
PoliteMail v. 19.4.9 FAQ 

General Questions 
Q:  Is PoliteMail v. 19.4.9 now available? 

A: Yes, it is available.  Upgrading to a new PoliteMail build is a 

company-wide decision and should only be requested by the primary 

PoliteMail account holder.   Please contact 

serversupport@politemail.com to schedule your upgrade if you meet 

these requirements.   

Q: Is the upgrade free? 

A:  Yes. 

Q: What features are new in this version? 

A: Appointment Tracking, Subscription Feature, Open Visibility, Social 

Advocacy, User Migrations, and improved Heat Map. 

Q: Are there release notes available?   

A:  Yes, contact your sales rep for a copy. 

Q: Where can I find out more about PoliteMail and this new feature? 

A: Visit our Knowledge Base site at support.politemail.com.  You can 

also email serversupport@politemail.com for questions. 
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 Q:  I have an idea/feedback for PoliteMail.  Where can I submit 

those? 

A: You can visit our brand-new Ideas Portal at 

https://ideas.politemail.com/ideas 

Open Visibility 
Q:  What is Open Visibility? 

A: Open Visibility allows your recipients to see interaction data in near 

real-time, including page views, read time, mobile opens and clicks. 

Q: What kind of metrics does Open Visibility provide? 

A: Page views, Recipient List Name, Total Number of Clicks, Expected 

Read Time, Total Number of Likes, Unique Desktop Opens, and 

Unique Mobile Opens. You also have the option of adding a 

Like/Dislike option with open visibility metrics. 

Q: How do you add Open Visibility? 

A: Open Visibility is located in the Feedback menu.  You can either 

add the block of all the icons, or you can use the Page Views menu to 

add the icons one at a time. 

Q: Where are the icons placed? 
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A: The icons are placed wherever the cursor is placed within your 

email message or template.  If you leave the cursor in the Subject line 

of the email and then select Open Visibility, the icons will be placed at 

the very top of the email. This is helpful for placing the icons at the 

very top of templates. You can add them to the top of an email, the 

bottom, or anywhere in the middle.   

Q: Can I delete icons? 

A:  Yes.  Just click on the one you want to delete to select it and then 

hit Delete on your keyboard. 

Q:  Do all recipients see the metrics? 

A:  Yes, all of your recipients will see the metrics.  Every time they 

refresh the message, the counts will update.   

Q:  As the user, what will I see in the metrics report? 

A:  You will not see Open Visibility as a separate section in your 

metrics report.  Metrics are displayed within the email itself. 

Q:  How do I determine Expected Read Time before I send out the 

email? 

A:  Use PreFlight Test send to get the expected read time. 

Q: What are Page Views? 
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A: Page Views are the number of times the email has been opened, 

including multiple opens.  This is different then Unique Desktop 

Opens and Unique Mobile Opens, which only count unique opens.   

Q:  Will Open Visibility work with both Exchange and PoliteMail 

mailing lists? 

A: Yes.  If no list name is present, the Recipient List Name will display 

the number of recipients.   

Q: Will Open Visibility work globally and conform to privacy laws? 

A:  Yes, because PoliteMail is not collecting individual data, it is only 

recording views and click counts.   

Q: What are the Clicks measuring? 

A:  The Clicks are measuring the total number of clicks within the 

message.  For example, you have 2 links within your message.  2 users 

clicked each link twice.  The Click count will register as 8 clicks.   

Q:  Can you explain the difference between the different Like icons? 

A: The Like icon in the Open Visibility block refers to liking the entire 

message.  If the recipient clicks that Like button, it will be registered as 

a count in the Open Visibility metrics.  If you use the Like/Dislike 

option within your message, these counts will appear in real-time 

within the message.  If you ask “Do you like pizza?” with a Like/Dislike 



©Copyright 2019 PoliteMail® Software. All rights reserved 

option, and the user clicks Like, that count will be shown next to the 

thumbs up/thumbs down icon. 

Q: When a user clicks Like or Dislike, will they be brought to a survey 

page? 

A: Yes, they will be taken out of the mail environment and shown the 

results of the survey. 

