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About NAA

e NAA Is a non-profit organization
representing the $55 billion newspaper
Industry

e Primarily corporate newspaper
memberships

e 4300 individual Federation members
e TIMSS user since 2005
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Where We Were, 2005

e Overestimating total Federation
membership by as much as 10%

e Overestimating retention rates by as
much as 5-10%

e No reliable benchmarks for year-to-
year comparison
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Step 1 - Reliable Numbers

e Created a standard query to give us
consistent membership levels by expire
month

=

Limit Sample: Selection in Grid ko
Views: IEIrder Detail and Customer Ihfa = Query. Clear

Simple Query | Advanced Guery |

Search Criteria
] Field Mame -] Operator - Valug -] =
Cycle End Date Greater Than or Equa | 07/23/2007

= | [ Fulfil Status Cods Mot Equal To 3 ]
4 Line Status Code Equals a
' ’ Markst Cade Equals =
Lertd

Exitra Filter: [(ORG_ID = NAA or ORG_ID IS MULL of ORG_ID=") AND (ORG_UMIT_ID — A" or ORG_UMIT_ID 1S NULL or ORG_UNIT_10=")

Gearch Results (200 of 2001) - Sampling:
4 Product Cods  =|  Ship Mastet Customer ID | Ship Labsl Nams = Ship First Mams  =| Ship LastNams =] Shipdob Titis = Shin Gompary N
>
FED 000000100335 Mr. Steve Trolingst | Gtewe Tralingsr President Community Publish
FEDT 0000001 01 BEE i David Stringer Dawvid Shinger Publisher Noiman T rarserpl
FED! 00000 01 E8E br. Diavid Stiinger Diavid Stinger Publisher Narman Transeript
FEDT 000000701526 Mr. Ry Stafford Ry Stafford Fresidert & Publ | ElPaso Times
FEDT 0000007101926 - Fay Stafford Aap Stafford Fresident & Publ | El Pasa Times
FED1 000000102423 Mr. Andrew Bickford | Andrew Bickford Fresident & CEQ Independent Publi
FEDT OO00001 02425 i Andtevs Bickiord | Sndrew Bickford President & CED | [ndeperdent Pubi
FEDT 0000007102605 Mr. David Rounds | Dawid Rounds WP of Circulation | San Jose Mercury
£ ol
I~ umit to Sample Data Print Report Excel | WordMerge | Export |

~hie



e Weekly Expire and Actives Report
(WEAR) now gives us quick look at
membership levels week-to-week and
year-to-year

WEAR Master Spre: ==
Insert  Format  Tooks Data indaw  Help Type =question fortislp = _ & %
AT R XS0 - B -9 ZL | g A4S 100%
-3 -|[@B]r w s % 1 w8 EE - S-n-0
T 2 bW | Sy | P Resbs ikl Shiog EnciRavis !
CB46 - A =SUM(CB23:CB45)
A ] AD | AE | AF | AG | AH | AL ] BN | Bx | BY | EBr | GCA |megEaa] cc | i
1 |[TOTAL MEMBERSHIPS FOR ALL FEDERATIONS [
2 |WEEKLY EXPIRE ACTIVES REPORT
=
4 37202007 32672007 4212007 41972007 41772007
170 192 202 206 210 215 160 154 143 133
EER ELR 7a E3
100 100 100 9a.
72 72 7o 70
76 75 74 73
at a1 ai a1
a4 94 a4 a4
122 122 122 122
79 79 79 79
3047 3057 046 3044
20 29 17 70 83 85 o o E,
1686 167 167 169
171 210 236 272
EE] 54 52 74
[ JE 20 3z
0 o a 0o
0 ] o 1]
1 1 1 1
i 0 o o
0 o a 0
2 2 2 2
o o a 0
i I i i o 0 o [
4969 4970 4974 5001 5006 5 4661 4671 4657 4423
|sz] I | =
+ W[{FEDS {FECE AFED? 4 SME & INTLE h Total  PROJECT soo0 4 GET Fet | 4] | SRR >

Ready

NUM
Wistart] | [ (0] B E 2=l ol BB S @5 ol© 0 @ | [Sleme o] Mlspder | siimims. [[Eiwean | @ Mo | @] socu. | [s searm
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Step 2 - Creating Renewal Efforts

e Conduct a test renewal run
e \Verify accuracy of every name

Newspaper Associatian of America - Newspaper Association of America

El= Edit  Window Fayoritss  Tools Help
o | 3¢ peite |

Favorites
Abstract Mansgemant
Accounting
#d-Hoc Queries
Ad-Hoe Queries
Advertising
Application Extender
Call Center

