
Find Missing Messages – and Make Sure
Messages You Send Arrive Successfully!

Perhaps a relative asks you why she hasn’t
received an invitation to your birthday party
when everyone else has, or perhaps you’re
concerned that you still haven’t received a
confirmation of your holiday booking. It’s a fact
of life that email messages don’t always behave
as expected!

In this article, I’ll explain why and how that happens and –
more importantly – what you can do about it! Read on to
find out the steps to take to avoid delivery problems with
email messages or deal with them when they occur.
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This article shows you how to:

� Locate an email message you expected to receive

� Resend a message that bounced back to you

� Avoid common problems and pitfalls in sending email
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The Junk Folder: Often the Last Place 
You’ll Look!
You send someone an email message, and days later your
intended recipient complains that he hasn’t received
anything from you. Or perhaps it’s the same problem in
reverse: you’re expecting to receive a message yourself, and
after days of waiting it still hasn’t arrived.

The reason is often simpler than you might suspect. Legiti-
mate email messages that should be delivered to your Inbox
sometimes land in the ‘Spam’ or ‘Junk Email’ folder instead.

This doesn’t just happen randomly, of course. Your email
service – or the email program on your computer – has spam
filters which it uses to examine all incoming messages and
determine whether they look like junk mail. If these spam
filters decide that a particular message looks suspicious, the
message will be placed in your Spam or Junk Email folder
rather than your Inbox.

An expected
message hasn’t
arrived?

It might have
been treated 
as junk

Look in your
Junk Email
folder

Log into your
webmail account

! If you’re not aware that this can happen, you might
never know that this message arrived! It’s important to
remember that spam filters are never 100% reliable. Just
as the occasional piece of junk mail can land in your
Inbox, the occasional item of legitimate mail can be
treated as junk.

If you’re expecting an email message and you feel it should
have arrived by now, check the contents of your Spam or
Junk Email folder: 

Webmail account: checking the junk folder
If you use a webmail account such as Google Gmail,
Outlook.com or Yahoo! Mail, start your favourite web
browser and log into your account. When you arrive, look
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at the list of folders on the left and you’ll find one named
‘Junk’ or ‘Spam’ or something very similar. Click this folder
to see its contents and then have a careful look through the
messages in this folder to see if one of them is the message
you’ve been waiting for.

If you find the missing message, move
it to your Inbox. At most webmail
services, you do this by ticking a box
beside the message in the list and
then clicking a Move To (or similar)
button just above the list of messages:
you can then choose Inbox when prompted and the message
will be moved out of your junk folder and into your Inbox.

Email program: checking the junk folder
If you use an email program installed on your PC, start the
program and then open the appropriate folder to check its
contents:

•   Junk E-mail in Microsoft Outlook.

•   Junk e-mail in Windows Live Mail.

•   Junk in Mozilla Thunderbird (this folder will only be
shown and used if you’ve enabled spam filtering in
Thunderbird).

Have a look through the messages in this folder to see if
one of them is the message you’ve been waiting for. You
might find it helpful to sort the messages in different ways
(by date received or by sender, for example) to make the
message easier to spot if it’s there.

If you find the missing message, move the mouse on to it,
press and hold the left mouse button, then drag it over to
the Inbox folder and release the mouse button to drop it
there. This moves the message out of your junk folder and
into the Inbox.

E 415/3
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Move legitimate
messages to your
Inbox

The junk folder
in your email
program

Drag legitimate
messages to 
your Inbox
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It may not be in
your own Junk
Email folder

Your broadband
provider may
filter your email

Suspected junk is
never delivered
to you

Check your email
account online
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Has your email provider withheld 
the message?
Perhaps the email account you use is the one set up for you
by your broadband provider? If so, you probably use an
email program installed on your computer to manage your
email, and you’ve probably just followed the routine above
to look inside its junk folder. However, in this situation,
there’s one more place where messages may be trapped.

Your broadband provider may well use its own spam filters
to check all the messages that arrive for you. There are two
different ways in which this might work:

•   If the spam filters suspect a message is junk, they might
add a note to the subject line of the message, such as
***SPAM*** or [Suspected Spam] and then pass the
message on to you. In that case, your email program
would receive the message and – quite likely – put it in
your Junk Email folder.

•   Your broadband provider may just withhold any
messages that appear to be junk. If the company offers
webmail access to your email account, they may just
keep any junk messages in a ‘Spam’ or ‘Junk’ folder
online, rather than passing them on to your email
program, meaning that you’d never know these messages
had arrived!

