
How B2B SaaS Companies Are Using 
Email to Engage with Their Customers

Simple Steps to Improve Your Application and Product-Generated Emails
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Have you ever attempted to reset a forgotten password and then 

scoured your inbox and spam folders only to discover that you never 

received the requested email? Or perhaps a welcome email didn’t 

arrive for a service you signed up for on an app or website. To rectify 

the problem, you might have reached out to the company’s help 

center and asked for assistance in accessing your account. Or you 

could have saved time and taken your business elsewhere. 

Our inboxes have become filing cabinets that store vital information 

about our daily lives including account security information, purchase 

history, and even concert and airline tickets. When we submit 

information online we anticipate an email confirmation for our 

records. If we don’t receive it, we lose trust in the company. 

What’s in an Application or Product-Generated Email?

Simply put, application and product-generated emails serve to 

legitimize a transaction and customers expect them instantaneously. 

If the message never arrived or was delivered to the spam folder, 

there’s little to no chance for a recipient to open, read or respond to 

an offer. When these emails don’t make it to the inbox, organizations 

miss out on a crucial opportunity—resulting in declining customer 

engagement and retention.

For this report, we contacted 124 executives in software and 

eCommerce companies in the United States to find out how they use 

application and product-generated emails to reach their customers.

Read on to see what we discovered.
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The Data

The respondents included product managers, developers, C-level 

executives, and engineers. 

These were the questions we asked them: What platforms do you 

use for application and product-generated email communications? 

What difficulties do you face in achieving high inbox placement? 

How can you improve your email performance?

Key Findings

Nearly one-third of respondents told us that they use in-house 

systems to send application and product-generated emails.

There are three major concerns that keep our executives up at night 

regarding application and product-generated emails:

Deliverability 

Security 

Customer Engagement 

Other

In-House System

33%
67%
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When it comes to sending emails, regardless of the system used, 

71% of respondents agree that deliverability is their main focus for 

emails and 46% admit that they struggle with it.

Considering the volume of emails most companies send on a yearly 

basis, even an incremental discrepancy in deliverability can result in 

a significant loss in revenue or other opportunities.

To put it in perspective, a 5% failure in deliverability out of 50k emails 

equals 2,500 missed opportunities!

What would happen if we improved deliverability by just 5%?

• 70% of companies would see an improvement 
in customer experience.

• 38% of companies would experience fewer support calls.

• 31% of companies would see an increase in revenue.

Executives admit that their teams are constantly working to improve 

their systems not only to increase deliverability but other areas as well.

• 50% want to improve engagement.

• 16% want to implement new features to improve sales.

• 19% want to improve security, change email providers and even 
implement a whole new system.

Room for Improvement

500k to 1 million per month

Over 1 million per month

50k to 500k per month

Fewer than 50k per month

Most companies send upwards of 50k emails each year.

47%

10% 20% 30% 40% 50%

30%

9%

15%

0%
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There’s a Better Way

You don’t have to work so hard to activate, engage and retain 

customers through email. 

SparkPost delivers application and product-generated emails on 

time and to the inbox with the performance, deliverability, flexibility, 

security, and analytics required to drive customer engagement 

and growth. 

Let your development and product teams focus their attention on 

building great apps and websites and stop managing email servers.

With SparkPost you’ll experience:

Unsurpassed Deliverability

With a 99.9% uptime, SparkPost delivers over 5 trillion 

messages each year.

Steadfast Security

Ensure your product’s compliance with global data privacy 

regulations. With our SOC2 and GDPR privacy shield certifications, 

your team can rest easy knowing your brand and users are protected 

from phishing and other attacks.

A Boost in Your Customer 
Engagement and Bottom Line

Fast and flexible email integration for every type of application or 

website, big or small, means you can set up your systems quickly and 

move on to other concerns.

Real-time data streams can provide your business teams the visibility 

they need to measure and improve each email’s impact.
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As the #1 email delivery provider in the world, our customers include 

major brands like Twitter, Airbnb, and PayPal. On behalf of our 

customers, we send 37% of the world’s B2C emails. 

No matter how many emails you send, with SparkPost, you can feel 

confident that they’ll arrive on time and to the inbox.

Talk to an Expert: 
https://explore.sparkpost.com/saas

About SparkPost


