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Proven Strategies for Strengthening Retention

Let’s Take a 
3-D Approach
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Delivery
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Building a 3-D Relationship3-D Relationship
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Digital to Drive
Retention

Rich Handloff

Director of Consumer Marketing 
The Washington Post
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Keep the in-box full with relevant content
● Ask for preferences
● Use browsing data to determine interest

Digital to Drive Retention
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Provide subscribers with 
useful and valuable 
information by e-mail.

Digital to Drive Retention
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Customize your headline hereDigital to Drive Retention

Email subscribers and let them 
know what’s coming up.

● Make an appointment with 
your audience

● Tell them what to expect; 
when to expect it
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Customize your headline hereDigital to Drive Retention

Afternoon Buzz: Relevant 

Email

● Your print subscribers are 
valuable!

● Keep them up to date

● Recognize that they are 
using digital products

● Add value 
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If your home delivery subscribers 
aren’t linked they will get frustrated! 

Digital to Drive Retention

● Make it easy

● Promote the 
value

● Message 
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Delivery Bag Messaging

Digital to Drive Retention
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Delivery Bag Messaging

Digital to Drive Retention
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Advertisements in Paper

Digital to Drive Retention
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Email

It doesn’t hurt to 
remind them how!

Digital to Drive Retention



Insert your slogan here

19

• Master text styles

– Second level

• Third level

– Fourth level

» Fifth level

Customize your headline here

Let your customers 
self-service. 
It’s their preferred 
method.

Digital to Drive Retention
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Promote 
Electronic 
Statements

Digital to Drive Retention
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Reward 
Customers

Digital to Drive Retention
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Customize your headline here

Use contests to 
engage and 
retain.

Digital to Drive Retention
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Digital to Drive
Retention

Heather Williams

Group VP|Fan Development
McClatchy
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Customize your headline hereData to Drive Retention and Relationship

Capture

Upfront
Contests
Appending
Social
Scoring
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Customize your headline hereData to Drive Retention and Relationship
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Customize your headline hereData to Drive Retention and Relationship

Append
Cost Benefits
Improve Revenue
Delivery Rate
Managing Lists
Targeting
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Customize your headline hereData to Drive Retention and Relationship

Social
Keywords
AdWords
Leads
Targets
Messaging
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Customize your headline hereData to Drive Retention and Relationship

Scoring
Response Rate
Target Offers
Dynamic Pricing
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Delivery to Drive
Retention

Melody Nelson

Group Director|Brand & Buzz
McClatchy
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?

Delivery to Drive Retention

The Quickest Way to Lose a 
Customer (Old or New) Is Poor 

Delivery Service

?
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Customize your headline hereDelivery to Drive Retention

Home Delivery Relationships Do Not Start 
or Stop at The Doorstep….
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They Start at the Moment 
of Purchase and are 
Nurtured Through Effective 
Communication 

Delivery to Drive Retention
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Customize your headline hereDelivery to Drive Retention

The Importance of Effective Communication

● Sets Delivery Expectations

● Decreases Call Volume 

● Builds Trust and Loyalty
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WELCOME

Should serve a multiple 

purposes

● Welcome/Thank You

● Communicate Value

● Customer Service

● Ensure Delivery Has 

Started

Delivery to Drive Retention
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Delivering a good first impressions is 

the beginning of a lasting relationship…

● Addresses and corrects 

delivery issues before it 

becomes a bigger 

problem.

● Positive customer service 

experience and builds 

trust 

Delivery to Drive Retention
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Customize your headline here

Complaint Follow-Up

● Continue Complaint Follow-Up 

● Email

● Multiple Missed - Escalation Home

Delivery Follow-up Call

● Social Media

● Compensating a Missed Delivery : Credits, Gift Cards, Store Pick-Up

Delivery to Drive Retention
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Customize your headline here

Temp/Vacation Stops

● No Restart Date  /Restart Confirmation

● Vacation Confirmation - Policy Communication

Delivery to Drive Retention
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Customize your headline here

● Down/Late Routes

● Production Issues/Delays

● Inclement Weather

Communicating to Manage 

Expectations

Delivery to Drive Retention

Opportunity 

to   

promote and 

drive traffic 

online and to 

your digital 

replica/e-

Edition
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Customize your headline here

Give customers a voice and 

reward them for it. Surveys are your friend. 

Keep them short enough to not be a 

nuisance yet still provide useful data.

Delivery to Drive Retention
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