If you know your broadband provider offers webmail access
as an alternative way of managing your email, it’s wise to
log into it at least once a month and check whether any
legitimate messages have been misidentified as junk and put
in a ‘Spam’ or ‘Junk’ folder. If you find a message there that
isn’t junk, you should be able to tick a box beside it and
choose a Move To (or similar) option to move it to your Inbox.

When you’ve done that, it should be delivered to your email
program next time you check for new email.

WA7 E415.qxp_July 2019  30/05/2019  14:19  Page 70



Legitimate
sender being
treated as spam?

Add the sender
to your contacts
list…
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If you’re not sure whether or not your broadband
supplier offers a webmail option, it’s a good idea to find
out – partly because it may be trapping suspected junk
mail without ever telling you about it, and partly
because you may find this webmail feature useful on
occasions (as I’ll explain on page 13).

In most cases, the way you use this webmail feature is
to visit your broadband provider’s website, find and click
an Email (or similar) link, and then log in using your
email address or username and the email password given
to you by your broadband provider. Once you’ve logged
in, look for a folder with a name like Spam or Junk and
click it to see what it contains.

If it does turn out that your broadband provider
withholds messages it believes to be junk, have a look
around for options relating to junk email (or look for
links to the ‘Help’ or ‘Support’ pages). You should find a
way to turn off this behaviour so that all suspected junk
email is passed on to your email program when you
collect new messages, and that’s a far better option.

Prevent legitimate senders from being
treated as junk
If you’ve just found and rescued a legitimate message from
your Junk Email folder, you might be worried that future
messages from the same sender will also be treated as junk.
Fortunately, there are ways to ensure that it won’t.

The best way is to add this message’s sender to your contacts
list. Email programs (and webmail services) provide a
contacts list or address book for you to store the names and
email addresses of people to whom you send messages, but
this list has a secondary purpose: your 
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…or your ‘safe
senders’ list

A message you
sent didn’t
arrive?

email program should never treat messages from your
contacts as junk, however suspicious they may look.

To add a message’s sender to your contacts list, just do the
following:

•   Windows Live Mail: right-click the message and choose
Add sender to contacts.

•   Microsoft Outlook: click the message to display it in the
preview pane. At the top of the preview pane, right-click
the sender’s name and/or email address and choose Add
to Outlook Contacts.

•   Mozilla Thunderbird: click the name and/or email
address at the top of the message and choose Add to
Address Book.

Alternatively, if you’d prefer not to fill your contacts list
with people from whom you only receive messages, you can
use a slightly different option, the ‘safe senders list’. This is
a list of email addresses from whom messages should never
be treated as junk:

•   Windows Live Mail: right-click the message, move the
mouse down to Junk e-mail and choose Add sender to
safe senders list.

•   Microsoft Outlook: right-click the message in your
Inbox, move the mouse down to Junk and choose Never
Block Sender.

Of course, messages you send to someone else might be
treated as junk as well. If someone tells you they haven’t
received a message they were expecting from you – and
you’re sure you sent it – it’s worth advising them to make
all the checks mentioned above. However, perhaps the
problem is that you mistyped their email address?
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Mistakes in
postal addresses
may not matter

In email
addresses,
accuracy is vital!

The message may
be delivered to
someone else…

…or it may
bounce back 
to you

The Consequences of Email 
Address Errors
When you send a letter through the post, you can often get
away with small mistakes. There’s a human element
involved in sorting and delivering letters, and the various
humans concerned will often make the effort to work out
what you meant and get your letter to the right place.

With email, the whole system is handled by unthinking
computers, so even the tiniest mistake in the email address
will mean that your message can’t arrive at its intended
destination.

Exactly what happens instead will depend on the mistake
you made. If you’re unlucky, your typing mistake will result
in an email address that does exist but belongs to someone
else. In that case, your message will be delivered, but to
someone who doesn’t know you or your intended recipient.
Perhaps that person will take the trouble to send you a reply
asking if your message was meant for someone else. More
often, though, they’ll just delete it.

A more fortunate mistake to make is one that results in a
non-existent email address – an address that doesn’t belong
to anyone. In this case, your email message should be
returned to you with a note explaining why it couldn’t be
delivered. (The popular term for this is that your message
‘bounces back’ to you.)

