative data.

The following section includes a comparative overview sampling of four email platforms and various design tasks and features. A brief summary of the platform’s performance is
detailed, along with screen captures from the application. For the complete comparative overview, please see the appendix (pages 39-48).

For reference, below are logos for each of the email platforms. On pages 8-12, the logos are paired with the appropriate screen captures.

Data Analysis: Comparative Analysis Overview

MailChimp
www.mailchimp.com

Constant Contact
www.constantcontact.com

iContact
www.icontact.com

Campaign Monitor
www.campaignmonitor.com
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Data Analysis (Comparative Analysis): Adding Text - Contains a WYSIWYG Editor

Positioned above the text
The WYSIWYG editor appears directly above the 
text box, which allows for quick access. The 
editor contains most standard text options. The 
editor is always located on the right side of the 
page, never above the email preview.

Positioned over the text
As a user clicks on a text box, the WYSIWYG editor 
hovers over the text and within the email preview 
itself. Overall, the editor offers a reduced number of 
features/options.

Full editor
The WYSIWYG editor not only includes text options, but also displays a 
feature for adding images, content blocks and content sections. The editor 
is fixed at the top of the page and is always positioned over the email. 

Minimal editor
The WYSIWYG editor is very minimal and non-obtrusive. When 
a user clicks on a different content component, the editor 
disappears completely. 

For the complete comparative overview, please see the appendix (pages 39-48)
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Data Analysis (Comparative Analysis): Photos - Edit Photo Dimensions 

Common photo editor
Three of the four platforms use a common photo editor tool, which allows users to re-size, crop, add effects, etc. Because 
the application tool is identical across platforms, it appears that a third-party vendor offers this functionality/platform. 

Resizing images
While the platform offers very limited photo editing 
capabilities (no editor tool), it does allow users to 
manually scale an image directly from within the email 
preview. As a result, there is no need to open a photo 
application tool. 
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Data Analysis (Comparative Analysis): Preview Mode - Preview Emails on Web and Mobile Platforms 

Multiple testing options
The platform allows users to test emails by viewing them on a 
desktop, mobile device and within different email clients (i.e. Outlook). 
Additionally, users can send themselves a test message.

Desktop and mobile options
User can view their email on a browser using a desktop 
or mobile version. They can also send a test email.

Unreliable test preview
When testing an email, a pop-up window appears which asks 
the user to “disable your popup browser.” As a result, I was 
not able to test the feature.

Mobile and web default
When a user tests their email, by default, the platform 
displays both web and mobile versions. Users do not 
have the ability to send a test from within the editor.
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Data Analysis (Comparative Analysis): Help and Errors - Save and Auto-Save Features

Save indicators
The platform offers users with multiple options to manually 
save their work. The save button is available within the 
content editor and through the global navigation. The 
platform also informs users that their work is auto-saved. 

Save icon and text label
At the top of the page, a manual save feature is always 
available. The platform does not indicate if the email is 
auto-saved. 

Save icon, no text label
A save icon is located within the email editor. However, the icon is not 
accompanied by text. Once a user saves their work, a message at 
the bottom appears, which reads, “Save successful.” There does not 
appear to be auto-save.

No save button
The platform does not contain a manual save button. All work is 
auto-saved. 
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Data Analysis (Comparative Analysis and Survey): Preferred Visual Layout

Ten survey participants were asked to: Indicate which drag and drop design they prefer.

Below are their responses: 

80%
Prefer Campaign Monitor’s 
layout

10%
Prefer Constant Contact’s
layout

10%
Prefer MailChimp’s
layout
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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 (page 39)
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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 Overview

Overview
An online screener and survey was used to collect information about who uses email platforms and determine attitudes, experiences and frustrations with specific tools. Based
on the research findings, the project uncovered commonalities in user behavior and identified the types of features and functionality that people want from their email service.
Additionally, the survey indicated which platforms, features and tasks give users difficulty. Finally, through a series of open-ended questions, participants had an opportunity to
explain their preferred methods for creating emails. Using data from the survey results, along with observations from the comparative analysis, the research team was able to
find parallels between the four platforms and real user’s experiences with email services.

