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INVESTING IN NEWSPAPERS DURING THE LAYOFF ERA 

Kevin Kinder 

Dr. Earnest Perry, Thesis Supervisor 

ABSTRACT 

 

Local newspapers around the country are in trouble. But as the primary source of 

information in many of the communities they represent, these organizations provide valuable 

spaces for the exchange of ideas and information. As such, solutions that reverse dwindling 

circulation numbers remain a worthy pursuit. 

This study examines medium-sized newspapers from around the country during what’s 

described as the “layoff era” – the period of time following the economic recession that began in 

2007. It revisits a previously established method for increasing circulation: newsroom 

investment, which can be understood as a commitment of resources into the printed product. 

To study the correlation between investments and circulation in a more modern era, the 

baseline performance of a group of medium-sized papers was found by locating and then 

analyzing the circulation change at each publication. Subsets within the sample were then further 

examined for evidence that investments made by newsrooms leaders had an effect on circulation 

figures. 

While the link between investments and circulation gains was clear during the pre-layoff 

era, evidence showed the opposite during the layoff era. Commitments to the printed product 

were not met with circulation gains. The research serves as a historical take on the effects of the 

Great Recession on newsrooms and as a caution to current newsroom leaders as they search for 

ways to combat circulation declines. 
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Introduction 
 
Newspapers are in big trouble. But just how much trouble? 

 
The number of newspaper journalists and the circulation of newspapers, particularly at 

local and regional publications, are in simultaneous decline. Pew indicates the dramatic fall in 

the number of journalists employed in newsroom settings began in 2008 and was particularly 

dramatic for print journalists (Grieco, 2018). Total newsroom jobs fell 23 percent in the 10-year 

period from 2008-2017, but among print journalists, the number was more than 40 percent 

(Greico, 2018). The trend continues into the present, and in the first six weeks of 2019, more 

than 2,200 journalists were displaced from various media outlets (Goggin, 2019). The novel 

coronavirus outbreak of 2020 further exacerbated these conditions – many more journalists have 

been laid off, and some publications have closed altogether (Hare, 2020). Something must be 

done to reverse the trend if print editions of newspapers are to survive the next decade. 

But as newsroom leaders continue to balance the difficult economic realities of their 

organizations and their desire to publish quality information, they are frequently confronted with 

tough decisions. Staff reductions are common responses to declining circulation but can also 

create a diminished product that leaves readers frustrated and unwilling to continue their 

subscriptions. It has the potential to create a dangerous self-harming situation for newspapers, 

one that newspaper scholar Philip Meyer called a “death cycle” (Meyer & Zhang, 2002). 

These actions by newsroom managers and corporate ownership groups can be broadly 

understood under the theoretical framework of media economic interests like those outlined by 

Croteau and Hoynes, who make the case that social and economic theories can explain the 

market-bound decision-making habits of media outlets (Croteau & Hoynes, 2006). 
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The rationale for preserving newspapers can be explained in part by framing the decision-

making process of media management through the eyes of the public sphere model of journalistic 

theory. This idea has evolved from socialist theories and has designated a societal role for the 

mass media (Croteau & Hoynes, 2006). The inspiration for the mass media version of the public 

sphere concept comes from work by sociologist Jurgen Habermas, who wrote in 1962 about the 

existence of a common space for free and open discussion he called the “public sphere” 

(Habermas, 1991). Later, more specific ties to journalism were made by Jay Rosen and Davis 

Merritt, who defined the idea of a “public journalism,” also commonly referred to as civic 

journalism (Rosen & Merritt, 1994).  

The theory lends itself to journalism because of the idea that readers (i.e. the public) 

deserve an intellectual marketplace for ideas and information. Journalism must serve in this role 

of holding power-possessing organizations accountable and presenting the findings into an arena 

for public debate (Ettema, 2007). And even as the viability of journalism is being called into 

question through internal and external factors, scholars like Brian McNair argue that the 

profession’s pursuit of this exchange of ideas must serve as our utopian ideal: “But all agree that 

such a space should exist, and that the media are at its core,” (McNair, 2012, pg. 1) 

Despite changing news formats and readership, this role continues to persevere. Social 

media has taken away some of the regulatory and gatekeeping aspects of news in the public 

sphere, but the societal connections continue to exist on various platforms (Bruns, 2018). These 

theoretical frameworks compel us to continue searching for remediation for struggling 

newspapers. 

There is potential in an approach that is 180 degrees opposite from the previously 

described death spiral. By just investing in their newsrooms, decision makers may be able to 
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reduce circulation declines. Previous studies have found a positive correlation between 

investment in a newsroom and increases in circulation and advertising revenues, among them 

Cho, Thorson, and Lacy (2004), Chen, Thorson, and Lacy, (2005) and Cyr, Lacy, and Guzman-

Ortega (2005). 

But such studies have yet to extend into the era of staff cuts and reductions in news 

content, henceforth referred to as the “layoff era” of newspaper newsrooms. This study will close 

that gap in literature and look at the potential benefits of making quality-oriented investments in 

times of greater economic challenge.  

Background and Purpose 

Simply put, newspapers operating in the current economic era face uncertain futures. 

Circulation is dropping rapidly, and some outlets are closing altogether. There is an immediate 

need to investigate the effects of potential solutions for this crisis as we seek to preserve the open 

and free exchange of ideas that newspapers allow. One such potential solution is the idea of 

making investments into the printed product to attract more readers, thereby increasing 

circulation and revenue. 

Research into what newsroom investments can do in the layoff era is critical to knowing 

what courses of action should be taken in a more modern newsroom climate. One fear is that 

without intervention, newspapers will fall into Meyer’s “death spiral” of poor quality papers that 

don’t sell well, leading to further demise (Meyer & Zhang, 2002). Lacy and Martin had 

previously established the idea that low-quality newspapers and cost-containment measures had 

long-term negative effects on the health of the newspaper (Lacy & Martin, 1998). 

The opposite philosophy, of course, is that further entrenchment in the business of 

making a quality newspaper can lead to positive gains in readership and even revenue, as 
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evidenced in Chen, Thorson, and Lacy (2005). While the work of Cho, Thorson, and Lacy 

(2004) finds a one-time bump in circulation, little work has been done to establish this 

correlation over longer time periods even as past researchers such as Rosenstiel and Mitchell 

(2004) have pondered what a longer-term investment could do. 

In this study, the results of quality-oriented investments made at news organizations 

during a period of economic turmoil will be measured against the circulation performance of the 

papers of similar size and composition. The circulation changes will be measured after a five-

year time period to provide this longer-term outlook. This analysis extends from an established 

collection of research including that by Cho, Thorson and Lacy (2004), who found a circulation 

bump immediately following inclusion in Editor & Publisher’s annual list of “10 Newspapers 

That Do It Right.” Their research examined newspaper circulation data from 2000-2002 and 

found that newspapers that made quality-oriented investments as determined by Editor & 

Publisher gained circulation at a higher rate than their non-quality-rated contemporaries over the 

course of the same year (2004). While these results are informative, by extending such research 

into the “layoff era” of newspaper journalism, the new research should show if the established 

principles of newsroom investment can move the needle against the generalized circulation 

decline of modern newspaper newsrooms. The methodology employed in this study looked for 

circulation gains that coincided with the investment activities, but during a time of documented 

economic struggle. 

Purpose Statement 

Therefore, the purpose of this study will be to explore the effects of quality-based 

investments at print newspaper operations during the heart of the layoff era.  
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To understand the exact methodology employed, it is helpful to know the key 

terminology and concepts used to establish it. Newsroom investment can come in many forms, 

including those outlined by Lacy (1987): budget allocation, newshole allocation and editorial 

page allocation. These factors help contribute to the robustness of the printed product, which is 

helpful for trying to find a readership base. There are several ways to find papers still investing 

in their printed product. Cho, Thornton and Lacy (2004) used selections from Editor & 

Publisher’s list of “Newspapers That Do It Right,” which scans for papers that have made 

investments in their product. This tactic will be employed in the research that follows, as will a 

qualitative look into high-performing papers for the investments they might have made during 

the layoff era. Studying long-term investments in this era of generalized circulation decline will 

provide a fresh look at investment activity in a more modern setting and provide a potential path 

forward for newsroom managers facing the need to make up for revenue shortfalls. 

At the heart of the study is the effect of quality-oriented investments, but it’s helpful to 

understand what those look like. Such newsroom investments can generally be defined as a 

dedicated financial effort to increase the quality of the published product. Quality can be one of 

many observable ways in which newspapers outperform their peers. Journalism research linking 

quality to higher circulation extends back to the early 1980s (Stone, Stone, & Trotter, 1981). 

This progression of investment leading to quality papers, which then causes higher circulation, 

which then finally leads to increased advertiser interest and revenue, completes what is described 

as “the virtuous circle” for newspapers (Li & Thorson, 2015, p. 383). 

Lastly, the “layoff era” is generally established as starting in 2008, which followed 

closely on the heels of the economic event known as the Great Recession, which began in 
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December 2007 (Bureau of Labor Statistics, 2012). A rapid decline in the number of newspaper 

employees followed in 2008 (Grieco, 2018). 

With the notable exception of the “layoff era,” operational definitions of the concepts 

above have a fully developed history in previously existing academic literature, which helps us 

understand the roadmap of the study’s direction and goals. 

Literature review 

At the time of this research project, the number of newspaper journalists and the 

circulation of newspapers, particularly at local and regional publications, is in sharp decline. 

