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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:

Gerard Munday, General Manager

25 years experience (and still going!l) newsagent owner

Gerard has worked in the industry for many years trying to get the newsagency industry ta’bl" - G'-."
work smarter... not harder. The time is coming to change how we have done things in the|’

past._. but not at the cost of weakening the industry. For over 100 years newsagents have|s g
serviced the distnbution of newspapers and magazines. Mewsagents are the expers at \ |
this_..now we just need to keep up with the changing markets we work in and find a better
way to achieve our goals.

;’?
%

You can contact Gerard direct on 0438 339 004
Lewis Eishold, Operation Manager
13 years experience Mewsagent owner

3 years running our Distnbution Centre After owning a newsagent for many years, like many
others, newspapers get into the blood. Lewis's motto is... "If | can get the job done today. ..
well, lets do it". Getting the job done right the first time gives Southemn Distribution a huge
asset in Lewis's ability to give you confidence that your customers will be looked after. "He
Just loves detailsIll"

You can contact Lewis direct on 0439 317 175
Jeff Costello, Customer Service Manager
13 years experience in owning and working in newsagencias,

Having owned his own newsagency for many years, Jeff has a clear understanding of what
the customer wants .. honest, quality service and of course . early delivery! Jeff uses his
communication skills to work with sub agents and schools, from preparation of their orders, to
monitoring throughout the day, to returns and management of their account.

You can contact Jeff direct on 0430 231 155
Ryan Foenander, Distribution Manager

Ryan adds a fresh approach to our team. As the youngest member of our management team
he offers us great new ideas and enthusiasm to the distribution process. With a keenness to
learn all areas of the game, Ryan has lived his whole life around MNewsagencies and ['m, sure
he will be a huge asset to us all.

You can contact Ryan direct on 0433 392 016



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 i s acc aegateaobghisnoagoalienwighto .i s not

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

Complaint Resolution Policy

The followmg pelicy must be mdersived and followed by all Newsagents and personal.
Understndmng Hostile Customers

You probably see hostile customers every day. You kmow, the caes that weat you ldke 2
personal Cumpmg ground for everythmg that has ever gone wrong m ther lives? They
may be sascastic, or sbusive. They may swear at you, thresten, anempt to imtmidare.

They are difficult to deal with, and am encounter with cae of these people can ruim your

Although you may be provekad, it is not 3 good idea to respond i kind Domg 30 will
uually mflame the sitaation, and cam m fact putyou at risk. Velling back. or wadimg
mailn cm result m oaly negative consequences Sor you.

Lefs face it Vou dom't have tme to waste arguing and y
do. But you do need to deal with hostlle customens. Youm
mder control, deal woth it amd get on with your work.

-you have toeo mch to
w;nm:m

There are 3 pumber of teckmaques you can wse to do thas: St of all you must
derstmd the resson whybostle customers durect thewr mger 3t vou Understandmg

angry peopls belps s bacomse less reactive, and less prose to losmg our own temper.
Inlsm't Personal

The first thing 10 rementber sbout anpry customers is that while their behavior 1
dirscted st you (and it can be pesenally msultimg), the real sougce of the mper is
slasmhers:

The angey persett is wot usually mpry 2t you 28 apersen. He or she is usually snpry 2t

ypuas i employee of an organization that is percetved as cold, unfeeling, and

N%Smﬂudlﬁ:ﬂl to vell or sbuse am entre orgamemabon, the sagry customer
anger towards you

What daes the angry peron want?

One of the half.truths sbout hostile customers is that they want their problem solved. This in't
the whole story. When a parsen is mitially denisd something from am crganization, they getio 3
poimnt where the problem becomes secondary. Ves, they want the problem solved, but afier
peﬁlmr\_.'gusaaﬂm'mumeyxemwﬂhngw

work positively to get what they started out wanting Even if you could work semething
gtk them, they would sull be angry.

Itas mportant o realize that very angry people want an opportunity to vent thewr anger,
aad they want 1o be heard and sckmowledged 1f you don't scknowledge thewr mger,

and move quickly 1o try 10 solve the vou will hkely make them agrier md more
abusive.

WhatTa Do?

