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OVERVIEW
Author customer service is a highly visible way for publishers to differentiate themselves in the market. This is why 
RightsLink® enables publishers to provide personalized customer service, billing, and collections for their author 
transactions. CCC’s customer service team works with each publisher to establish a program that ensures authors 
have access to prompt and professional service built upon CCC’s decade of experience providing support  
to authors on behalf of publishers. Moreover, our collection rates are among the best in the industry; historically,  
we have collected over 99% of charges due.

Our Customer Service protocols:

• Deliver a personalized and publisher-branded
experience for authors

• I nstill our customer service team with a thorough
understanding of and respect for the sensitivity of
the publisher/author relationship

•  Ensure that authors are the highest priority
in email queues and in our call centers,
which are open 15 hours each weekday

•  Feature online chat throughout the
payment workflow

•  Establish regular account reviews with
the publisher’s customer service team

•  Provide promotional email and survey options

How can CCC help enhance publishers’ 
brand equity through the Customer 
Service experience? 
Author customer service and support is highly  
visible and can enable publishers to differentiate 
themselves through superior service.   

Authors benefit from:

•  Publisher dedicated phone numbers
with priority service

• Live chat channels

• Branded email channels

• Branded automatic email replies

How can authors contact CCC?
CCC provides many ways for authors 
to contact Customer Service:

Email Address: 
 publicationservices@copyright.com

 Hours of Operation:  
Monday through Friday  
24 hour support
 Service Priority: To ensure the most 
expeditious response, this email  
address is given the highest priority  
among our service queues.

Phone Number:  Toll free +1 877-622-5543

Hours of Operation:  
Monday through Friday 
24 hour support

Live Chat   Visit:  http://chat.copyright.com

  and click the chat icon to  
initiate a live chat session.
 Hours of Operation:  
Monday through Friday  
24 hour support

What is CCC’s Customer Service 
response time policy?
Customer Service will respond to all email requests 
within one business day. 
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What languages does CCC’s Customer 
Service team support?
Customer service currently supports communications 
in English. CCC has the capability  
to support additional languages as required. 

How frequently are authors invoiced  
for orders placed through RightsLink® 
for Open Access?
CCC processes invoices once an order is submitted. 
The author will receive an order confirmation  
by email within minutes of placing an order  
and will get an e-mail invoice within 24 hours.  
In addition, the author will receive a hardcopy  
invoice by postal mail within 10 business days, 
depending on location.

Authors can access electronic copies of invoices  
at any time by signing into their RightsLink accounts. 
To obtain additional paper copies, authors can call  
CCC’s Customer Service.

What payment options are available 
and how fast are they processed?
Authors (or their institutions) may pay their charges 
by credit card, check, money order, or wire transfer. 
Credit card payments are the quickest form of  
payment and all credit card transactions reflect  
an immediate “paid” status.

Online Credit Card Payments

Customers can pay open invoices with a credit  
card either at copyright.com (without logging in) or 
through RightsLink MyAccount. Credit card payments 
can be made in numerous currencies, including 
Australian Dollar, British Pound, Canadian Dollar,  
Euro, Japanese Yen, Swiss Franc and US Dollar.  
The currency of the credit card payment must  
match the invoice currency.

Payment by Check or Money Order 

Check payments and money orders are sent to our 
secure bank lock box service. International customers 
who pay by check have the ability to pay in numerous 
currencies, including Australian Dollar, British Pound, 
Canadian Dollar, Euro, Japanese Yen, Swiss Franc and  
US Dollar. Checks will be cleared within 24 hours  
of receipt, irrespective of currency.

Checks and Money Orders must be made payable to 
Copyright Clearance Center and must reference  
the invoice number(s). 

For standard delivery,  
please mail money orders  
and checks to: 
Copyright Clearance Center
29118 Network Place
Chicago, IL 60673-1291

Wire Transfer Payments

Customers are also given the option to pay by wire with a 
two-day clearing period for most non-USD currencies.

Page two of every invoice includes detailed payment 
instructions. If you have any questions, contact your 
account manager. 

Split Payments Among Authors/Parties

Authors using RightsLink may split payments of fees 
by contacting CCC’s Customer Service.

For overnight delivery,  
please mail to:
JP Morgan Chase
Attn: Copyright Clearance Center
LBX 29118
131 S Dearborn, 6th Floor
Chicago, IL 60603  



Copyright Clearance Center (CCC) builds unique solutions that connect content and rights in contextually 
relevant ways through software and professional services. CCC helps people navigate vast amounts of data to 
discover actionable insights, enabling them to innovate and make informed decisions. CCC, with its subsidiaries 
RightsDirect and Ixxus, collaborates with customers to advance how data and information is integrated, 
accessed, and shared while setting the standard for effective copyright solutions that accelerate knowledge 
and power innovation. CCC is headquartered in Danvers, Mass. and has offices across North America, Europe 
and Asia. To learn more about CCC, visit www.copyright.com.

Copyright Clearance Center  |  +1.978.750.8400  |  info@copyright.com  |  www.copyright.com 
© 2019 Copyright Clearance Center, Inc. All rights reserved. RH0219
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When are authors notified of past 
due balances?
RightsLink® for Open Access automatically sends  
a reminder notice to all authors with open orders 
or unpaid balances every 30 days. In addition, 
experienced CCC finance staff place calls to  
all authors who have open invoices. 

Does CCC use a collections agency 
for non-payments?
CCC’s internal collections professionals have an 
impressive track record, collecting over 99% of author 
fees. However, once all reasonable efforts to collect 
payments have been exhausted, CCC determines 
whether to refer a debt to a collections agency. 
Decisions are made on a case-by-case basis.

What communications do authors 
receive from CCC regarding  
payments on behalf of publishers? 

And over what time period does 
this occur?
Online order confirmations are generated by 
RightsLink immediately. Paper invoices are produced 
every night. The following is a detailed timeline.

Day 1

•  Author submits order article processing charges
(APCs), page charges, color charges, or other
author charges.

•  Author receives an order confirmation number within
minutes and an invoice by email within 24 hours.

Day 2

•  Invoices paid online by credit card are processed
in real time. All other payment options require
additional days for processing.

•  CCC sends authors a paper invoice by postal mail
from its offices in Danvers, Massachusetts, USA.
Paper invoices arrive at author’s postal address
within 10 days, depending on where the author
is located. Over half of contributing authors are
located outside of the USA.

Day 30

•  CCC sends an automated dunning notice by email
to all authors for unpaid invoices in any amount.
Notices are sent monthly until an invoice is paid in full.

Day 60

•  CCC’s Finance Dept. begins collection efforts
via phone call and/or email on all outstanding
balances.

Questions?
rightslink@copyright.com 
+1-978-750-8400