Pew indicates the decline in the number of journalists employed in newsroom settings 

began in 2008 and was particularly dramatic for print journalists (Grieco, 2018). Total newsroom 

jobs fell 23 percent in the 10-year period from 2008-2017, but among print journalists, the 

number was more than 40 percent (Grieco, 2018). The trend continues into the current year, and 

in the first six weeks of 2019, more than 2,200 journalists were displaced from various media 

outlets (Goggin, 2019). The current year has not been better for print journalists – it’s been 

described as an apocalypse (Allsop, 2020). 

We are operating, then, in what might be called the “layoff era” of print journalism. This 

layoff era in journalism followed the Great Recession, which began in late 2007 (Bureau of 

Labor Statistics, 2012). 

The fear of further cuts continues unabated. Just how the merger between two 

organizations known for cost-cutting measures – Gannett and Gatehouse Media – will unfold is 

yet to be determined. But the combined company has shown they may usher in further cuts at the 

260 daily news entities they now jointly own. The new company planned to almost immediately 

purge 4 percent of its newsroom employees to start 2020 (Jones, 2019). 
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Since the start of the layoff era, circulation has also steadily declined. The Pew Research 

Center estimates that newspaper circulation fell more than 10 percent from 2016 to 2017 alone. 

In a 34-year period, circulation has fallen in half from more than 62,000,000 on weekdays to just 

less than 31,000,000 in 2017 (Pew, 2018). Beyond just a diminished per-paper reach, many 

outlets have closed altogether. Research from the University of North Carolina concludes that 

approximately one in five newspapers have closed in the past 15 years. In total, that represents 

the closure of about 1,400 newspapers (Abernathy, 2018). 

On the surface, this may not seem so problematic. Newspapers, which are typically for-

profit endeavors, are subject to the same market conditions as every other industry. The laws of 

supply and demand might suggest that if no one is reading a newspaper, this lack of interest is 

related to the lack of demand from the readership base. But if we are to instead consider 

newspapers as part of the public sphere, and a critical part of the democratic and political 

processes, the closures become much more ominous. 

The watchdog role of newspapers and their position in the marketplace of ideas makes 

them hard to replace. Gao, Lee and Murphy found that when a local newspaper is closed, the 

municipal borrowing costs of the city where the paper was located increased because a paper is 

no longer playing a watchdog role (Gao, Lee & Murphy, 2019). Furthermore, recent research has 

found the closure of local newspapers is nationalizing the news, culminating in additional 

polarization of the political climate (Darr, Hitt & Dunaway, 2018). 

Additionally, Shaker found that overall citizen engagement fell in two major cities – 

Seattle and Denver – immediately after those towns lost a newspaper outlet. Engagement did not 

fall as sharply in comparison cities, leading to the conclusion that civic engagement declined 

because of the paper’s closure (Shaker, 2014). In short, our communities are better when we 
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have a newspaper representing that city and providing a space for the sharing of ideas. There are 

additional metrics that can be assessed as motivation to preserve newspapers. But all of them tie 

into the justification for having a public sphere in which to read, ponder and freely debate the 

topics of the day.  

Analyzing the health of newspapers has a long history in social science literature, with 

newspaper quality, newsroom investment and news demand as a frequent subject of 

investigation.  

Newspaper ‘Quality’ 

Newspaper quality is a term described in several studies and is used as a measure of the 

strength of the newspaper product. One of the first researchers to provide a scholarly definition 

of newspaper quality was Merrill (1968), who created five aspirational guidelines for newspapers 

including independence, nonsensationalism, diversity of content, a commitment to staff 

members, and possessing a dedication to readership. Later, Merrill teamed up with Lowenstein to 

establish several additional criteria for evaluating quality. These were divided among internal 

factors such as good typography, editing and proofreading care, concern with quality editorial 

policies and external factors such as the reputation of journalists and the frequency with which 

the paper was quoted or alluded to (Merrill & Lowenstein, 1971). 

Ghiglione followed two years later with a study based on having judges score the quality 

of newspapers. He asked journalists to critique the newspapers in the northeastern part of the 

country and derived quality measures from the consensus of those he interviewed (Ghiglione, 

1973). Bogart likewise turned to surveys to learn what makes a quality newspaper, asking 746 

editors what attributes made a quality product. Among the top results were a high ratio of staff-
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written copy, the amount of non-advertising content, and a diversity in political content (Bogart, 

1977). 

The definitions and resulting concepts related to newspaper quality have evolved from 

these early studies. Further work was honed by Lacy, a frequent contributor to the body of 

research involving newspaper quality. His contributions to the literature included research into 

how competition influences the quality of a paper (Lacy, 1989) and how content related to the 

economics of a newspaper (Lacy, Fico & Simon, 1989) Among those efforts, Lacy and Fico 

developed quantitative measures for quality of a newspaper (Lacy & Fico, 1991). Using the 

definitions of quality established by Bogart (1977), Lacy and Fico completed a secondary 

content analysis of 114 newspapers looking for examples of the attributes related to high-quality 

content. Their coding of the content created a measurable news quality index, the results of 

which aligned with previous studies and demonstrated a positive correlation between quality and 

the paper’s subsequent circulation (Lacy & Fico, 1991). 

Pardue looked backwards on quality in assessing market penetration, a measure of the 

percent of the population who read a paper. In her look at the newspaper with the largest market 

penetration in the nation at the time, the Arkansas Democrat-Gazette, Pardue found that the 

paper excelled because of savvy leadership, the inclusion of more news than its competitors, 

making readers pay for online access, and the innovative idea to place papers on subscribers’ 

porches instead of throwing them on the street (Pardue, 2004). 

In summarizing the newspaper quality literature, Lacy, Stamm, and Martin suggested that 

previous notions of quality can apply in an increasingly digital age, suggesting that newsroom 

managers commit to their community; understand that their product is evolving; be willing to 
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experiment; and understand that short-term sacrifices may be beneficial for long-term survival 

(Lacy, Stamm, & Martin, 2014).   

Financial Commitment/Newsroom Investments 

Another measure of quality is the concept of financial commitment, which works under 

the basic idea that a good news product is the result of financial investments made in the 

newsroom. Working simultaneously to Litman and Bridges (1986), who first mentioned financial 

commitment, Lacy concluded that the quality of newspaper content can be measured along 

budget allocation, newshole allocation and editorial page allocation (Lacy, 1987). Additional 

studies, including Lacy and Martin (2004), have contributed to the idea of budget-to-newshole-

to-editorial page allocation as a guide to measuring the quality of newspaper, often using the 

synonymous term newsroom investment.  

Lacy also established a baseline measure for newsroom investment. In summarizing the 

existing financial commitment literature, he documented several areas where such investments 

could be documented: content quality, audience utility, and market performance. Lacy found 

initial support for correlations between investment and all three quality measures (Lacy, 2000). 

In essence, if newsroom management dedicated resources to the news product, the quality of the 

product improved. 

Investment’s Ties to Circulation 

But would readers gravitate toward a better news product? After all, the best newspaper 

isn’t of much value if it’s not being read and making connections with communities. Research 

generally says the answer is yes, better papers attract more readers. 

Stone, Stone, and Trotter (1981) first found a strong correlation between the quality of 

the product and its circulation when they asked hand-selected judges in all 50 states to identify 
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the highest-quality local newspapers and then determined the circulation rates of the newspapers 

that were selected.  

And for newsroom managers who made investments in the product, a return on the 

investment was generally delivered. Examining newspapers found by Editor & Publisher 

magazine to be recipients of recent investments, Cho, Thorson, and Lacy found those high-

quality newspapers had increased circulation as compared to a sampling of newspapers outside 

of the “high quality” list (Cho, Thorson & Lacy, 2004). Later research upheld the concept of 

investments leading to circulation gains. For instance, Cyr, Lacy, and Guzman-Ortega found that 

five years after an act of newsroom investment, a newspaper’s circulation was likely to be higher 

than at the time of the original investment (Cyr, Lacy & Guzman-Ortega, 2005). This correlation 

between newsroom investment and circulation has also been found to extend into the internet 

age. Tang, Sridhar, Thorson, & Mantrala (2011) found a positive correlation between 

investments made in the physical newsroom and the success of the news organization’s website. 

To repurpose a movie cliché, if newspapers make investments, the readers will come. 

There’s also evidence that actions to the contrary have negative effects on the journalistic 

product. And it’s not a new concept, either – as long as newspapers have been in business, 

members of management have sought profits at a detriment to the health of the product (Hickey, 

1998). A study of newspapers that set higher profit goals than their competitors showed the 

deleterious effect that decision can have. In the early 1980s, the Thomson chain of newspapers 

set profit-minded goals. In the 10 years that followed the establishment of those goals, both 

circulation and market penetration fell significantly (Lacy & Martin, 1998). And when low-

quality newspapers cut staff and produce an even weaker paper, readers are certain to be even 

less interested in the product. 
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A multitude of external forces add to the situation, but there’s little doubt that a profit-

over-quality mentality is among the contributing factors. Lacy, Stamm, and Martin found that 

cost containment and expansion strategies were significant factors of the current crisis in 

newspapers (Lacy, Stamm & Martin, 2014). 

The takeaway from these findings is that newsroom managers who have chosen to invest 

in newspaper attributes such as an expanded newshole or an increased newsroom budget have 

typically been rewarded with increased circulation. The majority of this research predates the 

financial crisis that catalyzed the layoff era, however, and furthering the research to investigate 

for returns on investment in a more modern era should provide insight for newsroom managers 

faced with declining circulation. These ideas bleed into the closely-related area of news demand. 

