
Stage Summary

I'm evaluating Toyota's brand values, researching the different models, determining my budget, identifying the key benefits that are important to me, and experiencing the vehicles firsthand through test drives

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey VOC & Survey VOC & Survey VOC & Survey

VOC & Survey VOC & Survey

Business KPIs

Brand & Media Digital Digital CEM Digital CEM Digital

Brand & Media Digital Digital Digital Digital Digital Digital

Brand & Media Digital Digital Digital Digital

Brand & Media Digital

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Toyota Customer Pain Points

Industry Pain Points

TME Initiatives

BEV Programme
The BEV programme is designed to support Toyota’s BEV launches and guide current and potential customers through the BEV buying decision. It engages early with undecided customers, reinforces the choice of
Toyota, and captures leads for specific models.

Contact: Greta Rizzi (mailto:greta.rizzi@external.toyota-europe.com) , Customer Engagement Marketing Team.

Toolkit: View here (https://toyotaeu.sharepoint.com/sites/MarketingAutomationHub/SitePages/BEV-URBAN-CRUISER-%26-BEV-CEM-PROGRAMMES-TOOLKIT.aspx)

ACCESSORIES AUGMENTED REALITY APP
An initiative using Augmented Reality App on tablets at retailers to show customers how accessories will look in their cars. Helps visualize exterior accessories on the actual vehicle, creating a dedicated moment for the
retailer to address accessories.

Contact: Ruud Van Gorp (mailto:ruud.van.gorp@toyota-europe.com) , Product Planning.

Toolkit: AR Accessories App (https://dxpwiki.toyota.eu/dxpdocumentation/digitalretailer/ar-accessories-app)

TOYOTA APPROVED USED
The Toyota Approved Used Car experience is built on Trust, Quality and Transparency. Three pillars that define the customer needs for buying a second-hand car with total safety and peace of mind.

Contact: Kris Peeters (mailto:kris.peeters@external.toyota-europe.com) , Used Cars Team.

Toolkit: Toyota Approved Used (https://toyotaeu.sharepoint.com/sites/CEMKnowledgeCentre/SitePages/Toyota-Approved-Used.aspx)

Stage Summary

I'm finalising my vehicle choice, deciding on the best finance and product options, and completing the steps to confirm my order

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey VOC & Survey

Business KPIs

Digital Digital Digital Digital Sales & Product

Digital Digital Sales & Product Sales & Product Digital

Sales & Product CEM Digital

Sales & Product Sales & Product

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Toyota Customer Pain Points

Industry Pain Points

TME Initiatives

Speedboat
An automated email program to support the BEV online purchase experience, currently being piloted in selected markets. Available soon.

Contact: Emmanuel De Hemptinne (mailto:emmanuel.de.hemptinne@external.toyota-europe.com) , Customer Engagement Marketing Team.

Stage Summary

I'm looking forward to taking delivery of my new Toyota and want to ensure a smooth and seamless experience. I'm seeking clear communication on my order status, the handover process, and all the essential details

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey VOC & Survey VOC & Survey VOC & Survey

VOC & Survey

Business KPIs

Sales & Product Digital Sales & Product Sales & Product Sales & Product

CEM Digital Digital Sales & Product

CEM Sales & Product

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Toyota Customer Pain Points

Industry Pain Points

TME Initiatives

VOT 2.0 Programme
VOT 2.0 is an automated email programme that helps keep customers informed and engaged from the moment they place their order until they receive their car. Providing regular updates and opportunities to
strengthen the relationship with customers, while also allowing for cross-selling where appropriate.

Contact: Emmanuel De Hemptinne (mailto:emmanuel.de.hemptinne@external.toyota-europe.com) , Customer Engagement Marketing Team.

Toolkit: View here (https://toyotaeu.sharepoint.com/:u:/r/sites/MarketingAutomationHub/SitePages/CEM-Programmes-VOT.aspx?csf=1&web=1&e=3rAGPa)

Stage Summary

I'm ready to start using my new Toyota and want to make the most of all its features. I'm seeking support and guidance as I familiarise myself with everything and settle into ownership

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey VOC & Survey VOC & Survey VOC & Survey

VOC & Survey

Business KPIs

Digital Digital Digital Sales & Product

Sales & Product CEM Sales & Product

Sales & Product CEM

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Toyota Customer Pain Points

Industry Pain Points

TME Initiatives

T-Mate
T-Mate is a series of systems designed to support drivers and make driving safer. These systems not only help to protect the driver and passengers but other road users. It’s all part of Toyota’s commitment to road safety
and our mission to make traffic accidents a thing of the past.

Contact: Frederic Mathieu (mailto:frederic.mathieu@toyota-europe.com) , Product Strategy & Marketing Team.

Toolkit: Toyota T-Mate (https://www.toyota-europe.com/brands-and-services/toyota/toyota-t-mate) | Toyota Europe

Stage Summary

I love my Toyota and want to maximise my enjoyment every day, staying connected, informed, and supported throughout my ownership journey

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey VOC & Survey VOC & Survey VOC & Survey

VOC & Survey VOC & Survey

VOC & Survey

Business KPIs

Digital Sales & Product Digital CEM Sales & Product

Sales & Product Sales & Product Sales & Product

Sales & Product Sales & Product

Sales & Product

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Toyota Customer Pain Points

Industry Pain Points

TME Initiatives

CUSTOMER SERVICE PROMISE
Toyota Customer Service Promise ensures every customer feels valued through reliable, responsive, and personalized support. We engage proactively, communicate transparently, and follow through consistently
building confidence at every step of the journey.

Contact: Kristel Strobbe (mailto:kristel.strobbe@toyota-europe.com) , Value Chain Team.

Toolkit: Customer Service Promise (https://toyotaeu.sharepoint.com/sites/CEMKnowledgeCentre/SitePages/Marketing-Automation-Toolkits.aspx)

Stage Summary

I want to keep my Toyota in top condition with a simple and transparent approach to maintenance that makes managing my vehicle's needs easy

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey VOC & Survey VOC & Survey

VOC & Survey VOC & Survey

VOC & Survey

Business KPIs

Digital Sales & Product Sales & Product

Sales & Product Sales & Product Sales & Product

CEM

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Toyota Customer Pain Points

Industry Pain Points

TME Initiatives

Service Reminder System (SRS)
SRS (Service Reminder System) is a notification system for customers to be reminded about upcoming vehicle maintenance. It is available for Toyota & Lexus private customers.

Contact: Ashlea Van Vranken (mailto:ashlea.van.vranken@toyota-europe.com) , Data & Platforms Team.

Online Booking System (OBS)
Initiative aimed at digitalizing customer service booking. It is an enabler for connected services and drives customer traffic to Toyota network.

Contact: Lineda Leskai (mailto:lineda.leskai@toyota-europe.com) , Value Chain Team.

Relax
Provides a warranty until the next service is due (1 year or 15,000 km whichever comes first) whenever the customer chooses to do a service within Toyota network until the vehicle is 10 years of age or reaches 185,000 km
(note: age and mileage may vary from market to market).

Contact: Luis Garcia (mailto:luis.garcia@toyota-europe.com) , Value Chain Team.

Toolkit: View here (https://toyotaeu.sharepoint.com/sites/MarketingAutomationHub/SitePages/Toyota-Relax(1).aspx)

Stage Summary

I need to get my Toyota back in good working order. I'm looking for a swift resolution and reliable support to get me back on the road with confidence

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey VOC & Survey

VOC & Survey VOC & Survey

VOC & Survey

Business KPIs

Digital Sales & Product Sales & Product

Sales & Product

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Toyota Customer Pain Points

Industry Pain Points

TME Initiatives

eCare
Vehicle triggered warnings to indicate a potential issue that requires attention. There are two categories of warnings: maintenance reminders and diagnostic issues.

Contact: Thibaut Demaret (mailto:thibaut.demaret@toyota-europe.com) , Data & Platforms Team.

Stage Summary

I'm considering changing my Toyota and want to understand my options, the best time to make a change, and the associated costs. I also want to feel valued for my loyalty

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey

Business KPIs

Digital Digital Digital Sales & Product Digital

Digital Digital Digital Sales & Product Digital

Digital Sales & Product Digital CEM Digital

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Toyota Customer Pain Points

Industry Pain Points

Stage Summary

Foundational customer needs that apply across all stages of the journey and for all interactions the customer has with Toyota

Customer Needs

Micro Needs EV Micro Needs Used Car Micro Needs

Measurement Framework

Business KPI EV KPI

Diagnostic KPIs

VOC & Survey

KPI Key

Markets should aim to measure these KPIs, though not all will be measurable by all markets. 

VOC & Survey

Voice of the customer or
other Toyota survey measures

Brand & Media

Brand survey measures and
3rd party channel measures

CEM

CEM Engagement measures

Digital

Interactions with digital
channels (web, app,
customer portal)

Sales & Product

Interactions with digital
channels (web, app,
customer portal)

Insights

Customer Pain Points EV Customer Pain Points

Industry Pain Points

1. Discovery

1. Discovery

Why should I buy a
Toyota?

What are the values
of this brand and do
they align with
mine?

What is the reliability
of the Toyota
vehicles? I need to
trust Toyota on
quality

What does Toyota
offer in terms of
models and
powertrains? How
does Toyota
compare to the
competition?

Is Toyota the right
brand for a BEV?

Why should I
consider buying a
Toyota Approved
Used car?

Which type of car is
best for me?

Which vehicle suits
my needs and
lifestage (body
style/features)?

What motor/engine
is right for me, and
why?

How does this model
compare with
another model or
grade?

If I choose an
electrified vehicle, I
need to know how
range and charging
will work for me

Is an EV right for me?

What can I afford? -
budget range

What is within my
budget?

What is the value of
my trade-in car?

Which finance
product is right for
me?

How much does this
model / powertrain
cost to run?

Can I afford an EV?

I want to know the
total cost of
ownership
(including
accessories, finance
and insurance
options) 

What is/would be
the residual value of
the vehicle
after a few years?

What is included in
the price (eg
warranty, Roadside
Assistance)?

I want to understand
the key benefits of the
car for me

What are the key
model features &
performance/
technical specs?

How safe and
reliable is this car?

What are the key
benefits of this
powertrain
(motor/engine)?

