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Suburban Newspapers of America Suburban Newspapers of America WebinarWebinar

45 Minutes Worth of Ideas To 45 Minutes Worth of Ideas To 
Improve Circulation Improve Circulation 

Steve Wagenlander
Director of Audience Development

Post and Courier
Charleston, South Carolina

AgendaAgenda

Brief Introduction
45 Minutes Worth of Ideas to Improve 
Circulation 
15 Minutes Worth of Question and Answers
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Steve Steve WagenlanderWagenlander

Director of Audience Development 
Privately Held (Yea!) Post and Courier, 
Charleston, South Carolina
100,000 Circulation
Evening Post Publishing Company owns 4 
dailies, 10 weeklies and 12 TV Stations

Idea #1#1

Analyze Your 
Distribution System
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Distribution System OptionsDistribution System Options

Mail
Employee
Buy / Sell
Fee For Delivery
Distributor / Agency
None

Mail DeliveryMail Delivery

Pros

Predictable
Requires fewer 
employees
Improved address 
accuracy

Cons
Expensive
Limited Days of 
Service
Poor Customer 
Service
Blind Faith Delivery 
(especially TMC)
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EmployeeEmployee

Pros
Complete control
Operational Flexibility
Maybe most profitable

Cons
Expensive 
Opportunity for 
impropriety
Burden of loss

Buy / SellBuy / Sell

Pros
Burden of loss on 
carrier
Need fewer employees
Lawsuit friendly
Big peer network

Cons
“Rogue” carriers
Require high level of 
contract maintenance
Loss of price control
Often hard to explain 
to customers
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Fee For DeliveryFee For Delivery

Pros
Often most profitable
Streamlined billing 
process
Growing peer network

Cons
Company has risk of 
loss
Can be difficult to 
explain to non-
circulation employees

NoneNone

Have you explored the possibility of having 
one of your competitors deliver your 
product?
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Distributors / AgencyDistributors / Agency

Can be either buy/sell or fee for delivery
Think very large paper route
FTE friendly
Your publisher may be fearful of losing 
control (but it won’t happen!)
Growing in popularity

Idea #2Idea #2

It’s the Quality of New Starts That 
Matters, Not Quantity
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Key ConceptsKey Concepts

You get what you pay for
Your want the paper to be bought, not sold.
Average Weighted Retention

Source Avg # 
Days

# of 
Starts 
= 1 yr

CPO True 
Cost

Phone 31 11.7 $25 $292.5

Crews 42 8.7 $31 $269.7

Carrier 66 5.5 $15 $82.5

Kiosk 131 2.7 $65 $175.5
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Idea #3Idea #3

Eliminate All Route Allowance

Eliminate All Route AllowanceEliminate All Route Allowance

In my opinion, Route Allowance is 
WELFARE for carriers
Aligns Carriers and Company Goals
Makes Your Lawyer Happy
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Current (250 papers / day)

Daily Draw Rate Revenue
6,500 0.25$            $1,625.00

Sunday Draw Rate Revenue
1,000 0.75$            $750.00

Total Revenue $2,375.00
Route Allowance Expense $120.00
Monthly Profit $2,255

W/O Route Allowance (250 papers/day)

$120 / 6,500 copies
$.0185 cents per copy

Daily Draw Rate Revenue
6,500 0.2316$         $1,504.75

Sunday Draw Rate Revenue
1,000 0.75$            $750.00

Total Revenue
Route Allowance Expense $120.00
Monthly Profit $2,254.75

Route Allowance Elimination Example

Idea #4Idea #4

Measure, Measure, Measure
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What gets measured, What gets measured, 
improvesimproves

