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HOW TO USE THIS RESOURCE

For B2B marketers, lifecycle owners and sales teams following up resource requests usefully.

Your practical outputs

* Three complete adaptable email templates

* Entry, branching and stop logic

* An explicit context contract for sales handover

* An editable testing and operating log
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01 / Nurturing means answering the next question

A download initially represents a request for a resource. It proves neither purchase readiness nor
a suitable reason for sales outreach. This playbook builds a bounded learning journey: apply the
resource, assess the problem and select a relevant next step. Every message must provide
independent value rather than merely reminding the recipient about a download.

The continuous case is entirely fictional. Nordlicht Systems sells maintenance software and
offers a checklist for planning recurring tasks. All delays, team roles and sample values are
teaching assumptions, not recommended sending frequencies or results. The template describes
an operational process; it does not replace privacy assessment or legal advice about your
specific communication.

02 / Define entry and permission separately

First define the relevant interest: which resource was requested, in which language and for what
apparent use case? Separately confirm internal approval for that exact communication purpose.
A resource request must not silently become an unlimited newsletter subscription. Record
source, status and timestamp without collecting unnecessary personal details.

An unclear status goes into a review queue rather than the first marketing email. Requested
resource delivery is handled separately. Maintain central exclusions for unsubscribes,
complaints, unresolved delivery issues and contacts receiving individual attention. Your
accountable adviser determines applicable legal requirements; the automation implements only
the approved operational rules.

Field Purpose Fictional example

Resource ID Content relevance Maintenance-planning checklist

Language Understandable communication German

Sending status Verify approved purpose Marketing allowed / unknown /
blocked

Contact status Avoid conflicting activity No active opportunity

Exclusion reason Prevent sending Unsubscribe takes precedence

Ownership Handle replies Named lifecycle owner
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03 / Build a state model before writing

Use a small set of explicit states: requested, delivered, eligible for follow-up, active, handed to
sales, paused and finished. A state describes the process rather than the person. Add an event
log so reviewers can understand why a record moved.

Before every message, recheck exclusions and active individual engagement. A single entry
check is insufficient because permission, sales status or delivery conditions can change between
steps. Replies immediately pause automation pending human interpretation. A demo request
ends the generic journey. Inactivity leads to the end of the bounded sequence, never
automatically into another loop.

Event Action Next state
Unsubscribe / complaint Stop marketing sends Finished / blocked
Reply Stop automated follow-up and route Paused

Demo requested Create sales task with context Handed over

Active opportunity detected Stop generic messages Individually managed
Hard bounce Do not reuse address Delivery blocked

No signal after final message Close the journey Finished

04 / Explain content and timing choices

In the fictional example, Nordlicht chooses resource delivery followed by three possible
marketing messages. Several illustrative days separate the messages so recipients can actually
use the checklist. This is a teaching assumption. Choose real intervals based on content,
expectations, buying process and existing communication rather than a supposedly optimal
standard sequence.

The first follow-up question is how to start with a small task. The second asks where handover
problems actually arise. The third asks whether help is needed with evaluation or
implementation. Every email has one central action. Required information and unsubscribe links
remain visible independently of that action. If a recipient replies personally, the planned order is
not continued mechanically.
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05 / Complete email 1: make application easier

Fictional template, only for contacts with internally confirmed sending eligibility. Subject: Your
maintenance checklist: start with one task. Preview: A small walkthrough helps reveal missing
information.

Hi [First name],

The checklist is most useful when you try it with a single recurring maintenance task first.
Choose something your team knows well and record three things: who plans the task, who
performs it and how you know it has been completed.

If those answers live in different spreadsheets or people’s heads, mark the missing connection.
You do not need to redesign a process today. One concrete walkthrough is enough to reveal the
first uncertainty.

Use the checklist fields labeled “owner,” “evidence” and “next due date.” It is better to record
an open question than an answer that only appears certain.

CTA: Try the checklist with one task: [RESOURCE_LINK].

Best,
[Name], Nordlicht Systems
[Sender information and a visible unsubscribe option]

Pre-send acceptance: the link works, the resource contains the named fields and no unsupported
efficiency claim appears. Any reply pauses subsequent automation.

06 / Complete email 2: examine the problem

Fictional template. Send only when eligibility remains valid, no reply has arrived and no active
individual engagement exists. Subject: Is the problem in the plan or the handover? Preview: Two
questions for your next team review.

Hi [First name],

When a maintenance task is delayed, the plan is not always the underlying problem. It can help
to inspect the transition between planning and execution. Using your example, ask: does the
person performing the task know when it actually starts? And does the planner know when its
prerequisites change?

Write both answers beside the same task. If they differ, you have identified a specific
coordination question rather than a vague organizational problem. You can then decide whether
clearer ownership is enough or information needs a shared location.
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The accompanying assessment sheet provides criteria for that review without assuming that you
already need new software.

CTA: Review the handover using the criteria: [ASSESSMENT _LINK].

Best,
[Name], Nordlicht Systems
[Sender information and a visible unsubscribe option]

Acceptance: the assessment page really exists, contains no fictional customer results and can be
used without unexpected additional data collection.

07 / Complete email 3: offer a relevant decision

Fictional template. Subject: Would it help to review your process together? Preview: A specific
workflow is a better starting point than a generic product presentation.

Hi [First name],

If trying the checklist revealed unclear handovers or conflicting ownership, it may help to review
that exact workflow together.

In an introductory conversation, we would first understand the task, the roles involved and your
existing way of working. We would then consider whether a process adjustment is sufficient or a
software assessment makes sense. If Nordlicht is not a suitable fit, we would explain that
limitation openly.

You do not need a completed requirements document. One anonymized task and the main
unanswered question are enough preparation. Confidential attachments and personal data are
unnecessary.

