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“Any fool can
know. The
point is to
understand.”
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Overview

* Poor retaining orders

* No vision in start performance

* Gaping holes for engagement and touchpoints
* Deep discounts

* Belief that every start was a good start



Goals

* Find the most profitable subscribers with data

* Match and find

* Win the volume game with stops and retention

* Manage price and billing with outside of industry
knowledge

* Manage, test, automate touchpoints
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Goals

* Find the most profitable subscribers with data
* Match and find



Data and Start
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Data and
Start
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Data and
Start

LEAP | Subscription Revenue by TGM Value Segment

TgmMasterValueSegment

1-HIGH VALUE

2 - HIGH-MID VALUE
3-MID VALUE
4-MID-LOW VALUE
5-LOW VALUE
Grand Total

Total % of Total Active

Households g Subscribers

35,024 . 22,967
30,385 . 9,634
27,840
56,149
107,986
257,384 § 39,093

Total % of Total
Payments -
$16,273,044
$5,940,262
$2,040,661
$1,379,390
$443,045

$26,076,402

Average
Payments
$576.81
$394.52
$243.23
$140.70
$71.69

$385.50

Potential
Subscribers

12,057
20,751
24,335
53,612
107,536
218,291




Next Steps

* Utilize the data for sales pressure - easy

* Automate touchpoints - harder
* Use your time to make informed moves - hardest
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SUNDAY PRINT
for ONLY

$1 A WEEK.

Visit timesunion.com/getplus
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In Practice

* Modeled digital only subscribers

* Used those demographics to target social, tv, radio
* Targeted new audiences

* Real ROI for outside media
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Goals

* Win the volume game with stops and retention

* Manage, test, automate touchpoints



Retention

* Automated touchpoints and retention

* Allowed better A/B testing

* Freed up time to test new pieces

 Add engagement and discuss value proposition



TIMESUNION

Welcome to the Times Union! It was my pleasure
to assist you recently!

As a valued subscriber I wanted to thank you for subscribing
and personally welcome you to the Times Union family.

Our goal is to ensure that your Times Union experience is
always positive! Please do not hesitate to contact me if you
encounter any issues with your Times Union subscription.

I can be reached at 518-454-5454 or by emailing
tucirculation@timesunion.com. Thank you again!

Sincerely,




4 OUT OF 5 YEARS
TIMES UNION NAMED NEW YORK'S
BEST MIDSIZED NEWSPAPER

Times Union, NY State Associated Press Association’s
Newspaper of Distinction Awards
1998, 1999, 2001, 2004, 2012, 2013, 2015, 2016

The Barnsider Restaurant
$10 Off Any Dinner Bill of $50 or More

Froe [t

NEW YORK
OFPTICAL

‘gv
New York Optical
2 for $99.99 Complete Pair of Eyeglasses




Retention Trends

Year Starts Owks  4wks  8wks  13wks  1Bwks  22wks  28wks  28wks  52wks  65wks  T8wks

2015 2337 10000 9114 8344 58.55 60.25 24.73 49.55 38.30 31.07 27.91 2379

2016 14027 10000 9226 8574 74.95 6B.76 g2.21 2715 20.54 14.95 10.44 10.44

e duies Buies 13mies 18w 2w Tomies 3w Sowis

*The Retention Report excludes starts that occur within 2 weeks of a previous stop. As a result the Start counts won't match those shown on other reports.




Permanent Stops Trend
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Goals

* Manage price and billing with outside of industry
knowledge



Pricing Data

* Psychology of Pricing

* Why people pay

* When we bill and terms
e WIFM?

* Product
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Retention Strategies
That Work

Phil Schroder
Head of Brand and Buzz
McClatchy




What is Brand and Buzz

Brand - Retention and engagement of our subscribers

Buzz - Loyalty program




Background of retention

e Local
e Regional

e National




Foundation

e Culture
o Can do attitude

o 100% focus

e Standardization
o Metrics

o CPO




Subscriber Journey
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Engagement

Welcome to the Star-Telegram

e \Welcome series

TO: Scott Stines

®) F”‘S't day emall W|th fol IOW up o Thank you for subscribing to the Star-Telegram.
DIGITAL ACCESS
=l . . aa—— Your new subscnption provides you with unimited
O D|g|ta| aCtlvatlon digital access to star-telegram com, our mobile

site, smartphone apps, iPad app, and pnnt replica
e-edition that you can read on any device Click

O Dlgltal t|pS and tricks " At : HERE to activate your account and take

advantage of all your subscription has to offer.

