
Stage Summary

When something goes wrong with my car, it needs repair, or I notice minor damage, I want immediate support so I feel safe, informed, and confident to keep moving. I want to know I can get help right away if needed, without stress or uncertainty.

Customer Needs

Micro Needs

Measurement Framework

Diagnostic KPIs

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

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Business KPIs

Insights

Customer Pain Points

Toyota Customer Pain Points

Gaps and Actions

Gap: Upsell
opportunity: if
customer plans to buy a
new car, offer cosmetic
repairs to increase
residual value

Action: Included in B&P
strategy

Gap: No customer data
available at TME - only
technical leads

Action: Retailer
dependency: retailer to
double-check if
customer already has
an appointment

Gap: I want to feel
understood and
listened to by the
retailer

 Action: New Frontline
for Tomorrow strategy
from Network

Gap: I want to know if I
still have Roadside
Assistance coverage or
how I can extend it

Action: Investigate
possibilities

Gap: Ensure the
customer has a single
point of contact

Action: New Frontline
for Tomorrow Strategy

Gap: 'Relax' is unknown
to customers & not all
retailers explain it

Action: Increase
customer awareness of
'Relax' & ensure
retailers explain it at
every touchpoint

Gap: Customer Service
Promise not launched
in all markets

Action: Discuss &
implement in all
markets

Gap: Automated WAC
delivers more trust and
customer willingness to
repair items

Action: Investigate roll-
out

Gap: Difficult to get
hold of retailer by
phone to book an
appointment

Action: Investigate call
chain if the first person
cannot answer

Gap: No visibility on
where the tow truck is
and when it will arrive

Action: Investigate
possibility of App
update

Gap: Customers want
to be guided
throughout the whole
process

Action: New Frontline
for Tomorrow Strategy

Gap: Not all retailers
explain the quotation,
remind of previous
items to be repaired, or
try to upsell

Action: e-Guide Upsell
Strategy / Process at
retailer

Gap: Automated WAC
delivers more trust and
customer willingness to
repair items

Action: Investigate

Gap: Seeing what
needs to be repaired
delivers trust - not all
retailers make videos
(CitNow)

Action: Investigate

Gap: It is unclear to
customers what is
covered under Eurocare

Action: Ensure clear
communication to
customers

Gap: Getting a repair
estimate is crucial for
the customer to decide

Action: New Frontline
for Tomorrow strategy

Gap: Seeing what
needs to be repaired
delivers trust - not all
retailers make videos
(CitNow)

Action: Investigate

Gap: Some customers
have a local insurer (not
TIS)

Action: Investigate how
we can help these
customers

Gap: Customers are
unaware they can come
to our network for
minor damage repair

Action: B&P network
strategy

Gap: Does the whole
Toyota network offer
cosmetic repair?

Action: B&P network
strategy

Gaps and Actions Key 

The Gaps and Actions key outlines the categories used to label each gap and action, helping understand the type of impact: experience, retention and trust building, or revenue.

Experience

The quality of the process
leading to increased
customer satisfaction and
supporting both revenue and
retention/trust

Retention and Trust…

Building long term loyalty
and confidence leading to
repeat business and higher
lifetime value

Revenue Generating

Direct financial impact
leading to a sale or upsell

Stage Summary

When my car needs repair, booking an appointment should be easy, and I should feel confident that everything will be taken care of.

Customer Needs

Micro Needs

Measurement Framework

Diagnostic KPIs

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

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Business KPIs

Insights

Customer Pain Points

Toyota Customer Pain Points

Gaps and Actions

Gap: Difficult to get
hold of retailer by
phone to book an
appointment

Action: Investigate call
chain if the first person
cannot answer

Gap: Confirmation of
the appointment is sent
by email - not through
the app

Action: Investigate
possibilities / ensure
retailer is sending the
confirmation

Gap: Mobility solution
can be added in OSB,
but needs to be
activated by NMSC

Action: Check which
NMSCs have activated
& roll-out in all markets

Gap: List of
previous/future repair
jobs is only available
when mentioned by the
Service Advisor - not in
OSB