News Demand/Virtuous Circle 

News demand refers to the link between the quality of the product and user interest in the 

product from both readers and advertisers alike (Lacy, 1989; Li & Thorson, 2015). The literature 

shows that investment in the newsroom product leads to higher circulation (Lacy & Fico, 1991; 

Lacy, 2000; Cho, Thorson & Lacy, 2004; Cyr, Lacy & Guzman-Ortega, 2005). This higher 

circulation can yield to increased interest from both readers and advertisers (Li & Thorson, 

2015). Creating this desirable scenario relies on three linked parts. First, quality must be present. 

Second, the quality of the paper must then entice more readers. This leads to the important third 

element, which closes the circle – increased advertising revenue (Li & Thorson, 2015). This 

alignment can make the news gathering and distribution process sustainable. Other research has 

hinted at this correlation as well. Chen, Thorson, and Lacy analyzed newsroom investment in 

small and medium newspapers, concluding that when analyzed on a per-copy basis, total revenue 

and advertising revenue were correlated positively to newsroom investment (Chen, Thorson & 
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Lacy, 2005). Furthermore, Tang, Sridhar, Thorson, and Mantrala found product investment led to 

increases in readership as well as increases in print and online advertising revenue (Tang, 

Sridhar, Thorson & Mantrala, 2011).  

In their 2015 work, Li and Thorson found that investment in the newsroom and 

publishing a diverse set of stories can lead to positive returns on circulation numbers and 

advertising revenue. “Diverse”, in this case, referred to a wide selection of offerings in several 

traditional story subject areas such as news, sports, community topics and features in an attempt 

to provide something for everyone. News-based stories performed particularly well in attracting 

advertising revenue (Li & Thorson, 2015). However, their data collection stopped in 2008 with 

the argument that the economic downturn clouded further exploration because the economic 

factors likely outweighed other variables on circulation change. This presents an opportunity for 

a new area of study, which seeks to address the broad question of determining if newsroom 

investment can help boost circulation despite a climate of widespread circulation declines. 

Specifically, the current study examines a gap in the existing literature by seeking to 

determine if an investment in newsroom resources can still create circulation gains amidst 

otherwise widespread circulation declines. The following examination looks to see if papers that 

made quality-oriented investments later saw positive circulation gains and also examines if 

evidence of such investments could be found at papers where strong circulation performance was 

indicated. Comparing these newspapers believed to be of high quality or high performance 

against the general population of newspapers will supply the contrast necessary to analyze the 

impact of quality-based investments. 

Considering the state of affairs in journalism, including the prevailing conditions of the 

layoff era, there is a sense of urgency in the search for a solution to print newspapers’ financial 
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position. For many communities across America, the town’s local newspaper is the only source 

of “credible and comprehensive news” (Abernathy, 2018, pg. 5). As such, their preservation is 

key to fostering the open exchange of ideas, and research with the intentions of helping preserve 

this function remains ever important. The research presented here examines one idea that has 

shown promise in the past with the hope it can create circulation-building gains in the present. 

The method presented in this research examines a series of newspapers in a quest for 

preservation of the community news format itself. It examines a total of 27 newspapers to 

measure their change in circulation of each over a five-year period. These papers were compared 

to a baseline sample of nearly 300 papers with similar attributes to search for the viability of 

making investments into news quality. The study allows for the exploration of the following 

research question which examines the long-term effects of the investment activity. 

Therefore, in light of the previously existing research and the natural next steps they 

provide, the following research question is offered:  

 

RQ) How does the change in the rate of circulation among medium-sized newspaper 

operations compare between those that made quality-oriented investments and those that 

did not publicly identify their investments? 

 

Near the time of this research, there have been sharp declines in newspaper circulation, 

including a 10 percent decline from 2016 to 2017 (Pew, 2018). Cho, Thorson and Lacy, just 

before the beginning of the layoff era, found that papers making quality-oriented investments 

saw their circulation grow at a rate of 2 percent per year (Cho, Thorson & Lacy, 2004). This is 

far less of a circulation boost than would be necessary to offset a double-digit decrease. 
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Considering this prior research into the concept of quality-oriented investments in the print 

product, it is believed that newspapers that make such investments will outperform their peers 

where no such investment was found. As a result, this thesis makes the following hypotheses: 

 H1: During the layoff era, the overall average circulation of medium-sized newspapers 

will decline. 

H2: Quality-oriented investments will be positively associated with circulation of these 

medium-sized newspapers. 

Methodology 

As the existing literature informs us, there is an established connection between 

investment in a news product and circulation gains. But the research establishing this relationship 

typically stops at the beginning of the layoff era. The powerful effects of the economic decline 

that began in 2008 may have been assumed too strong for investment to overcome. Yet, many of 

the studies abutting the start of the decline called for an extension of the previous work, 

particularly over an extended period of time. This research does both by restarting quality-

oriented investment research in 2008 and by looking at a five-year period. 

By looking at a data set from a more recent era, a more contemporary representation of 

newsroom investment as it relates to circulation change can be determined. The idea of 

stretching out newsroom investment research is supported in previous literature, with two sets of 

authors advocating for a longer-term approach (Rosenstiel & Mitchell, 2004; Cho, Thorson & 

Lacy, 2004). 

This type of research is again necessary as the status quo has changed considerably for 

newspapers in the past decade, making the research timely, topical and a natural extension of 

previous inquiries. 
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However, a renewed look at investment’s effects on circulation presents a fresh set of 

challenges. Looking into this unstable period for print newspapers is something like hitting a 

moving target. Many variables, such as changing ownership or outright shutdown of the outlet, 

both an increasing reality in the modern newspaper era, operate as confounding variables during 

any look into the changing circulation numbers. As many of these potentially confounding 

variables as possible must be controlled to measure one key independent variable – the rate that 

circulation changes when an act of investment is applied to the newsroom. These quality-

oriented investments cannot be considered in isolation, as the market conditions for each outlet 

(and the deficiencies present at each publication) make every situation unique. Rather, the 

publication’s investment should serve the community it represents (Chen, Thorson & Lacy, 

2005). 

Sampling 

A purposive sample of medium-sized newspapers was sorted into three groups and 

analyzed. The first group, Sample 1 (n=209), consists of every medium-sized daily newspaper 

found in the 2009 Editor & Publisher Year Books (Maddux, 2009) that fit a series of 

exclusionary parameters that were derived to build a consistent sample most conducive to 

answering the research question. Each paper in the second group is a member of the first group 

and demonstrated high performance compared to its peers. This group, Sample 2, represents the 

top 10 percent of papers (n=21) in terms of circulation performance among the newspapers 

contained in Sample 1. These top-performing papers were examined for evidence of quality 

investments through publicly identified examples of such behaviors. The third subset, Sample 3, 

includes those papers where quality-oriented investments were readily identified through Editor 

& Publisher magazine, which annually selects 10 newspapers that are working to do things well. 
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Again, every newspaper listed in Sample 3 is also a member of Sample 1. Through Editor & 

Publisher’s list of 10 papers and a supplemental roster of associated nominations, we arrive at a 

subset of seven papers (n=7) that had recorded instances of quality-oriented investments. This 

allows for a two-pronged search of the correlation between quality-oriented investments and 

circulation growth: first by examining papers that had better-than-average circulation 

performance for evidence of quality-oriented investments and second by examining papers that 

actively made quality-oriented investments for evidence of circulation growth. 

The first sample consists of every medium-sized newspaper found in the 2009 Editor & 

Publisher Year Book (Maddux, 2009) that fit a series of exclusionary parameters. The selection 

controlled for consistent ownership; the publication of a print product for the entirety of the 5-

year period that was measured; approximately similar size; and a consistent level of print 

competition in the market for the same 5-year period. Controlling for these firm characteristics 

helped isolate the impact of investment activities.  

For the purposes of this study, medium-sized operations are defined as having a print 

circulation total between 25,000 and 100,000. The 25,000 to 100,000 circulation range has 

previously been used as the parameter for identifying mid-sized papers (Bergen & Weaver, 

1988).  

To hone the sample into organizations of similar character, the smallest daily papers in 

the country, where resources can have an outsized impact on the product, were eliminated from 

consideration. Setting the lower circulation threshold of 25,000 is based on several studies that 

found resources were too closely aligned with investments made at newspapers this level (Cyr, 

Lacy & Guzman-Ortega, 2005). The upper circulation endpoint was set at 100,000, a figure that 

eliminated all large national dailies but keeps most local entities. This upper threshold has also 



Investing in newsrooms during the layoff era 

 18 

been used with some frequency in journalism literature (including Lacy & Bernstein, 1988). This 

leaves us with a sample of medium-sized local newspapers, each of them connected to their 

communities. Papers of this size provide their community with critical public spaces for the 

exchange of ideas and are also those currently facing serious financial pressures. 

As for competition, Lacy created a model that indexed the effects of competition on other 

newspapers in the market, finding that competition creates a situation where newspapers work to 

be better than competitors (Lacy, 1989). Furthermore, when a competitive newspaper folds, there 

may be a circulation bump for the paper that remains, but the circulation total will not equal the 

full reach of the two as separate entities (Lacy, 1989). Ownership also imparts an outsized effect 

on total circulation. In one study where ownership of two papers was combined, research found 

the resulting content quality, proportion of local news and the variety of the product all fell after 

the merger (Fan, 2013). Any newspaper that changed hands during the study period was likely to 

be influenced greatly by this new ownership. 

