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EXECUTIVE SUMMARY  

Seeking to remain abreast with market trends and build a sustainable online 

subscription model, placing users closer to the center of business, Grupo RBS has 

invested in the development of a digital product ecosystem and an in-depth study, which 

interviewed 1,577 users. 

By hiring a strategic consultancy, which implemented research and design 

thinking methodologies, it was possible to outline consumption profiles, desires, 

motivations and points of friction in user journeys within the GaúchaZH ecosystem.  

The result was a comprehensive diagnosis in relation to the way people consume 

digital journalism, which allowed for a complete reformulation of the ecosystem and the 

launch of a fully remodeled application: the GaúchaZH super app.  

 

CONTEXT  

In 2017, in an effort to accompany market trends and the changing habits of its 

readers and listeners, Grupo RBS – the largest media group in Rio Grande do Sul – 

launched GaúchaZH. A platform that digitally unites Zero Hora, the largest printed 

newspaper in the state of Rio Grande do Sul and the nation’s 5th, and Rádio Gaúcha, 

which, since 1927, has been a daily part of the lives of millions of listeners, providing 

information, analysis and services, and seen as a reference in news and sports, as well 

as being the only hard news radio station in the country to earn first place among 

listeners in its region. 

The aim of the merger was to solve three main problems with existing digital 

products. 

1) Jornal Zero Hora and Rádio Gaúcha feature similar products for the same 

audience, though each with distinct business models. Zero Hora operated 

based on a subscription strategy (B2C), while Rádio Gaúcha simply traded in 

media (B2B). 



2) The two brands had many competing products, losing ground to other 

players and confusing end users.  

3) Unintegrated newsrooms meant that team were reporting the same news 

through different outlets.  

As such, the union of these two outlets consolidated the ecosystem of digital 

products from Grupo RBS, currently made up of five platforms: the GaúchaZH news 

website and application, the ZH Digital application, with an online version of the printed 

newspaper, the Colorado and Tricolor GZH applications, focused on covering the state’s 

leading soccer teams and, lastly, a benefits and discounts club for subscribers, called 

Clube do Assinante. 

Focused on news, sports and opinion pieces, in two years GaúchaZH has allowed 

for the creation of new content for online users, fostering a multimedia experience: 

- More than 70 exclusive columnists for subscribers, generating more than 7.5 

million page views/month. 

- Over 30 seasons of special programs in videos over a two-year period; 

- Over 150 audios recorded for podcasts over two years; 

- Over 200 special and exclusive reports for subscribers, generating 100,000 

views/month. 

- Live broadcasts of Rádio Gaúcha on the website and application, with over 24.3 

million reproductions/month. 

- 02 exclusive audio bulletins/day for Google Home and Google Assistant, totaling 

5,000 reproductions/day.  

One year after its launch, GaúchaZH hit the mark of 89,000 purely digital 

subscribers. That is just 8% below the total number of print newspaper subscribers. This 

is a remarkable result considering the short life of the product, which – once again – 

triggered the need to listen to users in a structured manner, understanding their needs 

and desires in order to leverage business growth and keep it sustainable in the long-

term.  

 

PROJECT AND MAIN ACTIONS 

With the aim of further accelerating the digital model, in 2019, Grupo RBS 

implemented agile methodologies, reinforcing the UX team to make the user experience 



an obsession and keep it at the center of decisions, integrating tech and newsroom 

teams to initiate an in-depth research and analysis process. A total 1,577 people were 

interviewed, among them: avid followers of journalis, subscribers, non-subscribers, 

haters, lovers and specialists on the segment. As a result of the study, Grupo RBS 

initiated the redesign of its products, with the goal of identifying what users value when 

interacting with the GZH ecosystem. 

The result of this entire endeavor was the creation of strategic tools to guide and 

inspire the development of new proposals for product offers, defining new formats for 

delivering content, steering acquisition and communication strategies and a 

comprehensive reformulation of the ecosystem's chief product: Super App GZH. 

Main discoveries and actions executed:  

- Friction map: this is the consolidated overview of points of friction in a user’s 

experience with platforms from the GaúchaZH ecosystem. This map cross references 

points of friction and their interference in each stage of the journey, highlighting the 

points with the biggest issues in the user’s overall experience. Of the 48 points raised by 

users, the application solved 90%.  

- Many products reduce the impact of actions: should users opt for a complete 

ecosystem subscription, there are a total of 5 applications available for download. As 

from the launch of the super application, the ecosystem’s other application will be 

integrated into the GaúchaZH super app, providing a single, lighter, faster and safer 

experience.  

- Behavior Axes: The so-called Behavior Axes highlight four important behavioral 

characteristics in the analysis of GaúchaZH consumer profiles which go beyond 

demographic data such as gender, age and region of residence. They include: a tendency 

to contract digital services, a facility in using technology products, increased value of 

journalistic content and content produced by GaúchaZH and, lastly, knowledge on how 

journalism works and recognition of the power of reliable information and the 

importance of the free flow of information in a democratic society.  

- Consumption Drivers: three ways to consume content were identified among 

interviewed users. 1) Knowing now, which is associated to users who want to know 

about a fact when it’s happening, that is, in real time.  2) Knowing today, which is 

associated to the need to know what is currently happening or ending the day knowing 



about the leading news in your region. 3) Knowing more, which is related to the issue of 

consuming content in depth, requiring time and an interest in the subject. This fostered 

a new way to distribute content through the GaúchaZH application, with improvements 

and greater ease in accessing sections like “Latest News” and “Special Content”, not to 

mention the app’s home page.  

 

RESULTS  

- Implementation of an agile methodology among tech, newsroom and 

communication teams to accelerate digital and responding to consumer needs in a rapid 

and assertive manner.  

- Newsroom integration, with multidisciplinary team producing journalistic 

content on all channels (print newspaper, digital and radio). 

- Two years after the launch of GaúchaZH, which combined the strengths of Zero 

Hora and Rádio Gaúcha, the digital platform surpassed the mark of 110,000 subscribers 

with access to news, entertainment and exclusive content. 

- In October 2019, the GZH portfolio reach 111,005 subscribers – the same month 

that the new application was launched with improvements for users. 

- During the week of the new application launch, there was a 202% increase in 

downloads compared to the average from previous weeks.  

- With the launch of the new application, the daily average for subscription sales 

tripled in relation to previous weeks – when the old app was available.  

- In the month prior to the launch of the application, an average 39% of the digital 

portfolio used the application weekly. One month after the launch, the number of 

people using the app rose to 44.8%. 

- Besides solving the main points of friction reported by users in the study, the 

new application presents the following new features: new content layout to enhance 

images and titles, in addition to large text fonts; a shortcut to the home page with news 

curated by editors, lists of the latest articles and a tab with special reports; a new login 

system, with enhanced security and which keeps the user logged on; greater ease in 

consuming ZH Digital, whereby access to the digital newspaper is through one simple 

click; possibility of users only receiving notifications on content of their interest. 



- According to user feedback, the new application raised GaúchaZH to a new level 

in terms of consumer experience.  

 

 

 

 


