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#ITTRUST 

Who	
  and	
  where	
  are	
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  readers?	
  	
  

What	
  do	
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  read?	
  	
  

When?	
  	
  

On	
  which	
  devices?	
  

How	
  do	
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Reader	
  Focus	
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   Research	
  
What	
  do	
  you	
  want?	
  	
  

What	
  would	
  delight	
  you?	
  	
  

How	
  are	
  we	
  doing?	
  

Will	
  you	
  try	
  out	
  our	
  prototypes?	
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Product Setup 
Example 
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KPIs related to 
subscriptions 

Writers and 
topics 

Managing 
churn 

Data-informed not 
data-led 

Sharing of data  
within 

organisation 

Functional,  
life guides 



Churn statistics on eSuite Dashboard 
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- First introduced in November 2015 

-  Retry over a 5 day period 
-  No entitlements extended 
-  Emails sent on days 1, 3 and 5 informing customer of renewal 

issue 
 

- Phase II implemented in March 2016 
-  Retry over a 12 day period 
-  Entitlements extended to cover retry window 
-  Emails sent on days 8, 11 and 12 informing customer of renewal 

issue 
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-  Optimised eCommerce funnel, particularly for 
mobile 

-  New payment methods for subscribers 
-  Upgrade/downgrade functionality 
-  Self-service cancellation 
-  Explore new MyAccount functionality 
-  Experimenting with intro pricing, free trial 
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