With these parameters set, Sample 1 was created. Every daily newspaper in the United 

States listed in the 2009 Editor & Publisher Year Book Part 1: Dailies (more than 1,400 papers) 

was examined for the exclusionary characteristics. The 2009 edition was used because it 

captured data points from 2008, particularly the circulation audit data from that year. Each of the 

papers (N=292) that fell within the established exclusionary parameters were coded into a 

Microsoft Excel spreadsheet to account for these variables. The same data points were then 

coded from the 2013 Editor & Publisher Data Book 1: Dailies (Duncan Mcintosh Company, 

2013). Note: The same publication was used for the start and end points of the data set, but the 

publication was rebranded to ‘Data Book’ between 2009 and 2013. As with the data captured for 

the start of the sample period, the 2013 edition was chosen because it recorded circulation data 
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from 2012. This created the desired 5-year examination window of 2008-2012, which has been 

established as the “layoff era” for print newspapers. 

The papers were simultaneously coded for each of the following data points: name and 

location, audited Sunday circulation number, the presence of competitive papers, owner name, 

print status and last audit date. When changes in ownership, print status – meaning the outright 

closure of a paper or a switch to an online-only format – or competition were indicated, the 

papers with changes were removed. The data were then further evaluated to check for 

inconsistencies in circulation figures. In instances where audit dates did not match the study start 

and end points of 2008 and 2012, respectively, the papers with inconsistent audit data were 

removed from the sample. After cleaning the data set for papers with changes to the exclusionary 

parameters and audit inconsistencies, 212 papers were left to be examined. 

With the coding complete, percentage change in circulation from 2008 to 2012 was 

calculated for each newspaper. The circulation change figure was found by subtracting the 2008 

circulation finding from the 2012 finding (often yielding a negative number because circulation 

fell) and dividing by the original circulation size. 

The resulting circulation change data was plotted as a histogram and its resulting profile 

was examined. To further refine the data set, a search of statistical outliers found four instances 

of major circulation gains or losses that were deemed questionable considering the remainder of 

the population. These four papers fell more than three standard deviations away from the mean 

and were further examined for explanations regarding the discrepancies. Circulation figures for 

the Monterey County Herald showed an increase of about 97 percent during the study period. 

Meanwhile, media reports indicated that the Herald lost circulation in the latter part of the study 

period (Duan, 2015). As a result of this inconsistency in the data, the Herald was cut away from 
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the sample. Another outlier, the Lockport (NY) Sunday edition of the Union-Sun & Journal, 

showed a circulation decline of more than 75 percent. It was found that the Union-Sun & Journal 

shares a Sunday edition with its sister paper, the Niagara Gazette. Because this newspaper was 

already in the sample, the duplicate entry was then removed. The Deseret News of Salt Lake 

City, Utah, was another outlier. According to the audit data captured in the study, circulation for 

this paper jumped more than 126 percent in the five-year study period from about 75,000 in 2008 

to about 170,000 in 2012. These numbers appear to reflect the Deseret News’ launch of a 

nationally branded, faith-based National Edition in 2011 (Semerad, 2014). Because this edition 

could be considered a new product, and not an investment in an existing product, the circulation 

data could not be easily compared, and it too was removed from the sample. The last of these 

outliers was the Pasadena Star-News, which increased circulation by 36 percent during this five-

year period, a figure that would outpace all other newspapers included in the sample. Further 

investigation reveals that the Star-News belonged to a group of other newspapers who 

demonstrated better-than-average circulation performance during this time. This data point was 

kept, and further examination of the Star-News is contained within the data analytics section 

below.  

With the removal of the three outliers, the final sample size became n=209. 

Table 1 

Circulation Change Histogram (Outliers Included) 
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The second subsample exists entirely within Sample 1, as described above. After 

capturing the Sample 1 data set (n=209), the top 10 percent of the papers based on circulation 

figures (n=21) were captured to be examined for signs of quality investment. The resulting list of 

newspapers in Sample 2 can be found in Appendix A.  

The third subsample denoting quality-oriented investments was sourced from the list “10 

Newspapers That Do It Right,” compiled annually by Editor & Publisher magazine. This source 

has been used previously in academic studies, notably Cho, Thorson, and Lacy (2004). 

In 2008, Editor & Publisher’s list of the Top 10 papers also included several nominees 

for the honor (Fitzgerald, 2008). Importantly to this process, the nominees were asked about the 

efforts they had recently made to offer an improved product during the onset of the economic 
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downturn and subsequent reckoning for print publications. As Editor & Publisher noted as it 

published the Top 10 list it, the impact to newspapers was deep and the industry slump was 

pervasive. “Some variation of the comment ‘It’s a great achievement in this economic climate’ 

was appended to nearly every entry” (Fitzgerald, 2008, pg. 1). 

Between the papers selected by Editor & Publisher for the Top 10 list and the nominees 

that listed quality-oriented investments in their case to be included in the “10 Newspapers That 

Do It Right” list, an additional six newspapers were identified for examination. This final 

number of papers for Sample 3 (n=7) is smaller than 10 because of several limiting factors. Some 

honored papers had circulation too large or too small to fit within the set of exclusionary 

parameters used by this study. It should be noted that one paper, The Bend Bulletin of Bend, 

Oregon, is included in both Sample 2 and Sample 3. It was found to be among the top-

performing papers of the layoff era (Sample 2) and was named by Editor & Publisher as one that 

made quality-oriented investments (Fitzgerald, 2008). A full list of Sample 3 papers can be found 

in Appendix B. 

Data analysis 

 When the samples were established using the procedures listed above, a series of 

quantitative and qualitative analyses were conducted in this mixed-method examination. The 

qualitative examination came first and was conducted primarily to find overall patterns and 

detect interesting trends in the data. 

 The full set of papers that fit within the exclusionary parameters (N=209) was examined 

to determine the percentage decline in circulation between 2008 and 2012. For these medium-

sized papers, the overall percentage change was -16.77 for the five-year examination period. This 

decline aligns with recent circulation trends in the newspaper industry. Of the 209 papers 
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captured in the data set, only nine reported circulation gains. The rest of the data set experienced 

declines of various severity. Of the newspapers that performed in the top 10 percent compared to 

their peers (Sample 2), circulation gains only averaged 3.33% during that five-year examination 

period. Clearly, even the best-performing papers were not immune to the economic and industry-

wide realities of the layoff period. 

Table 2 
 
Circulation Change in Sample 1, 2008-2012  
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Circulation decline, 2008-2012, where the red line represents the “average” paper of Sample 1 

during the layoff era. 

Further examination of this dataset highlighted papers that performed admirably during 

the five-year study period. Through the concept of latent content analysis, interesting data points 

discovered via the qualitative process were viewed. The intent of latent analysis is to interpret 

existing content or data (Hsieh & Shannon, 2005). 

With the first sample subset and its baseline behavior established through quantitative 

means, the remaining two data subsets were then examined through qualitative analysis. The 

newspapers of Sample 2 – those with stronger-than-average circulation performance – were 

examined for publicly stated instances of the types of quality-oriented investments previous 

research has linked to circulation increases. Internet searches were conducted for a variety of 

related terms and phrases, such as “[name of paper] press awards” or “[name of paper] 

circulation.” These searches returned responses or factoids in a variety of formats, including 

letters from newspaper publishers, evidence of awards, explanatory statements on newspapers’ 

websites and a New York Times article about how one of the papers was bucking the trend of 

declining circulation. Not all of these searches yielded evidence of quality-oriented investment, 

and some searches instead documented evidence to the opposite, such as a bankruptcy, closing a 

local printing press to outsource the work or discontinuing a series of associated print products. 

Sample 3, the final subset of papers (n=7), those that had specific, documented evidence 

of quality investments, were examined against the circulation trends of their peers. The five-year 

circulation change for the papers of Sample 3 was then calculated. These seven papers represent 

too small of a subsample to draw dramatic conclusions. However, it is illustrative to note they 

showed no evidence of outperforming their peers. The overall circulation declines for the seven 
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papers averaged 25.45 percent, although that figure is somewhat skewed because of the dramatic 

circulation decline of the The Record of Stockton, California. Even adding the The Bend Bulletin 

– the one paper found to be both relatively high performing and noted for making quality-

oriented investments – back into Sample 3 does not make the picture much rosier. The Bulletin 

was the best performing of the papers, and it still fell 4.14 percent in the five-year study period. 

Lastly, continuing with the qualitative analysis, the complete Sample 1 dataset (N=209) 

was examined for interesting trends among ownership and region, among other potential clusters 

of data. 

Discussion 

To address the research question, this study established a baseline subsample of all 

newspapers inside the exclusionary parameters and then looked for evidence of the effects of 

quality-oriented investments. This search was conducted on two fronts: first by looking at 

(relatively) high-performing newspapers for evidence they made such investments and second by 

looking at papers with confirmed quality-oriented investments for evidence they performed well. 

These approaches were made possible through the three data sets. 

In examining data from the first subset, which consists of the each of the medium-sized 

newspapers that maintained indicators of stability, it is clear that the effects of the economic 

downturn did not spare these papers. Several, such as the Honolulu Star-Bulletin, Ann Arbor 

News and the Oakland Tribune, folded altogether or merged into a competitor. Thirty-seven of 

the newspapers, or more than 12 percent of the papers originally found, changed ownership 

during the period. 

The volatility of this time is perhaps best summarized by two indicators gleaned from the 

data set. Between coding the raw data and creating a vetted version of this data, nearly 30 
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percent of papers found in the initial search process were eventually excluded before creating 

Sample 1 because of inconsistent audit data, a change in ownership, a shifting competitive 

market situation, or another limiting factor. The second translates more readily – the newspapers 

contained in the baseline sample faced an overall circulation decline of 16.77 percent during the 

five-year study period. This falls in line with available data about circulation trends during the 

last three decades, where total circulation has been cut in half from previous highs (Pew, 2018). 