- = N, | < S SUBSCRIBER SERVICES ONLINE
O WGICO me VldeO You can renew your subscnption and more. Click

HERE to take care of it quickly and easily
online.

e Continued engagement . — THE STAR.TELEGRAM CUSTOMER SERVICE

Call 1-800-776-7827 24 hours a day, 7 days a
week to complete most transactions related to

O Loyalty prog ram < your subscription or reach us by email at

f artelegram com

o Added value packages

o Service checkin




Renewals

e Three tiered approach

o New customerbilled

o Renewal subscriber

o High churn renewal subscriber
e Different actions taken for each one
e Multiple tactics

o Billing

o Emalil

o Automated calls

o Live calls




Collections

e |n house letter
o Balance due
o Offer to restart

e Third party collections

THE KANSASCITY STAR.
1729 Geand Bivd » Xarsas Cty MO 64108

July 20, 2017 oy a a .
PAST DUE BALANCE
PAY NOW

billname
address
citystatezip

Dear,

Unfortunately, delivery senice to your sudscription was recently stopped. However, you have a previows balance in the
amount of $25.00. For your convenience, you may make your payment by check, money order or credit card

We befieve that this is simply an oversight and we would Mie to get your account restarted as soon as possible. Please
il out the form below and retum it in the endosed envelope along with your payment. Be sure to indicate whether or
not you would like your service restarted. Or call us at 877-962.7827 1o make a payment today and restart your
subacription

Thank you for choosing The Kansas City Star as your source for news and information

To restart service, ploase select one of the opticas below:
T0ay service for 13 weeks $62.28 Sunday & Wednesday for 13 weeks . $4527
Sunday Only for 13 weeks c s 331,25

TURMS OF SURVICE: Subscription wpecal ofer arw ondy valkd for Sounehokds That have not Aad Kantas Oty S2ar Some delvery worace within the Last 30 daye. Valat
only for I coden in our home delvery ares within the greater Kansam Oty Metropolitan Ares. Coupon values wary by ares and By week. A 55.99 acovation fee
chces on M new STy FO! YOS (DIVETINCE, YO WRCTGUON will S LOm Iy Ferew 31T e PEGL TR 37 1he TR Curent 138 wnkiia (Ou tell A e canael
Noticrs of rate changes will be maded or emaded 10 the wacber blng addems prior 10 the rate change efectvr date. ONptal 2pgn vary by device and are not
Bpported on ol Sevces, gl JCCREL MUY SCTVATION 3t LANICRY COMLRI-Ar wcay/Pha. Paymantt and OO eatend 1O Fpaation Sate. Any recene
Cunitancing Dalances will Be ApPRNG 10 yOur VST Py TRt YOU N CINGH 3t Sy e Dy CORLITING OWF GV WATCe CARter 3t L4762 TRIT Your

BT ION & LT 10 1he Tarmi of S e 3t wwe KRGO, (oM terme-oturrucs

Please return bottom section with your payment to avoid further collection efforts

acctnum
billname
address
citystatezip

(Check One to restant service)
—7Dayservice __ Sunday & Wed  ___ Sunday Only
HOA00T__ M0 ONVO00)_M6O REAOO0E_NOSO
$62.28 54527 $31.2%

Previous Balance « Restart Service » Total Payment
Choose a payment method:

$25.00 + Make check payable to
Checkn The Xansas City Star

The Kansas City Star

ATTN: Audience Development
1729 Grand Bivd

Kansas City MO 64108




Outside the flow

e Future stop calling
o Call center agents enter stops with a 3 day window
o Vendors then call to save
e Stop call redirects
e Project Exhaust - Billed order follow up
o Service concerns
o Disconnected numbers
o Did not order

o Collecting payments



Digital retention

e Just getting started
e 100% auto pay subscribers
e Biggest challengeis declined credit cards
e Steps to target:
o Retry charges
o Email consumers

o Bringing on live calling




The future

e CLV - consumer lifetime value
o Direct mailto high value customers
o Offer a gift card for renewal
o Launching at 10 markets to start

e Testing non traditional vendors

o Spanish speaking group in Belize - works
with hotel chains

e Credit Status

e Payment Analysis

Good News!
LunchisonUs!

Renew your subscription to the
Miami Herald and receive up to a $15
gift card to your favorite restaurant.

Choose from these restaurants
and many more..

( oA \]"\l

Reott \ tnl /

Polofropical  (Chiektst

T Bkl T e B ey @bl AP T M e ah] v e Tt D] Ty
Rl e AWy LS & O DU (e . U F MOt farves w /e Kpee
D FHTTRNGN O 4ach RO ITe eIt et ol ITEIRTLAN a0 De racert ; of Twes

e Thewe ol BEE. KETVE Wbt v b umiun, Al oo e e d raderraeia
AR AP remerved s e B s o Gl 1 S Ripeie, A UL sdde i sl e
oy CAlww ot W s iy




Loyalty program

The News: Observer RestOser B W

DASHBOARD GET POINTS REDEEM POINTS MY ACTIVITIES MEMBERSHIP LEVELS FAQS

News & Observer Rewards: A Loyalty Program that's all about you.



Thank you.

Contact Info:

Phil Schroder
Head of Brand and Buzz
pschroder@mcclatchy.com

816-234-4585
@paperboyphil
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NMA’s 2017 Summer Webinar Series :
Raising the Bar in Acquiring and Retaining Audience

Thank You for Your Participation!

Register now for the final session in the series and
a discussion of the key issues:

WEBINAR # 5

Cutting-Edge Approaches to Driving Subscriptions
Thurs., August 31 2:00 - 3:00 pm EDT
Moderator: Jeff Sonderman, Deputy Director,
American Press Institute

MEDIA
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