
This is the story about how we improved anti churn 
significantly in just three months

How we made it easy to quit, 
but tempting to stay



SUMMARY
The project’s main goal was to develop a solution that reduces churn during subscription administration. That 
resulted in 1) a new personal page called “My subscription” and 2) a new online “anti churn” solution.

1. “My subscription” was developed to engage, retain and excite customers by visualizing the value 
proposition of the subscription. This solution has become a destination for all subscribers with 
information about their product, including administration such as family sharing and stop, pause and 
change subscription. An essential part of "My subscription" is the new "anti churn"-process.

2. The main objective with the “anti churn” solution is to keep the customers from churning in a customer 
friendly manner. That is a tricky balance as customer satisfaction and business profitability not 
necessarily correlate. Our focus was therefore to execute customer service digitally by having a digital 
conversation with the customer during the stop process.

“My subscription” and “anti churn” has become a great solution to reach customers at important turning points.

Ending the subscription is still easy - we just make it tempting to stay



My subscription: 
Easy to quit, but tempting to stay

DRIVING ENGAGEMENT AND RETENTION



What are you 
subscribing to?

PRODUCT OVERVIEW
Visualization of key features and 
benefits

We provide information and direct links, 
which makes it easy for the customer to 
exploit all parts of their subscription. All 
elements are key features in the 
customer value proposition.

MY SUBSCRIPTION



Is it relevant for 
me?

PERSONALIZED CONTENT
Recommended articles

Based on the customers’ reading habits 
we recommend articles, thus increasing 
engagement.

This feature is integrated with 
Schibsted’s engine for content 
personalization and automatically show 
the 20 most relevant articles.

Carousel with recommended 
articles

MY SUBSCRIPTION



What else do I get 
as a subscriber?

CROSS SELLING
Exclusive offers

Every subscriber gets discounts on 
several products, events and travels 
which makes it even more valuable to 
pay for the subscription. We present 
the most popular discounts at the 
moment. 

Carousel with 
recommended discounts

MY SUBSCRIPTION



SELF SERVICE
Stop, change or pause

By clicking the “change 
subscription”- button the customer 
can manage her subscription online.

This is where the anti churn solution 
begins ...

Manage your 
subscription

Pause Stop Change

MY SUBSCRIPTION



Anti churn:
Creating a digital conversation

MAKING IT TEMPTING TO STAY



Step 1: 
Change subscription

Step 2: 
Personalized stop module

Step 4: 
Offering

Anti churn flow

Step 3: 
Questionnaire

Step 5: 
Receipt



How do we prevent 
churn?

DATA INSIGHT
Personalized stop-module

When a customer clicks the “Stop 
subscription”-button he is presented with 
a module based on his CRM-data. This 
module argues, in an informative voice, 
why he should not churn.

ANTI CHURN

“You are sharing your 
subscription with 
Kari. She will lose 

access to the product 
if you stop.”



Why do you want to 
stop?

COLLECTING DATA
Understanding why

Every customer explains why she churns 
via a survey. This data provides insight 
for future business development. It also 
lets us know which state of mind the 
customers are. This is the key to our anti 
churn success.

This data is available for customer 
service representatives for future 
reference.

ANTI CHURN



We have an offer 
for you

PREVENTING CHURN
Offerings

Based on the reason for churning we 
argue why the customer should stay 
with us by offering something relevant 
- finding the customers’ sweet spot. 

We strive to answer and provide a 
solution for the customer.

I need a break

Too expensive: 
We have cheaper products

I’m going on vacation:
Why don’t you pause instead of stopping while you are on vacation

Campaign is over:
We have cheaper products

I don’t have time:
Bring the news wherever you are with a digital subscription

I don’t like the content:
We are continuously improving, why don’t you pause for a while

Other reasons:
Change to a digital subscription

ANTI CHURN

Would you like to 
pause your 
subscription?

Customer:
Answer:



Why do you want to 
stop?

“I’M GOING ON VACATION”
Temporary stop

The customer is going on vacation. 
Instead of churning we recommend 
to temporary stop the subscription 
while she is on vacation. The 
newspaper delivery will 
automatically resume when she is 
back from vacation.

Example 1

“Did you know that 
you can stop your 

newspaper delivery 
while you are on 

vacation?”

ANTI CHURN



Why do you want to 
stop?

“TOO MUCH PAPER”
Change to a weekend subscription

The customer thinks the 
subscription leads to unnecessary 
paper/waste. We therefore 
recommend to change to a weekend 
subscription or a pure digital 
subscription instead of churning.

Example 2

ANTI CHURN

“Avoid unnecessary 
paper by changing to a 
weekend subscription”



Why do you want to 
stop?

“I NEED A BREAK”
Pause subscription

The subscriber wants to take a 
break. Instead of churning we 
recommend to pause the 
subscription for a period. The 
subscription will automatically 
resume after the break.

ANTI CHURN

“You can pause your 
subscription for a 

while and keep your 
customer benefits 
such as discounts 

etc.”

Example 3



Thanking the 
customer

RECEIPT
Customer satisfaction

If the customer still chooses to 
churn, we stay polite and thank the 
customer with a personal greeting 
from the editor in chief.

We have added a “regret”-button on 
the receipt which allows the 
customer to resume the 
subscription by one click. Never give 
up!

ANTI CHURN



The customer's 
wish is our 
command

USER TESTING
Balancing customer satisfaction 
and business profitability

To assure that the solution do not 
compromise user experience, we 
conducted several user tests. The 
tests concluded that the customers 
manage to administer their 
subscription without problems, and 
that the visual design provides a 
positive attitude during the stop 
process.



Administration 
is easy!

ADMINISTRATION TOOL
Drag-and-drop modules

The solution is easily built with 
drag-and-drop modules, which 
makes it easy to continuously 
learn and optimize. The 
administrator does not have to 
have technical competence.

Our main focus for 2019 is to add 
more personalized content.



Preliminary 
results

Live dashboard

My subscription was launched end 
of October 2018. We will 
continuously improve and optimize 
based on analysis. 

A dashboard provides live updates.



So - is it working? 
Yes!

The share of customers that 
do not end their subscription 
after entering the change 
subscription flow has 
increased from 35 % to 45 %.*

The share of customers who 
do not end their subscription 
after entering the stop 
process has increased from 
20 % to 30 %.*

27 % of the subscribers make 
other actions than changing 
their subscription at the new 
“My subscription” page.*

This implies that this solution 
has fulfilled a customer need 
for more information about the 
product.

+29% +50% 27%

*Based on Amplitude data from November 1. (launch date) to January 24.



LAUNCHED ON

The solution is easily scalable

Stavanger Aftenblad
Bergens Tidende

Aftenposten
Fædrelandsvennen