This result supports the first hypothesis in predicting that papers without publicly identified 

evidence of quality-oriented investments would see decreases in circulation. 

The second hypothesis proved harder to quantify or qualify. The examination of the 

second subset – the top performing papers captured in Sample 2 – for evidence of quality 

returned mixed results. 

These quality-oriented investments could have included any number of different actions, 

and what worked for one newspaper might not have been the correct investment for another 

publication. Instead, to follow the path outlined by the existing literature, the investments were 

noted as individualized actions that met the needs of the community and its newspaper (Chen, 

Thorson, & Lacy, 2005). Still, it’s helpful to understand what a few such quality-oriented 

investments looked like. Among the potential quality-oriented investments were the levels of 

staffing, the skill levels of the journalists that were employed and the travel budgets of 

newspapers (Chen, Thorson, & Lacy, 2005). For an increasingly digital age, Lacy, Stamm, and 

Martin revisited the definition of investment, finding that newspapers should commit to their 

community and be willing to take short-term losses in the name of overall preservation (2014). 

The actions that could be considered as quality-oriented investments for the purposes and 

timeline of this study, then, would include any documented instance of commitment to the 
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staffing level of a newspaper. Or, it could be maintaining print sections instead of cutting them 

away, as a paper’s newshole was found to be one measure of quality (Lacy, 1987). It could also 

be hosting events, which is understood to fall under the community commitment idea 

championed by Lacy, Stamm, and Martin (2014). The papers of Sample 2 were examined for 

evidence of quality-oriented investments that fell within these established actions. 

The Torrance Daily Breeze of Torrance, California laid off nine workers at the start of 

the study period and simultaneously eliminated a weekly supplemental section (Roderick, 2008). 

These reductionist activities do not fall in line with established quality-oriented investments, 

which would be quite the opposite approach – hiring more employees or creating new 

supplemental material for readers. But the Daily Breeze managed to excel against these 

standards, outperforming most of its peers in this five-year study period and raising its 

circulation 14.84 percent from 2008 to 2012. This was the third-highest total among any 

observed paper. The Daily Breeze maintained consistent ownership and was therefore included in 

the data set, but even then, the paper was not without turmoil. Its ownership went through 

bankruptcy in 2010, but promised the filing would not change news operations (Chasan, 2010). 

The Daily Breeze was one of six members of a high-performing group of newspapers in 

southern California. Each of these papers saw circulation gains during the observation period: the 

Daily Breeze, the Pasadena Star-News, the Inland Valley Daily Bulletin, the Chico Enterprise-

Record, the San Bernardino County Sun and the San Gabriel Valley Tribune. With their 

circulation growth, these papers, all owned at the time by the MediaNews Group, represented six 

of the nine papers that showed any circulation increase. In a letter to readers in 2010 that 

celebrated this continued growth amidst uncertain times for newspapers, executive editor Frank 

Pine wrote that he was often asked if there’s a magic formula for circulation growth. He said 
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there wasn’t one. “It’s just hard work,” he said, citing efforts in the newsroom, via the 

advertising department and in the production facility (Pine, 2010). While noble, it’s hardly 

specific evidence, and it’s something that most comparable news organizations would like to 

think they already practice. Specific to another paper in the group, the editor of the Pasadena 

Star-News also cited a simple mantra of hard work as a reason for circulation gains at that 

publication (Pasadena Star-News, 2010). 

There’s also the case of The Villages Daily Sun of The Villages, Florida. Its circulation 

continued to climb during the study period, to the point that The New York Times sought to 

understand why. Among their conclusions in a 2018 article were that the paper was operating 

with a larger-than-normal staff, a special project mentality and a commitment to design, each of 

which could be described as quality-oriented investments. The paper worked on a months-long 

investigation and was recently a finalist in a competition to name the world’s best-designed 

newspaper (Geltner, 2018). 

The Times further notes that The Daily Sun’s weekday circulation rose 169 percent from 

2003 to 2018 (Geltner, 2018). Within the data collected in this present study, the paper’s Sunday 

circulation climbed 14.74 percent, the fourth-highest such total among all papers examined. The 

paper’s investments and the resulting circulation gain appear to be in lockstep. 

Perhaps another example of quality-oriented investments making a difference is via 

Chattanooga Times Free-Press of Chattanooga, Tennessee. It had many signs of a quality 

newspaper and although it declined in circulation from 2008-2012, it did not fall dramatically – 

just 1.41 percent. Among the quality-oriented investments made by newspaper ownership during 

the reporting period was the introduction of a series of public-facing events. These events 
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spanned bridal expos, high school sports banquets and more and the paper is somewhat of a 

model of such offerings (Zintel & Yang, 2014). 

On the opposite end of the spectrum is a paper such as The Daily Herald of Provo, Utah. 

This paper is also part of Sample 2 as one of the top performing papers of the study period with a 

circulation decline of only 4.41 percent. But the paper took a decidedly reductionist approach 

during this time. In 2009, it closed a series of weekly regional newspapers (Lee, 2009). It did so 

again in 2011 (Daily Herald, 2011). And although this action fell just outside of the five-year 

study period, the paper also laid off several reporters in 2013 (Deseret News, 2013). While it is 

possible the money saved by eliminating papers under the Daily Herald umbrella was redirected 

into the newsroom, no indications of such activity were found. 

For many other news organizations, search criteria did not return specific instances of 

quality-oriented investment activities from 2008 to 2012. It is possible that newspapers we 

understand to be “good” invested heavily prior to the downfall, ran a leaner operation in the most 

difficult years, and then made investments again in times of stability after the crash. These 

actions would fall outside of this search. 

It is also possible that more subtle investments were made during the course of the study 

period. The hiring of a solitary reporter would hardly be considered an event worthy of coverage 

by the paper that made the investment in the reporter. Such an act would certainly be considered 

an investment, but would not have been discovered in the search process used in this study.  

Additionally, it is clear that investments and reductionist behaviors were not a simple 

either or proposition. A newspaper might have trimmed away an entire section of its product 

only to funnel the money directly back into the news gathering operation. These micro-level 

budgetary decisions were not captured in this study, but should be considered among the factors 
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influencing the actions taken by newsroom decision makers. Instead, this research approaches 

quality-oriented investment more holistically and as an overall commitment to preserving the 

newsroom. Conversely, where papers made a series of moves to cut into the product, these were 

generally considered as non-investment papers on the aggregate, even as it is recognized that 

some crossover behavior was certainly present in the data. 

Sample 2 contains some evidence of a relationship between quality-oriented investments 

and circulation performance, but the inconsistent results cannot establish a correlation between 

the two. Therefore, Hypothesis 2 is not supported. Because of the lack of confirmation, the idea 

that newspaper owners should consider making investments in the printed product is not advised. 

In short, looking at papers reflexively though the lens of latent analysis cannot establish a 

positive correlation between quality-oriented investments and print circulation increases and 

therefore cannot support Hypothesis 2. 

Table 3 

Sample 2: Top-performing papers considering circulation change 
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A full list of quantitative findings for the 21 top-performing papers – Sample 2 – can be 

found in Appendix A. 

A secondary attempt to establish the connection between newspapers that had 

documented instances of quality-oriented investments and their potential for circulation 

improvement was made via Sample 3. The newspapers of Sample 3 were identified by Editor & 

Publisher as making quality-oriented investments. These investments included maintaining print 

sections, creating new video content for readers and establishing a platform for regional news. 

All papers mentioned by Editor & Publisher in the 2008 list of “Newspapers That Do It Right” 

(Fitzgerald, 2008) were understood as making some form of quality-oriented investment, as this 

Newspaper Name State Owner Circ. 2008 Circ. 2012 % Change Notes
Pasadena Star-News CA MediaNews Group 26765 36581 36.67% LANG Paper. Cited "hard work" as the key.

Schenectady The Sunday Gazette NY Daily Gazette 47766 56299 17.86% Credited their local focus to their success.

Torrance Daily Breeze CA MediaNews Group 63729 73187 14.84% LANG Paper. Cited "hard work" as the key.

The Villages Daily Sun FL Villages Media 33826 38812 14.74%
Featured by The New York Times as bucking 
trends. Based in a FL retirement community.

Easton The Express-Times PA Advance Publications 43449 49584 14.12% No layoffs found during the study period.

San Bernadino County Sun CA MediaNews Group 58789 63041 7.23%
LANG Paper. One of five high-performers from 
this group.

San Gabriel Valley Tribune CA MediaNews Group 39538 41607 5.23%
LANG Paper. One of five high-performers from 
this group.

Inland Valley Daily Bulliten CA MediaNews Group 56185 58973 4.96%
LANG Paper. One of five high-performers from 
this group.

Chico Enterprise-Record CA MediaNews Group 31207 32383 3.77%
LANG Paper. One of five high-performers from 
this group.

Munster/Northwest Indiana The Times IN Lee Enterprises 91763 91627 -0.15%
Started a region-specific development 
organization.

Ogden Standard-Examiner UT Sandusky Newspapers 64097 63498 -0.93%
Claims to be particularly skilled at digital services 
but no print-specific actions were found.

Chattanooga Times Free Press TN Wehco Media 95416 94068 -1.41%
Owner pledged to keep reporters even with a 
profit loss.

Kenosha News WI United Communications Corp. 26374 25581 -3.01% Longtime publisher had a passion for local news.