There are specific thangs you can do to take control of potential hostle sinaations so that
they don'tescalate mto myjor tme-consumimg conflicts

First, you need to cbserve customers as they approach, and prepare yourself for the
; that they may show hostle behaviors
e who e orupsetwill show tell-sale signs even before they open their
. They will send non-verbal clues which may inchude hunched shodlders,
chemched fists, red face, fidgeting and restiessness, starmg o aveidance of eve comtact,

sagnd movement, etc.

Younesd to look for these signs 5o that any outbursts do not surpnise you Many
b,mksm:: get out of hand becsuse the emploves rescts wo quickdy 1o hostile
behavior, beeass e or she did not expect it

If vou see 2 hosule person spproach, are yourself meatlly by pemmdag vourself
that vou CAN comtrol the sinastion, and that vou need w keep yourself mder conteel. If
vy get angry yourself you are likely w contribute to the dserioration. of the simuation.
Samnd.whm}w are m contact wrth 2 hostile customer, you must stmve to present
yeurgelim 26 un buresucrane 3way 3¢ possible. Remember we tlked sbout customer
angey being really aimed at the organization? If the customer res YOU 38 a0
gbject, 3 piece of the buregueracy, they will be more likely 1o be more shusive.
However, if the customer set5 you 25 2 buman bemg whe domg iulm'r ¥ cam, it
s 1eely that e or she will showrless aggressnce behavaor.

Spacifics:
Lats get more specific. How do you do thas?

1. Speak m 2 fmendly manner. Do not speak m 2 menotone or m & way that mphes
that you are mmamterested.

2. When possible use the customer's name a5 soon 15 possible, and also mroduce
yeuelfaf that fits the stuaton.

3. Greet the persom properly. Doa'tlock up from veur paper work md say "Ves™, o
“Next". That makes you lock hike part of s machme. Try "Good momme. Mr. Smih™.

4. Liseen carefiilly. Show the customer you are listnme by parspheasmg what was
mhﬂw&emme{ This shows your miesest and comcern. A common error
made by people is that they don't allow the customer 10 finish

5. Dog'tuse the "P"woed The Puoed is "POLICY™ Many tenss an smploves will
explam that it is sganst “owr policy to do” what the client wants. This mfiuniates
many people. Even if the request 15 agamst vour policy, fnd other words to say it
Rather then smply quoting policy, explaim the parpose of the pelicy (5g, "Sir, we
gied to make sure that you sre dealr with fairly and others are 10”)

Conchusion

Every hostills sination i diffarent and mot all solutions will work all the time The
gemeral prciples here are 1 be prepared by cbservang customers early m the process,
andmake sure that you come aeodd 38 2 real person,

Paraphrass tha concm back %o B custorar 19 maks e 1
youl have il the FACTS swraight

Follow-up

slgned:
Employes




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/l i
There is no doubt that 1 6m |Iike many other businesses that |
business throughout each year. In 20120, | have in enrolled ir

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 i 6.30pm
Saturday 6.30am i 6.30pm

Sunday 8am i 12 midday.

Store for Sub agent network contact
Monday to Friday 2am i 2pm
Saturday 2am i 1lam

Sunday 2am 1 1lam

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 AGROUP MAILO we are able to have direct contact
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

.C]EPATTERSON ROAD o™ ™ s sy s

TATTS, NEWS AND POST

: enquiries@pattersonroad.com.au
www.pattersonroad.com.au

.IIIZI PATTERSON ROAD ™™™ ™ 5fiauss et

TATTS, NEWS AND POST

e-mail: enquiries@pattersonroad.com.au

Customer Newsletter - December 2010

Customer letter - August 2010

At Patterson Road Tatts, News & Post we like to keep in touch with our

customers. You'll find all the latest news, wlloﬁ:‘;n:'hulmty
atwww.

o g oy e e

« Scratchies Christmas Tree;

« Christmas Gift Cards;

« Tarts Gift Packs;

« Lucky Christmas Scratchies Gift Packs;

« $31 Million New Years Eve Tattslotto Megadraw;

« 2010 Home Delivery Customer Survey Results; and

* Community Corner - Salvation Army Christmas Appeal.

Scratchies Christmas Gift Cards

Christmas Tree

At Patterson Road Tatts, News & Post we like to keep i touch with our
customers. You'll find all the latest news, special and local community
‘events on our website at www pattersonroad com au and here in our monthly
newsletter. In thas edition you will find:

« Novels and Kids Books For Just $5.99;

= 2011 Mebways Special;

« Free $1 Seratchie Offer;

« The Age Special Subscription Offer;

« $20 Million Tattslotto Superdraw; and

« Community Corner - Local News & Updates on Facebook & Twitter.