AUDIENCE AGGREGATION REPORT

2008 PRINT READERSHIP WEEKLY ONLINE AUDIENCE TOTAL AGGREGATED  
WEEK ENDED (7 Day Circ. Avg. x 2.49 RPC) (Daily Unique Visitors) AUDIENCE
1/3 236,406 18,768 255,174
1/10 245,225 22,144 267,369
1/17 250,755 21,253 272,008
1/24 242,349 22,868 265,217
1/31 250,379 27,921 278,300
2/7 247,205 22,169 269,374
2/14 249,423 19,529 268,952
2/21 243,736 20,859 264,595
2/28 248,024 20,873 268,897
3/6 245,564 23,307 268,871
3/13 245,173 26,216 271,389
3/20 242,932 21,154 264,086
3/27 228,291 21,527 249,818
4/3 242,354 27,584 269,938
4/10 243,691 25,772 269,463
4/17 242,265 24,736 267,001
4/24 242,222 23,162 265,384
5/1 242,205 21,511 263,716
5/8 241,114 21,015 262,129
5/15 243,258 23,623 266,881
5/22 240,283 25,161 265,444
5/29 237,436 23,566 261,002
6/5 247,414 25,492 272,906
6/12 223,522 31,483 255005
6/19 222,227 23,206 245433
6/26 221,858 22,545 244,403
7/3 227,028 23,651 250,679
7/10 233,482 22,983 256,465
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AUGUST 2007 PRESS ORDER PREDICTION

2007 2007 2006 2006 07 Net Run vs 2005 2005 07 Net Run vs
Date Papers Run Date Papers Run 06 Net Run Date Papers Run 05 Net Run

Wednesday 1-Aug 98,720 2-Aug 97,117 1.65% 3-Aug 95,562 3.30%
Thursday 2-Aug 96,925 3-Aug 95,431 1.57% 4-Aug 94,064 3.04%
Friday 3-Aug 106,183 4-Aug 106,584 -0.38% 5-Aug 103,812 2.28%
Saturday 4-Aug 101,279 5-Aug 101,932 -0.64% 6-Aug 99,075 2.22%
Sunday 5-Aug 112,628 6-Aug 114,384 -1.54% 7-Aug 112,686 -0.05%
Monday 6-Aug 101,162 7-Aug 104,062 -2.79% 8-Aug 101,355 -0.19%
Tuesday 7-Aug 95,408 8-Aug 96,666 -1.30% 9-Aug 96,437 -1.07%
Wednesday 8-Aug 98,557 9-Aug 98,186 0.38% 10-Aug 96,808 1.81%
Thursday 9-Aug 96,802 10-Aug 97,931 -1.15% 11-Aug 98,966 -2.19%
Friday 10-Aug 106,354 11-Aug 107,713 -1.26% 12-Aug 108,006 -1.53%
Saturday 11-Aug 101,455 12-Aug 102,110 -0.64% 13-Aug 98,996 2.48%
Sunday 12-Aug 113,013 13-Aug 114,347 -1.17% 14-Aug 111,020 1.80%
Monday 13-Aug 101,613 14-Aug 105,663 -3.83% 15-Aug 101,351 0.26%
Tuesday 14-Aug 95,812 15-Aug 99,089 -3.31% 16-Aug 96,722 -0.94%
Wednesday 15-Aug 97,870 16-Aug 99,067 -1.21% 17-Aug 101,590 -3.66%
Thursday 16-Aug 97,097 17-Aug 101,874 -4.69% 18-Aug 99,029 -1.95%
Friday 17-Aug 106,420 18-Aug 109,116 -2.47% 19-Aug 106,221 0.19%
Saturday 18-Aug 101,340 19-Aug 101,751 -0.40% 20-Aug 99,271 2.08%
Sunday 19-Aug 112,884 20-Aug 114,464 -1.38% 21-Aug 111,319 1.41%
Monday 20-Aug 103,265 21-Aug 105,937 -2.52% 22-Aug 105,112 -1.76%
Tuesday 21-Aug 97,595 22-Aug 99,776 -2.19% 23-Aug 101,134 -3.50%
Wednesday 22-Aug 100,146 23-Aug 100,833 -0.68% 24-Aug 100,124 0.02%
Thursday 23-Aug 98,800 24-Aug 108,501 -8.94% 25-Aug 106,023 -6.81%
Friday 24-Aug 108,083 25-Aug 110,914 -2.55% 26-Aug 109,070 -0.90%
Saturday 25-Aug 102,533 26-Aug 101,991 0.53% 27-Aug 101,748 0.77%
Sunday 26-Aug 149,334 27-Aug 114,214 30.75% 28-Aug 111,932 33.41%
Monday 27-Aug 109,412 28-Aug 109,954 -0.49% 29-Aug 105,540 3.67%
Tuesday 28-Aug 107,463 29-Aug 107,268 0.18% 30-Aug 108,921 -1.34%
Wednesday 29-Aug 104,486 30-Aug 101,854 2.58% 31-Aug 99,921 4.57%
Thursday 30-Aug 113,830 31-Aug 109,668 3.80% 1-Sep 107,636 5.75%
Friday 31-Aug 112,372 1-Sep 111,829 0.49% 2-Sep 111,731 0.57%