» W[z iz [venreponi=] | # [200% =1 ]
Renewed Order Derail
CERENEW 2008 JUNE PROD

Facility

Inventaried Products
Lackbox

Marketing

Meeting Managemert

New Order No Original Order No Ship Customer

Product Description Begin Date End Date Actr

1000222308

S —

ot
=
o
o
3
=
3l
ot
=

2008 30-36n-2008

DOS000ISIETL - 0 Litelafiald, Aumy
Rates/Discounts
Subscriptians
System Setup
Transcript
TIMSS Reporting
Printer Setup
Job Quene Setup
~TRS Application Setup
Job Parameter Setup
Job Submission

01312008 30302008

1000275833 DOO002SE63S - O Thompson, Conai

Digital Matiz Fadaration

100035;

Disital Megia Federation

1000226161

00000256300 - 0 Naxon; Tamas

o
Joh Scheduling

I eah Sites

I Interface Management

Ilsdis Fadaration 01312008 30302008

0226728 000000254330 - & L, Kin

£ -0 Genrer, Beadl

s _tPRO [6HNs PR eportyis [QUERY. lzojzoos 400 M [ENDS
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e Developed Crystal query to create
custom iInvoices and lists

mamsaritis Enet
RENEWAL INVOIC! FIRST HOTIC
of America
Fedurstion iaemteriiip Dust imvaics for; Deder Mumber: 100013030
. iy A Witon

e o8 L
STisler Marirt Frderatin woe R T
422 Total Aot Dus =+ 519000 A

I sy e e Fu—— Save Tiwe v R Griicel
[ — d
[ ———— T obers
e o s P
can Services:
o - R
S T Tele ik o vk
o
— -
[ ——— A O VTR R P 1
e T e T T e e Ao o drs
e T i ey
Vo b e
i SR L
by

- 102869
Athes Barews-erais Fhome © {208 30121
Bow H11 Fami (708 BT
Adhees, Ga, 10481 0V
e
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e Crafted extensive grid to manage
schedule

S Bla o gde wiew Inestt Fomat ook Dasta window  slp -8 %
E ) T = S = T O =30 il I G I H T 1 ] J ] K I L [
2008 Federation Membership R al Timelil =
ACTION ITEM STAFF
4 |Proforia - Edit cathy | 1081007 | 1 41 0/08 5/8i08 6/10/08 71 1i08 a3
5 |Proforina - Review List Cathy | 1011407 | 1 4414108 5013108 61 208 T 508 8/1:
& |Proforma - Production Cathy |1 471508 5014/08 61 3008 TH BIDE R
7 |E-Mail - it's Coming! 41408 5012/08 61 208 T 4i0g an’
Invoice =1 Mailed e e
A [Color: Yellow Kylee 2HFEIOE anGing | 4M7ng 51608 6 7I08 TrBing ans
a i #1 {(E-Mail} Afesmr | 1oy | uzuns | aEuns | 3@oms 412108 515/08 B/3I08 7i3i08 8/5/08 a1z
_|Invoice =2 Mailed - )
10 |Color: Green Kylee 3izBing 4/28/08 5/28008 8127/08 TI29i08 BI28i08 92t
11 [Reminder 2 (E-Mail) 4115008 501 4i08 B6/16/08 T 508 811 4i08 9 BIDE 104
|FED & NM E-News Last Issue
NAE pull expires for months 5608 T8 animng A
12 |histed Corey 4108 M ayidury GI3/08 luliaugy BiG0E (Sepioct) 106708 (Mo
|Invoice =3 Mailed
13 |Color: Pink Kylee 4/2i08 5i2/08 B/2i08 Fr3/08 8/1i08 9/2ine 1072008 10/3
14 {Email - The End is Near! 412108 501/08 6/2i08 7i1/08 8/4i08 8108 1001408 11—
_Ii Reminder =3 (Phone Call) 411 BI0E 20008 Bf1BI08 2108 819/08 ar giog 10421408 1141
15 |Drop Postcard Mailed Kylee aing 51ine Bi2/08 71108 8i1/08 9/1i08 10/1408 113008 120
by by by [ by by by by b
17 |E-Forum Drop Jamie 4014/08 5/9/08 6i14/08 TH 1408 8i14/08 811 2108 10/ 4408 1408 | 120
o by by by by by by by by b
18 [NM €. Hlati Jaimie 4414408 41 4008 Fi14/08 B 4008 8i14/08 2i14/08 1001 4008 10014408 1201
| 12 |Email - Last Chance 19/08 | artwios | 4neios 501 B/0E B/ 608 TH 708 3/15i08 811 6/08 1017408 1408 | 120

istan| [ o) B B 5] =] o b Fl ok =l e e | [Slare] dls. | @t | pav-] @ | Fe. [[Ezr- War| [« szarm