Variables and observations
In total, the survey included a series of 35 questions. Each question was intended to analyze specific participant variables including behaviors, attitudes and experiences with
technology. The questions focused primarily on revealing areas that users find valuable, as well as problems that they may face. Additionally, a series of satisfaction-based (Kano
model) questions were used to gauge user’s feelings towards specific features. Users were asked to identify how they would feel if a specif ic design feature was included with
their email platform and how they would feel if that feature was no longer available. This information helped reveal which features are most attractive to users, as well as features
that users do not care to have.

Overall, the data was intended to:
• Analyze people’s satisfaction with their current platform
• Analyze technology capacities
• Analyze platform strengths, weaknesses and recommended features

Ten people participated in the online survey. The following section includes a detailed analysis from the survey results.
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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. See page 49 for a
breakdown of the scores.

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. See pages 32-36 for the questions.

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
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within this report 

*
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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.
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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
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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
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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.
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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
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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.
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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.
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Recommendations: Next Steps in the Project

Problem statement
Most drag and drop editing platforms,
which give users some flexibility to
configure content blocks when creating
emails, are not as customizable and/or
easy-to-use as people require.

Key research questions
1. What tools, features and services do
designers value and use when creating
visual and/or interactive content?

2. When using email marketing services,
what constraints do designers feel limits
their ability to create fully customizable
HTML emails?

3. When creating an email, what drag and
drop features are used?

4. How do people approach the email
design process?

5. What causes people to get frustrated
with the platform?

As a result of the data collected from the online survey and comparative analysis, the following recommendations should be
considered in order to advance the project and create a new email marketing editor application.

More customization
During the survey, multiple participants suggested that they would like the platform to be more customizable. As indicated in
the data, advanced customization leads to higher satisfaction (page 20). According to one 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.” Therefore, providing users
with standard email features and allowing them to design their communications without limitations is recommended. To do
this, it is suggested that the platform employ a model similar to graphic design software. Users are given a series of tools
and a blank canvas, which allows them to design as they see fit. The platform will offer some guidance and best practices,
but in general, the user will have much more flexibility to customize their email. This will be considered an advanced feature
so that people are not required to use it.

Deriving features from the comparative analysis
The comparative analysis revealed both qualitative and quantitative findings (pages 8-13 and the appendix). To get the most
out of the analysis, the research team sifted through each of the 13 feature categories and identified which platforms offer
the most efficient, effective and usable features. Below is a compiled list of ideal email application features for the new
platform:

• Ability to stylize all sections/content blocks without having to repeat the process
• A drag arrow appears as the user hovers over a block allowing the user to move content blocks
• Ability to manually resize images by clicking and dragging
• Ability to add photo galleries and multiple image styles
• Format spacers and dividers within the email itself (inline feature)
• Robust icon library and free stock images
• A RGB color editor
• A navigation bar that allows users to go back/forward and indicates where a user is in the email design process
• Mobile/desktop previews, along with the ability to render emails on different clients
• A manual save button, auto-save feature and undo/redo option
• A feature that auto-tabulates data into charts/infographics for users
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Recommendations: Next Steps in the Project (Continued)

Problem statement
Most drag and drop editing platforms,
which give users some flexibility to
configure content blocks when creating
emails, are not as customizable and/or
easy-to-use as people require.

Key research questions
1. What tools, features and services do
designers value and use when creating
visual and/or interactive content?

2. When using email marketing services,
what constraints do designers feel limits
their ability to create fully customizable
HTML emails?

3. When creating an email, what drag and
drop features are used?

4. How do people approach the email
design process?

5. What causes people to get frustrated
with the platform?

Prioritizing features
To ensure that the most valued features are prioritized and developed by order of importance, it is recommended that the
research team reference the scatter plot quadrants from the Kano model (page 15). Features should be prioritized in the
following order: must-be > performance > attractive > indifferent. This particular order ensures a user-centric design
process as it accounts for survey participant preferences.

WYSIWYG editor
As indicated during the Kano model exercise, users value an easy-to-use text editor. As a result, designing an efficient editor
should be a high priority. Based on the top 10 WYSIWYG editor features from the survey (page 22), it is recommended that
all 10 features be included within the application’s editor. Conversely, the remaining 11 features, which were not as
commonly used, should be accessible by clicking on an “advanced text options” tool bar.

Visual style
80% of users prefer Campaign Monitor’s visual style (page 12). As a result, the new application layout should use whites,
grays and blacks. Additionally, the application’s feature icons should be minimal, clean and include bothgraphics and text.