3,248,841 3,250,226
Monthly
Total 3,248,841 3,250,226 -0.12% 3,201,182 1.41%
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Subscriber Transaction Summary
October 26 - November 1, 2007

Stops By Category Weekending October 26 - November 1, 2007
01-Nov-07 Restarts

Poor Svc 9 Charleston.net 74
Billing Problem 3 Crew Sales 5
Not Afford 6 Direct Mail 2
Content 0 Distributor Sales 3
Changed Mind 26 Kiosk Sale 0
Dn Grade 0 Office 6
Deceased 6 Retention sale 17
Did Not Order 2 Telemarketing 0
Ill 1 Voluntary 240
Distribution Problem 0 Vacation Restart 573
Bad Start 0
Out of Money 63 Total 920
Money Back Guar. 0
Move 34 October 26 - November 1, 2007
No Comment 1 Starts
No Service Area 1 Carrier Sales 0
No Local content 0 Discount Newspapers Online 4
Non Pay 205 Charleston.net 15
Never Read 61 Crew Sales 73
Never Started 3 Direct Mail 44
Price 0 Distributor Sales 2
Bill Req 9 Kiosk Sale 192
Reads On Line 0 Office 0
Reads Elsewhere 1 Retention sale 7
Returned check 1 Telemarketing 0
Rt. Maintenance 0 Voluntary 53
Spec Over 8
Stop at Expiration 8 Total 390
Transfer 9
Up Grade 0 Total Permanent Stops 508
Vac w/c 60 Total Restarts (less Vacations) 347
Vac Don 0 Total Starts 390
Vac Restart 458

Starts - Stops 229
Total 975

Total Vacation Stops 518
Permanent Stops 508 Vacation Restarts 573

Vacation Stops 518 Vacation Stops - Restarts 55
Vacation Restarts 573
Unresolved Vac. Stops -55 Weekly (+/-) 284

T h e  P o s t  a n d  C o u r i e r
T r i  C o u n t y  S i n g l e  C o p y  S a l e s  &  F r o n t  P a g e  R e p o r t
W e e k  o f : J u ly  2 3  th r u  J u ly  2 9 ,  2 0 0 7

D a y D e p a rt u re  T im e W e a t h e r S ti c k y S K Y  B O X C o rn e r /
D a t e L a s t  S C  T ru c k C o n d it io n s N o t e S T R E A M ER  R a c k C a r d
M o n . c lo u d s  , s u n

2 3 - J u l - 0 7 3 :3 5  A . M . h ig h  8 7 1
T u e . c lo u d s  , s u n

2 4 - J u l - 0 7 3 :1 5  A . M . h ig h  9 0 y e s 1
W e d . s to r m s

2 5 - J u l - 0 7 3 :1 0  A . M . h ig h  8 9 1
T h r. s to r m s

2 6 - J u l - 0 7 3 :0 0  A . M . h ig h  8 9 1
F ri . s to r m s

2 7 - J u l - 0 7 2 :4 9  A . M . h ig h  9 0 1
S a t . s to r m s

2 8 - J u l - 0 7 2 :5 9  A . M . h ig h  9 1 2
S u n h e a vy  s to r m s

2 9 - J u l - 0 7 2 :1 6  A . M . h ig h  8 8 2

0 . 7 8 2 5 , 0 5 4
        V e rs u s  L a s t  Y e a r ( + \- ) 7 9 5
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PAP ER T RUCK F LOW (VS ) DEADLINE
APRIL 2006