Is this model the
right BEV for me?

What is the
condition of the
vehicle?

I need to select the
right car for me (I'm
shortlisting)

How long will I have
to wait for this car?
What cars are
available now?

I want to
configure/build my
perfect car
(including
accessories)

I want a clear and
transparent
explanation of the
full offer, including
all services and
financing options

I want to know about
relevant deals

Is the used car ready
and available to
drive away now?

What support can I
get?

I want transparent
and relevant
information to guide
me

I want to speak with
an expert who can
help me choose the
right vehicle

I want to understand
how EV charging will
impact my expenses
and lifestyle

I want to find a
dealership that is
convenient for me

I want to find out
more about a Toyota
Approved Used
vehicle online: where
and how can I do
this?

I want to ensure the
vehicle I’m choosing
has been checked
and is 100%
technically

I want to experience
the car

I want to easily book
an appointment to
test drive a car when
and where it suits
me

I want to get a feel
for what it's like to
drive this car

I want a guided test
drive that highlights
its most relevant
features

If I am considering
an electrified
vehicle, I want to be
shown how to drive
and charge it most
efficiently

At the dealership, I
want to easily find
the Approved Used
car area and see the
displayed vehicles

I want to easily find a
parking spot at the
dealership

1. Discovery

Easy to Find
Information on Toyota
Website

Purchase Survey
question responses to
DISCQ2NPS, I was able
to easily and quickly
find the information on
Toyota website(s),
average score from
rating 0-10.

Easy to Find
Information on Toyota
Website

Purchase Survey
question responses to
DISCQ2NPS, I was able
to easily and quickly
find the information on
Toyota website(s),
average score from
rating 0-10.

Prospect & Purchase
Survey CRS

Prospect & Purchase
Survey's question:
CRS_Q1, How likely are
you to recommend
[Toyota dealership
name] to your family,
friends or colleagues?,
average score from
rating 0-10 + Prospect
survey question
Online_Q1, Based upon
your recent enquiry
experience with Toyota,
how likely are you to
recommend the Toyota
Brand to your family,
friends or colleagues?,
average score from
rating 0-10.

Test Drive Useful
Experience

Purchase Survey
question DISC_Q6_NPS,
The test drive was a
useful experience,
average score from
rating 0-10 + Prospect
Survey question
DISC_Q8_NPS, The test
drive was a useful
experience, average
score from rating 0-10.

EV Information on
Toyota Website

Prospect & Purchase
Survey's questions:
DISC_Q3d_NPS, More
specifically, my online
search provided me
enough information
about: EV technology,
average score from
rating 0-10 +
DISC_Q14d_NPS, I have
received all the desired
information and
explanations about the
EV technology, average
score from rating 0-10.

EV information on
Toyota Website

Prospect & Purchase
Survey's questions:
DISC_Q3d_NPS, More
specifically, my online
search provided me
enough information
about: EV technology,
average score from
rating 0-10 +
DISC_Q14d_NPS, I have
received all the desired
information and
explanations about the
EV technology, average
score from rating 0-10.

Brand Awareness

Brand Salience - Top of
mind awareness score

Web Visits

Number of sessions
made on market's
Toyota website. A
session starts when the
user first arrives on your
site. A session ends
after 30 minutes of
inactivity. If more than
30 minutes lapse
between hits, a new
session begins.

Finance Page Visits

Number of sessions
made on market's
specific Toyota finance
website or web pages.
A session starts when
the user first arrives on
your site. A session
ends after 30 minutes
of inactivity. If more
than 30 minutes lapse
between hits, a new
session begins.

Number of KMIs

Number of Keep Me
Informed requests
(submitted KMI forms).

Number of
Configurations

Total traffic in sessions
that visited and started
and completed a Toyota
car configurator
process and flow.

Number of Marketing
Consents

Number of Customer
files [Units]: Total
number of units that
have been registered in
the DMS, and can be
contacted for
marketing activities
(have given consent to
be reached for
‘Marketing Activities’
according to GDPR).

Number of Test Drive
Requests

Total number of
submitted forms for
Toyota test drives on
website.

Brand Desirability

Desirability cluster.

Visitors to Model Pages

The total number of
sessions visiting any of
market's Toyota web
pages containing
content related to
Toyota models.

Finance Quote
Requests

Number of TFS quote
requests online for New
and Used cars (from
Finance calculators and
configurators). Plus
number of New and
Used car finance quote
requests at retailer or
inbound to call centres.

VLC Campaign
Engagement

CTRs on VLC campaign
assets.

Number of Online
Reservations

Total number of online
reservations. Any
reservation of a car
through presales
campaigns,
configurable cars, a
used car or stock car
(with or without
reservation fee).

Visits to Dealer Finder

Number of sessions
made on the Toyota
dealer finder on
website.

Digital Transactional
Leads

Total number of
submitted forms where
the final user leaves
personal details
triggering an action on
the dealer side. The
following forms types
are considered as
digital leads: Call me
back, Car offer, Dealer
contact, insurance or
finance offer or contact,
Leasing offer or
contact, Promotion
contact, Salesrelated
contact, Showroom
appointment, Stock
cars information
enquiry, Test-drive,
Trade-in offers, Used
cars information
enquiry.

Brand Purchase
Consideration

Brand purchase
consideration.

Visitors to Powertrain
Pages

The total number of
sessions visiting any of
market's Toyota web
pages containing
content related to a
specific powertrain e.g.
Electrified vechicles.

Trade-in Quote
Requests

Number of Toyota
Trade-in quote requests
online for New and
Used cars (where
possible, as not all
markets will have Used
car trade-ins available):
from integrated Trade-
in tool on configurator
+ requests from stand-
alone tool on trade-in
webpage.

Lead Volume

Total number of
submitted forms on
market’s Toyota website
of the following types:
Call me back, Car offer,
Dealer contact,
insurance or finance
offer or contact,
Leasing offer or
contact, Promotion
contact, Sales-related
contact, Showroom
appointment, Stock
cars information
enquiry, Test-drive,
Trade-in offers, Used
cars information
enquiry. Plus dealership
walk-in leads.

Configurations
Launched (AR
Accessories App)

Total number of
Configurations
launched and number
of accessories
configured per model
using the Accessories
Augmented Reality
App.

Social Sentiment

Positive sentiment
tracked in social
channels.

Emails Sent (AR
Accessories App)

Total number of emails
sent after a
configuration launched
via the Accessories
Augmented Reality
App.

1. Discovery

Why should I buy a
Toyota?

What are the values
of this brand and do
they align with
mine?

What is the reliability
of the Toyota
vehicles? I need to
trust Toyota on
quality

What does Toyota
offer in terms of
models and
powertrains? How
does Toyota
compare to the
competition?

Is Toyota the right
brand for a BEV?

Why should I
consider buying a
Toyota Approved
Used car?

Which type of car is
best for me?

Which vehicle suits
my needs and
lifestage (body
style/features)?

What motor/engine
is right for me, and
why?

How does this model
compare with
another model or
grade?

If I choose an
electrified vehicle, I
need to know how
range and charging
will work for me

Is an EV right for me?

What can I afford? -
budget range

What is within my
budget?

What is the value of
my trade-in car?

Which finance
product is right for
me?

How much does this
model / powertrain
cost to run?

Can I afford an EV?

I want to know the
total cost of
ownership
(including
accessories, finance
and insurance
options)

What is/would be
the residual value of
the vehicle
after a few years?

What is included in
the price (eg
warranty, Roadside
Assistance)?

I want to understand
the key benefits of the
car for me

What are the key
model features &
performance/
technical specs?

How safe and
reliable is this car?

What are the key
benefits of this
powertrain
(motor/engine)?

Is this model the
right BEV for me?

What is the
condition of the
vehicle?

I need to select the
right car for me (I'm
shortlisting)

How long will I have
to wait for this car?
What cars are
available now?

I want to
configure/build my
perfect car
(including
accessories)

I want a clear and
transparent
explanation of the
full offer, including
all services and
financing options

I want to know about
relevant deals

Is the used car ready
and available to
drive away now?

What support can I
get?

I want transparent
and relevant
information to guide
me

I want to speak with
an expert who can
help me choose the
right vehicle

I want to understand
how EV charging will
impact my expenses
and lifestyle

I want to find a
dealership that is
convenient for me

I want to find out
more about a Toyota
Approved Used
vehicle online: where
and how can I do
this?

I want to ensure the
vehicle I’m choosing
has been checked
and is 100%
technically

I want to experience
the car

I want to easily book
an appointment to
test drive a car when
and where it suits
me

I want to get a feel
for what it's like to
drive this car

I want a guided test
drive that highlights
its most relevant
features

If I am considering
an electrified
vehicle, I want to be
shown how to drive
and charge it most
efficiently

At the dealership, I
want to easily find
the Approved Used
car area and see the
displayed vehicles

I want to easily find a
parking spot at the
dealership

Information overload

"I found it difficult using
the site. Lots of
information and lots of
things to pick"

Toyota VOC Survey, 2024

Charging
demonstration

EV charging
demonstrations were
only provided 21% of
the time: customers
were often not shown
how to plug in at
charging stations

EV Mystery Shopping,
Toyota, 2024

Short test drive

"I would have liked
longer in the car, as it
was a new car and there
were a lot of
technologies"

Toyota VOC Survey, 2024

Website negativity

Website sentiment -64

Toyota VOC Survey, 2024

Test drive booking

Prospects felt booking
a test drive through the
online contact form was
difficult

EV Mystery Shopping,
Toyota, 2024

EV test drive &
demonstrations

EV test drive lacked
demonstration of
vehicle functions, with
the entire experience
driven solely by
customer questions

EV Mystery Shopping,
Toyota, 2024

Needs driven

New car buyers are
more motivated by
needs than by wants

Google Gearshift Report,
2021

Industry jargon

Many customers are
confused by industry
jargon and the cars
themselves. Only 29%
of consumers know
what "EV" means

Autotrader, The Forces of
Change, 2023

Arranging finance

When household
income is under
pressure,
consumers shift their
interest to the resilient
used car market

Google Gearshift Report,
2021

Specific needs

25% found it difficult to
find the right car for
their specific needs

MOTORS’ latest Digital
Touchpoints Survey, 2024

Stock availability

Only 44% of customers
were able to find the
vehicle they wanted in
stock online

Friction Points Study, CDK
Global, 2023

Changing contacts

25% of buyers cite the
switching of sales
personnel or contacts
at the dealership as
pain points in their
journey