Q:  What are some use cases for Open Visibility? 

A: Every environment is unique, but some use cases could be 

including Expected Read Time to let your recipients know how long it 

will take to read a message, showing the Recipient List Name so 

recipients know they are receiving mailings from a distribution list, or 

including a Like/Dislike option so your recipients can see answers in 

near real time.  As a user, you are able to add whatever icons are 

useful to your unique communication experience. 

Social Advocacy: 

Q:  What is Social Advocacy? 

A: PoliteMail’s Social Advocacy Feature allows users to add a block of 

social media icons to messages composed in PoliteMail so recipients 

can share stories to their own personal social media sites. 

Q: What social media sites are included? 
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A:  Currently we have support for Facebook, Twitter, and LinkedIn.  

PoliteMail has Instagram scheduled for a future release.  For other 

social media requests, please submit them to our Idea Portal. 

Q: Will recipients be able to share sites from an intranet site? 

A:  Yes.  As long as there is a valid https://  address, Social Advocacy 

will work. 

Q: Will I be able to add a hashtag or other information to the share?  

We require our users to use a hashtag when sharing on social media. 

A:  Currently we only have support for entering in a website address.  

In that situation, the user could add the Social Advocacy icons, and 

then manually type under them “share using hashtag…”   

Q:  My company has security protocols which prevent users from 

accessing social media sites.  Will Social Advocacy still function? 

A: No. 

Appointment Tracking 

Q:  What is Appointment Tracking? 

A: PoliteMail’s Appointment Tracking allows users to use PoliteMail 

features in scheduling meetings in Outlook’s Calendar. 

Q: What version is Appointment Tracking available in? 
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A: In order to use Appointment Tracking, the user must have Outlook 

2016 and newer installed and be using PoliteMail version 4.9. 

Q: What is the difference between using PoliteMail’s Appointment 

Tracking and Outlook Calendar? 

A:  Appointment Tracking allows you to use PoliteMail’s features such 

as Smart Attachments, Add Image, and Personalization.  Using 

Individual Tracking, the user can also get detailed metrics on who has 

responded, who has not responded, and who is still pending.  The 

user can target these recipients and send them follow up emails, 

documents, etc.  You can also track clicks and engagements within 

the Metrics report, so, for example, if you add links and attachments, 

you can see who has clicked and engaged with them.   

Q: Can you export the results? 

A: Yes. 

Q:  Will Appointment Tracking work within Microsoft Teams? 

A:  Yes.  As long as the recipient receives the invite within their inbox 

and opens it, it will be counted.  Same goes if you invite people 

outside your organization. 

Q: Will Appointment Tracking work with Anonymous or Aggregate 

Tracking? 
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A:  Yes, you will receive the counts of who has responded as well as 

the other metrics in the metrics report.  You just won’t be able to drill 

down to see specifically who has responded. 

Q:  Can you use PoliteMail’s templates in Appointment Tracking? 

A:  Not in this release, but we will be adding this functionality in future 

releases. 

Subscription Feature (Beta) 
Q:  What is the Subscription Feature? 

A: With the subscription feature, recipients can manage Subscriptions 

via an optional opt-out footer in PoliteMail messages, giving them 

greater control on what content they wish to see.  If they choose to 

Subscribe, they will be able to select specific mailing lists to subscribe 

to from lists you enable.  For this beta release, it is recommended to 

use Subscription for internal publications only.  If you have multiple 

mailing lists or multiple newsletters, your employees will have the 

option to choose which ones they want to subscribe to.  This feature 

will continue to be built in future releases. 

Q:  What is the difference between Opt-Out, Opt-In, and Subscribe?  

Opt-out and opt-in functionality remains the same. If your recipient 

chooses to Opt-Out, they will be unsubscribed from all future 
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mailings from your organization. However, if they choose to 

Subscribe, they will be able to select specific mailing lists to subscribe 

to from lists you enable.  For this beta release, Opt-In/Opt-Out 

functionality should still be used for external emails, while 

Subscriptions can be used for internal emails.  Here is some more 

information about Opt-In and Opt-Out: 

https://support.politemail.com/knowledgebase/using-the-opt-out-

feature-in-politemail/ 

https://support.politemail.com/knowledgebase/using-the-opt-in-

feature-in-politemail/ 

Q: How do you choose Subscription versus Opt-Out? 