FIRST  ED IT ION ON L INES  3 AND 4 (PRESS  A)
DATE 1ST 2ND 3RD 4TH 5TH 6TH 7TH 8TH 9TH 10TH 11TH 12TH 13TH 14TH 15TH 16TH 17TH 18TH 19TH
DAY SAT SUN M ON TUE WED THU FRI SAT SUN MON TUE W ED THU FRI SAT SUN M ON TUE W ED
STR. COLL . S  C C S S S S S C C S S S S S S  C S S

TK # AREA OUT
75 GTOW N/HORRY 12:30 11:48 12:00 11:20 11:43 11:40 11:32 11:4 5 12:12 11:16 11:35 11:36 11:25 11:25 1 1:49 11:40 11:30 11:30 11:30 11:15
53 UP DORCHESTER 12:20 11:53 12:14 11:24 11:46 11:44 11:37 11:5 1 12:17 11:20 11:40 11:39 11:28 11:30 1 1:54 11:45 11:32 11:28 11:35 11:20
54 UPPER BERKELY 12:25 11:55 12:30 11:28 11:51 11:48 11:40 11:5 5 12:20 11:25 11:50 11:42 11:30 11:34 1 1:58 11:45 11:37 11:35 11:38 11:26
71 BEAUFORT 12:28 11:59 12:04 12:00 12:30 12:12 11:44 11:5 8 12:22 11:21 12:00 11:44 11:33 11:58 1 2:05 12:12 12:02 12:12 12:16 12:05
74 WILLIAM SBURG CTY 12:30 12:00 12:20 12:00 12:30 12:13 11:45 11:5 9 12:25 11:49 12:20 11:45 11:34 11:58 1 2:10 12:12 12:02 12:12 12:16 12:05
72 COLLETON COUNTY 12:33 12:05 12:38 12:00 12:30 12:17 11:51 12:0 5 12:28 12:00 12:15 11:49 11:37 11:58 1 2:07 12:12 12:02 12:12 12:16 12:05
73 COLUMBIA /CHS MAIL 12:35 12:31 12:26 11:30 12:30 12:30 12:15 12:2 4 12:45 11:31 12:25 11:43 11:32 11:58 1 2:20 12:12 12:02 12:12 12:16 12:05

De adline for first edition papers on Saturdays during local high school football season is  1:10 a.m ..

FINALS
TK # AREA OUT 1ST 2ND 3RD 4TH 5 TH 6TH 7TH 8TH 9TH 10TH 11TH 12TH 13TH 14TH 15TH 16TH 17TH 18TH 19TH
15/17 S CHAS CO/JOHNS 2:10 1:50 1:27 1:41 1:38 1:58 1:52 1:5 8 1:55 1:25 1:30 1:37 1:31 1:44 1:41 2:10 1:24 1:34 1:20 1:30
41/42 GOOSE CRK/M C 2:25 1:24 1:37 1:00 1:24 1:27 1:05 1:2 6 1:40 1:01 1:04 1:32 1:03 1:00 1:11 1:35 12:52 1:08 1:06 1:31

43/44/45/46SVILLE/LADSON 2:30 1:45 2:34 1:22 1:51 2:11 1:22 2:1 5 1:57 1:23 1:19 1:53 1:50 1:28 2:00 2:23 1:25 1:46 1:34 2:40
21/22 /23 MT.PLEASANT 3:00 2:05 3:12 1:57 2:09 1:47 2:05 2:2 3 2:15 2:22 1:55 2:10 1:20 1:51 1:46 2:36 1:43 2:17 2:03 1:47

13/14 JAMES ISLAND 3:04 2:09 3:24 2:07 2:16 1:21 2:17 2:3 6 2:35 2:29 2:00 2:15 1:35 1:56 1:52 2:40 1:49 2:26 2:07 1:48
31/32 KING ST.CTR 3:07 1:28 1:06 2:11 2:24 1:25 2:23 2:4 0 2:39 2:35 2:05 2:20 1:44 2:01 2:02 2:43 2:20 2:31 2:15 1:51

