CSCMA District Manager Development
Workshop

September 28, 2012

Presenting:

Josh Harmon
Operations Manager, Terre Haute, IN

Christy GosseiStiner

Home Delivery Manager, Champaign, IL

Chad Campbell

Circulation Manager, Kankakee and Ottawa, IL



Agenda

9:00 AMO Introductions

9:15 AMO Route Optimization
10:45 AMO Break

11:00 AMo Customer Service
12:00 AMO Lunch

1:00
2:00
2:15
3:00

PMo Carrier Basics
PM Break
PMO Independent Contractor Status

PM- Adjourn



Route Optimization

Evaluating routes for efficiency

Determining proper compensation for
routes

Negotiating fuelelated variances



Streetss&Trips



How this programc-camdelp-you

Manage yourdoutes.
Never go blind into a down route.
The turn by turn strip map routes the area for you.

Print a map for your carriers to sub on
routes.

Easily divide a large route into multiple route

You can see the natural breaks in the roads for multiple
routes.

Get number of miles per route.
Calculate fuel cost by route.
Imports easily through excel.
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Strip INtapz& Turrbydurn
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Summary: 5.5 miles {14 minutes)

Construckion information For wour route is ouk of date, Click this line to update,

9:00 AM 0.0 . Depart 500 5 FRUITRIDGE AYE [500 5 FRUITR

9:00 AM 0.0 At 501 S FRUITRIDGE AYE [501 S FRUITRIDGE 0.2 mi

9:00 AM 0.2 @ AL 225 HUDSON AVE [225 HUDSON AYE, TERRE 0.2 mi

9:00 AM 0.4 E At 135 MCKINLEY BLYD [135 MCKIMLEY BLYD, 1 87 yds

201 AM 0.4 AL 138 MCKINLEY BLYD [138 MCKINLEY BLYD, 1 32 yds

901 AM 0.4 El AL 125 MCKINLEY BLYD [125 MCKINLEY BLYD, 1 10 yds

9:01 AM 0.4 AL 119 MCKINLEY BLYD [119 MCKINLEY BLYD, 1 87 yds

201 AM 0.5 At 77 MCKINLEY BLYD [77 MCKINLEY BLYD, TEF 0.1 mi

201 AM 0.6 El AL 103 MCKINLEY BLYD [103 MCKINLEY BLYD, 1 0.1 mi LI
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Proper Route(Compensation

What 1 s the DMOs r
route profit?

When Is It appropriate to seek a higher
rate?

When should rates be lowered, and how



EffectiverRoute’ Rricing

't 1 s the DMOsS r es|
routes In a manner that offers:

Reliable, higlguality service

The most costeffective distribution system to
your company

These goals are often in conflict, but neither
side of the equation should be ignored.



What would you«do?

Route A- $400 weekly gross, 8 hours per
week, 140 miles per week, O turnover
past 12 months.

Route B- $150 weekly gross, 12 hours
ner week, 100 miles per week, 1 turnovel
nast 12 months.

Route C- $125 weekly gross, 15 hours
ner week, 300 miles per week, 7 turnovel
past 12 months.




DovnFortet YRuolrsgee t Y (

Your newspaper is the best channel to
those looking for work in your market.

You don 0 Dtheneatket doast e

] tds your Job to d

striking the right balance between servic
and cost.

Anybody up for an auction?



Bid Sheet Truck 18A

Towns Cabery, Kempton, Cullom
Delivery Days: Saturday
Approximate delivery time: 1hr 15min
Approximate time of pick up: 7:30 am Saturday
Approximate draw: 147 Saturday
Estimated Weight: 257 Ibs
Approximate mileage:38 miles
Estimated Annual Drop
Approximate drops: 5 Saturday x 52 days 260 drops

260 total drops divided by 52 weeks
» equals 5 Saturday average drops

If interested in this truck please place your bid below and

return to The Daily Journal Kankakee office Atttention Melissa Gilbert
8 Dearborn Square Kankakee,IlL 60901 no later than 5:00pm on
Friday September 25, 2009. The Daily Journal is not responsible for
any bids not received by 5:00pm Friday September 25,2009

Name

Address

Phone

Type of Vehicle

(Please Circle)
4x4 Yes or No

Your bid for services rendered (weekly pay required)
*Divide your weekly bid amount by the average number of weekly drops as indicated above

to give your per drop rate. per drop rate.




|dentifying Operational&fficiencies

We were seeking cost savings to keep ol
product affordable an expenses under
control while maintaining circulation
numbers.

We identified 3 categories:

Motor routes where we had a higher rate per
piece profit.

Motor routes where customers were in a
sparsely populated area of delivery.

Overall contractor rate per piece / pay status



ReduceRates\When <ontract Is

Too Lucrative

We identified the inequity of 10 city motor
routes and found it obvious these routes
returned a much higher rate of profit and
less contractor turnover than other areas.

