How to be more efficient and effective in a diminishing market

Treasure your existing customers

Whether you publish a single title, several titles, or a vast array of journals, no one questions the value of maintaining excellent customer service to preserve the existing revenue stream. The easiest form of expanded sales is providing additional product to existing customers.  
Your customers already know the value of your content so it is easier to sell additional products to them. One possibility is to profile the customer’s research output using journal analysis tools like Thomson Reuters’ JAD-E and to match that to the profile of a publisher’s offerings. Even if an existing bundle doesn’t exist it may be worth creating a special bundle which matches their profile. Adding some extra content for a comparatively smaller increment will give them a reason both to use and renew their subscriptions. 

Print vs. Electronic
The priority for your existing customers is to make the most of their budget; the current conventional word is that print will be the first to go. Analyze your customer base to compare their print and electronic subscriptions and work to move as many as possible to electronic. Many UK & European customers take print only for tax reasons, and often dispose of it. If providing that print is expensive then check if there are alternatives.
Using the Ringgold Identifier against all your subscriptions allows you to pull together customer data from multiple sources and compare subscriptions for both print and electronic material whether it is coming direct, through agencies or consortia.

Increasing Readership
Making sure that the usage is high within a customer institution ensures that your journals are the last to be cancelled. Usage drives metrics that measure “return on investment”. Ensure that your customers remain aware of the value of your products and services by staying in touch via regular, relevant and interesting communications. Be careful that the content of such communications reflect the interests and preferences specified by customers, and co-ordinate promotions from different departments to avoid unwanted bombardment with too many messages. Sending targeted offers and advance information that are exclusive to email subscribers can make customers feel special and highlights the value of being on your mailing list. 
Ringgold’s strategic partner DataSalon allows you to pull together all the contacts from different parts of an organization and make sure that you are keeping them all up to date. By using Ringgold’s authority file of institution names and domain names it is possible to find emails for individuals from specific institutions and send them relevant offers and information.
Customer Support

Make sure your customers are happy and have easy access to everything they have bought. Make it easy for their electronic resource systems to be updated and link resolvers kept up to date for easy access to the content. Grace periods are now common for electronic resources as well as print. Budget tightening sometimes means that payments are slower to get through the supply chain, so any efficiency here can speed up payment and activation. 
Go Prospecting

New customer recruitment can be expensive and time-consuming. Instead, focus your resources on very specific segments of very well qualified prospects in order to maximize the benefits. Knowing who has expressed interest by registering on your website or attempting to access content and possibly turned away as a non-subscriber is important. Even if you only have an email address, it is possible to target the institution’s library and/or relevant faculty with attractive offers. For example, aim to convert one-off buyers to regular customers, offer incentives to contacts that have registered interest but not yet purchased, or target very relevant prospects from third party lists.
Market Analysis

Market analysis with customer and geographic segmentation is extremely important to create focused prospect lists. The ability to mine your own customer lists to provide profiles of the types of institutions currently purchasing gives a huge advantage. It is now possible to do market penetration reports instantly by sector and country to show where you are “hot or cold”. Once you have identified the “hot” areas it is possible to create a gap analysis showing exactly which institutions are the hot prospects, for example which business schools or medical schools in Japan are NOT buying your content. It is even possible to create a prioritized prospect list by institution type and size..
Ringgold’s partnership with DataSalon also allows you to compare your subscribers with Ringgold’s database of nearly 150,000 records for institutions worldwide that subscribe to academic content. This gives opportunities for up-selling as well as for highly targeted gap analysis.

Non-subscribers

Many hosting services offer turnaway or non-subscriber reports. These are a valuable source of prospects, but of course you must have the ability to identify the prospective institution at the IP address range or managed federation ID, not just a network. There are tools available to match these reports to a known institution showing its name, location and URL. 
Ringgold and HighWire Press have set up a service to allow HighWire Publishers to navigate directly from their non-subscriber reports to the Ringgold OpenIdentify database to see exactly who is trying to access their content but not subscribing. This not only provides hot prospects, but also represents the potential for valuable feedback in the form of reviewing who might be entitled to access your content but for whom some error persists in the access set-up.
Authors

Valuable prospects are institutions that have researchers writing in or citing your content but the institutions themselves do not subscribe. The ability to pull together lists of all those institutions with  their numbers of papers or citations, gives a highly targeted prospect list that can be ranked by research output, sector, subject interest, size or location.
Ringgold cooperates with Thomson Reuters providing an enhancement to their Journal Analysis Database called JAD-E. This service pulls together all the authors from an institution for a title or a subject category and shows the research output value of that institution and whether or not it is subscribing to one of your titles in that subject area.
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