33/35 /36 ASHLEY PHOSPHATE 3:10 2:16 3:38 2:30 2:34 1:43 2:33 1:3 6 2:44 2:42 2:12 2:32 1:14 2:12 1:20 2:47 2:00 2:47 2:33 1:50
11/12 /16 ASHELY PHOSPHATE 3:15 2:30 3:48 2:50 2:47 2:18 3:03 3:0 0 2:59 3:03 2:23 2:44 1:54 2:25 2:08 2:57 2:06 2:55 2:51 2:04

SING L E COPY
TK # AREA OUT 1ST 2ND 3RD 4TH 5 TH 6TH 7TH 8TH 9TH 10TH 11TH 12TH 13TH 14TH 15TH 16TH 17TH 18TH 19TH

60 ASHLEY PHOS./SUN. 2:55 NA 2:14 NA NA NA NA NA NA 2:02 NA NA NA NA NA NA 1:12 NA NA NA
26 JOHNS ISLAND/RAV 4:00 1:53 2:20 2:00 1:45 2:37 1:21 1:5 4 2:00 2:30 1:30 1:28 1:51 1:45 1:40 2:05 1:00 1:20 1:24 1:35
10 MT.  PLEASANT 4:00 2:00 2:40 1:45 1:50 2:56 1:40 2:0 0 2:06 2:45 1:35 1:31 2:03 1:50 1:44 2:15 1:25 1:38 1:36 1:50
18 MT.  PLEASANT 4:00 2:04 NA 1:40 1:54 3:05 1:43 2:0 6 2:15 NA 1:37 1:35 2:12 1:53 1:47 2:23 NA 1:45 2:06 2:05
9 JAMES ISLAND 4:00 2:20 3:15 3:15 2:20 3:30 2:09 2:2 4 2:20 3:05 1:40 2:13 2:58 3:08 2:35 3:10 2:00 3:19 2:10 3:05

35 N CHARLESTON 4:00 2:36 NA 3:00 2:45 2:51 2:45 3:1 5 2:52 NA 2:30 2:40 2:32 2:20 1:50 2:46 NA 3:20 2:43 3:10
27 N CHARLESTON 4:00 2:41 NA 2:56 2:40 2:25 2:16 2:3 5 NA NA 2:35 2:34 2:28 2:37 2:30 2:42 NA 2:30 2:30 2:40
36 UP N CHARLESTON 4:00 3:02 NA 3:08 3:10 3:15 3:13 3:2 2 3:13 NA 2:50 3:15 3:07 3:12 3:05 3:05 NA 2:45 3:49 3:40
37 N CHARLESTON 4:00 3:04 NA 3:06 2:48 3:20 3:05 3:1 1 3:07 NA 2:45 2:51 3:01 3:16 3:00 3:15 NA 3:08 3:25 3:24
24 WEST ASHLEY 4:00 2:52 NA 3:10 2:52 4:00 3:17 3:2 9 3:37 NA 2:40 3:18 3:13 3:25 3:20 3:20 NA 3:16 2:20 3:22
25 WEST ASHLEY 4:00 2:46 NA 3:12 3:05 3:48 2:55 2:4 7 2:41 NA 2:42 2:45 2:41 2:45 3:15 2:35 NA 2:00 2:25 3:12
16 MT PLEAS/IOP 4:00 2:13 NA NA NA NA NA NA NA NA NA NA NA NA NA NA NA NA NA NA
34 N CHARLESTON 4:00 3:34 NA 3:08 2:53 3:02 2:07 2:1 2 3:00 NA 1:45 2:18 2:23 1:58 1:51 3:56 NA 2:15 2:15 2:55
38 N CHARLESTON 4:00 3:42 NA 3:30 3:45 3:55 3:41 3:5 5 3:45 NA 3:25 3:29 3:32 3:42 3:49 NA NA 3:45 4:15 3:55
20 DOW NTOW N 4:00 3:23 3:41 3:05 3:42 4:05 2:45 3:4 7 3:30 2:50 3:00 3:17 3:27 3:02 3:40 3:30 1:30 3:22 3:15 4:00
19 DOW NTOW N 4:00 3:23 3:41 3:05 3:42 4:05 2:45 3:4 7 3:30 2:50 3:05 3:17 3:27 3:02 3:39 3:30 1:30 3:22 3:45 4:30
11 DOW NTOW N 4:00 3:29 4:00 3:24 3:21 4:15 3:49 3:3 5 3:31 2:55 3:16 3:23 3:17 3:37 3:45 NA 1:46 3:30 3:20 4:20
61 HOTEL W RAP 4:00 3:29 4:00 3:24 3:21 4:15 3:49 3:3 5 3:31 2:55 3:16 3:23 3:17 3:37 3:45 NA 1:46 3:30 3:20 4:20