Increased the rate charged per piece by $.(

Average papers per day = 3,480 X $.01 = $34.8
per day

$34.80 per day X 364 days = $12,667 per year
*Notice must be given to the contractors



0SS AnXOnand Ol

We evaluated business practices that
produced negative financial results in
sparsely populated areas of motor route
delivery.

We identified 8 routes that delivered 133
customers at 198 miles a day.

Transferred those customers to 6 day
postal malil delivery and Sunday
contracted motor delivery



0SS AnXOnand Ol

Average postage is $0.55 X 133
customers = $73.15 per day

Contractoros cost
cost & 1.5 miles per customer @ $0.69)

Total savings per day = $18.62

Total savings per year = $5,810
* Notice given to customer
* Exceptional Dispatch notices to Post Office



Price IRPerrRiece Evaluation

We identified all routes receiving
allowance and mileage expense above &
paper rate

Difficulty of route

Length of route

Number of customers



Price RerrRiece Evaluation

After evaluation of all factors we

calculated a pepiece amount for
negotiation.

Overall we took 135 routes and devised
per piece rate. This saved $381.39 per
day from contractor profit.

Total annual savings = $138,826
* Notices sent to independent contractor



Customer Service

A special thanks to Troy Niday,Vice President,
Circulation for The Birmingham News. Many of
the following slides were taken, with his
permission, from a presentation he delivered at
the SCMA District Manager Training in
Huntsville,Alabama on August 16, 2007



Why Customer Serviecesis Critical

A Circul ation Departmentos pri mar
development!

We are NOT a distribution department with an obligation to sell.

We are an Audience Development department that has a distribution obligation.

Providing excellent customer service is a means to that end.
Service is where we can distinguish ourselves.
It is what we have the most control over.
It is a daily representation of who we are as an organization.
It IS our brand / our reputation.



Why Customer Serviecesis Critical

Service N Laying the Foundation for Retention

The foundation of any retention program is service. If the customer isn't
receiving the newspaper as promised, the likelihood of her paying the first
collection notice never mind the first renewal notice is unlikely. How many
people do you know are willing to pay for something that they don't
receive, or for poor service?

Subscriber Acquisition
f and Retention ll:
neie  Strategies, Tactics, and Models

Robert L. Rubrecht , director/circulation marketing, NAA
on behalf of NAA's Circulation Federation Retention Committee



The Readership institutes8 Imperatives

1: PUSHI NG SERVICE I NTO THE OEXCELLENCE ZONI
2:AN INCREASED EMPHASIS ON CERTAIN KINDS OF CONTENT WILL DRIVE RBS.

3:A PARTICULAR TYPE OF LOCAL NEWS HAS THE GREATEST POTENTIAL OF ALL
CONTENT TOPICS FOR INCREASING RBS.

4: MAKING THE NEWSPAPER EASIER TO READ AND NAVIGATE WILL IMPROVE RBS.
5: IMPROVING THE CONTENT OF ADVERTISING WILL IMPROVE RBS.

6: BUILDING A POSITIVE BRAND THAT HAS RELEVANCE TO READERS WILL
INCREASE RBS.

7:IN-PAPER PROMOTION OF SAME -DAY AND UPCOMING CONTENT WILL
IMPROVE READER SATISFACTION AND IS MOST EFFECTIVEWITH YONGER
READERS AND WOMEN.

8: BUILDING AN ADAPTIVE, CONSTRUCTIVE CULTURE THAT ISATTUNED TO
READERS AND CUSTOMERS WILL RESULT IN HIGHER RBS.



Why Customer Service:is Critical

Readership Study Reader Behavior Score
www.readership.org
Impact Study / 8 Imperatives

Excellent Service
Yields Big Rewards

Industry average = 4.25

1 2 3 4

Service


http://www.readership.org/

Understanding'What_ Customers\Want

General-
Meet needs / exceed expectations.

| f | t disit! br ok e

Solve the problem.

Own the problem.
Avoid the onot my department o n

Delight and surprise.
More emotion than logic.
Meet and exceed the emotional needs.
Readership StudyTake service to the Excellent Zone.



A Team Effort

Staffing levels have changed, and our
processes must change with them

A DM handling another district has become
an almostdaily occurrence

HSI| broadcast to all DM
Have a common service recovery process

Hold other DMs accountable for your
customers, and be accountable to them




The Service:Recoevern: Parado.

oWe have even noted
as a Orecovery par ai
can be more delighted by a skillful service
recovery than they are by service that was
falluref r ee t o start wit

Flip side: customers have more tolerance fc
poor service than for poor service recovery.

1 - Stefan Michel, David Bowen, and Robert Johnson
{ Making the Most of Customer Complaints,WSJ
1 June 19, 2012, Wall Street Journal
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o Ww. Hi s paper was
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