Marketing the product
Based on the survey results, people strongly value a platform that is customizable, affordable and includes advanced
content editing features and metrics (page 17). Therefore, the new platform must also leverage and promote each of these
features and functions.

Additional research
While the online survey and comparative analysis produced valuable insights into the email marketplace, people’s habits,
experiences, frustrations and preferences, additional research should be conducted to strengthen the preliminary findings.
In order to identify exactly which features and tools should be created for the new platform, a series of usability tests are
recommended. Testing should be performed on current platforms, as well as on prototype designs. Conducting usability
testing will allow the research team to compare and evaluate how people perform tasks on the platforms. Additionally, in
order to enhance and validate the open-ended survey questions, it is recommended that one-on-one interviews take place.
Interviews can be used to create personas and provide additional qualitative insights regarding people’s behaviors and
attitudes. Interviews may also offer insights into new platform features and tools.
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Appendix: Original Research Memo

Research Memo

Date: Revised on March 30, 2016
To: Paul Sherman
From: Nick Gonzales 
Subject: Proposal to study how people create HTML emails using online email marketing services and provide recommendations on ways to give non-developers the 

opportunity to design fully customized HTML emails.

OVERVIEW

Memo’s context: The purpose of this memo is to provide a high level research proposal to better understand and examine how people create customized HTML emails using 
online email platforms. This memo includes a summary which outlines major limitations to drag and drop editors, as well as proposed research questions intended to the guide 
the project. Approving this request will provide me with an opportunity to explore ways to improve a user’s ability to create customized HTML email communications and invent 
a new web platform.  

DEFINING THE PROBLEM 

Quick summary: Most drag and drop editing platforms, which give users some flexibility to configure content blocks when creating emails, are not as customizable as people 
require.   

Full details: Within the marketplace, there are many email marketing services available for customers to select. For example, with over 100.5 billion emails sent in 2014, from 
an estimated 10 million customers, MailChimp’s email marketing platform serves as one of the world’s leading email services. Consistently highlighted for its easy-to-use 
interface and drag and drop editing features, MailChimp gives users the ability to create customized emails by allowing them to manage and configure colors, fonts and 
content blocks. However, unless a user is proficient in HTML and CSS, people are limited to only the drag and drop features that MailChimp provides. According to MailChimp, 
the “…Template Language lets you easily code your own HTML emails… A word of warning, though, if you’re not proficient in HTML and CSS, using our template language 
likely isn’t your best bet.” For users that are not familiar with markup languages, they may find that MailChimp is not as customizable as they hoped. At times, MailChimp, 
along with other platforms, can feel constricting, especially for people who may be accustom to having more flexibility when designing products. 

PRESENTING RESEARCH QUESTIONS 

Key questions: In order to think strategically about the needs and experiences of people who use email marketing services and create a new platform for the marketplace, 
the following research questions will be used to guide the project: 
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Appendix: Original Research Memo

• What tools, features and services do designers value and use when creating visual and/or interactive content? 
• When using email marketing services, what constraints do designers feel limits their ability to create fully customizable HTML emails? 
• When creating an email, what drag and drop features are used?
• How do people approach the email design process? 
• What causes people to get frustrated with the platform?

BUILDING AN ARGUMENT  

Building an argument: Answering these questions will help address the project’s problem statement. Through research, I hope to understand and uncover the processes 
and preferences of people as they produce digital content, even among those who may not create HTML emails. By determining how people generally use design tools, I will 
have a better sense of ways to create and implement a new design. The research will allow me to understand what tools and functionality are most valuable to people as they 
create customized emails. Additionally, I am looking to see where and why people get frustrated when using email software due to platform constraints. By discovering user 
challenges, pain-points and limitations, I will be able to propose features that should be kept, improved or created. Through research, I will also gain better awareness of how 
comparative platforms succeed or fail at allowing users to customize communications. 

IN CONCLUSION    

Feasibility: The project’s recruitment, data collection and analysis process will take place over a two-week period. To best answer the research questions within the allotted 
time, I anticipate recruiting participants and conducting two research methods during week one. By engaging with professionals who have experience using email software 
and/or design tools, I hope to determine best practices and preferences, as well as learn about comparative platforms. In week two, I plan to synthesize and communicate my 
findings in a report through data collection and analysis. At the conclusion of the project, an audio and visual presentation, which will include recommendations, will be 
produced. Conducting research will provide insights into creating a new HTML email platform.
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Appendix: Target Audience Profile

To ensure that we collected valuable information during user research, while focusing on people’s experiences using email marketing applications and drag and drop editors, 
the recruiting criteria emphasized behavioral and technology-based qualities. By looking for people who actually use email marketing services, the research team defined ideal 
participant populations, segmented the audience and learned about participant’s experiences and attitudes toward email services.

