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Before… 

• a home-made website since 1996
• Many patches, inconsistent behaviour
• Site had become slow and difficult to maintain

• The call center was already successfully 
upselling private ads, but the website still 
offered all ads free (no upselling)



2 business goals

• Increase revenues
– Upselling extra services via the web
– Must be same packages as via the call center

• Reduce costs
– Let customers enter and pay for their ads themselves
– Must be 100% reliable and secure
– Must be 100% self-service and integrated

• eg when ad will be published, etc
• New ads, renewals, changes, cancellations… (everything)



Introducing upselling

• Combination of web and print
• The exact same packages as via the call center

– Timesaver renewals
– Power ads
– Picture power ads
– Extra editions (“Go Large”)

• Secure credit-card payments in real time
• Integration with main ad systems in real time



ad-entry “wizard”

• classification and edition
• contact details
• your ad text
• preview
• Upselling
• More upselling (Go Large)
• Payment and confirmation



preview 



upselling

Power ad £12-£20

Super Power ad £15-£30

Time Saver Renewal £10



more upselling (Go Large)

London + regional £15



Secure real-time payments



Results

• Reduced costs
– self-service via the web including payment
– new / renew / cancel / edit… all automated
– 45% of ads are entered via the web (55% call center)
– 8400 ads per day average

• Increased revenues
– 4% conversion to upsell via the web (20% call center)… 

so far… 



Conclusions

• The web is not a replacement for a well-trained 
call center when it comes to sales

• Some customers prefer self-service via the web 
– Open 24 hours
– Avoid the “hard sell” of the call center !

• 4% conversion is not bad if it’s 100% 
automated…



Other recent developments

• SMS 
– SMS alerts
– Enter ads via SMS

• Bulk upload
– Automatic inventory imports for trade advertisers
– XML and other formats



Thank you

• Guy Spriggs
Managing Director
guy@rosetta.nl 
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marcel@rosetta.nl 

• More info: 
www.rosetta.nl
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