A mistyped email address is just one of many reasons
why an email message might not be delivered, albeit by
far the most common. Other possibilities are that your
message was too big (because the size of the files you
attached are more than the recipient’s email
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service will accept in a single message), or that the
recipient’s mailbox is full (usually indicating that the
recipient has stopped collecting his messages), or that
your message was suspected to be spam or to contain a
virus-infected file.

If an email you sent is returned to you undelivered, and the
reason seems to be a mistake in the email address you typed,
you’ll probably want to send the message again. I’ll explain
how to do that on page 10, but before you do, be sure to
check what the correct address should be. Besides your own
typing mistakes, there are two other possibilities to watch
out for:

•   Perhaps the email address you were given was actually
incorrect: you typed it faithfully, but it was wrong to
start with. In that case, of course, there’s no point in
resending the message to the same address, so you need
to find out what the correct address should be.
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The returned
message explains
what went
wrong

Did you type the
address wrongly?
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•   Perhaps you didn’t actually type the email address when
composing the email. You might have added this wrong
address to your contacts list or address book at some
point in the past, and you simply selected that contact
from the list when you composed the message. If so, as
in the point above, there’s no point selecting the same
contact again while its associated email address is still
wrong! Open your contacts list and edit the address for
that contact to correct it.

When you’re typing email addresses, mistakes are all-too-
easy to make. Here are few common pitfalls to watch out for:

•   Misreading letters and numbers: watch out for similar-
looking characters like the letter ‘o’ and the number ‘0’,
or the letters ‘i’ and ‘l’ and the number ‘1’.

•   Dots and commas: a comma isn’t allowed in an email
address, so anything that looks like a comma in an email
address you’ve been given must be a dot. However, since
these two keys are side by side, make sure you haven’t
accidentally typed a comma in place of a dot.

•   Hyphens and underscores: if either of these characters
appears in an email address, check carefully which it is.
If the address is supposed to be ‘john-smith@example
.com’ (a hyphen) you don’t want to send the message to
‘john_smith@example.com’ (an underscore).

•   Spaces: an email address can never contain spaces.
However, a possible source of confusion is that email
addresses are often shown underlined, and that
underlining can obscure an underscore symbol to give
the impression that there’s a space between two
characters. Don’t be fooled: if it looks like a space, it’s
either an underscore or someone else’s typing mistake.
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Do you have 
this wrong
address in your
contacts list?

Common
mistakes in email
addresses
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Try to avoid
typing email
addresses
yourself

Correct and
resend the
message

The best way to side-step the kind of pitfalls listed above is
to avoid typing email addresses if at all possible! If the email
address you need to use is on paper then you obviously have
no choice, but if it appears on your screen there are more
reliable options: 

•   If it’s a link you can click it. Your email program will
start and display a new message window with the address
already inserted into the ‘To’ box for you.

•   If it’s not a link (or if you use a webmail service rather
than an email program), you can highlight the address
using the mouse and press + to copy it to the
clipboard. When composing your email message or
adding this contact to your address book, you can click
in the ‘To’ or ‘Email Address’ box and press +
to paste the address into it.

Bounced Message? How to Resend It
If an email message does ‘bounce back’ to you undelivered,
you’ll probably want to send it again, but how can you do
that? Here are the steps to follow:

Ctrl C

Ctrl V

One thing you never have to worry about in email
addresses is the difference between capital and small
letters. Some people (and especially companies) like to
use capital letters when they quote their email addresses
– so, for example, ‘John.Smith@example.com’ or
‘sales@FreeFurniture.com’ –  but you don’t have to take
any notice when you type the address yourself. It’s
traditional to type email addresses entirely in lowercase
letters, but typing one in all-capitals (or in any
combination of upper- and lowercase) wouldn’t affect
whether or not it could be delivered.
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Forward the
copy in your
Sent Items folder

Enter the correct
email address

Tidy the 
Subject line

Do you still want
to send the
attached file?
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1.  First, make sure you’ve read the message you rec-
eived which told you your own message hadn’t been
delivered. You don’t need to understand every bit of
it (it can be rather technical), but you do need to know
why it was returned. Was it a mistake in the email
address? Did you attach a file that was too large?

2.  Now open the Sent Items folder in your email
program (or at your webmail service) to find your
own copy of the email message you sent. When you
find it, select it and click the Forward button on the
toolbar above.

3.  Now a copy of the message will appear, looking sim-
ilar to the screenshot on page 12. The To box will be
blank, so click in this box and type the correct address
to which you intended to send the message .

