
Acquisition Training 



Acquisition

▪ What is Acquisition?
▪ Acquisition Chat flow
▪ Acquisition Skills
▪ Subscriptions Overview
▪ Home Delivery 
▪ Digital
▪ B2B



Acquisition Team

The Acquisition team specializes in assisting customers who are 
looking to subscribe to The New York Times in their subscription 
journey. This group of Advocates are experts in turning our 
potential customers into paying Subscribers. The Acquisition 
team is split into two sub-teams with slightly different functions: 

▪ Acquisition Voice
▪ Acquisition Chat. 



Acquisition Chat Team

The Acquisition Chat team helps customers on their journey to 
become a Subscriber with The New York Times. These Advocates 
can help answer customer questions related to New York Times’s 
product, help to show the customer of The New York Times’s 
value, and guide the customer through the purchasing process. 

However, Acquisition Chat Advocates are unable to process sales 
in Sugar. The customer must complete the transaction through 
the website.  



Acquisition Chat Flow



Acquisition Skills 

Be Assumptive 

What does that mean?

▪ Assuming something will happen (in this case we are assuming a 
customer will subscribe to The Times). 

▪ Leading the conversation towards this assumption (if we 
assume it will happen we make it so). 



The ABCs of Sales

Acknowledge
The first step is always to 
acknowledge why the 
customer may have 
objections.  
Use the same reason they 
give you in your 
response.This shows the 
customer that you are 
listening and 
understanding, and that 
you are not a bot.

Benefits
After acknowledging 
why the customer is not 
interested in a 
subscription, explain the 
benefits of the product.

Saving time, 
convenience, and saving 
money are three 
common benefits of 
Home Delivery.

Close
After giving additional 
benefits the customer 
may or may not know 
about, close the sale.

“With that in mind, let’s 
get The New York Times 
headed your way as early 
as (what their first 
delivery date would be) 
this weekend. What day 
would you like your 
delivery to begin?”



Subscriptions Overview

What do we offer?

▪ Home Delivery subscriptions
▪ Digital Subscriptions
▪ B2B (Business to Business)
▪ Gift subscriptions



Home Delivery subscriptions

The Home Delivery subscription provides convenience and reliability 
of having the printed newspaper delivered first thing in the morning 
plus a free full digital experience. 

The customer has the option to pick the most convenient days for 
them:

▪ Sunday only
▪ Three day (Friday-Sunday)
▪ Weekends (Saturday-Sunday)
▪ Weekday (Monday-Friday)
▪ Daily (Monday-Sunday)









Digital Subscriptions

▪ Basic Digital
▪ All Access
▪ All Access Plus
▪ Cooking 
▪ Crosswords



Digital subscriptions rates

As an Acquisition advocates we need to take into consideration that 
rates may vary for:

▪ International subscribers vs US subscribers
▪ Students vs Educators/Faculty members
▪ Veterans 
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