Below is the target audience profile:

EMAIL MARKETING SERVICE - TARGET AUDIENCE PROFILE 

Demographics 
• Ages: 18 years old or over
• Gender: no preference  
• Marital status: no preference 
• Education: high school or college educated 
• Profession: marketing, communications, journalism, design, content management or related field 
• Income: no preference  

Behaviors
• Actively create HTML email campaigns at least once every one to two months 
• Design and create HTML emails without the direct assistance or oversight of others

Technology use and experience 
• Use one or more online email marketing service applications
• Experience with online email marketing service applications for at least one year
• Experience with drag and drop editors 
• Limited or no working knowledge of HTML/CSS markup languages 

Undesirable characteristics  
• Professional web, email and software developers 
• Under 18 years of age
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Appendix: Screener

Because we conducted an online survey, a screener was presented to participants prior to the survey. Only filtered participants proceeded to the actual research survey.

Since this project was about people’s experiences using online email service tools, the majority of the screener questions asked respondents to define technology and
behavioral-based experiences. At the beginning of my screener, however, we asked a limited number of demographic questions to gather personal information, such as age
and gender. While people were not screened based on their responses to these questions, this information was helpful in order to define quantitative data during the analysis
process. Additionally, the screener asked preliminary elimination-type questions first. Only participants who answered the questions according to the profile were eligible to
complete the research survey. The secondary questions focused more specifically on using design applications. Below are the screener and survey questions.

Q1 Research Study  Greetings,  Thank you for your interest in completing this short online questionnaire. The questionnaire will be used to verify your eligibility for a 
subsequent research survey. This study is an opportunity to share feedback on the development of a new design application.  If you are interested in participating, please 
complete the questionnaire below. The initial questionnaire and survey should take no more than 15 minutes to complete.  Please note that you will not be compensated for 
responding to this questionnaire and/or survey. This research is intended for a graduate school project only.  If you have any questions, please contact ngonza10@kent.edu.  
Thank you for your time.

Q2 Email address (if follow up is needed)* You will not be contacted for any other purposes. 

Q3 What is your age?*
m Under 18 (1)

m 18-24 years old (2)

m 25-34 years old (3)
m 35-44 years old (4)

m 45-54 years old (5)
m 55-64 years old (6)

m 65-74 years old (7)
m 75 years or older (8)

m Prefer not to say (9)

Q4 I identify my gender as:*

Q5 What is your current occupation?* If you're a student, please indicate what you're 
studying.

Q6 Please indicate your level of experience with markup languages (HTML/CSS)?*
m No experience (1)

m Some experience (2)
m A lot of experience (3)
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Q7 Please indicate if you have experience performing the following design-based 
tasks.* Check all that apply.

q Using graphic design applications (i.e. Photoshop, Illustrator, etc.)  (1)
q Creating email campaigns (2)

q Designing websites  (3)
q Producing videos  (4)

q None of the above  (5)

Q8 How often do you create HTML emails using online email marketing services?*
m Daily (1)

m A few times a week  (2)

m About once a week (3)
m Once a month (4)

m A few times a year (5)
m Never (6)

Q9 Please select the most recent email marketing service that you used.*

m AWeber (1)

m Campaign Monitor (2)
m Constant Contact (3)

m Emma (4)
m GetResponse (5)

m iContact (6)
m MailChimp (7)

m Mailjet (8)
m Marketo (9)

m SendinBlue (10)

m VerticalResponse (11)

m Other (12) ____________________

m I do not have experience with email marketing services (13)

Q10 How long have you been using online email marketing services?*

m Less than one year (1)

m 1-2 years (2)
m 3-4 years (3)

m 5+ years (4)

Q11 What is your experience using drag and drop editors to create HTML emails?* A drag 
and drop editor allows the user to click on an object, move it and place the object.

m Occasionally use it to create HTML emails (1)
m Primarily use it to create HTML emails  (2)

m Never use it to create HTML emails (3)

m I’m not sure (4)