El Paso Times TX MediaNews Group 83879 80993 -3.44%
Had an award-winning investigative series during 
the study period.

Harrisonburg Daily News-Record VA Byrd Newspapers 29869 28785 -3.63%
Owned by the Byrd Family of politicians, noted 
the paper as "reliably conservative."

Bend The Bulletin OR Western Communications 33322 31942 -4.14% Focused on customer service and retention.

Elyria Chronicle-Telegram OH Lorain County Printing 25116 24014 -4.39% Nothing remarkable noted.

Provo The Daily Herald UT Lee Enterprises 38987 37257 -4.44% Cut away affiliated weekly newspapers twice.

Tupelo Northeast Mississippi Daily Journal MS Journal Publishing Group 36647 34872 -4.84%
Routinely received awards from Mississippi Press 
Association. 

Missoula Missoulian MT Lee Enterprises 32274 30662 -4.99%
Has a highly touted sports section, but little other 
specific information found.

Williamsport Sun-Gazette PA Ogden Newspapers 30419 28629 -5.88% No specific actions found.
Average 989417 1022395 3.33% See Appendix A for more complete data.
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publication has a history of documenting such quality-oriented investments and has been used as 

a baseline for determining quality-oriented investments (Cho, Thorson, & Lacy, 2004). 

The papers listed by Editor & Publisher that fit within the exclusionary criteria (N=7) 

were then isolated to look for circulation performance. However, none of the seven papers 

captured in this subset made circulation gains during the study period. While one performed 

better than most of its peer newspapers in this study, this “quality investment” group lost 

circulation at a rate of more than 25 percent during the five-year study period. As one such 

example, Editor & Publisher magazine praised the Bangor (Maine) Daily News for printing a 

remarkable 90 special sections in 2008, a sure measure of quality-oriented investment directed at 

readers (and the advertisers who would invest in such sections). But from 2008 to 2012, the 

Bangor Daily News lost 19.33 percent of its total circulation, outpacing the overall decrease for 

similarly sized papers during this time frame. The performance of the Daily News and the other 

papers of Sample 3 can likewise not support Hypothesis 2. 

Table 4 

Sample 3: Newspapers with documented instances of quality-oriented investments 

 

A more detailed examination of the investments made by the news organizations in Sample 

3 can be found in Appendix B. 

An additional attempt at finding evidence of quality-oriented investments was made by 

filtering the Sample 1 data set into various groupings to look for interesting data clusters that 

Newspaper State Circ. 2008 Circ. 2012 % Change Qualitative Data Points
Bakersfield Californian CA 66540 47548 -28.54% Invested in database marketing to bolster revenues.
Stockton The Record CA 60805 35748 -41.21% Created a multi-platform group of services to be regional news leader.
Crystal Lake Northwest Herald IL 39158 34082 -12.96% Encouraged sales teams to push product via incentives.
Huntsville Times AL 71032 63836 -10.13% Started an exclusive video series for readers.
Bangor Daily News ME 64575 52093 -19.33% Maintained 90 special sections per year.
Salem Statesman Journal OR 50545 42424 -16.07% Developed multimedia stories with impact.
Bend The Bulletin OR 33322 31942 -4.14% Focused on customer service and retention of current readers.
Totals 385977 307673 -25.45% See Appendix B for more complete data.
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hinted at trends. For instance, corporate ownership had an effect on the relative circulation 

performance of the papers. Gannett had control of more papers in the study group than any other 

ownership group. The company’s papers generally performed poorly – circulation at the 37 

Gannett-owned papers fell at an average rate of 22.82 percent, or nearly five percent more than 

their peers. Meanwhile, for 22 papers identified as having family ownership, the circulation 

slightly outperformed their peers. Those 22 papers fell 15.54 percent, or less than the overall 

population by about a percentage point. Family ownership does not appear to be a savior, either. 
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Table 5 

Circulation change of Gannett-owned newspapers 

 

Paper Name 2008 State Owner 2008 Circ. 2008 Circ. 2012 % Change
Montgomery Advertiser AL Gannett 47891 38671 -19.25%
Palm Springs Desert Sun CA Gannett 44606 38500 -13.69%
Fort Collins Coloradoan CO Gannett 29006 25394 -12.45%
Fort Myers News-Press FL Gannett 97769 72915 -25.42%
Melbourne Florida Today FL Gannett 88273 64890 -26.49%
Pensacola News Journal FL Gannett 67569 54135 -19.88%
Tallahassee Democrat FL Gannett 60403 38697 -35.94%
Lafayette Journal and Courier IN Gannett 39343 34630 -11.98%
Muncie The Star Press IN Gannett 31550 26598 -15.70%
Alexandria-Pineville The Town Talk LA Gannett 33157 24342 -26.59%
Monroe The News-Star LA Gannett 35796 25889 -27.68%
Shreveport The Times LA Gannett 60605 46453 -23.35%
Salisbury The Daily Times MD Gannett 26417 22797 -13.70%
Battle Creek Inquirer MI Gannett 26216 20374 -22.28%
The Lansing State Journal MI Gannett 74939 57701 -23.00%
Port Huron Times Herald MI Gannett 32766 26086 -20.39%
St. Cloud Times MN Gannett 35456 27812 -21.56%
Jackson The Clarion-Ledger MS Gannett 91810 67825 -26.12%
Springfield News-Leader MO Gannett 74215 51618 -30.45%
Great Falls Tribune MT Gannett 32650 28039 -14.12%
Reno Gazette-Journal NV Gannett 64276 49326 -23.26%
Bridgewater Courier News NJ Gannett 29675 17859 -39.82%
Camden Courier-Post NJ Gannett 75094 58245 -22.44%
East Brunswick Home News Tribune NJ Gannett 51771 33632 -35.04%
Morristown Daily Record NJ Gannett 33949 22016 -35.15%
Binghamton Press & Sun-Bulliten NY Gannett 58924 45164 -23.35%
Elmira Star-Gazette NY Gannett 31716 23274 -26.62%
Poughkeepsie Journal NY Gannett 41690 32988 -20.87%
The Ashville Citizen-Times NC Gannett 56621 46732 -17.47%
Mansfield News Journal OH Gannett 33419 25893 -22.52%
Salem Statesman Journal OR Gannett 50545 42424 -16.07%
Sioux Falls Argus Leader SD Gannett 63701 48434 -23.97%
The Jackson Sun TN Gannett 35570 27696 -22.14%
The Burlington Free Press VT Gannett 46738 35299 -24.47%
Appleton The Post-Crescent WI Gannett 62737 53177 -15.24%
Green Bay Press-Gazette WI Gannett 75295 64894 -13.81%
Wausau Daily Herald WI Gannett 49195 39243 -20.23%
Totals 1891353 1459662 -22.82%
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Table 6 

Circulation change of family-owned newspapers 

 

Geography offered no to resistance to the sweeping changes, either. Aside from the 

previously discussed anomaly of the six sister publications in the Los Angeles area, circulation 

declined everywhere. Papers lost about 25 percent of their circulation (rounded by a percentage 

point in either direction) in Bellingham, Washington; Bradenton, Florida; Rock Hill, South 

Carolina; Biloxi, Mississippi; Lubbock, Texas; and Casper, Wyoming, to name a few. 

In short, the research, while illustrative and interesting, does not compel us to believe that 

quality-oriented investments led to a positive correlation in circulation gains during the layoff 

era. As such, looking at papers where quality-oriented investments were made for signs of 

circulation growth did not support Hypothesis 2, either. 

Paper Name 2008 State Owner 2008 Circ. 2008 Circ. 2012 % Change
Bakersfield Californian CA Family-owned 66540 47548 -28.54%
Santa Barbara News-Press CA Ampersand Publishing/McCaw 33576 26753 -20.32%
Waterbury Republican-American CT American-Republican Inc. 56677 48183 -14.99%
The Villages Daily Sun FL Villages Media 33826 38812 14.74%
Bangor Daily News ME Bangor Publishing Group 64575 52093 -19.33%
The Frederick News-Post MD Randall Family 37044 32342 -12.69%
The Santa Fe New Mexican NM Robin McKinney Martin 25073 19386 -22.68%
Watertown Daily Times NY Johnson Newspaper Group 29501 23524 -20.26%
The Fayetteville Observer NC Fayetteville Publishing Co. 64177 55875 -12.94%
Youngstown Vindicator OH Vindicator Printing Company 73088 58296 -20.24%
Eugene The Register-Guard OR Baker Family 68780 55828 -18.83%
Butler Eagle PA Wise Family 29730 27584 -7.22%
Erie Times-News PA Mead Family 75680 69659 -7.96%
Reading Eagle PA Reading Eagle Co. 78567 68332 -13.03%
Tyler Morning Telegraph TX Butler family 38445 27772 -27.76%
Victoria Advocate TX M. Roberts Media 33983 27485 -19.12%
Fredericksburg The Free Lance-Star VA Rowe family 50299 44712 -11.11%
Harrisonburg Daily News-Record VA Byrd Newspapers 29869 28785 -3.63%
Vancouver The Columbian WA Campbell Family 48363 36261 -25.02%
Morgantown The Dominion Post WV Raese family 25126 23116 -8.00%
Eau Claire Leader-Telegram WI Family owned 32982 28748 -12.84%
Totals 995901 841094 -15.54%
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The work here, however, does leave room for additional academic research of a greater 

depth and scope. The data points highlight a series of papers that succeeded during the most 

challenging of economic times – during which a vast majority of papers saw their circulation 

figures fall sharply. Asking these “successful” – typically meaning they only saw their 

circulation drop a small amount instead of plummet – news organizations about specific actions 

they took during this time would provide additional context for the type of investments or 

policies that yielded circulation stability. This qualitative data might provide actions for current 

newsroom decision makers to adopt. 