CTA: Request an introductory conversation: [CONVERSATION_LINK].

If this is not a priority right now, you do not need to do anything. This short learning journey ends
with this message.

Best,

[Name], Nordlicht Systems
[Sender information and a visible unsubscribe option]

Acceptance: the conversation offer, owner and actual process match this description. Silence is
not treated as consent or buying interest.
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08 / Distinguish replies, clicks and buying intent

A click can indicate curiosity, research or a technical check. An open alone is not reliable sales
qualification. A specific reply often provides understandable context, but a person must read it.
Ask what the recipient wants next instead of constructing a complete intention from behavior.

In the fictional case, Nordlicht applies a simple priority: unsubscribes and complaints first, then
direct conversation requests, subject-matter questions and finally interaction signals. A technical
objection is not answered with another sales email. The responsible person decides whether
help, a meeting, a pause or the end of the conversation is appropriate. Record only information
required for that next step.

09 / Make sales handover a two-way agreement

A handover is not “this lead is warm.” Provide the source, resource, expressed question, relevant
contact permission, known context and the next step the prospect requested. Unknown budget
or timing remains unknown. Sales confirms acceptance or states a specific rejection reason.

Agree a response window your team can actually honor and document it as an internal service
commitment. A rule such as “review by the next business day” is a capacity decision, not a
universal industry benchmark. Rejected records do not automatically return to the same
sequence. Marketing first checks whether a relevant, approved continuation exists. Otherwise
the journey ends.

Handover field Useful entry Poor entry
Trigger Prospect asks about mobile use Opened three times
Context Requested checklist and described Very interested

handover issue

Next step Answer question about existing Immediately send a product demo
process

Owner Name and agreed review window Sales in general

Feedback Accepted / unsuitable with reason No response
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10 / Test every branch with sample contacts

Create test records for every important condition: eligible sending, unknown status, unsubscribe
between messages, reply, active opportunity, duplicate resource request and an undeliverable
address. Use internal test contacts and approved test addresses. A successful first email does
not demonstrate that all exclusions work.

Pay particular attention to competing events. If someone requests a conversation while
unsubscribing from marketing, the responsible person must correctly interpret both the
requested contact and the exclusion; the generic marketing journey ends. Record expected and
actual states. Activate the sequence only after stop rules, ownership and links have been
independently checked.

11 / Measure what the journey actually achieves

Report delivery, relevant replies, requested conversations, accepted handovers and reasoned
rejections separately. Use unique contacts and documented denominators so repeated clicks do
not inflate interpretation. A small number of useful replies is an observation, not yet a reliable
comparison between variants.

Review complaints, unsubscribes, confusion and unexpected replies as well. These signals help
correct content and expectations. If conversations increase, a new campaign or changed offer
may also contribute. Do not infer causal revenue impact from a simple before/after comparison.
First improve the fit between the message, the recipient’s question and the next step.

Definition Decision

Relevant reply Human-reviewed subject-matter Adjust content or handover
question

Conversation request Explicitly requested next step Notify accountable owner

Accepted handover Sales confirms a suitable Review capacity and quality
assignment

Rejection reason Documented reason rather than Adjust audience or offer
intuition

Unsubscribe / complaint Explicit stop signal Stop sending and inspect cause
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12 / Launch as a shared operating process

Run a 90-minute workshop with marketing, sales and operations: twenty minutes on audience
and resource promise, twenty on states and exclusions, twenty on emails and handover, then
thirty on tests and approval. This is a suggested agenda. Assess additional technical work
separately for more complex systems.

After the first bounded cycle, review replies and misrouting together. Improve the most
important weakness before adding new branches. A small reliable journey is easier to maintain
than a large rule set without ownership. For every change, document the version, reason and
retest. Nurturing then becomes a learning collaboration rather than an unattended email
machine.

Worksheet: nurture states, tests and handover

The first row is a fictional test. For each event, add prerequisites, expected state and a named
reviewer.

Open the editable worksheet in Excel / Google Sheets

Event / step Entry / eligibility Content / action Stop / expected Test / owner
state

Resource request - Checklist Handle requested No marketing Internal test

fictional requested; delivery separately journey until contact /
follow-up status approved Operations
unknown

Marketing

enrollment

Email 1 application

Email 2 assessment

Email 3
conversation

Reply received Paused; person
takes over

Unsubscribe Marketing finished /
blocked

Demo request Handed to sales

Active opportunity Stop generic
journey
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Event / step Entry / eligibility Content / action Stop / expected Test / owner

state
No response End after final
message
Undeliverable Block sending and
address inspect

Application questions

Should every download contact enter automatically?

No. Assess the resource request separately from the approved communication purpose. Unclear
eligibility prevents marketing enrollment. Your accountable adviser must assess applicable legal
requirements; this playbook is an operational template.

When should sales take over?

When someone explicitly requests a conversation or another jointly defined, traceable trigger
applies. Provide actual context and the requested action. An open or a single click alone is
insufficient automatic purchase qualification.

What happens when someone replies personally?

Immediately pause generic automation and route the reply to a named person. They determine
what help is wanted. Do not start another sequence before rechecking context and sending
prerequisites.

How many messages are appropriate?

As many as distinct useful follow-up questions and recipient expectations justify. These three
templates form a bounded example, not a universal frequency standard. When no independently
useful question remains, the journey ends.

Sources and context

The linked primary sources support the technical foundations. Examples in this resource are
fictional and are not client references. Example figures are assumptions, not promised
outcomes. Check current platform capabilities before implementation.

HubSpot Knowledge Base: Set up double opt-in for emails (knowledge.hubspot.com)

HubSpot Knowledge Base: Set unenrollment triggers in workflows (knowledge.hubspot.com)
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