
Bill Me Laterfi Drives �Phenomenal� Increase
in Overstock�s Average Order Value

CaSE STUdY

According to Overstock.com Chairman and 

President Patrick Byrne, the fast-growing online retailer 

is in a hypercompetitive industry � a market where 

competitors are just one click away.  So there�s just no 

room for Overstock to be anything short of the very 

best at every single thing it does:  logistics, customer 

service, website presentation and giving customers the 

best products at the best prices � not just great deals 

but everything that wraps around them. The discount 

store�s phenomenal growth in only �ve years re�ects its 

drive to be the best.  And when it came time to o�er 

customers more payment choice, Overstock chose Bill 

Me Laterfi.

Payment Choice Is Crucial  
to Being Competitive

	 Giving the consumer variety and choice is key 

to being competitive.  That�s why Overstock believes 

it�s important to o�er customers the payment choice 

they want, because, as Byrne says, �If you don�t have a 

payment option that your customer is looking for, she 

will go elsewhere in a heartbeat.�

	 Byrne sees Bill Me Later as a crucial service 

enhancement, a high-value way to distinguish 

Overstock from competitors.  But in seeking a new 

payment alternative, Overstock did not want to get 

hung up in a laborious IT project and looked to Bill Me 

Later for ease of integration as well as an increase in 

sales, an increase in conversion and, hopefully, even an 

increase in average order size.  Management also hoped 

Bill Me Later would potentially be good for customer 

acquisition, attracting customers they might not 

otherwise have had.

Integration at Checkout Was a Must

	 One of the key criteria for Overstock when 

selecting a new payments solution was consumers never 

having to leave the Overstock site. 

	 �The one constraint I put on selection,� says 

Byrne, �was that we would not accept a system that 

required the consumer to leave our checkout process 

to go sign something else.  It takes too much time and 

energy to get consumers to come to your site and get 

to the checkout process.  We absolutely did not want 

them leaving our site at this point. You don�t ever want 

anything that interrupts the purchase.  We were able 

to integrate Bill Me Later into our checkout process. 

It�s seamless, and we would not have entertained the 

option had this not been the case.� 

	T he Bill Me Later launch, right before the holiday 

season, proved to be smooth and successful. 

	 �Bill Me Later has de�nitely exceeded all of our 

expectations,� says Byrne. �I�ve heard from our IT and 
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marketing people that the Bill Me Later people have been superb 

� very easy to work with, extremely responsive.  The Bill Me Later 

program was turnkey, and integration was so much smoother than 

we�ve experienced with other vendors and went very quickly.�

A Tremendous Return on Investment

	T he payment option now represents a signi�cant part of 

Overstock�s revenue � about 6%.  �The increase in average order  

size has been phenomenal,� says Byrne, �not just a slight increase.  

With the enhanced Bill Me Later product, where the consumer has 

about three months to pay, the average order size on those orders is 

four to �ve times our normal order. In addition, it hasn�t generated 

just a small number of new customers: 48% of the customers we�re 

getting through Bill Me Later are new customers.  De�nitely, Bill 

Me Later has been outstanding as a customer acquisition tool.  The 

program paid for itself in the �rst day and a half in terms of increased 

gross pro�t dollars.�

A Secret Weapon  
in the Fight to Be Competitive

	 Byrne refers to Bill Me Later as a �secret weapon,� an important 

service enhancement that attracts not just customers but �good� 

customers and gives Overstock an edge over the competition.  And 

of course, Bill Me Later�s security and convenience are appealing to 

Overstock customers.

	 �Customers like choice,� says Byrne.  �And Bill Me Later is 

a great choice for them to have.  It increases their buying power 

and allows them to spread the cost of major holiday purchases 

over a longer period.  In addition, a lot of consumers have security 

concerns.  Bill Me Later lets them buy without ever entering a credit 

card number into the system, by just using top-of-mind information, 

and they love that. It allows the security conscious to participate in 

ecommerce.�

	 A �no-brainer.�  That�s how Byrne describes the decision to 

implement Bill Me Later.  �Bill Me Later is fantastic.  It�s increased our 

revenue substantially, brought much higher average-order sizes.  It�s 

been a terri�c customer service tool, and it does all this at a lower 

cost than the blended cost of credit cards. So there�s just no trade-o�.  

It�s better across the board.�

	 Byrne also reports that Overstock is using Bill Me Later 

�everywhere� as part of its strategic marketing plan, placing the 

option on every page of its website, on the home page at the top 

of the center oasis, and on the checkout page.  Overstock is also 

promoting Bill Me Later in package inserts placed in every box 

leaving the warehouse.  It�s become part of everywhere Overstock 

touches the customer.

	 �We want to tell customers about Bill Me Later,� says Byrne.  

�Now, we wouldn�t be doing that if it didn�t give us fantastic 

results.�

Advice to Other Etailers � 

�Absolutely No Trade-O� with Bill Me Later�

	 Byrne has a message for other etailers contemplating Bill Me 

Later.  �What I would tell any other etailer,� says Byrne, �is that Bill 

Me Later is one of the few no-brainers that comes down the pike.  

There are many o�ers from di�erent vendors that come across my 

desk, but they usually involve lots of expense up front or a lot of 

time or IT resources.  Or, once they�re in place, there are going to 

be trade-o�s between what they o�er and what you lose.  With 

Bill Me Later, there�s none of that.  The people were great to work 

with.  It was very quick to set up.  Our revenue went up immediately.  

Literally from the �rst afternoon it was live; you could see the jump 

in revenue.  The average order size is dramatically higher.  It�s been 

a great customer-acquisition tool, and it�s all done at a transactional 

cost that is lower than what credit card costs are.  So there�s 

absolutely no trade-o�.�

 

About Bill Me Laterfi, Inc.

	 Bill Me Later, Inc.�s alternative payment solutions help multichannel 

retailers to attract, satisfy and retain customers at the point-of-sale. 

Through the company�s o�erings, merchants can leverage consumer 

insight to make successful, real-time retailing decisions that drive sales. 

Millions of consumers rely on the safety and convenience of Bill Me Later, 

Inc.�s payment solutions when shopping online, via catalog and in-store.  

	 Bill Me Later, Inc.�s alternative payment solutions help merchants to 

use payments as a strategic tool to enhance customer loyalty, drive higher 

sales and expand pro�t margins. The solutions are the �rst new payment 

methods since credit cards to be so broadly available within the United 

States.  

For more information, visit www.billmelater.com.
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