Springer Nature Customer Service
Operations Guide

Effective August 1%, 2022

For end customers in the Eastern Hemisphere

(Europe, Middle East, Afr

Customer Service/Inquiries for Print

ica, Asia & Australia)

Customer Service/Inquiries for Digital/Online

Springer Nature Customer Service
Tiergartenstrasse 15-17

D-69121 Heidelberg GERMANY
Tel.: +49 6221 3450

Call Center Hours: 24 hours a day, 7 days a week
Fax: +49 6221 345 4229

Springer Nature Customer Service

The Macmillan Campus

4 Crinan Street

London, N1 9XW UNITED KINGDOM

Tel.: +44 20 7843 4759

Chat: Available 24x5 for Library Administrators
Email: onlineservice@springernature.com

Payment Information

Payments should be made to the addresses and/or bank details provided on the invoice. NOTE: Please do not send
credit card details. Email your request for a secure payment link, including invoice number and amount due, to
creditcardstm@springernature.com to pay invoices or creditcardprofrow@springernature.com to pay proformas.

Remittance Address

Bank Details

Springer Nature Customer Service Center GmbH
Postfach 200155

60605 Frankfurt
Germany

Hypovereinsbank Miinchen

Acct: 654793298 | BLZ: 700 202 70
IBAN: DE22 7002 0270 0654 7932 98
BIC: HYVEDEMMXXX

Key Contacts for Key Accounts

For general queries, please contact our Customer Service team at journals-trade@springernature.com and for online

support, please contact onlineservice@springernature.com. For any special assistance required, we have the following

staff members who can help you.

Hana Toyama (for Japan only)
Senior Manager Customer Service
Tel: +81 3 4533 8201

Email: hana.toyama@springernature.com

Christian Volker
Manager Fulfillment Operations Journals
Tel: +49 6221 345 4148

Email: christian.voelker@springernature.com

Lydia Knopf
Director Global Fulfillment Operations
Tel: +49 6221 345-4177

Email: lydia.knopf@springernature.com

Helen Parry
Manager Online Service
Tel: +44 20 7843 4971

Email: helen.parry@springernature.com

Liz Davidson
Head of Online Service
Tel: +44 20 7418 5625

Email: liz.davidson@springernature.com

Steve Poulter
Head of Customer Service
Tel: +44 1256 824377

Email: steve.poulter@springernature.com
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Springer Nature Customer Service
Operations Guide

Effective August 1%, 2012

For end customers in the Americas

(North, South, Central America and the Caribbean)

Customer Service/Inquiries for Print

Customer Service/Inquiries for Digital/Online

Springer Nature Customer Service LLC

200 Hudson St, Suite 503

Jersey City, NJ 07311-1218

Tel: 800-SPRINGER (777-4643); 212-460-1500
Call Center Hours: 24 hours a day, 7 days a week

Springer Nature Customer Service LLC
200 Hudson St, Suite 503

Jersey City, NJ 07311

Tel: 866-839-0194; 212-460-1500

Chat: Available 24x5 for Library Administrators
Email: onlineservice@springernature.com

Payment Information

renewal notices.

Payments should be made to the addresses and/or bank details provided on the invoice. NOTE: Please do not send
credit card details. Email your request for a secure payment link, including invoice number and amount due, to
creditcardus@springernature.com. to pay invoices or creditcardprofus@springernature.com to pay proformas and

Remittance Address

Bank Details

Springer Nature Journals
P.O. Box 13301
Newark, NJ 07101-3301

Deutsche Bank Trust Co.
Springer Customer Service Center LLC
Swift: BKTRUS33

Acct: 00-460-699
Routing or Transit #: 021001033

Key Contacts for Key Accounts

For general queries, please contact our Customer Service team atjournals-trade@springernature.com and for online

support, please contact onlineservice@springernature.com.

For any special assistance required we have following staff members who can help you.

