






A GROWING PART OF OUR LIVE HAPPENS IN 
DIGITAL – AND SO DO DECISIONS



THIS DEVELOPMENT DOES NOT STOP AT 
THE AUTOMOTIVE INDUSTRY

Based on multiple sources: Google, Millard Brown Digital and Polk  



HYPOTHESES ON CUSTOMER EXPERIENCE 
IN THE AUTOMOTIVE INDUSTRY



A COUPLE OF COMPANIES SHAPE OUR 
DAILY LIFE AND DEFINE EXPECTATIONS …



… ON THE NUMEROUS FACETS OF 
CUSTOMER EXPERIENCE



5 ESSENTIALS TO DEAL WITH HIGH 
STANDARDS AND COMPLEXITY





SETTING THE FOUNDATION FOR CUSTOMER 
EXPERIENCE MANAGEMENT





EMPLOYING SPECIALIZED PEOPLE WHO 
STILL SPEAK THE SAME “LANGUAGE”





MANY PARTNERSHIPS FAIL DUE TO POOR 
PROCESSES AND MISALIGNMENT

Based on Francis Drake Pitchberatung in Horizont, 10/08/2020









A CUSTOMER CENTRIC EXPERIENCE IS 
BASED ON MORE THAN A GUT FEEL





MAKING COMPLEXITY MANAGEABLE 
THROUGH A SUPPORTING SYSTEM