McKinsey Future of Auto
Retail Survey, 2022

Test drive routes

54% said an
unaccompanied test
drive would let them
drive the car on their
preferred route

How unaccompanied test
drives are shaping the
future of vehicles sales, AX-
UK, 2023

Brand choice

The average
consideration set
includes more than 3
different brands

Google Gearshift Report,
2021

Shortlisting

21% find making a car
shortlist the most
difficult part of the
buying process

MOTORS’ latest Digital
Touchpoints Survey, 2024

Unclear pricing

45% said lack of
transparent pricing and
the absence of dealer-
standardized pricing is
a pain point

McKinsey Future of Auto
Retail Survey, 2022

Researching EVs

Users had to carry out
their own research,
making it hard to know
where to look and what
to search for

Ofgem, Making a positive
difference for energy
consumers, 2021

Decision anxiety

More than two in five
(43%) admit they were
concerned about
making the wrong
decision

CarWow survey, 2023

The 'hard sell'

65% of car buyers do as
much research as
possible before visiting
a dealership to prepare
for a potential hard sell

The Car Buyers Report,
Autotrader, 2019

Sales staff pressure

63% said that they
would prefer to take a
test drive without a
salesperson present,
allowing them to focus
on the car

Why tests drives are so
important, AX-UK, 2023

Stressful process

47% of buyers say that
Car Shopping is
stressful

Navigating the car buying
and selling journeys,
CarGurus, UK Consumer
Insight Report, 2023

Unexpected costs

Not all costs are clear
upfront, e.g. rewiring in
the home to be able to
install a home charge
point

Ofgem, Making a positive
difference for energy
consumers, 2021

Charging locations

Nearly half of all
potential EV drivers do
not know where to find
an EV charging station

EvBox Mobility Monitor,
2022

Waiting for retailer

Waiting for the
salesperson during the
negotiation process
was a pain point

Friction Points Study, CDK
Global, 2023

1. Discovery

2. Purchase / Subscribe

2. Purchase / Subscribe

What Toyota products
can I take advantage
of?

I want to easily see
Toyota's available
finance products
and understand the
details (types of
finance product
available, features,
payments and total
cost)

I want to easily see
Toyota's available
insurance products
and understand the
details  (coverage,
final price)

I want to easily see
Toyota’s
maintenance
contracts and
accessories offers

I want to finalise my
decision

I want to find the
best deals

I want to select
additional available
products and
services

I want to see which
accessories are
available, their
pricing, and a clear
explanation of their
benefits

I want to understand
vehicle wait times
before ordering

I want to understand
the manufacturer's
warranty coverage

I want to understand
the warranty
coverage of
Approved Used
vehicles

I need to understand
if I am eligible for a
finance product (eg
leasing, credit) and
the approval process

I want to understand
the trade-in process

I want to understand
vehicle trade-ins and
their value

Is it easy to trade in
my vehicle and can I
trade in even if it is
another brand?

Is trade-in available
if I buy a Used Car?

How can I transact
securely?

When I decide, I
want to understand
how to finalise my
order

I want to reserve my
vehicle

I want to buy a car
online

I want to receive
clear information
about my financial
contract

I want reassurance that
I'm making the right
decision

Before I buy my new
or used car, I want to
know what other
people say about
the brand and
product

I want to know what
happens if I'm
unsatisfied with the
product

I want to know if an
exchange policy
exists

I want to access the
full service history of
my vehicle

2. Purchase / Subscribe

Purchase Survey CRS

Purchase Survey’s
questions CRS_Q1, How
likely are you to
recommend [Toyota
dealership name] to
your family, friends or
colleagues?, average
score from rating 0-10 +
Online_Q1, To what
extent do you agree
with the following
statement: The entire
online sales process
was smooth and
secure, average score
from rating 0-10.

Purchase Survey CRS

Purchase Survey’s
questions CRS_Q1, How
likely are you to
recommend [Toyota
dealership name] to
your family, friends or
colleagues?, average
score from rating 0-10 +
Online_Q1, To what
extent do you agree
with the following
statement: The entire
online sales process
was smooth and
secure, average score
from rating 0-10.

Finance Page Visitors

The total number of
unique visitors visiting
any Toyota web pages
containing content
related to our finance
products. A user can
have several sessions.
Identify the userId
using the deviceId and
the cookie acceptance.

Number of Online Sales

Total number of online
sales: New & Used
Toyota Car Sales to
Private Customers
made through full
online finance
application or that is
bought outright
through online
checkout.

Trade in page Visitors

The total number of
unique visitors to
specific trade-in pages
on Toyota website.

Number of Online Sales

Total number of online
sales: New & Used
Toyota Car Sales to
Private Customers
made through full
online finance
application or that is
bought outright
through online
checkout.

Sales Volume

New & Used Car Sales
to Private Customers -
[Units] Number of
Toyota vehicles sold to
Private customers (incl.
Private Customer &
Private Stock
Liquidation orders).
Both new and used
sales.

Insurance Page Visitors

The total number of
unique visitors visiting
any Toyota web pages
containing content
related to our insurance
products. A user can
have several sessions.
We identify the userId
using the deviceId and
the cookie acceptance.

Number of Online
Reservations

Total number of online
reservations: Any
reservation of a car
through presales
campaigns,
configurable cars, a
used car or stock car
(with or without
reservation fee).

Trade in Penetration %

The calculation is =
Total number of Trade-
ins divided by Total
number of new Toyota
private sales. (Trade-in
penetration rates will
vary by market. If
market tracks Used Car
penetration this should
be tracked as well, but
currently most markets
don't have that
available.)

Number of Customer
Contracts

Number of customer
contracts signed for
private new & used
vehicles.

Conversion Rate

The official conversion
rate is calculated
considering the unique
visitors that converted,
it means the unique
visitors that left a
Transactional Lead at
any of the journey. If
the visitor left several
Transactional Leads we
are only counting the
unique visitor once as a
distinct visitor.

The calculation is =
Total unique visitors
that converted / Total
number of unique
visitors.

TIS Penetration %

The calculation is =
Number of new
contracts for vehicle
insurance [units]
divided by Toyota New
& Used Car Sales to
Private Customers
[units].

VLC Campaign
Engagement

CTRs on VLC campaign
assets.

Finance Page Dropout
Rates

Percentage % of users
that leave the Toyota
finance website before
completing a desired
action or reaching a
specific goal i.e. taking
a quote or taking a
finance plan.

TFS Penetration %

The calculation is =
Number of new Toyota
Financial Services
contracts divided by
Toyota New & Used Car
Sales to Private
Customers [units].

Average Accessories
spend

Average spending per
customer, per car in
euros. For new cars the
calculation is = Spend
on accessories on new
cars/new cars sold. For
used cars the
calculation is = Spend
on Accessories on used
cars / UIO (Units In
Operation)

2. Purchase / Subscribe

What Toyota products
can I take advantage
of?

I want to easily see
Toyota's available
finance products
and understand the
details (types of
finance product
available, features,
payments and total
cost)

I want to easily see
Toyota's available
insurance products
and understand the
details (coverage,
final price)

I want to easily see
Toyota’s
maintenance
contracts and
accessories offers

I want to finalise my
decision

I want to find the
best deals

I want to select
additional available
products and
services

I want to see which
accessories are
available, their
pricing, and a clear
explanation of their
benefits

I want to understand
vehicle wait times
before ordering

I want to understand
the manufacturer's
warranty coverage

I want to understand
the warranty
coverage of
Approved Used
vehicles

I need to understand
if I am eligible for a
finance product (eg
leasing, credit) and
the approval process

I want to understand
the trade-in process

I want to understand
vehicle trade-ins and
their value

Is it easy to trade in
my vehicle and can I
trade in even if it is
another brand?

Is trade-in available
if I buy a Used Car?

How can I transact
securely?

When I decide, I
want to understand
how to finalise my
order

I want to reserve my
vehicle

I want to buy a car
online

I want to receive
clear information
about my financial
contract

I want reassurance that
I'm making the right
decision

Before I buy my new
or used car, I want to
know what other
people say about
the brand and
product

I want to know what
happens if I'm
unsatisfied with the
product

I want to know if an
exchange policy
exists

I want to access the
full service history of
my vehicle

Contract negativity

-19 sentiment score for
Contract Conditions
Insurance

Toyota VOC Survey, 2024

Stock availability

-26 sentiment score for
Availability of Desired
Vehicle

Toyota VOC Survey, 2024

Part exchange
Information

"Asked sales team to
value my car for part
exchange, no response"

Toyota VOC Survey, 2024

Paperwork length

"The finance paperwork
did not work online, so
we had to submit a
paper form, which took
a long time"

Toyota VOC Survey, 2024

Stock availability

"The dealership ordered
the colour in red, and a
week later, ... they said
that the colour was no
longer available"

Toyota VOC Survey, 2024

Part exchange price

"Disappointment with
the part-exchange
price... by pickup—it
had changed by
£3,000"

Toyota VOC Survey, 2024

Paperwork difficulty

-6 sentiment score for
Paperwork

Toyota VOC Survey, 2024

Part exchange
Information

"Clearer information on
the part exchange"

Toyota VOC Survey, 2024

Hidden costs

One in three (36%)
buyers worried about
facing hidden costs

CarWow survey, 2023

Difficult negotiations

28% of car buyers cite
price negotiations as
the most difficult part
of the buying process

MOTORS’ latest Digital
Touchpoints Survey, 2024

Trade-in values

Only 19% of customers
find the car buying
process transparent

The Car Buying Outlook,
Capital One, 2022

Transparent process

Only 19% of customers
find the car buying
process transparent

The Car Buying Outlook,
Capital One, 2022

Decision anxiety

Nearly two in five (38%)
customers feel
concerned about being
ripped off

CarWow survey, 2023

Price scepticism

Car buyers worry about
transparency with 24%
questioning if they are
getting a fair deal

The Car Buying Outlook,
Capital One, 2022

Unfair dealership costs

Pain points arise when
the price paid is higher
than the inital price
given

Navigating the car buying
and selling journeys,
CarGurus, UK Consumer
Insight Report, 2023

Regrets

47% of car buyers regret
their car purchase

Autovolo survey, 2022
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3. Delivery

3. Delivery

I want clarity around
the order and delivery
process

I want to track my
order's progress

I want to easily check
my order status

I want to arrange my
delivery date, time,
and location

I want to get my
Toyota HomeCharge
installation
completed

When I buy a Used
Car, I expect the
same quality of
delivery as for a New
Car

What do I need to do or
learn before my new
car arrives?