Jenifer Royal
Sr. Manager, Fulfillment Operations - Americas
Tel: 212-815-0269

Email: jenifer.royal@springernature.com

Lydia Knopf
Director Global Fulfillment Operations
Tel: +49 6221 345-4177

Email: lydia.knopf@springernature.com

Nichelle Butler
Customer Service Manager - Americas
Tel: 201-839-3860

Email: nichelle.butler@springernature.com

Jonpaul Pantozzi
Manager Online Service
Tel: 212-726-9223

Email: jonpaul.pantozzi@us.nature.com

Liz Davidson
Head of Online Service
Tel: +442074185625

Email: liz.davidson@springernature.com

Steve Poulter
Head of Customer Service
Tel: +44 1256 824377

Email: steve.poulter@springernature.com
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Springer Nature Customer Service
Operations Guide

Discounts

Effective August 1%, 2022

Reseller journal product discounts for Springer, Palgrave Macmillan and Nature titles remain the same.

The Nature publishing program has been distinguished into three groups on the new fulfilment system:

o  Nature, International weekly journal of science (ISSN 0028-0836) with its UK, US, China, and Japan versions.

o  Nature Research (imprint = Nature Research on price list)
e Academic Journals (imprint = Springer Nature on price list)

These groups determine the rebate/discount £ GBP Sus JPY
resellers are entitled to for print. STERLING € EUROS DOLLAR
Please contact: journals-
Palgrave Macmillan journals £5.50 €9 $10.00 trade@springernature.com
NPG academic and society journals £5.50 €9 $10.00 4.5%
Nature £4.25 €7.00 $8.00 Please contact:
JPT (Japan Publications Trading Co.,
Ltd)
Email: subimp@jptco.co.jp
Or
Nature research journals, Nature Reviews, http://www.jptco.co.jp/business/forei
Nature Protocols and Nature Methods £15.00 €23.00 $27.00 gnbook/list.html#link 06

ICEDIS

Springer Nature offers subscription processing via ICEDIS for our agents. A complete AES file (a.k.a., “Agent out file”), including all
Springer, Palgrave and Nature subscriptions is provided to the agent prior to the upcoming renewal season for comparison against
the agent records. ICEDIS files are sent via FTP (credentials provided upon request) along with an email summarizing the files to
agentorderfiles-ny@springernature.com for end customers based in the Americas and ICEDIS-row@springernature.com for end

customers based in ROW. In addition to end customer location, the files should be split based on the following criteria:

Publisher (Springer, Nature, or Palgrave)
Currency (USD, GBP, EUR, or JPY)
Price Group (Print, Print + online, Online Only, and DDP)

The notification email should include when the payment will be sent. File processing is completed upon receipt of payment. Online-
only orders should not be sent for end customers that have a license agreement with Springer for online access. Please keep in mind
Springer Nature’s no cancelation policy and place your orders carefully.

Ordering

All orders should be placed at the Customer Service Center based on the location of the end user. 2023 prices can be found at
www.springernature.com/resellers. Exclusive agent in Japan for Nature and Nature research journals (Institutional PRINT only) Japan
Publications Trading Co., Ltd. Tel: +81 3 3292 3755 Fax : +81 3 3292 8766

Invoicing

Invoices will be raised under the legal entity of the respective Service Center with which the reseller places its orders. Orders from
resellers based in the Americas (Western Hemisphere) will be contracted and invoiced in USD under the legal entity Springer Nature
Customer Service Center LLC. Orders from resellers based in ROW will contracted by Springer Nature Customer Service Center

GmbH. Resellers in the UK will be invoiced in GBP and resellers based in ROW outside the UK will be invoiced in EUR. Prices are

stated exclusive of VAT, Sales Tax or similar taxes. Any of these taxes will be added to the invoice, if applicable. Should any
withholding or similar taxes be or become chargeable, a reseller is not entitled to deduct these taxes from the principal amount
(reference is made to Springer Nature’s T&Cs).

Claims Policy

Claims of non-receipt will be honored for 90 days after the following issue is served.

Cancelations Policy

No cancelations are allowed after subscriptions have been entered into Springer Nature’s system. Page 30f 3
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