A: Under Settings > Subscriptions, you will be presented with a pull-

down menu.  If you choose Opt-Out, the opt-out footer will be 

added.  If you choose Subscriptions, the subscription footer will be 

added. 

Q: How do I enable lists for Subscription? 

A:  Go to the Lists view.  You should see a Column titled Subscription.  

Click the Edit button, and then change No to Yes.  Any list that has 

YES in the Subscription Column will be available for your employees 

to subscribe to. 

https://support.politemail.com/knowledgebase/using-the-opt-out-feature-in-politemail/
https://support.politemail.com/knowledgebase/using-the-opt-out-feature-in-politemail/
https://support.politemail.com/knowledgebase/using-the-opt-in-feature-in-politemail/
https://support.politemail.com/knowledgebase/using-the-opt-in-feature-in-politemail/
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Q: Who can subscribe to these lists? 

A: When you go to Settings>Subscription, you will be presented with 

a Domain name field.  You can add any email domain that will be 

allowed to subscribe to your lists. 

Q:  When I add the Subscribe footer, I notice that the link is titled 

“Politely Take me Off your List.”  Can I change this? 

A:  Yes.  Highlight the text, right-click it, and choose Hyperlink.  You 

will now be able to change the text in the dialogue box.   

Q: After sending the email, what will the user see? 

A:  The user will see the Subscribe footer at the bottom of the email.  

Upon clicking, they will be brought to another webpage where all the 

lists you have Enabled will be displayed.  The user will be able to 

check which lists they want to subscribe to.  After they hit update, 

they will receive a confirmation that their email subscriptions have 

been updated.  They can also uncheck a list if they wish to 

unsubscribe. 

Q:  Can I get the URL of this webpage? 

A:  Yes.  Under Settings>Subscription, you will see a button that says 

“Get URL”.  You can copy this URL and use it, for example, in an 
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intranet website where you give employees the option to subscribe to 

lists.   

User Migrations 

Q:  What is a migration? 

A:  Migration allows you to transfer a user’s data and results without 

having to delete that user.  Let’s say Sally is the HR Director and she’s 

getting a promotion to Internal Comms Manager.  Joe will be taking 

over Sally’s job.  You want Joe to have access to all of Sally’s 

templates, results, etc.  You want Sally to continue using PoliteMail, 

but want metrics in her new role.  In this user case, you would migrate 

the data to Joe.  Sally would retain her license and could begin 

gathering metrics from her emails as the new Internal Comms 

Manager.    

Q:  How is this different from transferring/reassigning a license? 

A: When you transfer a license, you are just giving the same license to 

a different user.  The original user will no longer have access to their 

content.   

Q:  How is this different from deleting a user? 
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A:  Deleting a user will permanently delete all content owned by that 

user.  This is not recommended if the user has valuable information 

stored.   

 

 

 

Heat Map 

Q:  What is the Heat Map? 

A: A cool to warm overlay which shows read-time and click metrics 

visually. 

Q:  How do I enable the Heat Map?   

A:  Here is a Knowledge Base article that explains how to enable the 

Heat Map. 

https://support.politemail.com/knowledgebase/using-the-heatmap-

feature/ 

Q:  Where is the management console? 

A:  If you have a Cloud account, you will need to contact 

serversupport@politemail.com to enable it.  If you have an on-prem 

account your IT staff should have access to it. 

Q: What are some of the improvements? 

https://support.politemail.com/knowledgebase/using-the-heatmap-feature/
https://support.politemail.com/knowledgebase/using-the-heatmap-feature/
mailto:serversupport@politemail.com
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A:  The Heat Map and metrics are now displayed on one page.  The 

user has control over zooming in and out, as well as the transparency 

of the page underlay. Click counts are much more responsive. 

Q:  Does the Heat Map count clicks in real-time? 

A:  No, you would need to refresh/update to get the most accurate 

count. 

Q:  Can you export the Heat Map? 

A: Not at this time. 