Additionally, there may be research opportunities created by examining the data set for 

other variables. For example, this research shows that family-owned newspapers fared nominally 

better than their corporate-owned peers. Several high-performing papers also identified their 

editorial stance as conservative or conservative-leaning. Further examination may discover if 

political alignment has an impact on circulation. There were not enough such papers identified to 

draw statistically significant conclusions from these observations, but they may be a starting 

point for research that attempts to do so. 

The methodology created for this study came with a series of limitations. Because of the 

care placed into creating a sample of papers with similar sizes and ownership qualities, the study 

isolates some important possible sources of variability. However, the ground-level economic 

conditions within the communities of the newspapers at study are difficult to know and measure. 

While this research does explore important new territory, it does not and cannot solve for all 

elements that may have an influence on circulation changes. Elements in the individual 

newspaper markets such as the subscription price of the newspaper, the relative economic health 

of the community and the strength of competitive online news organizations are difficult to 
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measure at scale. In a specific instance, one of the top performing papers noted in the study, the 

Villages Daily Sun, serves an age-restricted retirement community. This older population likely 

had outsized effects on its circulation growth (Geltner, 2018). These types of factors, which 

influence the relative success of each paper within their community, fall outside of the scope of 

this study. 

It should also be noted that the increasingly corporate and consolidated nature of 

newspaper ownership presents challenges. While each paper examined maintained consistent 

ownership during the five-year study period, many were owned by investment firms. Even 

publicly traded investment companies, which are required by law to release earning statements, 

do not always release easy-to-understand results (Abernathy, 2016). This corporate ownership 

structure plays a role in the lack of transparency in many newspapers (Abernathy, 2016). As a 

result, it is possible that many newspapers made investments that were not visible to the public. 

It’s also just as certain that many newspapers made cuts that were not found during this study. 

Additionally, the author admits to a struggle in finding compelling and specific instances 

of quality-oriented investments from many of the newspapers in the qualitative portion of this 

research. Because these investments would have been made more than a decade ago (with their 

effects playing out during a more recent time frame), the specific acts that took place were 

difficult to ascertain. This limitation could be curtailed where additional research was suggested. 

Surveying newspaper owners or managers would add a level of specificity to the data collection 

that might yield tangible actions for those newsroom decision makers working through the next 

newspaper crisis. 

These examinations may reestablish the link between quality-oriented investments and 

circulation health that were not discovered in this research. Further examinations may uncover 
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the new pathways. Or, if market-based approaches cannot restore the health of news products, 

the public sphere theory of journalism suggests that government interventions may be useful in 

making sure that media meets the needs of the public (Croteau & Hoynes, 2006). These pursuits 

should all be explored as the search for stability in the newspaper industry continues. 

Conclusion  

The challenges faced by newsrooms are myriad, and layoffs and other reductionist 

activities are continuing to impact news gathering around the country. As an economic downturn 

that coincides with social distancing measures brought on by the arrival of the novel coronavirus 

continues to unfold, newspapers are once again resorting to the tactic of making drastic cuts to 

their newsroom or printed product. Hundreds of reporters have already been laid off, had their 

pay cut or been asked to take a furlough in a time where already weakened local newspapers are 

facing an “apocalypse” (Allsop, 2020). 

Because of the economic recession that began in late 2007 and continued into the next 

few years, many news organizations changed their strategies. There is inconclusive evidence that 

a dedicated commitment to the printed product via quality-based investments such as not laying 

off reporters and maintaining print sections can yield results, but the tactic does not appear strong 

enough that newsroom managers should adopt it as a current-day strategy. No one specific act of 

investment proved to be a successful endeavor, either, although further research may isolate 

these specific acts. 

Instead, this research should be utilized to provide historical context on the great changes 

and challenges faced by newspaper newsrooms during the Great Recession. This downturn 

hastened many news organization’s transition from print- to online-focused outlets. This research 

should not compel any newsroom decision-maker to think that doubling down on the print 
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product is the correct choice at this time, or that making quality-based investments such as hiring 

reporters or adding special sections will yield positive results. 

While the primary variable at study was print circulation, previous research finds that 

investments in the printed product translated into digital readership gains as well (Tang, Sridhar, 

Thorson & Mantrala, 2011). The qualitative analysis conducted on the papers contained in 

Sample 2 did not find overt instances of digitally focused investments instead of those directed at 

the print product. But in some cases, it’s clear that both print and digital growth was a focus 

during the study period. The Pasadena Star-News, the top-performing paper found in this study, 

was increasing its print circulation while also emphasizing digital reporting (Tedford, 2017). 

Certainly, news organizations captured in this study could have made investments in their digital 

product or shifted towards becoming a digitally focused media outlet. While some of that 

investment activity was captured in this study (such as the finding in Sample 3 that the Huntsville 

Times created an exclusive video series for readers) it is also likely that digital-focused 

investments were not as easily discovered. 

The methodology used in this research created a circulation data set that is exclusively 

contained within the “layoff era” of print journalism. Doing so aligned with the research question 

in looking for a connection between quality-oriented investments and print circulation gains. But 

it did not discover the “magic bullet” solution that newspaper owners are so desperate to find. 

 In the five-year window of this study, six of the medium-sized newspapers found in 2008 

had already folded by the time circulation audit data was published in September 2012. A 

seventh, the North County Times of Escondido, California, would be purchased by a competitor 

just a month later (Spagat, 2012). The Times would fold in early 2013, and the list of paper 

closures continues. 
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If we are to honor the theoretical framework that establishes the public’s need for 

independent idea spaces as a way of maintaining civic order, our search for ways to provide this 

opportunity must continue. Newspapers play an important role in this exchange of ideas and their 

position in the public sphere must be preserved. It is clear that much work is left to be done. 

But because we know this “layoff era” exists, and because we know the effects this 

downward trend is having on the health of our democracy, renewed research into preserving 

newspapers is a critical step in looking for solutions. Printed newspapers continue to be a 

declining commodity. But as the flow of newsworthy information continues its ascent, the best 

ways in which to deliver it to audiences must continue to be a pursuit of passion for those in the 

newspaper business. 
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APPENDIX A 
 
Sample 2 - Papers in the Top 10 Percent of Their Peers, Based on Circulation 
Change 
 

1) Chico Enterprise-Record (CA) 

Circulation change = +3.77 percent 

2) Inland Valley Daily Bulletin (Ontario, CA) 

Circulation change = +4.96 percent 

3) San Bernardino County Sun (CA) 

Circulation change = +7.23 percent 

4) San Gabriel Valley Tribune (CA) 

Circulation change = +5.23 percent 

5) Torrance Daily Breeze (CA) 

Circulation change = +14.84 percent 

6) Pasadena Star-News (CA) 

Circulation change = +36.67 percent 

The Torrance Daily Breeze laid off nine reporters in 2008 as it also cut production of its 

“More San Pedro” banner (Roderick, 2008). 

The six papers listed above were all part of the former Los Angeles News Group 

(LANG), now part of the Southern California News Group after a bankruptcy judge approved the 

sale of two papers to LANG owners Digital First Media (Roderick, 2016). 

In 2010, the executive editor of the papers said the circulation increases were a result of 

“hard work” and not some specific approach (Pine, 2010). But it does have specific focuses: “In 

recent years the (San Gabriel Valley) Tribune has focused on government and public-agency 

accountability, or watchdog, reporting as well as digital audience growth. In an ongoing series 
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the Tribune has reported on the City of Industry in an effort to hold city officials accountable for 

flagrant spending and corruption” (Tedford, 2017). 

Specifically to the best-performing paper of the group, the editor and publisher of the 

Pasadena Star-News also cited “hard work” across multiple platforms as the reasons for the 

paper’s success (Pasadena Star-News, 2010).  

Interestingly, the LANG owners went through bankruptcy during the reporting period 

(Chasan, 2010). 

7) The Villages Daily Sun (FL) 

Circulation change = +14.74 percent 

Focused on not filling pages with ads and working to continue pushing the print product 

(Geltner, 2018). The paper has a dedicated special project team and is atypical in the amount of 

effort it places into the print product (Geltner, 2018) The paper is family owned and very 

conservative leaning (Jamieson, 2012). 

More from the Times: 

“With its large and growing editorial staff of approximately 50, the Daily Sun 

newsroom operates in ways that most newspaper journalists can only dream of anymore. 

“The paper has a special-projects team, and reporters and editors work on in-

depth news articles that may take up to a year to complete. In 2016, a five-person 

investigative team worked for months examining Florida’s death-penalty sentencing 

policies. The resulting series claimed multiple awards. In addition to reporting, the paper 

puts considerable resources into design. Last year, The Daily Sun was one of 12 finalists 

in a competition to be the world’s best-designed newspaper, as chosen by the Society of 

Newspaper Design.” (Geltner, 2018). 
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8) Munster The Times (IN) 

Circulation change = -0.15 percent 

From the paper’s website: “We also partner with organizations to help the community in 

many ways. 

“In addition to the daily newspaper, Times' products include Inspired Living, Get Healthy 

and InBusiness magazines, and a monthly Your Family special section. We offer other special 

sections throughout the year, including the Progress editions published each March and the Best 

of the Region section. 

“The Times Media Co. holds signature events in the Region, including the 20 Under 40 

banquet, the Business and Industry Hall of Fame luncheon and the One Region luncheon. 