I want to create an
account or add my
vehicle

I want to finalise my
financing

I need to finalise my
insurance before
vehicle registration
and/or collection

I want to learn about
the features of my
car and related
services

How do I prepare for
ownership of my first
EV?

I want to understand
the process and
requirements for a
Home Charger
installation

I want to understand
the basics of
charging

I want to understand
the Toyota
HomeCharge’s
lifespan if I change
my car every one or
two years

I want to make a
change

How can I change
my order (any
product or service)?

While waiting for my
vehicle, I want to
ensure as much as
possible is
connected upfront

I receive my car / other
products and services

I want clear
instructions on the
practicalities of the
handover—where,
when, and who

I want support if
there is a fault with
my product on
delivery

I want my vehicle to
be configured to my
needs (including the
accessories that I
ordered)

I want to understand
more about the
maintenance
process and how to
keep my car in a
good condition

I want all my car’s
documents (eg
manual, service
book) to be
available, correctly
transferred to me
and to know how to
access them

3. Delivery

Vehicle Delivery Time
Sentiment

'Vehicle Delivery Time'
sentiment score.

Purchase Survey CRS

Purchase Survey's
question CRS_Q1, How
likely are you to
recommend [Toyota
dealership name] to
your family, friends or
colleagues?, average
score from rating 0-10 +
Online_Q1, To what
extent do you agree
with the following
statement: The entire
online sales process
was smooth and
secure, average score
from rating 0-10.

EV Test Drive & Demo

Prospect survey
question
DISCOVERY_Q11, The
EV demo was clear and
informative (charging,
explanation of the
cables and connected
services) average score
of rating 0-10 +
Purchase survey
question.
DISC_Q7_NPS, The test
drive and demo was
clear and informative
(charging, explanation
of the cables and
connected services),
average score of rating
0-10.

Delivery Sentiment

Delivery stage
sentiment score: this is
comprised of an
average score across
Owner's Manual,
Paperwork, Vehicle
Delivery-Pick up,
Vehicle Condition and
Vehicle Delivery Time.

Satisfaction with
Delivery Time

Purchase Survey
question WAIT_Q1_NPS,
While I was waiting for
the delivery of my new
car, the dealer kept me
well informed about
the delivery time of my
vehicle, average score
rating 0-10.

Order Cancellation
Rate

Calculation is: number
of Toyota private
vehicle orders
cancelled whilst
waiting + number of
online reservations
cancelled divided by
Total number of Toyota
Private vehicle orders
(not including fleet).

MyToyota Activation

My Toyota Activation
rate, calculation is: My
Toyota account
activation divided by
My Toyota account
creation.

Wallbox Installation %

The calculation is =
Toyota HomeCharge
sales divided by Total
Toyota EV & PHEV
private sales.

Order Cancellation
Rate

Calculation is: number
of Toyota private
vehicle orders
cancelled whilst
waiting + number of
online reservations
cancelled divided by
Total number of Toyota
Private vehicle orders
(not including fleet).

Accessories Sales

Total number of
accessories sales: All
genuine Accessory
sales from new, used,
UIO vehicles in any
location (online,
refurbishment centres,
dealers, hub).

VOT Programme
Engagement

CTRs on VOT (Order to
Delivery) campaign
assets.

Educational Content
Views

Views of educational
content videos on
website and in social
channels e.g. YouTube.

EV Educational Content
Views

Views of educational
content videos on
website and in social
channels e.g. YouTube.

TIS Penetration %

The calculation is = No
of new contracts for
vehicle insurance
[units] divided by
Toyota New & Used Car
Sales to Private
Customers [units].

VOT Programme
Engagement

CTRs on VOT (Order to
Delivery) campaign
assets.

TFS Penetration %

The calculation is = No
of new Toyota Financial
Services contracts
divided by Toyota New
& Used Car Sales to
Private Customers
[units].

3. Delivery

I want clarity around
the order and delivery
process

I want to track my
order's progress

I want to easily check
my order status

I want to arrange my
delivery date, time,
and location

I want to get my
Toyota HomeCharge
installation
completed

When I buy a Used
Car, I expect the
same quality of
delivery as for a New
Car

What do I need to do or
learn before my new
car arrives?

I want to create an
account or add my
vehicle

I want to finalise my
financing

I need to finalise my
insurance before
vehicle registration
and/or collection

I want to learn about
the features of my
car and related
services

How do I prepare for
ownership of my first
EV?

I want to understand
the process and
requirements for a
Home Charger
installation

I want to understand
the basics of
charging

I want to understand
the Toyota
HomeCharge’s
lifespan if I change
my car every one or
two years

I want to make a
change

How can I change
my order (any
product or service)?

While waiting for my
vehicle, I want to
ensure as much as
possible is
connected upfront

I receive my car / other
products and services

I want clear
instructions on the
practicalities of the
handover—where,
when, and who

I want support if
there is a fault with
my product on
delivery

I want my vehicle to
be configured to my
needs (including the
accessories that I
ordered)

I want to understand
more about the
maintenance
process and how to
keep my car in a
good condition

I want all my car’s
documents (eg
manual, service
book) to be
available, correctly
transferred to me
and to know how to
access them

Delivery time

-35 sentiment score on
Vehicle Delivery Time

Toyota VOC Survey, 2024

App experience

"Unable to log in to the
app, unable to locate
details to report the
difficulties"

VOC Survey, 2024

Incorrect costs

"I was given some
incorrect information
regarding a discount
for a wall charger… I
could have ended up
£700 out of pocket"

Toyota VOC Survey, 2024

Delivery times

Long delivery periods
are a major reason for
potential buyers not
purchasing vehicles

NCBS EU5, 2023

Paperwork amount

"I had to sign a lot of
documents online, and
then still more
documents on the day,
which I found
annoying"

Toyota VOC Survey, 2024

Delivery updates

"Toyota could have
been more proactive in
keeping us informed of
changes to expected
delivery dates"

Toyota VOC Survey, 2024

Providing information

Pain points arise when
customers are not given
information on different
models of the same
make

NCBS EU5, 2023

Incorrect delivery dates

Pain point for Toyota
customers is the vehicle
not arriving on the
promised delivery date

NCBS EU5, 2023

Delivery times

Customers
experiencing long
delivery times are a
main pain point and
this impacts on dealer
satisfaction

NCBS EU5, 2023

Waiting time

25% of car buyers state
delivery wait times are a
pain point in the buying
process

McKinsey Future of Auto
Retail Survey, Aug 2022

Brand welcome

86% of people say
they'd be more likely to
stay loyal to a business
that provides
welcoming and
educational content

Wyzowl, Customer
Onboarding Survey, 2020

Interoperability

Not all home charge
points are compatible
with all car models - an
unexpected
complication

Ofgem, Making a positive
difference for energy
consumers, 2021

Stock availability

17% of EV/PHEV buyers
changed their purchase
decision due to
availability issues

Google GearShift, 2022

EV essentials

Lack of clarity
regarding which
essential EV items need
to be purchased
separately

Ofgem, Making a positive
difference for energy
consumers, 2021

Process length

Many car buyers find
the process is too long,
which leads to a
reduced customer
satisfaction

CDK Global & National
Automoble Dealers
Association, 2023

Unexpected costs

Unplanned and rising
costs associated with
charge point
installation are cited as
a significant pain point

Ofgem, Making a positive
difference for energy
consumers, 2021

Maintenance
information

New car owners regret
over not getting a
thorough explanation
of maintenance during
the handover

Driven by Experience
Research, Deloitte, 2020

3. Delivery
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4. Early Days

I want my car to be
ready to drive and to
meet my expectations

When I enter my
vehicle, I want all my
services to be active
and personalised as
I pre-configured
them

I need the car to be
what I wanted and to
meet my
expectations in
terms of vehicle
performance,
equipment
(including assistance
systems) and
comfort

I want to be
informed about
vehicle usage at my
convenience

I want the charging
card and the
charging cables to
be easily visible and
ready to use

When I purchase a
used car, I need all
systems to be reset
and the former
owner's personal
information to have
been deleted

I want ownership
support

I want support if I
get stuck during the
early days with my
car or with my other
products and
services

I want finance and
insurance processes
to be clear and to
have access to
relevant information
(including first
invoices)

I want to find out as
much about my car as I
can

I want guidance on
how to get the most
out of my vehicle

I want to know how
to charge my car
(both privately and
publicly) and receive
guidance through
the charging
experience

I want to understand
how to maximise my
insurance discount
based on my driving
behaviour
(HEV/PHEV drivers
only)

I want to understand
how to maintain and
keep my car in a
good condition

I want to have a
complete overview
of the service history
of my used car and
be able to plan
future maintenance

I want to understand
my charging options

I want to understand
the real cost of
different charging
options

I want to know which
charging partners
are available, both at
home and abroad,
and where charging
points are located

I want to know how
long different
charging options
take

I want to understand
Driver Assistance
Systems (Toyota Safety
Sense)

I want to learn how
to customise
settings or warnings
for Driver Assistance
Systems

I want to understand
the warnings I get
from the vehicle
through its Driver
Assistance Systems

I want to understand
why certain settings
or warnings turn ON
every time I start my
car

4. Early Days

Dealer Explained
Vehicle Features

Purchase Survey
question
HANDOVER_Q1_NPS,
During the handover,
the retailer explained
the vehicle's features
clearly and in detail,
average score from
rating 0-10.

Early Days Sentiment

‘Early Days’ stage
sentiment score
comprises: Comfort,
Design, Equipment
Performance, Hybrid
Vehicle, Multimedia
functions, Reliability &
Vehicle Performance.

EV Owners Early Days
Sentiment

'Early Days' stage
sentiment score,
filtered to EV 100%
model type.

Number of Complaints

Number of Complaints

No. of customer
complaints [Units]:
Number of expression
of discontent, pain,
resentment (received
by the CR department).

