





help ensure your organization retains
rights to back content if it was promised
in the license agreement.

Agents keep accurate records of
migrated content (regardless of whether
a package is cancelled or a title moves
to another publisher, even if one pub-
lisher acquires another) and will work with
publishers on your behalf to ensure your
organization is not adversely impacted by
these changes.

By taking into consideration your orga-
nization’s order history, the publisher
access model, and knowledge of what is
available at the publisher site, agents can
calculate your coverage and determine
the content to which you are entitled.

Calculating and evaluating your total sub-
scription spending can become an enor-
mous task when working with invoices
from every publisher with which you do
business—many in different formats with
varying information.

To simplify this process, agent invoices
often contain item-level detail, allowing
you to track cost per title. This information
is helpful when evaluating your purchas-
es and making renewal decisions. You
can also use fund/charge/client codes
provided on the invoices to allocate costs
to various departments or budgets. This
information enables your organization to
properly allocate budget dollars from year
to year on the subscriptions most needed
by your organization.

The complexities of mass subscrip-
tion purchases, especially electronic
subscriptions, necessitate the need for
knowledgeable customer service repre-
sentatives that can address questions
that arise through any stage of your
subscription acquisition process—from
ordering, registration, and payment to
renewal, cancellation, etc.

This need has been acknowledged
by subscription agents, and though the
degree of customer service will vary by
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agent, many have expanded the level of
their customer service and support to
accommodate the intricacies of purchas-
ing electronic subscriptions.

Some agents have even created new
customer service positions that specialize
in electronic titles and have added e-jour-
nal expertise at the local office level. Often
the responsibilities of these electronic
subscription experts are to monitor on
your behalf and alert you when titles are
delayed, discontinued or change publish-
ers. In many cases, librarians who under-
stand the nature of the content, having
themselves come from a special library
environment, hold these new positions.

Agent customer service representatives
are knowledgeable of your entire sub-
scription order, regardless of publisher,
format, or type of purchase, and can
function as your single contact for sub-
scription information.

In addition to e-journal and print sub-
scription access and management ser-
vices, some agents also offer research
database development and access,
including databases specific to the
business, finance, marketing/public
relations, and medical markets.

In addition, agents can offer online
bookstores, providing a more robust full-
service concept. If you're part of a global

organization and your position involves
spending compliance, procurement solu-
tions, enterprise resource planning, or
e-commerce, an agent's Web-based
catalog that's compatible with your e-
procurement system will ensure you can
track your subscription spending across
all cost centers. To discover the full set
of subscription services offered by your
agent, submit a request for proposal,
consult the agent's Web site, or contact
the sales representative or client service
contact affiliated with your account.

New services are constantly in produc-
tion. As the world of electronic subscrip-
tions evolves, agents are expanding the
scope of their services. Agents continue
to reengineer their approaches to sub-
scription management, implementing
new procedures to effectively handle and
manage electronic formats.

Librarians are always looking for ways
to become more efficient in their work.
Resources are tight, so if activities can
be streamlined in a cost-effective man-
ner, it pays to evaluate. When working
on the evaluation, consider putting a
price on your time. What types of
savings will you experience? Can a
subscription agent provide substantial
cost-savings for you? sLA
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