N/A HAW KER 4:00 NA NA 3:26 3:30 3:37 3:00 3:0 6 NA NA 3:20 3:19 3:19 3:04 3:41 NA NA 3:00 4:00 3:36

TRUCKS ON TIME: 32 26 33 32 29 33 3 3 32 33 33 33 33 33 33 33 33 33 32 30
TRUCKS LATE: 1 7 0 1 4 0 0 1 0 0 0 0 0 0 0 0 0 1 3
NOW BASED ON 33 TRUCKS
TRUCKS ON TIME %: 97% 79% 100% 97% 88% 100% 100% 97% 100% 100% 100% 100% 100% 100% 100% 100% 100% 97 % 91%
TRUCKS LATE %: 3% 21% 0% 3% 12% 0% 0% 3% 0% 0% 0 % 0% 0% 0% 0% 0% 0% 3 % 9%

Idea #5Idea #5

Get a Circulation Check-Up
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Hire a Consultant To Provide Hire a Consultant To Provide 
A Fresh PerspectiveA Fresh Perspective

Current economic conditions have resulted 
in many talented circulators looking for 
work.
Takes the place of networking
Price range $1,000 - $1,500 

Topics to Discuss w/ Topics to Discuss w/ 
ConsultantConsultant

Staffing Levels
Yield Per Copy
Delivery Partnerships
Route Evaluation Integrity
Accounts Receivable Reconciliation
# of Single Copy Locations
Returns %’s
Unbiased Opinions from the Field
Best Practices
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Idea #6 Idea #6 

Combine Home Delivery and Single 
Copy

HD / SC Combo RoutesHD / SC Combo Routes

Eliminates one set of fixed costs
Remember to balance rates as not to encourage 
extra returns
Provides built in recovery runs 
Provides additional income to stabilize turnover in 
distribution force
Affords cash flow in today’s PBM rich home 
delivery enviroment
Reduces in-house paperwork
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Idea #7Idea #7

How Good is Your Service?

Circulation Customer ServiceCirculation Customer Service

Typically measured in CPM (complaints per 
thousand deliveries)
My opinion, this is a flawed metric due to my 
experience as a carrier
“The Ultimate Question” by Fred Reichheld
“Would your recommend this product to a 
friend?”
Consider a more qualitative and quantitative 
metric
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Subscriber Feedback Subscriber Feedback 
MethodologyMethodology

Insert postage paid post cards in all 
subscriber bills.  Easy pays not included
We generally mail about 30K with a return 
rate of 15% over 3 months
Track results by zip code
Statistically more accurate than CPM
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Survey Results
Tell us how we're doing!

29-Jan-10
Question #1 Is your delivery time satisfactory?

2009 2008 2007 2006 2005 2004
Yes 98.5% 97.9% 97.0% 96.7% 95.3% 91.7%
No 1.5% 2.1% 3.0% 3.3% 4.7% 4.7%

Question #2 During the Past three months, how many times have you called our Customer Service Department?
2009 2008 2007 2006 2005 2004

Never 62.6% 55.1% 52.9% 55.2% 49.9% 40.3% % of folks that never call
1-2 Times 84.6% 81.7% 80.3% 80.5% 74.8% 76.1%
3 - 5 Times 13.5% 16.3% 17.2% 17.2% 21.1% 19.4% % of folks that did call
6+ Times 1.9% 2.1% 2.5% 2.3% 4.1% 4.5%