Action: Process
available at retailer /
investigate digital
possibilities

Gap: Replacement
vehicles not offered
when customer has a
breakdown

Action: Investigate
Roadside Assistance

Gap: No possibility to
cancel or reschedule
the appointment

Action: Investigate
possibility in OSB

Gap: Customers whose
cars are towed are not
informed about the
next steps

Action: B&P strategy

Gap: Replacement
vehicles not offered

Action: Investigate
possibilities

Gap: Not all retailers
explain the quotation,
remind of previous
items to be repaired, or
try to upsell

Action: e-Guide Upsell
Strategy / Process at
retailer

Gap: No connection to
retailer calendar

Action: Solution
available: to be
investigated if all
retailers are using this
correctly

Gap: What is the
process for offering a
courtesy car when the
insurance coverage isn't
from Toyota?

Action: Clarify
insurance agreement
inclusions

Gap: 'Relax' is unknown
to customers & not all
retailers explain it

Action: Increase
customer awareness of
'Relax' & ensure
retailers explain it at
every touchpoint

Gap: OSB only allows
highlighting Service,
not Repair 

Action: Investigate

Gap: Online check-in &
easy key drop-off not
available everywhere

Action: Investigate

Gap: Not all retailers
explain the estimate or
clarify what is covered
by insurance

Action: e-Guide Upsell
Strategy / Process at
retailer

Gaps and Actions Key 

The Gaps and Actions key outlines the categories used to label each gap and action, helping understand the type of impact: experience, retention and trust building, or revenue.

Experience

The quality of the process
leading to increased
customer satisfaction and
supporting both revenue and
retention/trust

Retention and Trust…

Building long term loyalty
and confidence leading to
repeat business and higher
lifetime value

Revenue Generating

Direct financial impact
leading to a sale or upsell

Stage Summary

At the time of my repair appointment, I expect to be greeted promptly and professionally, with the reassurance that everything is prepared and I'm in good hands. I also expect a clear and transparent overview of the costs and coverage (warranty/insurance), reinforcing my
confidence in the service and care provided.

Customer Needs

Micro Needs

Measurement Framework

Diagnostic KPIs

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

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Business KPIs

Insights

Customer Pain Points

Toyota Customer Pain Points

Gaps and Actions

Gap: I want to feel
welcome and that the
retailer recognises me 

Action: New Frontline
for Tomorrow strategy
from Network 🤝

Gap: I want to be
helped at the time of
my appointment

Action: New Frontline
for Tomorrow strategy
from Network

Gap: Online check-in &
easy key drop-off not
available everywhere

Action: Investigate

Gap: Not all retailers
explain the quotation,
remind of previous
items to be repaired, or
try to upsell

Action: e-Guide Upsell
Strategy / Process at
retailer

Gap: Adapt to
customers' needs -
make them feel
welcome with
coffee/refreshments

Action: New Frontline
for Tomorrow strategy
from Network

Gap: If there is no direct
link to the calendar
with OSB, ensure the
retailer calendar is up
to date

Action: Check with
markets where
calendar/DMS is not
integrated to ensure
they follow the process

Gap: 'Relax' is unknown
to customers & not all
retailers explain it

Action: Increase
customer awareness of
'Relax' & ensure
retailers explain it at
every touchpoint

Gap: Replacement
vehicles not offered

Action: Investigate
possibilities

Gap: Not all retailers
explain the estimate or
clarify what is covered
by insurance 

Action: New Frontline
for Tomorrow strategy
from Network

Gaps and Actions Key 

The Gaps and Actions key outlines the categories used to label each gap and action, helping understand the type of impact: experience, retention and trust building, or revenue.