Novels and Kids Books For Just $5 99

In the RED BOOK BOX. in
the front of the store you'll
find a fantastic range of novels
and chaldren’s books for an

Moaduy to Frdey
See in store for the full range of Gift Cards R -
that are avalable for Tetaslers, Saturday
attractions, movie passes and more 630 am 0 6-30 pe
Sundsy & Pubisc Holidsys
Tatts Gift Pack bl
Select any combination from the $30 Million Tattelotto | Licemsed Australia Post Office
Megadsaw and othes Tafts games - S
Services inckodiang BaskiPost,
amd
" - Western Uzoos mooey Tazafer
Lucky Christmas Scratchies Gt Casds fox Jeading beanch
i Post Offic Hours
Gift Packs ¢ Trating
7400 am o 630 pen
Mmmm?ﬂuﬂe&:ﬁ
Chnstmas gt Lucky Seratchies Chrmistmas Gift Packs Saturday
are now available and can be made up to any value of 7-30am %0 6-30 pea.
y Christmas Scratchies Sundsy & Pubic Holidsys
300 %0 1200 md
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TATTS, NEWS AND POST

Don’t miss out on this great cook book range
from the Herald Sun.

Be zure to call in and browse
through the range of books on
dasplay. You're suge to find a
bargain.

2011 Melways Special

A @ As a gift for Dad on Father's Day, o(snwlyle

updaum the latest edstion, the 2011 M,

Sereet Derectary is cut now and is on
this month for just $43 95

whule & Public Holsdwyy
:ﬁsmuﬂ.moﬂwumlyl\ﬂhbk - ey
was Licensed Amstralia Pout Office.
Comemoent Post Ofce boun.
MOW ONLY $43.95 Servaces mchudiag Bamk s Fort.
PouBelpay asd.
Wessers Uion mooey Sagsfer
Geft Cards for
- mxmuﬂr ———
1 Ak OGN Quick 700 st 6305
lmmmm,«-uwmmm
Tattersall's draw *See Samasday
N m 7300 10 6-30 pe.
e FE O nevle | emoe
Tattslatte Latta 500 2m o 1200 md

TATTS, NEWS AND POST
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Don't miss your free show bag of goodies

Only available at

Patterson Road Tatts News & Post. 51

Call in and collect the whole set when you buy
your Herald Sun or if you're a home delivery
customer we can charge them to your account
and collect them for you.

At the end of the cook book offer call in and we
will have the full set for you...

So don‘t miss this ... Reserve your set now before
stock runs out.

Contact us at retail@pattersonroad.com.au to
reserve you set.

Patterson Road Tatts, News and Post -
Victorian Finalist - 2009 Newsagent of the Year.

Trading Howrs
Moaday to Frigayr 6-00 am 1o 6-30 g
Satwrday! 6-30am to 6-20pm
Senday: 500 am to 12400 ma
Pubiic Holidays: B 00 am to 1 200 me

S2Tmenty Sotner | j2cR  VEIENET | DeTL0caNeD (NN SECOMNSYIUETeTE | SONIIIYE

Patterson Road, Bentieigh

On Saturday 3rd July

Also this Saturday in Patterson Road . . .

Bencleigh
Come and visit the new store to Patterson road..
IGA X-PRESS
GRAND OPENING TODAY !
Saturday 3rd July
Huge specials ... sausage s ixzxke plus heaps more

son Road Tatts, News and Post -
Vlcbﬂm fmalu! 2009 Newsagent of the Year.
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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 | ocal business under fAcommunity cornero add for
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

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 i1 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

BIPATTERSON ROAD

JTATTS., NEWS AND POS

——

Don’t miss your free show bag of goodies

THE AGE

Only available at

Patterson Road Tatts News & Post. 51
Patterson Road, Bentieigh

On Saturday 3rd July
FREE BAG

THIS SATURDAY

Also this Saturday in Patterson Road . . .

@@=

Bercleigh
Come and visit the new store to Patterson road..

IGA X-PRESS

GRAND OPENING TODAY & [Herald Sun|
Saturcey 3ra Jury SPECIAL
Huge spocial ... sausage s iz phus hoaps more GF PARADE
Patterson Road Tatts, News and Post -
008 N P e [_omr$i |

Victor

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.



