
Vertrieb ohne kundenorientierte und benutzerfreundliche, digitale Kanäle ist heutzutage undenkbar. Unternehmen 
wie Amazon oder Alibaba haben hier im B2C Bereich Standards gesetzt, die als das Maß der Dinge gelten.

Mit ca. 20% Umsatzanteil kommt dem Bereich After Sales in der Automobilindustrie eine bedeutende Rolle als 
Umsatztreiber zu. Die hohen erwarteten Wachstumsraten sowie die voranschreitende Digitalisierung stellen die 
Branche vor zahlreiche Herausforderungen, bieten jedoch nicht minder zahlreiche Chancen. Wie sind die Automobil-
hersteller hierfür gerüstet? Zeigen sich Unterschiede zwischen „Premium OEMs“ und den anderen Herstellern? Diese 
und weitere Fragen haben sich die Berater von eccelerate und KBC gestellt. Gemeinsam haben sie auf Basis eines 
erprobten Ansatzes eine Customer Experience Analyse des digitalen Angebotes der zwölf führenden Automobilher-
steller durchgeführt:
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These days, sales without customer centric and user-friendly digital channels are inconceivable. Companies like 
Amazon or Alibaba have set the standards in the B2C sector, which are now considered the ultimate benchmark.

Accounting for a sales share of approx. 20%, the After Sales segment plays an important role as a sales driver in the 
automotive industry. Anticipated high growth rates as well as progressing digitisation will pose numerous challenges 
for the industry - but also numerous opportunities. Are the automotive manufacturers well prepared? Are there any 
differences between “premium OEMs” and the other manufacturers? Those were some of the questions asked by the 
consultants of eccelerate and Kemény Boehme and Company (KBC). Together, they conducted a customer experi-
ence analysis on the range of digital offers among the twelve leading automotive manufacturers based on a proven 
approach:
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Search Visibility (SEO): Search visibility describes the visibility of a website in the organic results lists of search en-
gines. Fast retrieval is the basic prerequisite for successful sales in digital channels.
While some OEMs have firmly implemented the visibility of their online offer in their e-commerce strategy, other 
“premium OEMs” and “mid-range OEMs” are falling behind.

Website Experience: Website experience subsumes the usability and user-friendliness of a website for the user. 
Thus, it describes a user’s ability to navigate the website and easily find the required products, services and infor-
mation. 
Measured against benchmarks such as Amazon, the website experience of automotive manufacturer sites is general-
ly expandable. Compared to other industries, the user experience of both, “premium OEMs” and “mid-range OEMs”, 
is far below average. In addition, there is strong variance within the online offer of the manufacturers themselves.

Shop Experience: Shop Experience entails the usability and user-friendliness for the user, especially in the shop area 
of a website. This has implications for the ability of an online shop to generate sales. 
Here the performance of the various OEMs is highly fragmented. Additionally, this is the area with the biggest poten-
tial for innovation and optimisation.

Customer Service: Customer Service describes the possibilities of interaction between providers and customers. 
Thus, it is an essential component for customer satisfaction and the probability of repeat purchases. 
While some manufacturers are already offering quite mature customer service, other OEMs are still lagging far 
behind. Although common features such as online appointments, order tracking or “quick or search-as-you-type” are 
on the rise, they are by no means standard. 
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eccelerate is a leading international strategy consultancy in the fields of Digital Growth & Innovation. All consultants 
are industry experts with many years of professional experience in developing, building and optimising digital busi-
ness and interaction models. 

KBC is an international management consultancy based in Munich with its roots in the automotive industry. Beside 
the development of After Sales strategies, the company’s strengths include service organisation and process design 
as well as service product development.

Together, eccelerate and KBC are your holistic partner. One who is not only able to take your e-commerce strategy 
to a new level. We also understand the relevant After Sales processes and are able to align them optimally to the 
needs of your customers.  

Curious?
Curious and interested in your own specific results report? Would you like a non-binding consultation to discuss your 
individual fields of action? Please contact us:


