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“Remove Me” Responses and Responsibilities:
Email Marketers Must Honor “Unsubscribe” Claims

Some marketers send email asaquick and cheap way to promotetheir goods and services. Beawarethat
theclaimsthat you makein any advertisement for your productsor services, including those sent by email, must
betruthful. Thismeansthat you must honor any promisesyou maketo remove consumersfromemail mailing
lids

If your emall solicitationsclaim that consumerscan opt-out of receiving future messagesby following your
removal instructions, such as* click hereto unsubscribe” or “reply for removal,” thentheremoval optionsmust
function asyou claim. That meansany hyperlinksin the email message must be active and the unsubscribe
process must work. Keepinmind:

e Youshouldreview theremova clamsmadeinyour email solicitationsto ensurethat you are complyingwith
any representationsthat you make.

o If you provideconsumersahyperlink for removal, then that hyperlink should be accessible by consumers.

o Ifyouprovideanemail addressfor removal, thenthat address should be functioning and capabl e of receiv-
ing removal requests. It may be deceptiveto claim that consumers can “unsubscribe’ by respondingtoa
“dead” email address.

e Any systemin placeto handl e unsubscribe requests should processthose requestsin an effective manner.

TheFederad Trade CommissionAct prohibitsunfair or deceptiveadvertisinginany medium, includingin
emall. Thatis, advertisng must tell thetruth and not midead consumers. A claim canbemideading if itimplies
something that’snot trueor if it omitsinformation necessary to keep the claimsfrom bring mideading.

Other pointsto consider if you market through commercid email:

o Disclaimersand disclosuresmust be clear and conspicuous. That is, consumers must be ableto notice,
read or hear, and understand theinformation. Still, adisclaimer or disclosurea one usualy isnot enough to
remedy afalse or deceptiveclaim.

o If youpromisedrefundsto dissatisfied customers, you must make them.

The FTC worksfor the consumer to prevent fraudul ent, deceptive and unfair businesspracticesinthe
marketplace and to provideinformation to help consumers spot, stop and avoid them. Tofileacomplaint or to
get freeinformation on consumer issues, cal toll-free, 1-877-FTC-HEL P (1-877-382-4357), or usethe
complaint format www.ftc.gov. The FTC entersinternet, telemarketing, identity theft and other fraud-related
complaintsinto Consumer Sentinel, asecure, online database avail ableto hundredsof civil and crimina law
enforcement agenciesinthe U.S. and abroad.
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