4.  In the Subject box , you’ll see that the letters
‘FW:’ or ‘Fwd:’ (short for Forward) have been
inserted: delete those so that only the original subject
line remains.

5.  If you’d attached a file to the original message you
sent, the same file will still be shown as attached in
this copy of the message . If you still want to
send that file, and if you’ve no reason to suspect that
it was this file that prevented your original message
from being delivered, you can leave this in place.
However, if your original message was returned
because the attachment was too large, or because it
was suspected to be a virus, there’s no point in trying
to send the same attachment again! To remove it,
click the icon or name of the attached file and press
the key or right-click the file and choose the
Remove (or similar) option from the context menu.

1

2

3

Del

:
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Clean up the text
of the message

It’s ready to send

Delete the old
message from
Sent Items 

If your message was returned because its attachment
was suspected to contain a virus, it would be wise to
scan your PC, just to be on the safe side. However, it’s
far more likely that the file was refused simply because
it’s a type of file that can potentially contain one –
Word documents and Excel spreadsheets fall into this
category. In this case, remove the attachment and see if
you can convert the file to another format to send. One
good option is to create a zip file containing the doc-
ument and attach that instead.

6.  The body of the message will show the details of
your previous attempt to send it . Delete these
details so that only the original text remains, and
make any other changes you like to the text.

7.  Done! You now have a copy of your original
message in front of you which is correctly addressed
and which looks as clean and tidy as the original.
You can click the Send button to send it.

8.  There’s one final thing worth doing. As this new
message is sent, it will be placed in your Sent Items

4

1

2
3

4
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You can receive
email but you
can’t send

At home, you’re
logged into your
broadband

When you’re
away, use
webmail instead
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Trouble Sending Email When You’re Away
from Home?
Have you ever taken your portable PC on holiday with you,
or to a friend’s home, and tried to use your email program
to send and receive email? If you have, you’ve probably run
into a snag. Although you can receive email without any
problems, you can’t send any messages: when you try, you
receive an error message.

This can happen if you use the email account supplied by
your broadband provider. Like all similar companies, your
broadband provider won’t allow email to be sent via its
servers by anyone it doesn’t know. This is to ensure its
servers can’t be used to send spam.

When you’re at home, you’re connected to your broadband
service, so your broadband provider knows you have
permission to send email. However, when you’re away from
home, you’re connected to the Internet via some other method.
As a result, your broadband provider doesn’t know who you
are and it refuses to accept email from you for delivery.

Fortunately, there should be a way around this. As
mentioned back on page 4, find out whether your broadband
provider offers webmail access to your email account. If it
does, whenever you’re away from home you can start your
favourite web browser and log into your webmail, and from 

    folder along with the earlier, failed message. It’s a
good idea to delete the failed copy from this folder.
There’s no point in keeping a copy of a message
which never arrived, and by deleting it you can
avoid the chance that you might open it sometime
in the future when you’re looking for this person’s
email address and then send yet another undeliver-
able message to the same address!
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Which button
should you click?

The Reply to All
button can get
you into trouble

there you’ll be able to read, write and send messages without
any problems. (The reason this works so reliably is that
you’ve had to log in, thus proving you’re a customer.)

If you can’t do that, another option is to set up a free
webmail account at a service like Google Gmail (www.
gmail.com), Outlook.com (www.outlook.com) or Yahoo!
Mail (uk.mail.yahoo.com).

Reply to All: A Trap for the Unwary!
Finally, here’s a different kind of delivery problem. It’s not
that the message isn’t delivered; rather, it’s that the message
is delivered to more people than you were anticipating!

When you want to reply to a message you’ve received, you
have a choice of two buttons to click: Reply and Reply to
All (or, in some email programs, Reply All). If you’re
replying to a message that was sent only to you, you can
click either button and you’ll be composing a reply to the
person who sent the message.

However, if the message was sent to several people (in other
words, the ‘To’ or ‘CC’ boxes contained addresses other than
yours) and you choose Reply to All, you’ll be sending your
reply to all of them.

This gives you an easy way to put yourself in an
embarrassing situation, and you wouldn’t be the first to do
it. People have sent replies saying: ‘Why on earth did you
send this to Bill? The man’s a fool.’, and then realised too
late that they’d chosen Reply to All and Bill was going to
receive a copy!

So, if you’re ever tempted to click that Reply to All button,
think carefully whether you really do want to send your
reply to everyone who received the original message. If you
don’t, click Reply instead!
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