Q12 Please indicate your role in the email creation process.*
m I create HTML emails (1)

m I create HTML emails and supervise someone who creates emails (2)
m I supervise someone who creates HTML emails, but do not create emails myself (3)

m I do not create HTML emails (4)

m Other (5) ____________________
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Q13 Why did you select ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry} as a 
preferred service for email communications?* Check all that apply.

q Affordability/cost   (1)
q Content editing features (2)

q Pre-designed template library (3)
q Metrics and data reporting features    (4)

q Positive reviews  (5)
q Employer/supervisor selected it (6)

q Integrated with apps and services (i.e. a customer relationship management 
database) (7)

q Email testing features  (8)

q Recommended by someone  (9)
q Unsure   (10)

q Other (11) ____________________

Q14 When designing an email 
using ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry}, please rate your ability 
to create customized emails.*

m Not at all customizable  (1)
m Slightly customizable  (2)

m Somewhat customizable  (3)
m Very customizable  (4)

m Extremely customizable  (5)
m No opinion  (6)

Q15 Indicate your level of satisfaction 
with ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry}'s email customization 
features.*
m Not at all satisfied (1)

m Slightly satisfied (2)
m Somewhat satisfied  (3)

m Very satisfied (4)
m Extremely satisfied  (5)

m No opinion  (6)

Q16 How user-friendly is ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry}'s 
drag and drop editor tool?*
m Not at all user-friendly (1)

m Slightly user-friendly  (2)
m Somewhat user-friendly  (3)

m Very user-friendly (4)
m Extremely user-friendly    (5)

m No opinion  (6)

Q17 Indicate which drag and drop icon design you prefer.*

m Image:Constant c editor (1)
m Image:Campaignm editor (2)

m Image:Mailchimp editor small (3)
m Image:Icontact editor small (4)
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Q18 In the last email that you created 
on ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry}, which text editing tools did you 
use.* Check all that apply.  Please reference the sample text editor below.
q 1. Cut (1)

q 2. Copy (2)
q 3. Paste (3)

q 4. Insert link (4)
q 5. Remove link (5)

q 6. Anchor  (6)
q 7. Merge fields (7)

q 8. Strikethrough (8)

q 9. Subscript  (9)
q 10. Superscript  (10)

q 11. Numbered list (11)
q 12. Bulleted list (12)

q 13. Decrease indent (13)
q 14. Increase indent  (14)

q 15. Font size (15)

q 16. Font type (16)
q 17. Bold (17)

q 18. Italics  (18)
q 19.  Underline  (19)

q 20. Font color (20)
q 21.  Text alignment (21)

q Other tools (22) ____________________
q I did not use a text editor tool (23)

Q19 How likely is it that you would 
recommend ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry} to someone?*
m Not at all likely  (1)
m Slightly likely  (2)
m Somewhat likely (3)

m Very likely (4)
m Extremely Likely    (5)
m No opinion  (6)

Q20 Please share any strengths of 
the ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry} drag and drop editor 
(optional).

Q21 Please share any weaknesses of 
the ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry} drag and drop 
editor (optional).

Q22 If applicable, what new email editor features or functionality would you like to 
see added to ${q://QID11/ChoiceGroup/SelectedChoicesTextEntry} (optional)?

Q23 Below are nine question groupings intended to gauge your general satisfaction 
with email marketing service features and functionality. Please answer the questions 
as you see fit. After answering the questions, please click 'next' to continue.

Q24 If an email marketing service allowed you to fully stylize text (i.e. add bolding, 
change font size, select font color, etc.), how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)
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Q25 If an email marketing service allowed you to add text with no customization 
capabilities, how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q26 How important is it that an email marketing service gives you the ability to stylize 
text?* (scale from 1-9)
❍ 1 - Not at all important (1)
❍ 2 (2)
❍ 3 - Somewhat important (3)
❍ 4 (4)
❍ 5 - Important (5)
❍ 6 (6)
❍ 7 - Very important (7)
❍ 8 (8)
❍ 9 - Extremely important (9)

Q27 If an email marketing service allowed you to edit an uploaded image, how would you 
feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q28 If an email marketing service allowed you to upload images, but not make edits, how 
would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)

❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q29 How important is it that an email marketing service gives you the ability to 
make edits to uploaded images?(scale from 1-9)
❍ 1 - Not at all important (1)
❍ 2 (2)
❍ 3 - Somewhat important (3)
❍ 4 (4)
❍ 5 - Important (5)
❍ 6 (6)
❍ 7 - Very important (7)
❍ 8 (8)
❍ 9 - Extremely important (9)

Q30 If an email marketing service allowed you to add filters over an image (like 
Instagram), how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q31 If an email marketing service suggested that you add filters over an image 
using a third-party application (like Photoshop), how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Nick Gonzales | Page 33 



Appendix: Survey

Q32 How important is it that an email marketing service gives you the ability to add filters 
over an image?*(scale from 1-9)
❍ 1 - Not at all important (1)
❍ 2 (2)
❍ 3 - Somewhat important (3)
❍ 4 (4)
❍ 5 - Important (5)
❍ 6 (6)
❍ 7 - Very important (7)
❍ 8 (8)
❍ 9 - Extremely important (9)

Q33 If an email marketing service offered a diverse selection of downloadable icons, how 
would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q34 If an email marketing service offered a limited selection of icons, how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q35 How important is it that an email marketing service gives you the ability to download a 
diverse selection of icons?*(scale from 1-9)
❍ 1 - Not at all important (1)
❍ 2 (2)
❍ 3 - Somewhat important (3)
❍ 4 (4)

❍ 5 - Important (5)
❍ 6 (6)
❍ 7 - Very important (7)
❍ 8 (8)
❍ 9 - Extremely important (9)

Q36 If an email marketing service provided you with free mobile and web 
email testing, how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q37 If an email marketing service charged you additionally for mobile and web 
email testing, how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q38 How important is it that an email marketing service offers free mobile and web 
email testing?*(scale from 1-9)
❍ 1 - Not at all important (1)
❍ 2 (2)
❍ 3 - Somewhat important (3)
❍ 4 (4)
❍ 5 - Important (5)
❍ 6 (6)
❍ 7 - Very important (7)
❍ 8 (8)
❍ 9 - Extremely important (9)
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Q39 If an email marketing service included an auto-save feature, how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q40 If an email marketing service included a manual save button only, how would you 
feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q41 How important is it that an email marketing service includes an auto-save 
feature?*(scale from 1-9)
❍ 1 - Not at all important (1)
❍ 2 (2)
❍ 3 - Somewhat important (3)
❍ 4 (4)
❍ 5 - Important (5)
❍ 6 (6)
❍ 7 - Very important (7)
❍ 8 (8)
❍ 9 - Extremely important (9)

Q42 If an email marketing service included a feature that tabulated raw data and auto-
generated charts/graphs, how would you feel?*
❍ This would be helpful to me (1)

❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q43 If an email marketing service required that you download additional software 
in order to tabulate and auto-generate charts/graphs, how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q44 How important is it that an email marketing service gives you the ability to 
tabulate data and generate graphs?*(scale from 1-9)
❍ 1 - Not at all important (1)
❍ 2 (2)
❍ 3 - Somewhat important (3)
❍ 4 (4)
❍ 5 - Important (5)
❍ 6 (6)
❍ 7 - Very important (7)
❍ 8 (8)
❍ 9 - Extremely important (9)

Q45 If an email marketing service allowed you to customize an email with no 
knowledge of HTML/CSS, how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)
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Q46 If an email marketing service allowed you to customize an email, but required 
advanced knowledge of HTML/CSS, how would you feel?*
❍ This would be helpful to me (1)
❍ This is a requirement for me (2)
❍ This would not affect me (3)
❍ This would be a minor inconvenience (4)
❍ This would be a major problem for me (5)

Q47 How important is it that an email marketing service requires no knowledge of 
HTML/CSS?*(scale from 1-9)
❍ 1 - Not at all important (1)
❍ 2 (2)
❍ 3 - Somewhat important (3)
❍ 4 (4)
❍ 5 - Important (5)
❍ 6 (6)
❍ 7 - Very important (7)
❍ 8 (8)
❍ 9 - Extremely important (9)
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Outreach plan
In order to recruit and distribute the screener/survey, the research team conducted an internal recruiting process. Because the project required participants to have specific
experience with email marketing services, we needed to be strategic with recruiting. To ensure that we found people who have experience using email services, the team
distributed the screener using the following methods:

• Shared on social media, primarily Facebook
• Talked with friends and colleagues who work in marketing and communication departments
• Directly contacted people that have experience with email services

Social media post example 

Hey everyone. I’m working on a graduate school project and I’m 
wondering if you could take a few minutes to help. I’m looking for 
people to complete a quick online questionnaire and subsequent 
survey. The survey is intended to collect your experiences using 
design applications/software. The whole process should take no 
more than 5-10 minutes. I really appreciate your help!   [LINK]

Communicating with friends and colleagues  

Hey [ ],

I hope all is well! I’m looking for a few people to provide feedback on 
their experiences using design applications/software as part of a 
graduate school project. With your connections, I’m wondering if 
you or someone you know has experience using design applications 
and might be willing to share feedback. If so, could you take the 
following questionnaire and survey link or pass it along to a 
colleague? I expect the whole process to take no more than about 
10 minutes.

[LINK]

Thank you so much for your help!
Nick
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Timeline
To maximize the two-week timeline, both the online survey and comparative analysis ran concurrently. The data collection process took take place between days 5 and 8,
which provided an opportunity to analyze, synthesize and report on the findings during the second week of the project.

ONLINE SURVEYS
Timeline Activity Logistics  

Days 1-3 Preparatory work Write and revise a series of behavioral and attitudinal-based survey questions. Develop a preliminary data analysis outline. 

Day 4 Develop a research method Create an online survey using Google and test the questions. Edit and reorder as needed. 

Days 5-8 Recruitment Distribute the survey using the methods outlined above. Keep the survey active for 2-3 days. 

Day 9 Collect Gather the findings and organize them into a spreadsheet.  

Days 10-11 Analyze Analyze the findings and draw conclusions.

Day 12 Synthesize Cross-reference the findings with the comparative analysis data.

Days 13-14 Reporting Develop a findings report, which highlights the research process, synthesized data and recommendations. 

COMPARATIVE ANALYSIS
Timeline Activity Logistics  

Days 1-2 Preparatory work Develop a detailed assessment criteria document to ensure consistency in the analysis process. Use research goals and questions as the foundation for 
the criteria. 

Day 3 Develop a research method Search for and select up to five email service platforms. Create a matrix spreadsheet that lists each of the comparative platforms, allowing for qualitative 
notes and quantitative ratings. 

Day 4 Optimize the research method Sign up for free trials and test the platforms to ensure that everything works as intended.    

Days 5-8 Conduct and collect Test the drag and drop editors using the research criteria, gather and document the data within the spreadsheet and make note of valuable 
features/functionality. 

Days 9-10 Analyze Analyze the observations and categorize the data into a preferred features list.

Days 11-12 Synthesize Cross-reference the findings with the online survey data.

Days 13-14 Reporting Summarize insights in writing and visually illustrate the findings. Create a comparative analysis report and provide future recommendations.   
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Appendix: Additional Comparative Analysis Findings

Below is the complete comparative analysis matrix grid.
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Appendix: Additional Comparative Analysis Findings - Pre-header, Header, Body and Footer: Create Unique Styles for 
Each Section of an Email

Stylize all sections
Users can stylize all design section attributes for 
the page, pre-header, header, body, footer and 
mobile devices. As a result, users do not have to 
repeat stylizing content. 

Customize individual sections
Users cannot select attributes for entire 
sections, however, they have the ability to 
customize content components. 

Blocks
Users can set the background 
color, border and spacing for 
blocks of content, however, they 
must stylize individual content 
component text fields.

Colors and fonts
Users have the ability 
to choose colors and 
fonts for all text within 
sections – headers, 
body text, links, etc. 
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Appendix: Additional Comparative Analysis Findings - Pre-header, Header, Body and Footer: Customize and Reorder 
Components within the Body

Display bar
A black display bar appears when a user hovers 
over the content block. Users can drag the 
content block to any section in the email.

Drag arrow
By using the drag arrow, users can arrange content blocks. 

Re-scaled blocks
Users can click on the drag arrow to arrange content blocks. 
The block’s dimensions automatically reconfigure to the 
size/shape of the content container. 

Rearrange icon
When users hover over the object, a blue bordered 
outline and drag arrow appears. After clicking on the 
item, an icon displays, which indicates to the user that 
they are moving an object. 
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Appendix: Additional Comparative Analysis Findings – Upload Photos

Multiple upload options
Users have the flexibility to upload single images, 
image groups, image cards and an image + 
caption. Each feature automatically determines the 
layout and functionality of the image.

