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“we have to do our 
homework”



?
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How can e-commerce 
save small business
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COVID-19 had a big impact on us, online 
marketplaces in Portugal

Source: similarweb.com

State of Emergency

https://pro.similarweb.com/#/website/audience-overview/olx.pt,worten.pt,fnac.pt,kuantokusta.pt,dott.pt/*/999/2020.01-2020.04/?webSource=Total


● 75% if 
Portuguese 
are online
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Still, in Portugal, we have a huge step to make

Source: eurostat

● ...but only 39% 
buy online

��

https://ec.europa.eu/eurostat/web/products-eurostat-news/-/DDN-20200420-2
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Why are we behind: lack of trust and convenience

Source: eurostat

��

https://ec.europa.eu/eurostat/web/products-eurostat-news/-/DDN-20200420-2


We need to get 
more Portuguese 
buying online!!!
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How can e-commerce 
save small business?



● Customer First, really
○ “Work back from the customers” - Jeff Bezos
○ Build the customer journey with your customer in mind
○ Throw away the rulebook in your customer support department

● Convenience and online experience
○ Stop trying to mimic the offline to the online
○ #mobile first, easy and cheap mobile access
○ Improve end-to-end customer experience and service levels

● Trust and Safety
○ Invest in cyber security
○ Educate customers
○ Make sure online payments are trusted, safe and easy
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We, the e-commerce industry, have to do our 
homework and invest, invest, invest:
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Some examples where 
our customers 

struggle...



● Not building 
the trust that 
our customers 
need online
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Some examples where our customers struggle...

● Online 
fraud on 
OLX 😢

Source: Publico.pt

https://www.publico.pt/2020/04/09/sociedade/noticia/confinamento-estimula-burlas-digitais-mbway-comum-1911690
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Some examples where our customers struggle...

● Mobile 
experience 
for online 
grocery 
shopping
😔

Source: Continente app

● Mimicking 
offline with 
online creates 
suboptimal 
experiences 
on mobile

https://play.google.com/store/apps/details?id=pt.continente.LojaContinente&hl=pt_PT
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Some examples where our customers struggle...

● Overpriced 
access to be 
online 
😑

Source: Cable.co.uk - Feb 2020 - based on 5,554 mobile data plans in 228 countries

● Access to 
mobile 
internet is 
expensive

https://www.cable.co.uk/mobiles/worldwide-data-pricing/


Some examples where our customers struggle...
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● Waiting in 
line to drop 
off a 
package...
😕

Source: dnoticias.pt - based on Deco research - Aug 2019

● Online 
experience not 
matching the 
offline service 
levels

https://www.dnoticias.pt/pais/tempo-de-espera-nos-ctt-e-principal-causa-de-insatisfacao-dos-clientes-HE5143854
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Some examples where our customers struggle...

● Trying to 
cancel an 
internet 
subscription 
😟

Source: MEO.pt

● Offline process 
done online

● Not customer 
centric

https://www.meo.pt/ajuda-e-suporte/produtos-meo/gerir-produtos/alteracoes-de-contrato?search=type&keyword=cancelar%20contrato#cancelamentoservico
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Also at OLX we need to step up our game, that’s 
why we are investing now!

Beyond

Convenient 
transactions

● Shipping through 
OLX

● Buying directly OLX

#OLX desempata a 
vida

2020 

Rebranding, 
rebuilding

Trust & Safety

SME support:
#OLX PRO

2019 

We started with 
our Customers 
Support! 

#throw_away 
the_rule-book



#desempata 
a vida