BLUEPRINT FOR SUSTAINAEBLE PUBLICATIONS




Step 3 - Collecting Response Data

e Use Market Codes to segment first year
members from previous renewers
during batch renewal process

e Manually add Market Codes to track
response by retention effort

e Manually add Order Method codes to
track response method
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Step 4 - Reporting

* Developed a Crystal Query linked to our
database which evaluates orders
created through the monthly batch

Process.
X
DRDER_DETAIL ADDOPER | DRDER_DETAIL CUS_INFO \w ORDER_DAT 4| |
j Mew,,
Delete |
Browse

DK Cancel Help Show Formula 33>




e Track renewal and cancel rates by
product, expire month, and first year
VS. previous renewers.

e Track response data based on effort
number and response method.

e |[dentify non-renewers for follow-up




\Weekly renewal reports summarize

results

E Microsoft Excel - Renewal_Rates: December_Expires.xls

) Ble Edi View Insett Format  Tnols Dats  Window

Help

S S S A D e B B?Arial <10« B I U] =35 %
80" =08 (P= Sy ;| L] G | P9 Baphl with Changss.. Epel Revew B
B4 &
A I el ® T 0 [ E [ F [« BET] CK [CE [ oW | eN [ ©a T = ey
| | December 2007 Expire Group . December 2007 Expire Group fif
| 2 |Renewal Rates as of 2/11/08 (Post Drop) Renewal Rates as of 2/5/08
Mot Yet |Total Renewal Mot Yet |Total Renewsal
4 Active ||Cancelled |Renewsd|Base Rate Active [Cancelled [Renewsd |[Bass Rate
5 [FEDT 552 128 0 B80)|_81 18% FEDT 550 =] 32 B30| S80.88%
B |[FEDIPLUS 7B 11 0 87| 87.36% FED1RLUS 7B 5] 3 87| 87.36%
7 |FED2 393 153 0 54B| 71.98% FED2 393 108] 45 S4B] 71.98%
8 |FED4 489 136 1] B25)| 78.24% FED4 489 102 34 B25] 78.24%)
9. |FED5 A03 137 0 540 74 B3% FEDS 401 a7 52 S40] 74 26%
10 |FEDE 264 B8 a 333) 79.28% FEDE 261 55 14 330| 79.09%
11 [FECY 436 169 i 655| 74.20% FED? E] 115 55 653 73.97%
12 [SMF. 110 7] 1] 147|| 74.83% SME 110 20 E] 147 74.83%
13 [INTL 13 g £} 22| 59.09% INTL 13 4 5 22| 59.09%
|14 2786 49| o]  3635] 76.64% 276 w05 z49] 3630 76.47%
15
16 _
17 |Market Codes Market Codes
|18 PoosRENEWD! | 4% JUBRENEWD! | 1495
|18 | 2000RENEWDZ | 2% 00SRENEWDZ | 6
|20 [00BRENEWNS | 453 16% ODIRENEWNE | 453
| 21 |2008COMPEDUC B 0% 2008COMPEDUC
| 22 | OtherUnknown 13 0% OtherfUnknown a
23] 2706, 2776
24 ,
1 25 |Order Method | Oider Method
|26 Fax 06 Fax 11%
| 27 [ail 1991 Mail _ 72% |
| 28 |Phonea 365 Phane 13% b
| 29 [Vish 102 MWeb 29 1%
| 30 | OtherUnknown | 33 OtherUnknown 97 3% |
Ell 7R 2776 -
r

|64 Jih\Stats / Finl fonrenemer et { Shects /

Ready
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What We’ve Learned

e 54% of our renewers pay from the first
Invoice
e /5% of our members mail Iin checks,

despite our best efforts to push them
to the Web
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e /5% of previous renewers stay with us.
Only 50% of first-year members do so.

e 25% of our memberships are outside
our traditional December renewal base




What We’ve Done Since

e Changed our business rules so that
memberships expire on an anniversary
cycle, not just in December.

e Developed a mid-year retention
process to address this group of

members 0




e Started December retention process
sooner

e Modified our schedule to provide
enough time for check requests to be
processed
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e Initiated more outreach to first-year
members including customer care calls
to ensure benefits are being used.
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e Cut off benefits sooner

e Tracked cancellation reasons - even If
anecdotally

e Created more targeted marketing
efforts |




Post Script

e |[n June 2008 NAA completed a
Strategic Planning Process

e New organizational focus but fewer
staff to implement initiatives

e Impact on 2009 retention efforts TBD




