


 



EXCELLENCE IN CUSTOMER SERVICE 
 

Our Team  
 

Our experienced and dedicated management team provides the support and training for a great 
force of early morning workers who are dedicated to preparing and delivering your customers' early 
morning papers. 
 
Our management team consists of: 



 

Do you have sufficient staff and back up staff to cover delivery area and to service customers?  

 

Each day we begin our morning operation at 2am with our first staff member Dave, opening up to begin each busy day. 

Staff are then staggered in their arrival between 2.30am and 4 am , when wrappers and sub agent preparation staff ar-

rive. At 4 am Lewis plus either Jeff and / or Ryan arrive to manage delivery staff and support the rest of the team with the 

many task that need to be dealt with. First drivers arrive from 4am , with our first sub agent driver leaving at 5am to sup-

ply our 24 hour outlets and look a like newsagents. Also papers for Ormond and Huntingdale Railway station leave on 

this run in order to get kiosks  stocked to catch earlier workers. 

All our runs have other drivers that we have invested time into training as back up driver in case of someone not arriving. 

All staff have as a condition of employment that 24hours notice must be giving if they cannot  work on a particular morn-

ing. Many levels of back up are in place so the customers is not inconvenienced with late papers due to driver sickness.  

 

What staff training in Customer Service has been implemented.?  

 

When a new delivery member is employed an experienced staff member will always go with the new staff member for at 

least a week to train the new staff member with the correct standards involved in making sure the task is done correctly. 

Many signs as listed below are placed around the delivery Centre reminding staff of what is expected of them. Every 

effort is made to make sure that this quality of customer service is maintained and one of the pillars of our business. 

These signs below outline what is acceptable and what is not , with staff being told ñnear enough is not good enough ò. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

These procedures are always important as it is at our retail store where the customer enquiry comes in. We need to 

maintain this high level of customer service all at levels of the process of dealing with the customer. 

 

 



Recently we have introduced a staff manual for our staff at our retail store and distribution centre to help all staff under-

stand what is expected of them when they work at our newsagency. This document is used to help them deal with what 

ever situation they find themselves in again making sure our level of customer service is always at a high level. It takes 

away the guessing game in what is expected of our staff. An example of this is below, dealing with how to deal with a 

customer complaint resolution 



 

Do you have a business plan and or Performance criteria for the current and future operations of the business?  

 

No, after being in business for twenty years often we fall into the trap of ñjust knowingò how the business is travelling. 

There is no doubt that Iôm like many other businesses that just donôt have this important business tool to help guide my 

business throughout each year. In 2010, I have in enrolled in the ñdiploma of newsagency management ñ ( course offered 

by VANA ) to learn these skills. My son Ryan, our Distribution Manager for Patterson Road Distribution Centre  is also 

participating in this Diploma. This course will help me learn the important tools to put into place each year to plan the 

following year.  Plans that will act as a road map to my business to prosper for the future. 

 

How many home deliveries per week do you deliver  

Herald Sun   13,813 

Age     9,651 

Australian   865 

Financial Review  131 

Other    426     

TOTAL HOME DELIVERY DISTRIBUTION   =   24,886 PER WEEK 

 

Trading hours  

Store for Home delivery contact  

Monday to Friday 6am ï 6.30pm 

Saturday 6.30am ï 6.30pm 

Sunday 8am ï 12 midday. 

 

Store for Sub agent network contact  

Monday to Friday 2am ï 2pm 

Saturday 2am ï 11am 

Sunday 2am ï 11am 

When the Distribution Centre is unattended, all phones are diverted to the Retail store in Patterson Road, ensuring the 

best possible customer service at all times to our customers. 

Also through our web site www.pattersonroad.com.au  our customers are able to contact us 24 hours a day. Stop and 
starts, account payments, newspaper subscriptions and contact us page, allows all our customers do be doing business 
with us outside the traditional trading hours we offer. Our web site has over 1000 customers that engage with us on-line 
each month. 
 

Do you have direct contact with your customers?  

As every time a customer does business with us online, email addresses are recorded in our data base and with online 

tools such as ñGROUP MAILò we are able to have direct contact with these customers. Monthly specials, newsletters, 

customers surveys are all ways we are able to have one on one contact with our customers via email. This has proven to 

be a fantastic tool in giving customers that personnel service we pride ourselves on.  Our face book page has over 160 

members allowing this theme of direct contact to continue. We also use our customer data base to direct mail our cus-

tomers using mail merge tools to personalise these letters. Please see below for example :- 

http://www.pattersonroad.com.au


 



Are you community involved?  

Community is what helps us grow our business everyday. On our web site we have a community corner which allows 

tennis clubs, local business, and our customers businesses to advertise for free. Each month on our newsletter we ad-

vertise a local business under ñcommunity cornerò add for free. This allows us to help those that help usé.all working in 

the same direction in promoting our local businesses. 

Other Community involvement includes-: 

Red cross Golf day at Brighton Golf Club..sponsoring a hole for the weekends event 

St Pauls Bentleigh Primary school fete sponsor 

Bentleigh West Primary school trivia night sponsor 

Moorabbin and Bentleigh Bowling club yearly sponsor 

Blue ribbon day, daffodil day and Very Special Kids program are all supported 

These are all our customers that we believe if they see us sporting theméthey in return will support us. 

 

Is the business well laid out and a friendly place to visit ?  

Every effort is always made to make an impression on our customers. Whether its our delivery centre or our retail store. 

 



 

Marketing and promotional initiative  

 

Have you participated in supplier initiated promotions over the past year ?  

 

The Age Promotions ï together with our area manager of the Age in 2010 we have participated in bag give always 

helping reward our customers. These promotions have been hugely successful in not only increasing sales on 

the day (up to 30% increase on store sales) but also in getting our Age customers, many of them subscriptions 

customers (therefore not engaging with us as regular Home delivery customers are) see our store, experience 

our customer service and see that there is more to us than just home delivery of their newspaper 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Herald Sun Promotions- on Grand final eve Channel Nine Melbourne set up a stage at a local park to promote the 

2010 grand final. We with the support of the Herald Sun were able to offer a special edition of the Herald Sun 

for a discount price , selling over 100 copies in the space of 2 hours. 

 

 


