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What does it mean when an email “bounces”? 

How does SalesNexus manages these bounces?

When teams send out emails and see that an email has “bounced”, they often times lose 
faith in the value that email marketing tools offer. They may become discouraged and feel 
like their efforts to send out their emails are a waste of time. Little do they know, the solu-
tion to bounced emails is a simple one.

What are the different kinds of bounces?

Hard Bounce
A hard bounce is when the receiving mail server (your customer’s mail server) says the ad-
dress you’re sending to is not valid. It’s an incorrect email address. Double check that you 
didn’t just mis-type the email address when you added it to SalesNexus. 

In SalesNexus, if you edit the customer’s record in the system and change the email ad-
dress, the system will begin sending your emails to that new address again.

Soft Bounces
There are several different types of “soft bounces”:

Mailbox is full (over quota).

Recipient email server is down/offline or temporarily unavailable during the time of 
sending.

Vacation Replies

Email message is too large.

SalesNexus will continue to send to an address that has a soft bounce up to 5 times. If, 
after 5 soft bounces in a row, SalesNexus stops sending to the address.

In SalesNexus, you can easily retrieve a list of all contacts which have bounced, either for 
a specific campaign or in general (on any campaign). 
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It’s a good idea to pull these lists periodically and give each salesperson a list of their cus-
tomers that have bounced so that they can try to make contact via phone or other means 
and determine if that person’s email address has changed or if perhaps they’ve moved on 
and someone else has replaced them.

Should I delete my “bounced” addresses? 
If you’re purchasing lists or loading contact lists often, it’s a good idea to keep bounced ad-
dresses in the system so that in the future, if you try to load the same address again, Sale-
sNexus won’t accept it. You can delete the contacts if it helps keep things clean for you.

In the steps outlined below, you will learn how to search for any bounces that have oc-
curred, how to filter out when the bounce occurred, as well as how to filter/sort the entire 
list by the Record Manager.

Searching for all bounces that have occurred:

Step 1. Hover over “Contacts”, and select “Create Lookup”
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Step 2. Set the field:

Step 3. Click “Search”.

The results from your search are the email addresses that have caused an email to “bounce”.

To search for bounces that have occurred during a 
specific date range:

Step 1. Follow steps 1 and 2 above.

Click “Search”.

The results from your search are the email addresses that have caused an email to 
“bounce” during the date range you have specified above.
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Sorting Results by Record Manager
You may find it helpful to sort the results from your search by “Record Manager”. This will 
allow you to clearly show which Record Manager has sent emails to email addresses that 
have bounced.

Step 1. Follow the steps outlined above to show bounced emails that have oc-
curred during a specific date range.

Step 2. Click “Search”.

Step 3. Once your search has yielded results, click on the arrow under “Re-
cord Manager” to sort by the Record Manager.
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Step 4. Once the page refreshes after clicking the arrow next to “Record Man-
ager”, your search results will be sorted by the Record Manager.

*Tip*: If your lookup page does not show the column name “Record Manager”, you may 
add this column to your lookup page. To do this, follow the steps below.

Step 1. Click the box under “Contact”.
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Step 2. Scroll down under the “Available Columns” box until you see “Record 
Manager”.

Step 3. Click the “>>” button.
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You will now see that the column name “Record Manager” is under “Columns To View”.

Step 4. Click “Save”

Now, when you do a lookup, you will see the column name “Record Manager” as one of the 
search result columns. You can now sort by “Record Manager”.
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