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Agenda 

• Driving in the Cloud – CSC Strategy for Automotive 
• The impact of HTML5 and standardised APIs on IVI systems 
• New technologies, new business models 
• Streamlining the sales process 
• Delivering a customer for life 
• A vision of the future 



CSC Proprietary and Confidential 3 



CSC Proprietary and Confidential 4 

The Impact of HTML5 and standardized APIs on In Vehicle 
Entertainment and Information systems 

• HTML5 facilitates the integration of IVI apps with web-based systems 
and mobile devices 
– Customer Relationship Management System 
– Customer Service Center 

• This brings new opportunities for car manufacturers to streamline the 
sales process and engage with customers 
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New technologies, new business models 

Accelerating Sales 

• Remove friction 
• Enable easy customisation 
• Customer time 
• Real time visibility of stock 

Customer for Life 

•  In-life experience 
•  Intimacy 
• Advocacy 

Streamline the sales process  Engage with customers 

“Most companies have conducted major programs to boost productivity and improve operations, but haven't 
put sales under the same microscope. Yet there's a much bigger gap between best and worst companies 
when it comes to selling than to areas like supply chain management, finance or purchasing.” 

Thomas Baumgartner and Maria Valdivieso de Uster - McKinsey Automotive Report 2012 
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Pending Business Model Transformation 

6	  
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Streamline the sales process 

• Challenges 
– Current supply chain 
– Lifecycle of automobiles 

• Opportunities 
– Streamline sales processes 
– Provide stock visibility 
– Integrate with social media 
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Current sales process 
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Engage with customers: 
Seamless customer for life Communication 

• Special Offers 
• Service Reminders 
• Coupons 
• Test Drives 
• Updates 

Building a one to one relationship with customers 

Customer 
for Life 

Insight 

Personalisation 

Intimacy 

Advocacy 
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Demo Scenarios 

• Scenario 1 – The Purchase Process 
• Scenario 2 – In Life Management 
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Potential Customer Interested in Honda – Likes Honda 
Facebook Page 

Once dialogue has 
begun, Ian is created 
as a contact in CRM 

Led to this from a marketing 
campaign… 
 
Ian ‘Likes’ Honda Facebook 
page. 
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Customer Downloads Honda App 

Ian uses the Facebook 
widget to connect the Apple 
iTunes store and agrees to 
Terms & Conditions. 
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App integrated with Facebook 

• There will be various integration points throughout the app; 
– Log into the app using Facebook login 
– Publishing at various milestones during the customer experience (booking a test 

drive, buying the car etc.) 
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App start-up 

Ian is shown a range 
of options once he 
loads the app. 
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Confirmation Confirms Details 

Customer Books Test Drive at Local Dealer Using App 
Pick Model Pick Date and Time 

Congratulations, Ian! 
 

You have booked you test drive for 
a Honda Civic on Friday 26th 

November at 10:00 

Why not set a reminder and 
share with your friends? 
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Customer Checks Availability of Model of Interest 

• Ian is shown alternative, ready built cars that either match his 
specification or are close to it. This uses the common stock feed from 
SAP. 

• If Ian wants to continue to purchase a new special order car he will be 
given an estimated production and delivery date. 
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Further Options 

Customer Configuring New Car 
Select Model Select Engine 
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Stock data 

Data is pulled from 
SAP via 
Salesforce.com 
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Feedback Finance 

Payment Options – Buy Now (Cash) or Finance 
Payment Option Buy Now 
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A New Honda Advocate 
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Scenario 2 – In Life Management – My Honda 

Promotions as well as servicing/
safety issues notified to consumer 
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Promotions and Special Offers 
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Customer Details Shown in SFDC 
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A vision of the future 

• Use HTML5 and standardised APIs to remove many of the traditional 
barriers to purchase that car buyers face 

• Communication is done on the customer’s terms and can be done 
through a range of channels such as mobile and PC 

• The relationship with the customer is ongoing, driving additional revenue 
for the manufacturer via Servicing, Special Offers and New Product 
Launches 

• Own customer data and journey for 1st time 
• Drive sales with existing and new customer groups 
• Not interfere with distribution channels (dealers)  
• Develop new communication and engagement channels and interactions 
• Enhance 1:n relationships – route to sell services 
• Deliver this and earn a customer for life 



CSC Proprietary and Confidential 25 

Questions 

Chris Delaney 
cdelaney3@csc.com 
+447917750079 
Linked In: http://www.linkedin.com/pub/chris-delaney/2/281/a85 