Upload bar
After a user adds an image content block, they need to 
first open the library, click the upload button and then 
drag and drop a photo or browse on their computer. 
This is a four-step process.

Insert icon
To upload a photo, users need to select the image 
block section and then click on the downward facing 
icon (insert). From there, a pop-up box appears, which 
allows users to upload a photo. 

Quick upload
By clicking on the image icon, users are directed 
to immediately choose a file or click on the 
content block, which opens their image browser. 
Overall, this is a quick uploading process. 
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Appendix: Additional Comparative Analysis Findings – Dividers and Spacers

Robust dividers, no spacers
Users can customize dividers by 
adding padding, stroke, width, line 
color and background color. 
However, the platform does not 
include a feature for spacers.

Full customization
Users can add both spacers and dividers to their emails. 
When adding dividers, users can customize the padding, 
width, thickness, alignment, line color and stroke.

Limited spacers, no dividers
Users can add spacing between their content 
blocks and customize the height, however, there 
is no feature for dividers. 

Inline spacer formatting
When a spacer is added to an email, users 
can change the height from within the email 
itself. While users can add dividers, they do 
not have the ability to change the width, line 
color, stroke or thickness. 
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Appendix: Additional Comparative Analysis Findings – Icon and Image Library

Icon library
Users have the ability to select from a large library of commonly used 
social media and website icons. Icons can be configured to redirect 
to a website or to share via email. 

Stock photo library
Users can access, search and download from over 25 million Pro 
Stock photos. Some photos are free, while others require payment 
or subscription. 

Four options
Users can select square shaped icons for 
Facebook, Twitter, Google and LinkedIn. 

Three options
Users can select one Twitter icon and two 
Facebook icons. The icons can only be inserted 
into a text box.
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Appendix: Additional Comparative Analysis Findings – Background Colors and Borders

Border outline
The platform offers users the ability 
to select from eight border outline 
options, as well as change the 
width and color. Users can do the 
same for the email’s background 
color.

Minimal display
When adding a border, users 
have minimal border outline 
options to choose (three in total 
– solid, dashed and dotted). 

Outer/inner colors
Users can change the color of 
the entire outer background, as 
well as inner content blocks. 
However, if a user adds a color 
to the content block, the color 
is applied to the entire email. 

RGB color picker
All four platforms have a 
standard RGB color 
picker. The picker also 
contains a list of 
commonly or recently 
used color schemes. 
Users can either select a 
color or enter the hex 
code. 
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Appendix: Additional Comparative Analysis Findings – Layout and Navigation 

Evolving editor
When a user adds a new content block type to their email, 
the editor’s view changes, which allows the user to 
configure the new content. However, the editor feature is 
always present on the right. 

Unchanged editor
The editor icons always stays in one place, despite the task 
that the user is working on. The editor is available on the 
left.

Feature heavy editor
The platform’s editor is always located at the top of the page 
and moves down as the user scrolls. The editor uses internal 
tabs, which means that some features are hidden from the 
display when not in use.

Hidden editor
While the editor is accessible from the left side of the 
page, users can hide the editor by double-clicking on 
the vertical border line.
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Appendix: Additional Comparative Analysis Findings – Layout and Navigation (Breadcrumbs) 

Navigation bar
The platform has a persistent local navigation bar at the bottom of the page, which allows 
users to navigate back and forward. The bar also contains a five-step process for 
creating/sending an email. 

(none of the other platforms have an email navigation feature)
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Appendix: Additional Comparative Analysis Findings – Help and Errors (Warning Message)

Warning, no undo
When a user tries to delete content, they receive a 
warning that reads, “Are you sure?” However, once the 
content is deleted, it cannot be retrieved. 

No warning, undo button
On the platform, content can be deleted with no warning. 
When a user clicks “delete,” the content immediately 
disappears. However, users can undo or redo an action.

Color-coded notification
When a user tries to delete content, a red 
colored message appears. The message stands 
out from the other information on the page. 

Quick alert
When a user tries to delete content, a small alert 
pops up over the content block asking if the user 
wants to delete or cancel the action. The icon is 
minimal and non-obtrusive.
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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
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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)


