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How Viafoura's white-glove service approach delivered The

Baltimore Banner's most successful vendor rollout

THE CLIENT

The Baltimore Banner is a local news
organization that delivers trusted,
high-quality journalism, strengthening
and uniting the Baltimore community.
With a rich history of community-
focused reporting and a growing digital
audience, The Baltimore Banner serves as
a vital voice across multiple platforms,
iIncluding their website and mobile app
integration.

THE
BALTIMORE
BANNER

THE CHALLENGE

The Baltimore Banner faced a unique challenge: they had never implemented commenting
before. They needed to build a thriving community engagement strategy from the ground
up. This wasn't just a technical implementation - it was a complete cultural shift that
required extensive change management with the editorial teams.

The Banner Team recognized both the challenge and significance of the project: "We
needed a solution that not only supported commenting and live blogging but also
Integrated with our app. But more than that, we needed a partner who could guide us
through this transformation without disrupting our newsroom operations or alienating our
audience.”

The Baltimore Banner product team collaborated closely with Viafoura to effectively engage
stakeholders. “We needed a partner who could provide both the tools and expertise to
deliver the right information to our stakeholders, supporting informed decision-making and
community engagement.”
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Viafoura has kickstarted our commenting engagements. | truly enjoy the proactive
communication | have with the Viafoura team. The software has been easy to navigate
and train to others. The Al moderation tool works great to reduce my work load. ”

— Prachi V,, Digital Producer
The Baltimore Banner (5-star G2 Review)



THE SOLUTION

Viafoura provided both technology and a change management approach that
enabled a smooth go-live, delivering the community engagement tools The
Baltimore Banner needed.

Strategic Rollout Approach: Laura Willilams, Customer Experience Manager,
pioneered a methodical rollout strategy that prioritized relationship-building
over speed. Rather than launching site-wide immediately, Laura implemented a
phased approach that gradually introduced commenting across "troves of
articles,” completing a full rollout.

The Viafoura Service Excellence Framework

 Conversations & Live Blogs for real-time community engagement during
breaking news

* Al Moderation ensuring community safety while reducing editorial burden

 Mobile SDK integration seamlessly connecting with the app infrastructure

Change Management Mastery: Laura worked closely with The Baltimore
Banner team to identify community champions, address concerns proactively,
and create internal buy-in before expanding functionality.

The partnership proved invaluable during critical moments, including live blog
coverage of the Key Bridge Collapse, where The Baltimore Banner's new
community engagement tools performed flawlessly at scale.

RESULTS

Explosive Community

+93.3% ©)

increase in comments QoQ

growth in active commenters QoQ

+368.7% &

surge in reactions QoQ

Exceptional
Community Health

with minimal moderation issues
- demonstrating outstanding
community management and
Al moderation effectiveness

info@viafoura.com | +1800 /114838 | viafoura.com

O viafoura



Service Excellence Recognition

18,066 ¢

 5-star customer satisfaction with specific praise for reduced moderation workflow *****

18,068 ¢

 "Smoothest go-live we've ever had with a vendor™ - internal team feedback

« Seamless integration with existing tech stack including our mobile platform

BUSINESS IMPACT

The Baltimore Banner partnership showcases Viafoura's commitment to service excellence beyond
technology delivery. The Baltimore Banner now has a self-sustaining engagement ecosystem tailored
to user needs, creating a powerful engine for retention and acquisition.

The partnership demonstrates that exceptional service delivery can transform good technology into
extraordinary business outcomes. And when change management is executed with precision,
communities dont just grow - they thrive.
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We've been searching for a solution that not only supports commenting and live
blogging but also integrates with our app. Viafoura ticked those boxes for us. We
believe that community conversations will become an indispensable part of our
subscriber experience.
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— The Baltimore Banner Team
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