MyToyota Activation

My Toyota Activation
rate, calculation is: My
Toyota account
activation divided by
My Toyota account
creation.

Visits to Ownership
Pages

The total number of
unique visitors visiting
the Customer Portal
and any Toyota web
pages containing
content related to
ownership.

Educational Content
Views

Views of educational
content videos on
website and in social
channels e.g. YouTube.

Toyota Charging
Network Subscriptions

bZ4X Public Charging
Activation in App.

Standard Connected
Services Activation

Standard Connected
Services Activation: %
of VINs with Standard
CS Active out of VINs
eligible for Standard
Connected Services.

Early Life Programme
Engagement

CTRs on Early Life or
Welcome email assets -
when available.

Accessories Sales

Total number of
accessories sales: All
genuine Accessory
sales from new, used,
UIO vehicles in any
location (online,
refurbishment centres,
dealers, hub).

CLV

Average Customer
Lifetime Value = (Total
Customer Value x
Average Customer
Lifespan).

Total Customer Value
comprised of revenue
from vehicle sales,
multiple car purchase,
accessory sales,
servicing revenue,
service plan, health
checks and warranty
revenue and connected
services subscription
revenue, TFS revenue
and TIS revenue.

Early Life Programme
Engagement

CTRs on Early Life or
Welcome email assets -
when available.

4. Early Days

I want my car to be
ready to drive and to
meet my expectations

When I enter my
vehicle, I want all my
services to be active
and personalised as
I pre-configured
them

I need the car to be
what I wanted and to
meet my
expectations in
terms of vehicle
performance,
equipment
(including assistance
systems) and
comfort

I want to be
informed about
vehicle usage at my
convenience

I want the charging
card and the
charging cables to
be easily visible and
ready to use

When I purchase a
used car, I need all
systems to be reset
and the former
owner's personal
information to have
been deleted

I want ownership
support

I want support if I
get stuck during the
early days with my
car or with my other
products and
services

I want finance and
insurance processes
to be clear and to
have access to
relevant information
(including first
invoices)

I want to find out as
much about my car as I
can

I want guidance on
how to get the most
out of my vehicle

I want to know how
to charge my car
(both privately and
publicly) and receive
guidance through
the charging
experience

I want to understand
how to maximise my
insurance discount
based on my driving
behaviour
(HEV/PHEV drivers
only)

I want to understand
how to maintain and
keep my car in a
good condition

I want to have a
complete overview
of the service history
of my used car and
be able to plan
future maintenance

I want to understand
my charging options

I want to understand
the real cost of
different charging
options

I want to know which
charging partners
are available, both at
home and abroad,
and where charging
points are located

I want to know how
long different
charging options
take

I want to understand
Driver Assistance
Systems (Toyota Safety
Sense)

I want to learn how
to customise
settings or warnings
for Driver Assistance
Systems

I want to understand
the warnings I get
from the vehicle
through its Driver
Assistance Systems

I want to understand
why certain settings
or warnings turn ON
every time I start my
car

Vehicle not ready

"I went to collect it, and
the car wasn't
ready….the following
day I had to ring them
to see if the car was
ready"

Toyota VOC Survey, 2024

Educational guides

"Just make a printed
literature/quick start
guide regarding hybrid
driving, that would be
ideal"

Toyota VOC Survey, 2024

EV education

"More education on
how to charge electric
vehicles"

Toyota VOC Survey, 2024

EV explanations

"I think that customers
that are new to EV cars
should be given a more
thorough explanation"

Toyota VOC Survey, 2024

Driver warnings

Too many annoying
warnings

NSBS EU5, 2024

Rushed handover

"The handover felt
rushed, and I didn't
know the fail-safe
measures or where the
petrol cap was"

Toyota VOC Survey, 2024

Owner's manual

Owner's Manual -69
sentiment score

Toyota VOC Survey, 2024

EV charging

"I would have liked to
have known how to put
the charger in"

Toyota VOC Survey,
2024

Memory functions

No memory function on
Driver Assistance
Systems

NCBS EU5, 2024

Delivery delay

Customers have lower
satification when the
delivery is delayed and
it impacts customers
recommendation of the
new car

NCBS EU5, 2023

No manual and/or
service book

"There was neither a
manual nor a service
pack (book for the
service stamps) in the
glove compartment"

Toyota VOC Survey, 2024

Complex instructions

"The car's operating
instructions are
complicated and
confusing"

Toyota VOC Survey, 2024

Difficult to use

Assistance systems are
difficult to use with
insufficient ability to
adjust them

NCBS EU5,2024

Multiple EV apps

36% of EV drivers carry
more than four
charging cards - users
need different apps
and cards to charge

Shell Recharge, EV Driver
Survey Report, 2022

High pressure sales

Complaints about high-
pressure sales
techniques and missing
vehicle documentation
at dealerships

Motor Ombudsman
Report, 2023

Poor communications

62% of customers are
not contacted post-
purchase, but wanted
to receive some form of
communication

GSM, Automotive
Customer Journey, 2020

EV range

Actual miles able to
drive on a charge much
lower than
expected/quoted

Ofgem, Making a positive
difference for energy
consumers, 2021

Connected Services

69% cite a lack of clear
explanations and
hands-on
demonstrations as a
cause of dissatisfaction

Corporate business
building to unlock value in
automotive connectivity,
McKinsey & Company, 2023

EV charging points

Potential EV buyer
greatest concern is the
time required to charge

Global Automotive
Consumer Survey, Deloitte,
2024

4. Early Days
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5. Steady Ownership

I want to stay
connected with my car

I want my new or
used car to
effortlessly run the
latest software

I want to easily
access my car data
to see the charge
status and health of
my vehicle

I want peace of mind
knowing my car is
always ready and
that convenient
charging solutions
are available on the
road

I want to easily
manage my home
charging schedule
and charge my car
from my app

I want to get the most
out of ownership

I want personalised
recommendations
on how to get the
most out of my
ownership
experience

I want to select my
destination and
receive personalised
suggestions eg.
charging/parking
locations and points
of interest

I want to easily
activate temporary
services or order
accessories

I want to manage my
finances and costs

I want to enjoy
value-added
services and benefits

I want to stay
informed about the
latest updates on EV
offerings

I want to improve my
driving experience

I want peace of mind
while driving

I want to easily plan
my trips

I want to see public
charging options
when needed and
the benefits of those
suggestions

I want to understand
how long charging
will take and how
much it will cost

I want to understand
and optimise my
driving behaviour,
particularly for EV
driving, and receive
support in doing so

I want to learn how
to optimize the use
of Driver Assistant
Systems (Toyota
Safety Sense)

I want to keep myself
informed

I want to know how
connected features
can improve my
experience

I want transparency
and control over my
data and to update
my consent at any
time

I want to know when
new EV features are
released

I want to be supported

I want easy feedback
options or for the
system to
automatically
understand my
needs

I want to learn about
unused features

I want a single point
of contact if I
experience a
problem with public
charging

I want to extend or buy
new services or
accessories

I want to understand
how my usage
patterns impact my
contract, including
forecasted mileage

I want the flexibility
to update my
contract at any time

I want to understand
how to optimise or
change my financial
package

I want to easily
renew or adjust my
insurance coverage

I want to easily
extend or renew my
connected services

5. Steady Ownership

Steady Ownership
Sentiment Score

Steady ownership
sentiment, comprised
of Conformity-
Certificate, GPS update
at Retailer, Legal risk,
Malfunction-
Breakdown, My Toyota,
Online Processes and
Risk of loss of customer.

Equipment
Performance Sentiment

'Equipment
performance' sentiment
score.

Clarity Communication
of Information
Sentiment

'Clarity -
communication of
information' sentiment
score.

Steady Ownership
Sentiment

Steady ownership
sentiment, comprised
of Conformity-
Certificate, GPS update
at Retailer, Legal risk,
Malfunction-
Breakdown, My Toyota,
Online Processes and
Risk of loss of customer.

EV Owners Ownership
Sentiment

'Steady Ownership'
sentiment filtered to EV
models.

EV Owners Ownership
Sentiment

'Steady Ownership'
sentiment filtered to EV
models.

Number of Complaints

No. of customer
complaints [Units]:
Number of expression
of discontent, pain,
resentment (received
by the CR department).

MyToyota App Usage

MyToyota Usage -
number of customers
accessing the app or
customer portal divided
by Total number of
MyToyota accounts
activated.

Connected Services
Subscription Rate

Smart Digital Key
Subscriptions - % of
VINs with Smart Digital
Key subscription out of
VINs eligible for Digital
Key.

Educational Content
Views

Views of educational
content videos on
website and in social
channels e.g. YouTube.

Value Chain Campaign
Engagement

CTRs on Value Chain
campaign assets -
when available.

CLV

Average Customer
Lifetime Value = (Total
Customer Value x
Average Customer
Lifespan). Total
Customer Value
comprised of revenue
from vehicle sales,
accessory sales,
servicing revenue,
service plan and
warranty revenue and
connected services
subscription revenue,
TFS revenue and TIS
revenue.

Standard Connected
Services Activation

Standard Connected
Services Activation: %
of VINs with Standard
CS Active out of VINs
eligible for Standard
Connected Services.

CLV

Average Customer
Lifetime Value = (Total
Customer Value x
Average Customer
Lifespan). Total
Customer Value
comprised of revenue
from vehicle sales,
accessory sales,
servicing revenue,
service plan and
warranty revenue and
connected services
subscription revenue,
TFS revenue and TIS
revenue.

Accessories Sales

Total number of
accessories sales: All
genuine Accessory
sales from new, used,
UIO vehicles in any
location (online,
refurbishment centres,
dealers, hub).

Smart Digital Key Sales

Total number of Smart
Digital Key
Subscriptions.

Connected Services
Subscription Rate

Smart Digital Key
Subscriptions - % of
VINs with Smart Digital
Key subscription out of
VINs eligible for Digital
Key.

Paid Subscription
Services Renewal Rates

Percentage of
customers who have
renewed paid
subscriptions.

