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Customer Service at BioMed Central 

Our Customers 

290+ BMC Journals 

6000+ submissions a 
month 

500+ Members 

700+ Editors in Chief 7,500+ Subject 
Advisors 

180+ SpringerOpen 
Journals 

1000s of Reviewers 

 Access to Publisher 

Support 

Excellent User Experience 
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Now a global Customer Service Deparment 

London 3   

Beijing  1 

Tokyo 1 

Sao Paulo  1 

Seoul 1  

Manila 5 

New York 1 
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Customer Service Case Type Numbers 
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Phone Calls – November 2015 

• Total of 532 calls handled by CS Team 

 

• Average of 132 calls per week 

 

• Total time spent on the phone 43 hrs 22 mins 

 

• Average of 11 hrs per week spent on the phone 

 

• Average call 5 minutes 
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What’s Next? 
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Live Chat Support 
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Customized instructions that are displayed to the author during 
the submission process 
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Links can also be added to the main Welcome page or to the 
author’s main menu 
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Summary 
 

As a publisher we have to make sure we’re always asking the question, “can our 
customers get to us easily and quickly?” 

 

Are we providing the right support to our various customer groups in different 
locations around the world – we know one size does not fit all 

 

We need to offer global support with the same high level of service we provide from 
the London offices 

 

What more can we be doing? More local language support and Live Chat are the next 
steps to developing Customer Service at BioMed Central 
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Thank You 

Alex Christoforou 
Head of Global Customer Services and Membership 

alex.christoforou@biomedcentral.com  

mailto:alex.christoforou@biomedcentral.com