Question #3 What was the purpose of your call?
2009 2008 2007 2006 2005 2004

Report Delivery Problem 61.7% 62.0% 65.5% 61.2% 70.5% 72.2%
Cancel Delivery 2.3% 2.7% 2.5% 2.4% 1.5% 1.6%
Make Payment 3.3% 3.8% 4.4% 3.4% 3.5% 3.6%
Vacation Stop 32.7% 31.5% 27.5% 33.0% 24.6% 23.4%

Question #4 How would you rate the representative who handled your call in terms of professionalism?
2009 2008 2007 2006 2005 2004

Poor 2.2% 2.0% 2.6% 2.5% 4.2% 4.7%
Average 17.7% 20.8% 22.5% 24.8% 27.9% 29.7%
Above Average 28.8% 30.1% 29.6% 30.6% 30.3% 34.9%
Excellent 51.3% 47.1% 45.3% 42.1% 37.5% 41.0%

Question #5 How would you rate your overall experience with our Customer Service Department?
2009 2008 2007 2006 2005 2004

Poor 1.4% 1.5% 2.1% 2.5% 3.6% 2.8%
Average 16.0% 17.1% 19.0% 20.4% 23.2% 18.7%
Above Average 31.3% 31.6% 32.1% 31.5% 33.1% 26.5%
Excellent 51.3% 49.8% 46.8% 45.5% 40.1% 32.3%

Question #6 How would you rate your overall delivery service?
2009 2008 2007 2006 2005 2004

Poor 1.5% 2.2% 3.0% 2.5% 4.4% 4.1%
Average 9.3% 11.3% 14.3% 14.6% 16.7% 15.9%
Above Average 24.9% 26.7% 26.3% 27.7% 27.3% 26.2%
Excellent 64.3% 59.8% 56.5% 55.2% 51.7% 51.4%

Question #7 Based on Customer service and delivery, what is the likelihood you will still be subscribing
to The Post and Courier six months from now?

2009 2008 2007 2006 2005 2004
Unlikely 1.2% 1.3% 1.0% 1.0% 2.2% 2.3%
Undecided 4.6% 4.2% 4.7% 4.4% 6.2% 6.2%
Likely 20.4% 20.3% 21.2% 21.0% 22.8% 21.2%
Very Likely 73.8% 74.1% 73.1% 73.5% 68.8% 68.1%

Question #8 How likely are you to recommend The Post and Courier to family, friends, neighbors, or
a coworker?

2009 2008 2007 2006 2005 2004
Unlikely 3.6% n/a n/a n/a n/a n/a
Undecided 6.4% n/a n/a n/a n/a n/a
Likely 32.8% n/a n/a n/a n/a n/a
Very Likely 55.0% n/a n/a n/a n/a n/a

Idea #8Idea #8

Understand Your Audit Rules
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Are You Ready For Are You Ready For 
10/1/2010?10/1/2010?

If you are ABC audited, the definition of paid 
circulation changes  October 1, 2010.
New key metric will be Total Circulation (as 
opposed to Paid Circulation) which is comprised 
of the  Paid Circulation and  Verified Circulation.
Paid Circulation will only include home delivery, 
single copy and business traveler.
Verified will include NIE, contractor and 
employee, third party  and free copies.

Are You Ready for 10/1/2010Are You Ready for 10/1/2010

Most newspapers will see a decline in paid 
circulation due to some categories being 
reclassified as verified.
Have you explained this changes to your 
advertising department?
How will preprint advertisers react to 
Verified vs Paid?
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Idea #9Idea #9

Manage Your Customer Intervention 
Cycle

Do you REALLY know what Do you REALLY know what 
bill subscribers are paying?bill subscribers are paying?
Carefully script customer contact points 
from new start verification through 
retention.
How many bills are you sending subscribers 
and which one has the highest response 
rate?
Effectively managing this process can save 
printing and postage.
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Contact Information Contact Information 

Steve Wagenlander
Swagenlander@postandcourier.com

843-937-5746


