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The auto industry is next in line for tremendous disruption,  
as customer expectations change market dynamics.

“My car doesn’t  
define me” 

“No, I’ll do it”
“Meet me  

where I am”  

“Prove that you  
really know me”

“I don’t care,  
I want it NOW!”

“I knew before  
I came in”

“When social calls,  
you better answer”
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Change

ENGAGE TOMORROW’S CAR BUYER TODAY



Times user reaches 
for smartphone daily

Hours spent 
online daily

Hours spent  
on apps daily

100 8 2

Source: Accenture Source: Autotrader Source: Pew Research

Global smartphone  
users in 2015

2bn

of drivers would consider conducting 
the entire car-buying process online

hours the average car buyer spent  
shopping online in 2015

of U.S. adults have used ride-sharing 
services like Uber and Lyft

75% 12.5 15%

Mobility and digitization have fundamentally  
changed how customers connect with their cars.Connect
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Which-car-is-best 
moments

Is-it-right-for-me 
moments

Can-I-afford-it 
moments

Where-should-I-buy-it 
moments

Am-I-getting-a-deal 
moments

Source: Think With Google 3

Connected, empowered customers demand effortless, quick, and 
personalized service at key moments in the car buying journey.Demand
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How frictionless can you make the purchase and ownership experience to fend off competitors,  
who now include rideshare services and apps? OEMs and dealers who provide the most value  
to consumers will win by disrupting their own outdated experiences. 
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“Get me from here to there” is ultimately what 

consumers want from an automobile. How they 

do it is less important than it used to be. Car style  

is important, but its dominance is losing ground 

to safety, technology, environmental friendliness, 

and price, especially for younger drivers. 

The barriers between OEMs and consumers 

are falling. Sales regulations are poised to relax, 

online shopping is advancing, and in-car  

communication features and apps now connect 

drivers directly to the brand and dealer. Con-

sumers see one company, so automakers must 

partner to present one face to the consumer. 

From onboard analytics and real-time  

diagnostics to autonomous vehicles, the  

Internet of Things, and real-time connectivity, 

technology is changing the driving experience. 

Each day new gadgets, apps, and innovations 

improve how people interact with their brands, 

dealers, and the cars themselves. 

MOBILITY DIRECT TO CONSUMER TECHNOLOGY INNOVATION

Trends
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Digital customer experience trends.



When everything is connected, 
how you connect is everything.
Better customer connections lead  
to exceptional experiences, deeper  
engagement, and accelerated growth.

CONNECTED CUSTOMER CAPABILITIES

Product and Offer Propensity Models
Customer Segmentation
Lifetime Value Analysis 
Predictive Churn Identification
Service Propensity Modeling
Operational Assessment and Optimization
Recall Program Design & Execution
Dealer Network Strategy
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Disrupt
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Disruption starts with the customer.



Move up the digital maturity ladder by enhancing each component of the digital customer experience: Reachability, 
convenience, personalization, simplicity/ease of use, and channel flexibility.

6

Enhance

DX MATURITY LEVELS

ST
RA

TE
GI

C 
VA

LU
E 

O
F 

DX

Basic digital channels

No data integration   
across channels

No personalization

Generic online design

Digital is an add-on   
to other channels

Advanced digital channels

Reactive online  sales & service

Limited data integration

Manual customization

User-friendly design

Multichannel framework

Adapted to preferred channel

End-to-end customer   
service options

Consultative sales

Segment-based personalization

Highly intuitive design

Omnichannel infrastructure

Consumers determine   
the channel journey

Proactive sales & service

Seamless cross-channel journeys

Individual level personalization

“Humanified” design,   
matching lifestyle

Level 1: Available
Level 2: Caring

Level 3: Engaging
Level 4: Driving
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What does the path to connected maturity look like?



lift in marketing programs  
over the control group

10-60%

accuracy in forecasting
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How We Do It
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We applied lifecycle analytics and segmentation to design targeted offers and  
predictive models that helped this top automaker achieve its financial objectives.
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How We Do It

ENGAGE TOMORROW’S CAR BUYER TODAY

We used an analytically guided set of marketing initiatives for a leading  
telematics provider to maximize subscription renewal performance.

increase in customer renewals

20%

customer engagement metrics measurably 
across the customer base



Join us on the path to a better experience.
Contact us to see if you qualify for a free automotive digital maturity assessment.

About TTEC
TTEC (NASDAQ: TTEC) is a leading global provider of customer experience, 
engagement, growth and trust and safety solutions delivered through its proprietary 
end-to-end Humanify™ Customer Engagement as a Service offering. Founded in 
1982, the Company helps its clients acquire, retain, and grow profitable customer 
relationships. Using customer-centric strategy, technology, processes and operations, 
TTEC partners with business leadership across marketing, sales and customer care to 
design and deliver a simple, more human customer experience across every interaction 
channel. TTEC’s 49,500 employees live by a set of customer-focused values that guide 
relationships with clients, their customers, and each other. To learn more about how 
TTEC is bringing humanity to the customer experience, visit ttec.com.
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