5. Steady Ownership

I want to stay
connected with my car

I want my new or
used car to
effortlessly run the
latest software

I want to easily
access my car data
to see the charge
status and health of
my vehicle

I want peace of mind
knowing my car is
always ready and
that convenient
charging solutions
are available on the
road

I want to easily
manage my home
charging schedule
and charge my car
from my app

I want to get the most
out of ownership

I want personalised
recommendations
on how to get the
most out of my
ownership
experience

I want to select my
destination and
receive personalised
suggestions eg.
charging/parking
locations and points
of interest

I want to easily
activate temporary
services or order
accessories

I want to manage my
finances and costs

I want to enjoy
value-added
services and benefits

I want to stay
informed about the
latest updates on EV
offerings

I want to improve my
driving experience

I want peace of mind
while driving

I want to easily plan
my trips

I want to see public
charging options
when needed and
the benefits of those
suggestions

I want to understand
how long charging
will take and how
much it will cost

I want to understand
and optimise my
driving behaviour,
particularly for EV
driving, and receive
support in doing so

I want to learn how
to optimize the use
of Driver Assistant
Systems (Toyota
Safety Sense)

I want to keep myself
informed

I want to know how
connected features
can improve my
experience

I want transparency
and control over my
data and to update
my consent at any
time

I want to know when
new EV features are
released

I want to be supported

I want easy feedback
options or for the
system to
automatically
understand my
needs

I want to learn about
unused features

I want a single point
of contact if I
experience a
problem with public
charging

I want to extend or buy
new services or
accessories

I want to understand
how my usage
patterns impact my
contract, including
forecasted mileage

I want the flexibility
to update my
contract at any time

I want to understand
how to optimise or
change my financial
package

I want to easily
renew or adjust my
insurance coverage

I want to easily
extend or renew my
connected services

Multimedia issues

"The map keeps asking
me to update, but it
won't let me, as it keeps
telling me to subscribe
when I'm already
registered"

Toyota VOC Survey, 2024

Multimedia functions

-31 sentiment score for
multimedia functions

Toyota VOC Survey, 2024

Expensive services

"A bit on the pricey
side, a lower cost would
get more people
interested in utilizing
your services"

Toyota VOC Survey, 2024

Connection difficulties

"Issues with the car's
multimedia. It is not
communicating with my
car at all"

Toyota VOC Survey, 2024

Accessory
dissatisfaction

-83 sentiment score for
Accessories

Toyota VOC Survey, 2024

Incorrect specification

"The car wasn't what I
ordered and I felt they
weren't that honest
with me"

Toyota VOC Survey, 2024

App usage

Nearly 50% of
customers don't use the
cars specific app
because of upselling
and extraneous
features

Customer Experience
Reboot, Accenture, 2021

Subscription education

28% of customers did
not know connected
services were available

What connected car
services are consumers
willing to pay for? S&P
Global Mobility, 2023

EV charging points

EV charging points
infrastructure is still
being developed

Ofgem, Making a positive
difference for energy
consumers, 2021

Software comms
updates

Vehicle owners express
dissatisfaction with
how software updates
are communicated

J.D. Power APEAL
(Automotive Performance,
Execution, and Layout)
study, 2023

Unresolved issues

Customers will accept
minor frustrations
without contacting the
dealership, but this
reduces life-time
satisfaction

Driven by Experience
Research, Deloitte, 2020

Subscription costs

32% of customers
believe connected
services are too
expensive, so do not
activate them

What Connected Car
Services are Consumers
Willing to Pay for? S&P
Global Mobility, 2023

App User experience

37% of respondents
complained that
features or services
were not working as
well as they should

Connected Car: Consumer
Expectations,
Opportunities and
Challenges for the
industry, 2020

Confusing Connected
Services

36% of driver
respondents find their
OEM's connected car
app difficult to use

Smartcar, State of
Connected Car Apps
report, 2023

EV charging
compatibility

Chargers are not
universally compatible,
and don't work with all
makes and models

Ofgem, Making a positive
difference for energy
consumers, 2021

Car manufacturer's
apps

38% consider using
third-party connected
car apps - thinking they
are easier to use than
manufacturers apps

Smartcar, State of
Connected Car Apps
report, 2023

Cost of vehicle finance

50% of car buyers
express concern about
their monthly vehicle
payments

ALPHERA Financial
Services, 2023

5. Steady Ownership

6. Maintenance (scheduled)

6. Maintenance (scheduled)

I want to proactively
keep my car in good
condition

I want to book
service
appointments when
and how I choose

I want to be notified
when and which
service is due based
on time and mileage

I want to easily
change my
appointment if
needed

I want to understand
the benefits of
servicing my vehicle
within the Toyota
network versus an
independent

I want to know if and
how long I'll be
without my vehicle

I want my car's
software to be up to
date

I want my Toyota
HomeCharge to
remain in working
order

I want to proactively
be informed about
any additional repair
needed

Is a 'smart repair'
applicable?

I want a clear
explanation of the
Toyota Relax offer for
New and Used Cars

I want to manage my
maintenance contracts

I want to easily track
my servicing plan
status

I want to understand
my warranty
coverage

I want a servicing
plan tailored to my
needs

I want to control my
servicing costs

I want any work done
to be easy and
transparent

At the dealership, I
would like
convenient parking,
Wi-Fi access and a
comfortable
experience

If I have a negative
experience, I expect
my issues to be
addressed promptly

I want to easily reach
my service advisor if I
have questions

I want to feel
confident that my
car is in good hands

I want a clear
explanation and
documentation of
the work done on my
vehicle

I want my car
returned washed
and cleaned

I want to be
informed about the
costs and what's
included upfront

I want my battery
health checked and
the results
communicated to
me at the time of
service

If a replacement
vehicle is provided, I
want it to meet my
needs

I want to browse
additional products
during the service
/ check

I want to explore
other vehicles while
at the retailer having
my car serviced

I want advice on
useful additional
accessories

6. Maintenance (scheduled)

Service CRS

Service survey - filter to
maintenance (QUAL_1 -
(a) and (w) and (f))
CRS_Q1 Based on your
most recent visit, how
likely are you to
recommend
@DealerName to your
family, friends or
colleagues?, average
score from rating 1-10.

Service CRS

Service survey - filter to
maintenance (QUAL_1 -
(a) and (w) and (f))
CRS_Q1 Based on your
most recent visit, how
likely are you to
recommend
@DealerName to your
family, friends or
colleagues?, average
score from rating 1-10.

Maintenance Work
Completed to
Satisfaction

Service survey - filter to
maintenance (QUAL_1 -
(a) and (w) and (f))
FIR_Q3 Was all the work
required on your
vehicle completed
within a single visit and
to your full satisfaction?
Average score of rating
0-10.

Helpful Reminder of
Service

Service survey - filter to
maintenance (QUAL_1 -
(a) and (w) and (f))
TRIGGER_Q3 The
reminder of my service
appointment was
helpful, average score
from rating 1-10.

Maintainance
Explanation of Work

Service survey - filter to
maintenance (QUAL_1 -
(a) and (w) and (f))
PICKUP_Q1 I was given
a clear overview of the
works performed and
the invoice, Average
score of rating 0-10.

Number of Complaints
(Aftersales)

Number of Toyota
Aftersales complaints.

Online Service
Bookings

Online Service
Bookings Penetration
%. Calculation is: Total
number of online
service bookings made
by Toyota On-Line
Service (or NMSC
equivalent
appointment booking
web system) divided by
total MCPUS
(Maintenance customer
paid unit service.

Relax Penetration %

The calculation is:
Unique Vehicle
Contracts (based on
VIN) aged 3-10 years,
divided by Total Toyota
UIOs.

Accessories Cross-Sell
Rate

Calculation is = Dealer
Accessory Sales to
Existing Private
Customers (excluding
fleet): Accessories sold
at the time of a
customer visit (not
including a vehicle
purchase, if possible
only visits for
maintenance not
repair) / Periodic
Maintenance CPUS
[Units]: Number of
Toyota vehicles that
visited a Service Point in
the network for
maintenance jobs (paid
for by the customer).

Service Retention Rate

Customer Retention
Rate %. The Calculation
is = Unique VIN CPUS
(Customer Unit Paid
Service) divided by
Total number of Toyota
UIO (if possible Private
only, not fleet, and only
maintenance jobs
rather than repair).

Service Plan
Penetration %

The calculation is =
Total number of Active
Toyota customers with
Service Plans divided by
Total UIO.

Service Plan Pentration
%

The calculation is =
Total number of Active
Toyota customers with
Service Plans divided by
Total UIO.

Service Reminders
Engagement

Average CTR on Service
Reminder campaigns -
when available.

6. Maintenance (scheduled)

I want to proactively
keep my car in good
condition

I want to book
service
appointments when
and how I choose

I want to be notified
when and which
service is due based
on time and mileage

I want to easily
change my
appointment if
needed

I want to understand
the benefits of
servicing my vehicle
within the Toyota
network versus an
independent

I want to know if and
how long I'll be
without my vehicle

I want my car's
software to be up to
date

I want my Toyota
HomeCharge to
remain in working
order

I want to proactively
be informed about
any additional repair
needed

Is a 'smart repair'
applicable?

I want a clear
explanation of the
Toyota Relax offer for
New and Used Cars

I want to manage my
maintenance contracts

I want to easily track
my servicing plan
status

I want to understand
my warranty
coverage

I want a servicing
plan tailored to my
needs

I want to control my
servicing costs

I want any work done
to be easy and
transparent

At the dealership, I
would like
convenient parking,
Wi-Fi access and a
comfortable
experience

If I have a negative
experience, I expect
my issues to be
addressed promptly

I want to easily reach
my service advisor if I
have questions

I want to feel
confident that my
car is in good hands

I want a clear
explanation and
documentation of
the work done on my
vehicle

I want my car
returned washed
and cleaned

I want to be
informed about the
costs and what's
included upfront

I want my battery
health checked and
the results
communicated to
me at the time of
service

If a replacement
vehicle is provided, I
want it to meet my
needs

I want to browse
additional products
during the service /
check

I want to explore
other vehicles while
at the retailer having
my car serviced

I want advice on
useful additional
accessories

Value for money

"Service too expensive,
mainly a visual
inspection!"

Toyota VOC Survey, 2024

Perceived expense

"Good service, but
quite expensive"

Toyota VOC Survey, 2024

Parts availability

Parts Availability
sentiment score of - 87

Toyota VOC Survey, 2024

Communication follow
up

Customers spoke of a
lack of follow up from
Toyota workshop after
their maintenance

IACs MM5, France,
Germany, Italy, Spain and
UK. Mainstream Brands/
Car make workshop, 2023

Long waiting times

Customers do not think
that the waiting time
for the work to be
completed is practical,
which leads to
dissatisfaction

IACs MM5, France,
Germany, Italy, Spain and
UK. Mainstream Brands/
Car make workshop, 2023

Cost of servicing and
parts

-53 sentiment score on
costs of service, parts,
accessories

Toyota VOC Survey, 2024

Changes to schedule

Customers do not feel
that the staff keep to
promised schedule
time for vehicle repairs,
leading to decrease in
satisfaction

IACs MM5, France,
Germany, Italy, Spain and
UK. Mainstream Brands/
Car make workshop, 2023

Appointment
availability

Customers think more
time slots should be
available, as many are
at inconvenient times

IACs MM5, France,
Germany, Italy, Spain and
UK. Mainstream Brands/
Car make workshop, 2023

Unexplained cost

"High prices that are
not adequately
explained"

IACs MM5, France,
Germany, Italy, Spain and
UK. Mainstream Brands/
Car make workshop, 2023

Communications

Customers do not feel
like they got a full
explanation of the work
to be carried out and
the changes

IACs MM5, France,
Germany, Italy, Spain and
UK. Mainstream Brands/
Car make workshop, 2023

Poor communication

Poor communication
from service advisors
frustrates customers,
particularly when
delays or unexpected
costs arise​

The New key to Automotive
Success: Put customer
Experience in the Driver's
Seat, McKinsey & Company,
2021

Warranty transparency

Inconsistent
experiences with
warranty service can
lead to significant
customer
dissatisfaction

Automotive Warranty
Management Best
Practises, MEMA, 2021

Complex repairs

The phasing out of DIY
repairs is painful for
customers who are
accustomed to simpler,
less expensive repairs

Better Business Bureau,
Industry Report Canada
2023

Lack of product
visibility

Customers are not
shown additional
products, or if they do
see them, they are
poorly displayed

Dramatic Disruption comes
to Automotive Showrooms,
McKinsey & Company 2019

Booking maintenance

Coordinating schedules
between customers and
service providers
remains a challenge

Automotive News,
McKinsey & Company, 2023

Maintenance costs

Cost is a growing
concern as vehicles
become more
tehnologically
advanced

The New Key to Automotive
Success: Put Customer
Experience in the Driver's
Seat, McKinsey & Company,
2021

Not transparent

Lack of transparency
about service timelines
and costs is a source of
frustration

The New Key to Automotive
Success: Put Customer
Experience in the Driver's
Seat, McKinsey & Company,
2021

Warranty clarity

Customers feel
inadequately informed
about specifics of their
warranty, particularly
regarding what is
covered / not covered

Winning in the European
Motor Industry, McKinsey &
Company, 2024

6. Maintenance (scheduled)

7. Repair (unscheduled)

7. Repair (unscheduled)

I want to resolve an
issue with my car
(repair)

I want car damage
fixed or technical
issues resolved
(without having to
get back to the
retailer)

I want in-car
problem-solving
assistance

I want to schedule
an appointment with
my closest /
preferred retailer

I want a clear
explanation and
documentation of
the work to be done,
including the cost
and the parts
replaced outside
warranty coverage

I want to understand
the available
products to keep my
car in a good
condition like
interior or exterior
protectors

I need urgent
assistance with my
vehicle

I want a dedicated
contact number for
immediate
assistance

I want my vehicle to
automatically
contact emergency
services and share
my location in an
accident or
emergency

I want to be notified
quickly when my car
has a fault and
guided to the next
best step

I want dedicated
support when I
encounter a problem
with charging

I receive my car back in
good working order

I want my car
returned washed
and cleaned after a
repair

I want clear
guidance on how to
make an insurance
claim and to be
supported during
the process of
making a claim

I want to understand
and control the cost
of my repair

I want a clear cost
overview of the
repair in case there is
no insurance
coverage

I want to know the
estimated repair
time, receive status
updates and receive
my car on time

If a replacement
vehicle is provided, I
want it to meet my
needs

7. Repair (unscheduled)

Repair CRS

Service survey - filter to
repair (QUAL_1 - (b)
and (d)) CRS_Q1 Based
on your most recent
visit, how likely are you
to recommend
@DealerName to your
family, friends or
colleagues? Average
score of rating 0-10.

Repair Work
Completed to
Satisfaction

Service survey - filter to
repair (QUAL_1 - (b)
and (d)) FIR_Q3 Was all
the work required on
your vehicle completed
within a single visit and
to your full
satisfaction?, average
score from rating 0-10.

Fix It Right Rate

The percentage of
customers who answer
in top 2 scores (9-10) or
‘yes’ to these three
questions: Q1_FIR The
service personnel
explained the work that
would be performed
and the time needed
for the repair; Q2_FIR
My vehicle was handed
back to me at the
arranged time; and FIR
Q3 Was all the work
required on your
vehicle completed
within a single visit and
to your full satisfaction?

Repair Explanation of
Work

Service survey - filter to
repair (QUAL_1 - (b)
and (d)) PICKUP_Q1 I
was given a clear
overview of the works
performed and the
invoice, average score
from rating 0-10.

Number of Complaints

Number of complaints
relating to repairs.

Repair Bookings

Total number of online
repair bookings

Roadside Assistance
Usage

The calculation is = No.
of customers who used
Roadside Assistance
(SARA + Eurocare) –
[Units] divided by No.
of customers who with
active Roadside
Assistance (SARA +
Eurocare).

Repair Loyalty

Customer Retention
Rate %. The Calculation
is: Unique VIN CPUS
CPUS (Customer Unit
Paid Service) divided by
Total number of Toyota
UIO (if possible Private
only, not fleet, and only
repair jobs rather than
maintenance).

Relax Penetration %

The calculation is:
Unique Vehicle
Contracts (based on
VIN) aged 3-10 years,
divided by Total Toyota
UIOs.

7. Repair (unscheduled)

I want to resolve an
issue with my car
(repair)

I want car damage
fixed or technical
issues resolved
(without having to
get back to the
retailer)

I want in-car
problem-solving
assistance

I want to schedule
an appointment with
my closest /
preferred retailer

I want a clear
explanation and
documentation of
the work to be done,
including the cost
and the parts
replaced outside
warranty coverage

I want to understand
the available
products to keep my
car in a good
condition like
interior or exterior
protectors

I need urgent
assistance with my
vehicle

I want a dedicated
contact number for
immediate
assistance

I want my vehicle to
automatically
contact emergency
services and share
my location in an
accident or
emergency

I want to be notified
quickly when my car
has a fault and
guided to the next
best step

I want dedicated
support when I
encounter a problem
with charging

I receive my car back in
good working order

I want my car
returned washed
and cleaned after a
repair

I want clear
guidance on how to
make an insurance
claim and to be
supported during
the process of
making a claim

I want to understand
and control the cost
of my repair

I want a clear cost
overview of the
repair in case there is
no insurance
coverage

I want to know the
estimated repair
time, receive status
updates and receive
my car on time

If a replacement
vehicle is provided, I
want it to meet my
needs

Repair satisfaction

Fixed Right First Time
sentiment Score of -96

Toyota VOC Survey, 2024

Issues not fixed

"Apple CarPlay issue
not fixed, I haven't been
able to use it for 6
months; to be honest
I've given up on it now"

Toyota VOC Survey, 2024

Repair scheduling

Customers do not feel
the service
appointment times are
convenient or that
promised schedules are
kept to

IACs MM5, 2023, France,
Germany, Italy, Spain and
UK. Mainstream Brands/
Car make workshop

Courtesy car charge

"Other manufacturers
do not charge for a
courtesy car"

Toyota VOC Survey, 2024

No courtesy car

Customers were
negative about the
transport assistance
that they received from
Toyota workshops

IACs MM5, France,
Germany, Italy, Spain and
UK. Mainstream Brands/
Car make workshop, 2023

Lack of trust

Customers often face
unexpected repairs that
add substantial costs to
their maintenance bills,
leading to mistrust and
dissatisfaction

What are the Pain Points of
the Automotive Industry
moving into 2023?, Dave
Cantin Group, 2023

EV-technician
availability

There is a lack of EV
technicians for some
makes & models in
some areas

Ofgem, Making a positive
difference for energy
consumers, 2021

Repair wait times

Common pain points
include delays in
repairs and a lack of
transparency from
service providers
regarding estimated
repair times

Record Complaints about
Car Repairs, Auto Express,
2024

Lack of information

Customers are
frustrated by the lack of
updates on their
vehicle's status and the
details of the work
being done

Winning in the European
Motor Industry, McKinsey &
Company, 2024

7. Repair (unscheduled)

8. Time to change

8. Time to change

I want to know when I
should change my car

I want timely
renewal notifications

I want to receive
personalised
promotions

I want to compare
my current car's
expenses with the
total cost of
ownership of a new
car

I want to know when
is the optimum time
to trade in my
current car

I need an accurate
value for my current
car and to know how
that value could
change over time

I want to understand
my options when it's
time to change my car

I want to customise
my final choice with
different packages
and services, while
clearly
understanding the
financial impact of
those changes

I want to easily
renew or adjust my
insurance coverage
or add another
driver

I want guidance on
how to save money
or explore different
mobility solutions

I want to understand
if a different
powertrain, such as
a BEV, would be
suitable for my
needs

I want to exchange my
current car

I want a convenient
and fast vehicle
swap at a time and
place that works
best for me

I want to minimise
administrative tasks
and start my new
contract as smoothly
as possible

I want to disable the
connected link from
my previous vehicle
and app to protect
my privacy

I want my new or
existing Toyota
HomeCharge to be
up and running for
my new car

I want to know if I
can have the same
accessories on my
new vehicle as on my
current vehicle, to
see any new
accessories and get
a clear explanation
of their benefits and
cost

I want to get a repair
solution for the
damage on my car,
along with the cost,
as it could affect its
residual value

I want to feel valued as
a loyal/current
customer

I want to feel known
and recognised as
an existing customer

I want to know that
my past relationship
and loyalty is valued

I want to know the cost
of renewing my current
contract

I want to avoid
financial surprises
when returning my
vehicle

I want to be
rewarded for
maintaining good
battery health and
for positive driving
behaviour

I want to have a clear
appraisal of my
current vehicle
including a price
offer and validity
period

8. Time to change

Time to Change
Sentiment Score

'Time To Change' stage
sentiment score -
comprised of 'Loyalty'.

