
Premium global magazine targets $1Mn incremental revenue through omnichannel, 
persona-based support 

Case Study
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Business Challenges

The client is a premium media brand with an educated subscriber base and global reach. They distribute award-winning 

journalism through a print magazine, website, podcast and short video clips.

The core problem was high subscriber attrition, which was making it hard to hit growth targets. Further, the client’s CX 

processes and systems were outdated due to lack of attention over the years.

Creating a CX strategy and operating model

We conducted an advisory project for the client’s leadership team involving several workshops. The process followed 

these broad steps:

High rate of subscription 
cancellations

Out-of-date CX processes 
and systems

Customer support too 
transactional

•

•

•

Challenges 

•

•

•

Grow their subscriber base

Retain existing subscribers 

Provide a premium customer experience to match their high-quality journalism

The client approached Firstsource for advice and support on how to:

•

•

•

•

•

Understanding the brand’s subscriber base, how they consume information, and their support needs

Crystalizing the vision for how consumers perceive the brand

Creating a CX strategy to reflect brand promise, vision, mission as well as customer needs and wants (see diagram)

Designing a support organization to fulfill the above

Turning the strategy into a set of operational principles and day to day practices
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•

•

•

•

•

Identification of six different subscriber personas and their preferences – see representative diagram for three 
personas

A personalized support strategy for each subscriber persona

A new emphasis on the emotional side of customer support, all aimed at improving subscriber retention

Linking strategy to day-to-day execution

Agreed set of internal policy changes to align to the new experience vision

Deliverables

The consulting project helped the client’s senior leadership team bring together and structure their thoughts. They 

realized their customer support model needed to align much more strongly with their brand promise and personality.  

They also understood that focusing on customer emotions and feelings gave them a more powerful lever to improve 

subscriber retention.

Specific deliverables included:

A successful CX strategy is holistic, and aligns with business strategy 

During these workshops, it emerged that the client’s existing approach to customer support focused primarily on solving 

customer problems quickly. When customers had an issue, they called in, and associates worked to fix the problem. 

Prioritizing service speed is not ‘bad’, but it was leading to rushed conversations that felt rather cold to consumers. The 

team realized that in overlooking the emotional side, they were missing an opportunity to strengthen the relationship, 

make customers feel better, and embody the brand’s premium image and values.

Customer 
Needs & Wants

SIMPLE
MEMORABLE

PERSONAL

Advisory project

Leadership team 
workshops

Alignment of CX vision to 
brand values

Persona-based support 
model to achieve vision

•

•

•

•
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For more insights follow us on social media: 

Persona-based support

Daily Ritualists Intellectually Inquisitive Leisurely Browsers

This habitual reader looks 
forward to that sit-down 
moment with a paper or 
magazine to help them stay 
connected to the world

60% - Male
55+ years old
60% - Degree educated

70% - Male
35-55 years old
75% - Degree educated

50% - Male
35-55 years old
35% - Degree educated

This curious persona merges 
science with the arts, reading 
in-depth articles that help 
connect the dots.

This subscriber intermittently 
consumes latest news and 
events in free time.

PRINT | NOTIFICATIONS | NEWSLETTER PRINT | VIDEO | PODCAST SOCIAL | VIDEO | NEWSLETTER

Relationship based on business outcomes

Firstsource implemented the new operating model which is on track to achieve:

$1m incremental revenue over three years through reduced churn and more effective upselling

$1m cost savings over three years through deflection of 20% of voice calls to digital channels and improved 
associate productivity

What’s your challenge?
Let’s work together to solve it
To speak to our experts, 
click here

•

•

Incremental revenue to 
be generated with 
effective upselling

Substantial cost saving 
through IVR to digital 
deflection

Improved associate 
productivity

•

•

•

Results
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Firstsource Solutions Limited, an RP-Sanjiv Goenka Group company, is a leading Provider of 

transformational solutions and services spanning the customer lifecycle across Healthcare, Banking 

and Financial Services, Communications, Media and Technology and other industries. 

Our ‘Digital First, Digital Now’ approach helps organizations reinvent operations and reimagine 

business models, enabling them to deliver moments that matter and build competitive advantage. 

With an established presence in the US, the UK, India and the Philippines, we act as a trusted growth 

partner for over 100 leading global brands, including several Fortune 500 and FTSE 100 companies.

For more information, please visit www.firstsource.com

Copyright © 2021 by Firstsource Solutions Ltd. No part of this document may be reproduced, stored in a retrieval system, 

transmitted in any form or by any means, electronic, mechanical, photocopying, recording, or otherwise, without the 

express written permission from Firstsource. The information contained herein is subject to change without notice. All 

other trademarks mentioned herein are the property of their respective owners.

Helping customers stay ahead of the 
curve through transformational 
technologies and capabilities


