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Buy & Sell - Then and Now

Then Now
Launch first title 5 editions per week
in 1990 47,000 ads
750 free ads 80,000 copy sales
400 copy sales per per week
week Strong online

edition



Upselling - getting started

Captive audience

Our customers need our
expertise

Demand for diversified
products

Untapped revenue
potential

Covering operating costs




Our fears

"T thought you were a
free ads paper"

Would our customers
dislike beling upsold?
Would they complain?

Or worse would they go
elsewhere?



Test run

Introduced upselling in the summer of 1999
Commission based

Voluntary basis



The products
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Growing challenges

Realise the potential: we need a more revenue
focused department

Evolve the staff role
Get everyone 1involved in upselling
Set low targets

Implement changes slowly



Upselling today

Recruitment & Accepted part of
selection processes everyday life
Part of job Fun

descriptions & Challenging
reviews

Increase 1n Jjob

Tralining & coaching satisfaction

All staff have a
target

Good commission &
incentives



Revenue generated
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Costs covered
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Upselling - the Buy & Sell way

Developlng new
products answering
customer's ever

changing needs P —
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Integrated to the Buy
& Sell philosophy




The future

Turn inbound call center 1nto a profit center

Develop outbound calls (customer
service/sales renewals)

Increased commitment to our customers
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