Among our recent initiatives is the Community Civility Counts campaign in partnership with the 

Gary Chamber of Commerce, and our history website, nwi.com/history, that launched at the start 

of Indiana's Bicentennial year. 

The One Region initiative has worked in recent years to improve the quality of life and 

bring Region interests together.” (Northwest Indiana Times, n.d.). 

The One Region initiative evolved from a program called One Region: One Vision, 

which started by the paper at the beginning of the study period. The program seeks to better the 

quality of life for Northwest Indiana residents (Steele, 2016). 

9) Schenectady The Sunday Gazette (NY) 

Circulation change = +17.86 percent 

From the paper’s website: “Our family owned company is based in Schenectady, New 

York, and our community is as important to us as the news we report on. We always look for 
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local opportunities to get involved. Our team enjoys local entertainment, participates in local 

events, and takes advantage of everything the area has to offer” (Daily Gazette, n.d.). In 2012, 

the paper credited its recent success to an emphasis on local reporting and management (Mason, 

2012). 

10) Elyria Chronicle-Telegram (OH) 

Circulation change = -4.39 percent 

From the paper’s website: “The Chronicle broke ground in 2005 on an expansion to add a 

press and distribution equipment. The larger plant allowed The Chronicle to print its sister paper, 

The Gazette of Medina. Both papers are part of the Lorain County Printing & Publishing Co., 

which also owns and operates the papers’ websites and four radio stations, WEOL 930-AM, 

WKFM 96.1-FM, WLKR 1510-AM and WLKR 95.3-FM” (Chronicle-Telegram, n.d.). 

No returns were found for instances of awards or special recognition during the 2008-

2012 timeframe. 

11) Bend Bulletin (OR) 

Circulation change = -4.14 percent 

The Bulletin in Bend, Oregon made a point of bolster its customer service. From its 

inclusion in Editor & Publisher’s “10 Newspapers that Do It Right” in 2008: “For instance, The 

Bulletin has increased circulation at least 5% a year for the last three years. It’s up 20% 

weekdays and 19% Sundays since 2003. The reason, says Circulation Manager Pamela Coleman 

Denniston, is top-notch service with a complaint-per-thousand (CPT) under 1.0 and retention 

averaging about 75%” (Fitzgerald, 2008). 

The parent company, meanwhile, was losing $900,000 per year late in the study period 

and filed for bankruptcy in 2011, emerging in 2012 (Nogueras, 2012). 
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12) Easton The Express-Times (PA) 

Circulation change = +14.12 percent 

Nothing stands out from initial reading. Wikipedia insists they have “won awards” but 

does not list which ones or when. A search for specifics did not yield results. 

But the paper was headed towards the brink. In early 2013, a period of time not captured 

by the study data set, the paper had two sets of layoffs and eliminated their production crew, 

opting to outsource printing to New York (Kennedy, 2013). 

This was a reversal of the paper’s position earlier in the reporting era, which had cut staff 

during the study period of 2008 to 2012 but had only done so through voluntary buyouts or 

attrition (Zanki, 2009). 

13) Chattanooga Times Free-Press (TN) 

Circulation change = -1.41 percent 

The Times Free-Press instituted an ambitious series of events such as bridal expos, a high 

school sports banquet and a Christmas shopping extravaganza to draw in customers (Zintel and 

Yang, 2014). In 2009, as the paper turned 10 years old, the owner of the newspaper pledged to 

take a financial loss if it meant hanging on to additional reporters that would serve the paper’s 

readership base (Chattanooga Times Free-Press, 2009). It also added many special sections and 

expanded audio and visual offerings (Chattanooga Times Free-Press, 2009). 

14) El Paso Times (TX) 

Circulation change = -3.44 percent 

The El Paso Times’ website claims the news organization “has received journalism 

awards for investigative reporting, features, business news, writing and photography” (El Paso 

Times, n.d.).  
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The paper did have a focus on investigative reporting, and pursued a story from 2011 to 

2013. Former Times editor Zahira Torres led the investigation into fraud in the local school 

district, an effort that gained the paper (and Torres) several awards (El Paso Times, 2017). 

15) Ogden Standard-Examiner (UT) 

Circulation change = -0.93 percent 

The paper’s website touts their digital service acumen and ability to advertise across 

various platforms, but does not tout anything specific it has done in print (Standard-Examiner, 

n.d.). 

No specific initiatives or quality-based investments could be found for the Standard-

Examiner during the study period. 

16) Provo The Daily Herald (UT) 

Circulation change = -4.44 percent 

The paper’s ownership group clipped away a series of Thursday weeklies in 2009 and 

then sent them copies of The Daily Herald, boosting circulation numbers on those days (Lee, 

2009). It then discontinued more such weeklies in 2011 (Daily Herald, 2011). It later laid off 

employees in 2013 (Deseret News, 2013). Although this third action was just outside of the 

reporting window, The Daily Herald does not look to have attempted to bolster any specific 

product or service during the reporting period. 

17) Harrisonburg Daily News-Record (VA) 

Circulation change = +3.63 percent 

Despite various searches, nothing about the paper’s history, story quality (i.e. awards and 

honors) or ownership turned up any interesting data points. One story noting the paper’s sale 
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from its longtime owners notes the publication was “reliably conservative” (Schapiro, 2018) but 

nothing in terms of its news-capturing philosophy or community support. 

18) Kenosha News (WI) 

Circulation change = -3.01 percent 

The paper, which was under the leadership of the Brown family for decades, had a keen 

interest in local news courtesy of its publisher, who died in 2011 (Wisconsin Newspaper 

Association, n.d.). No other specific references to investment activities taken by the paper could 

be located. 

19) Tupelo Northeast Mississippi Daily Journal (MS) 

Circulation change = -4.84 percent 

Its website touts the following: “Our staffs have been recognized as the best in what they 

do in print and online in several contest, and our site regularly is viewed by the most people in 

Northeast Mississippi” (Daily Journal, n.d.). 

Among the awards specific to the reporting period are those earned through the 

Mississippi Press Association’s Better Newspaper Contest. In 2009, for instance, the paper 

earned 27 MPA awards, including six first-place honors (Elkins, 2010). 

20) Missoula Missoulian (MT) 

Circulation change = -4.99 percent 

The Missoulian was declared by the APSE organization as having one of the 10 best 

sports sections for a paper of its size in 2008-2009 (Just, 2018). No other specific instances of 

quality-based investment were discovered in the search. 

21) Williamsport Sun-Gazette 

Circulation change = -5.88 percent 
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No specific actions taken by the paper’s owner, Odgen Newspapers, were found for the 

reporting period. Search queries included “Williamsport Sun-Gazette history,” “Williamsport 

Sun-Gazette circulation,” “Williamsport Sun-Gazette ownership” and “Williamsport Sun-

Gazette awards.” No instance of investment made from 2008-2012 were discovered using these 

criteria. 

  



 50 

APPENDIX B 

Sample 3 - Papers Identified by Editor & Publisher in 2008 as One of the “10 Newspapers 

That Do It Right” (Fitzgerald, 2008). 

 

1) Bakersfield Californian (CA) 

Circulation change = -28.54 percent 

“The Californian is investing in research and database marketing to pump up its share of 

local advertising dollars.” 

2) Northwest Herald (IL) 

Circulation change = -12.96 percent 

“The Northwest Herald represented another theme within this theme - an emphasis on 

nuts-and-bolts selling. Like many papers, the Northwest Herald has tweaked its sales 

compensation to encourage risk-taking and reward it, especially in bringing in online revenue.” 

3) The Stockton Record (CA) 

Circulation change = -41.21 percent 

“The rate card of the newly rechristened San Joaquin Media Group includes an 

impressive number of products and rates, from the core product to a bilingual newspaper and 

glossy vertical ad books. This list, Mulvehill writes, offers a great start in “assuring we are going 

to be here for hundreds more years,” as they now “have many more products to develop and 

create as the information leader in our market.’” 

4) Salem Statesman-Journal (OR) 

Circulation change = -16.07 percent 
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“Bill Church, executive editor at the Statesman Journal in Salem, Ore., asserted that the 

paper had found “its niche by developing innovative multimedia approaches for Public Service 

Projects.” Its two Best of Gannett winners probed the local angle on Japanese internment during 

World War II and environmental concerns in Oregon posed by ‘invasive species.’” 

5) Bangor Daily News (ME) 

Circulation change = -19.33 percent 

“And special sections haven’t fallen out of favor at many papers. The Bangor (Maine) 

Daily News now publishes an astonishing 90 special sections a year.” 

6) The Huntsville Times (AL)  

Circulation change = -10.13 percent 

The employees of the Huntsville Times have started a video series in order to attract new 

readers: “Busdeker and Welch perform parodies of ‘Blue Man Group’ performances, wield mops 

as swords to preview movies, and exchange white-trash talking with actors from “The American 

Trailer Park Musical.” They’re occasionally aided and abetted by “Go Gals” Lacy Pruitt, Nickie 

Allison, and Christie Vail, three employees of the paper’s ad department whose authentic accents 

put an interesting Alabama twist on their preview of the Manhattan-centric movie ‘Sex and the 

City.’” 

7) Bend Bulletin (OR) 

Circulation change = -4.41 percent 

“The Bulletin in Bend, Ore., for instance, has increased circulation at least 5% a year for 

the last three years. It’s up 20% weekdays and 19% Sundays since 2003. The reason, says 

Circulation Manager Pamela Coleman Denniston, is top-notch service with a complaint-per-

thousand (CPT) under 1.0 and retention averaging about 75%.” 
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