Finance Page Visits
(existing owners)

Number of sessions
made on market's
specific Toyota finance
website or web pages.
Where visitor is
identified as an existing
Toyota owner (not all
markets will have ability
to identify existing
owners). A session
starts when the user
first arrives on your site.
A session ends after 30
minutes of inactivity. If
more than 30 minutes
lapse between hits, a
new session begins.

Number of
Configurations
(existing owners)

Total traffic in sessions
that visited and started
and completed a car
configurator process
and flow by existing
Toyota owners.

Number of Sales
(repurchase)

Sales from existing
Toyota customers

Retention Rate

Calculation is = Total
number of Private
(excluding fleet) Toyota
UIO [units] at the end
of the month minus
new Toyota UIO during
the month, divided by
Total number of Private
Toyota UIO [units] at
the start of the month
to obtain % retained.

Finance Page Visits
(existing owners)

Number of sessions
made on market's
specific Toyota finance
website or web pages.
Where visitor is
identified as an existing
Toyota owner (not all
markets will have ability
to identify existing
owners). A session
starts when the user
first arrives on your site.
A session ends after 30
minutes of inactivity. If
more than 30 minutes
lapse between hits, a
new session begins.

Trade in Quote
Requests (existing
owners)

Number of Toyota
Trade-in quote requests
online for New and
Used cars from existing
Toyota Owners: from
integrated Trade-in tool
on configurator +
requests from stand-
alone tool on trade-in
web page, where
known to have been
from an existing owner
(many markets may not
currently know which
Trade-in Quote
Requests are from
existing owners).

Finance Quote
Requests (existing
owners)

Number of TFS quote
requests online for New
and Used cars (from
Finance calculators and
configurators). Plus
number of New and
Used car finance quote
requests at retailer or
inbound to call centres.

Test Drive Requests
(existing owners)

Total number of Toyota
test drives submitted
forms from existing
owners.

Number of Sales
(repurchase)

Sales from existing
Toyota customers.

Trade in Quote
Requests (existing
owners)

Number of Toyota
Trade-in quote requests
online for New and
Used cars from existing
Toyota Owners: from
integrated Trade-in tool
on configurator +
requests from stand-
alone tool on trade-in
web page, where
known to have been
from an existing owner
(many markets may not
currently know which
Trade-in Quote
Requests are from
existing owners).

Finance Quote
Requests (existing
owners)

Number of TFS quote
requests online for New
and Used cars (from
Finance calculators and
configurators). Plus
number of New and
Used car finance quote
requests at retailer or
inbound to call centres.

VLV (Asset Return
Rate)

Current Vehicle Lifetime
Value measure is Asset
Return Rate.
Calculation is TCM
(Trade Cycle
Management) contracts
x TCM renewal + Private
Lease + FSL + Kinto One
+ RAC w/buy back +
Demo & Courtesy,
divided by Total Sales
to obtain % retained.

Online Reservations
(existing owners)

Number of online
reservations from
existing Toyota owners.
Any reservation of a car
through pre sales
campaigns,
configurable cars, a
used car or stock car
(with or without
reservation fee).

Repurchase
Programme
Engagment

Average CTR on
Repurchase campaign
assets - when available.

Finance Quote
Requests (existing
owners)

Number of TFS quote
requests online for New
and Used cars (from
Finance calculators and
configurators). Plus
number of New and
Used car finance quote
requests at retailer or
inbound to call centres.

8. Time to change

I want to know when I
should change my car

I want timely
renewal notifications

I want to receive
personalised
promotions

I want to compare
my current car's
expenses with the
total cost of
ownership of a new
car

I want to know when
is the optimum time
to trade in my
current car

I need an accurate
value for my current
car and to know how
that value could
change over time

I want to understand
my options when it's
time to change my car

I want to customise
my final choice with
different packages
and services, while
clearly
understanding the
financial impact of
those changes

I want to easily
renew or adjust my
insurance coverage
or add another
driver

I want guidance on
how to save money
or explore different
mobility solutions

I want to understand
if a different
powertrain, such as
a BEV, would be
suitable for my
needs

I want to exchange my
current car

I want a convenient
and fast vehicle
swap at a time and
place that works
best for me

I want to minimise
administrative tasks
and start my new
contract as smoothly
as possible

I want to disable the
connected link from
my previous vehicle
and app to protect
my privacy

I want my new or
existing Toyota
HomeCharge to be
up and running for
my new car

I want to know if I
can have the same
accessories on my
new vehicle as on my
current vehicle, to
see any new
accessories and get
a clear explanation
of their benefits and
cost

I want to get a repair
solution for the
damage on my car,
along with the cost,
as it could affect its
residual value

I want to feel valued as
a loyal/current
customer

I want to feel known
and recognised as
an existing customer

I want to know that
my past relationship
and loyalty is valued

I want to know the cost
of renewing my current
contract

I want to avoid
financial surprises
when returning my
vehicle

I want to be
rewarded for
maintaining good
battery health and
for positive driving
behaviour

I want to have a clear
appraisal of my
current vehicle
including a price
offer and validity
period

Powertrain worries

Concerns about range
and charging mean
customers are
switching back to other
powertrains

NCBS EU5, 2023

Experience failures

47% of customers think
about changing their
automative brand after
it fails to deliver a
relevant customer
experience

Accenture Global
Automative CX Report,
2021

Innovation

47% are willing to
switch brands to get
new/innovative
connected car features
and services

Connected Car: Consumer
Expectations,
Opportunities and
Challenges for the
industry, 2020

Loyalty

90% of loyal customers
still consider at least
one other automotive
brand in their shopping
journey

Google Automotive Loyalty
Study, 2021

Process length

Buyers find the car
buying process long
and are keen to do
more of the purchase
process from home and
online

UK Consumer Insight
Report, Navigating the car
buying and selling
journeys, CarGurus, 2023

Foundational

Foundational

I want to have an easy,
seamless experience

I want to know how
Toyota will use my
data

I want Toyota's
website/app to be
reliable, trustworthy,
and convenient to
use

I want support to be
available from my
preferred dealership
at every stage of my
journey with Toyota

I want the Toyota
team to be reliable
and trustworthy

Foundational

Number of Complaints

No. of customer
complaints: Number of
expression of
discontent, pain,
resentment (received
by the CR department).

Foundational

I want to have an easy,
seamless experience

I want to know how
Toyota will use my
data

I want Toyota's
website/app to be
reliable, trustworthy,
and convenient to
use

I want support to be
available from my
preferred dealership
at every stage of my
journey with Toyota

I want the Toyota
team to be reliable
and trustworthy

Data hacking

83% are concerned that
their vehicles might be
hacked and
manipulated

Connected Car: Consumer
Expectations,
Opportunities and
Challenges for the
industry, 2020

Data sharing

89% of consumers
express concern about
the potential for their
connected car data to
be shared with third
parties

Connected Car: Consumer
Expectations,
Opportunities and
Challenges for the
industry, 2020
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A description of the customer’s usual status and behaviours at this point in their ownership journey.
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Needs will vary by individual customer, but insights show these needs are common for customers across markets.

The Measurement Framework shows how KPIs map to the customer journey stages, allowing us to align business goals with customer needs and focus our activity on improving the customer experience KPIs.

To determine if each Macro Need is being met, Diagnostic KPIs are customer survey and complaint responses against each Macro Need. These Diagnostic KPIs measure needs rather than campaigns: they are affected by
factors across channels and experiences.

Business KPIs are key metrics to measure success in providing a good customer experience and meeting needs at each journey stage. All KPIs in the Measurement Framework are channel and campaign agnostic.

The Business KPIs are indicators that aim to be realistic, available and trackable. Because needs are attitudinal, in many cases KPIs are indicators (we cannot directly measure every need).

This KPI key shows the categories for Key Performance Indicators.

These are insights into typical pain points for automotive customers. The customer needs for this stage have been repeated for context of the pain points.

These Toyota Customer Pain Points are barriers and areas of dissatisfaction that Toyota have specifically identified for our customers. We need to tackle these pain points to improve the customer experience.

These Industry Pain Points are the typical barriers or areas of dissatisfaction automotive customers, across markets and channels.

The Initiatives section shows programs and initiatives that are either available now, or currently being piloted for future availability. These initiatives and programs are available from TME to address customer needs and
pain points at different stages of the journey. Those available now will have a Toolkit of strategic insights, targeting recommendations, assets and measurement guidelines. For pilot projects, a team or person is provided
to contact for more information.
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The Business KPIs are indicators that aim to be realistic, available and trackable. Because needs are attitudinal, in many cases KPIs are indicators (we cannot directly measure every need).

This KPI key shows the categories for Key Performance Indicators.

These are insights into typical pain points for automotive customers. The customer needs for this stage have been repeated for context of the pain points.

These Toyota Customer Pain Points are barriers and areas of dissatisfaction that Toyota have specifically identified for our customers. We need to tackle these pain points to improve the customer experience.
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Specific requirements and expectations customers have when they interact with Toyota. These can be functional, such as performing a task, or emotional, such as needing to be secure in a choice.
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These are insights into typical pain points for automotive customers. The customer needs for this stage have been repeated for context of the pain points.

These Toyota Customer Pain Points are barriers and areas of dissatisfaction that Toyota have specifically identified for our customers. We need to tackle these pain points to improve the customer experience.

These Industry Pain Points are the typical barriers or areas of dissatisfaction for automotive customers, across markets and channels.

The Initiatives section shows programs and initiatives that are either available now, or currently being piloted for future availability. These initiatives and programs are available from TME to address customer needs and
pain points at different stages of the journey. Those available now will have a Toolkit of strategic insights, targeting recommendations, assets and measurement guidelines. For pilot projects, a team or person is provided
to contact for more information.

A description of the customer’s usual status and behaviours at this point in their ownership journey.
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customer experience KPIs.

To determine if each Macro Need is being met, Diagnostic KPIs are customer survey and complaint responses against each Macro Need. These Diagnostic KPIs measure needs rather than
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and campaign agnostic.
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