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Business goal
REDUCE 

callcenter 
capacity

SAME SERVICE
online vs phone

STABLE 
retention and 
cancellations

-30%
Retention rate 

online vs callcenter

18%
Login rate
(44% for newspapers)

Main challenges







Business 
outcome

Problems & 
opportunities Dig deeper Solutions



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgevingHigh Exit Rates

Infrequent use of some 
actions

Users can’t find subscription 
number

High drop-off on subscription 
number

Users use IBAN that’s not 
connected to the subscription 

number

WINNER

Logins +44%
Bayesian 100% 



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgevingHigh Exit Rates

Infrequent use of some 
actions

Users can’t find subscription 
number

High drop-off on subscription 
number

Users use IBAN that’s not 
connected to the subscription 

number

WINNER

Logins +23%
Bayesian 100% 

Expanded IBAN validation (I)



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgevingHigh Exit Rates

Infrequent use of some 
actions

Users can’t find subscription 
number

High drop-off on subscription 
number

Users use IBAN that’s not 
connected to the subscription 

number

WINNER

Logins +50%
Bayesian 100% 



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgeving

High Exit RatesInfrequent use of some 
actions

NO CHANGE

Logins +3.2%
Bayesian 69% 

Main actions are “log in” and 
“call” “Call me back” is rarely used

–

Clients often aren’t being 
called back



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgeving

High Exit RatesInfrequent use of some 
actions

54% of users entered through 
MijnOmgeving

70% of users in 
MijnOmgeving is logged in

Implement Single Sign On (I)

landing page

Logged in

landing page

Logged in

WINNER

Logins +21%
Bayesian 100% 

When going from 
MijnOmgeving to OOF, 

re-logging in is required



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgeving

High Exit RatesInfrequent use of some 
actions

WINNER

Exits -46%
Bayesian 100% 

Difference between 
MijnOmgeving and OOF/OWF 

is not clear - causing 
navigational issues

1 out of 3 users land with the 
wrong intention

Frustration because of long 
waiting times on phone calls

Copy is causing friction



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgeving

High Exit RatesInfrequent use of some 
actions

WINNER

Logins +10%
Bayesian 99% 

Difference between 
MijnOmgeving and OOF/OWF 

is not clear - causing 
navigational issues

1 out of 3 users land with the 
wrong intention

Frustration because of long 
waiting times on phone calls

Copy is causing friction



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgeving

High Exit RatesInfrequent use of some 
actions

WINNER

Logins +45%
Bayesian 99% 

Difference between 
MijnOmgeving and OOF/OWF 

is not clear - causing 
navigational issues

1 out of 3 users land with the 
wrong intention

Frustration because of long 
waiting times on phone callsCopy is causing friction



Problem
s & 

opportunities
Dig deeper

Solutions

Lower login% for 
magazines

Frequent entries from 
MijnOmgeving

High Exit RatesInfrequent use of some 
actions

WINNER

Logins +6.5%
Bayesian 100% 

Difference between 
MijnOmgeving and OOF/OWF 

is not clear - causing 
navigational issues

1 out of 3 users land with the 
wrong intention

Frustration because of long 
waiting times on phone calls

Copy is causing friction



Problem
s & 

opportunities
Dig deeper

Solutions
Lower login% for 

magazines
Frequent entries from 

MijnOmgevingHigh Exit RatesInfrequent use of some 
actions

Difference between 
MijnOmgeving and OOF/OWF 

is not clear - causing 
navigational issues

1 out of 3 users land with the 
wrong intention

Frustration because of long 
waiting times on phone calls

Copy is causing friction

Users can’t find subscription 
number

High drop-off on subscription 
number

Users use IBAN that’s not 
connected to the 

subscription number

Main actions are “log in” and 
“call”

“Call me back” is rarely used

Clients often aren’t being 
called back

54% of users entered through 
MijnOmgeving

70% of users in 
MijnOmgeving is logged in

When going from 
MijnOmgeving to OOF, 

re-logging in is required

Instructional copy (I)

Login with DPG Media 
Account (I)

Reduce noise (AB)

Remove “Call me Back” (AB) Implement Single Sign On (I)

Expanded IBAN validation (I)

Notification of busy call 
center (AB)

SEO Optimization (I)

Pre-login action visibility (AB)
-



18%
Logged in 
sessions

44%
Logged in 
sessions

64%

+45% +260%

65%