Experience

The quality of the process
leading to increased
customer satisfaction and
supporting both revenue and
retention/trust

Retention and Trust…

Building long term loyalty
and confidence leading to
repeat business and higher
lifetime value

Revenue Generating

Direct financial impact
leading to a sale or upsell

Stage Summary

While my car is in repair, I expect to be kept informed about any additional repairs needed and notified promptly if there are changes to the expected pick-up time.

Customer Needs

Micro Needs

Measurement Framework

Diagnostic KPIs

VOC & Survey VOC & Survey VOC & Survey

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Business KPIs

Insights

Customer Pain Points

Toyota Customer Pain Points

Gaps and Actions

Gap: Not all retailers
explain the quotation,
remind of previous
items to be repaired, or
try to upsell

Action: e-Guide Upsell
Strategy / Process at
retailer

Gap: 'Relax' is unknown
to customers & not all
retailers explain it

Action: Increase
customer awareness of
'Relax' & ensure
retailers explain it at
every touchpoint

Gap: Customers are not
kept up to date on the
status of their vehicle

Action: New Frontline
for Tomorrow strategy
from Network/ process
at retailer

Gap: Seeing what
needs to be repaired
delivers trust - not all
retailers make videos
(CitNow)

Action: Investigate

Gap: Customers whose
cars are towed are not
informed about the
next steps

Action: New Frontline
for Tomorrow strategy
from Network

Gaps and Actions Key 

The Gaps and Actions key outlines the categories used to label each gap and action, helping understand the type of impact: experience, retention and trust building, or revenue.

Experience

The quality of the process
leading to increased
customer satisfaction and
supporting both revenue and
retention/trust

Retention and Trust…

Building long term loyalty
and confidence leading to
repeat business and higher
lifetime value

Revenue Generating

Direct financial impact
leading to a sale or upsell

Stage Summary

When I pick up my car, I expect it to be ready within the promised timeframe, with all work completed as requested and discussed.

Customer Needs

Micro Needs

Measurement Framework

Diagnostic KPIs

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

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Business KPIs

Insights

Customer Pain Points

Toyota Customer Pain Points

Gaps and Actions

Gap: Vehicles are not
ready at the promised
pick-up time

Action: New Frontline
for Tomorrow
strategy/process at
retailer

Gap: Not all retailers
explain the quotation,
remind of previous
items to be repaired, or
try to upsell

Action: e-Guide Upsell
Strategy / Process at
retailer

Gap: 'Relax' is unknown
to customers & not all
retailers explain it

Action: Increase
customer awareness of
'Relax' & ensure
retailers explain it at
every touchpoint

Gap: Not all retailers
explain the quotation,
remind of previous
items to be repaired, or
try to upsell

Action: e-Guide Upsell
Strategy / Process at
retailer

Gap: Vehicle protection
(steering wheel, shift
knob, seat, floor mats)
and cleaning options
are not consistently
used/offered

Action: Check if
retailers are
implementing this

Gap: Customers
incorrectly charged
despite having a service
plan or warranty cover

Action: Process at
retailer

Gap: List of
previous/future repair
jobs is only available
when mentioned by the
Service Advisor - not in
OSB

Action: Process
available at retailer/
investigate digital
possibilities

Gap: Seat positioning &
other settings not
restored; fuel/charge
level not maintained

Action: Investigate
available
processes/Best
Practices and check if
retailers are
implementing them

Gap: Lack of customer
information/consent for
extra items

Action: Process at
retailer

Gaps and Actions Key 

The Gaps and Actions key outlines the categories used to label each gap and action, helping understand the type of impact: experience, retention and trust building, or revenue.

Experience

The quality of the process
leading to increased
customer satisfaction and
supporting both revenue and
retention/trust

Retention and Trust…

Building long term loyalty
and confidence leading to
repeat business and higher
lifetime value

Revenue Generating

Direct financial impact
leading to a sale or upsell

Stage Summary

After my car repair, I expect clear, proactive, and supportive communication from my retailer.

Customer Needs

Micro Needs

Measurement Framework

Diagnostic KPIs

VOC & Survey VOC & Survey VOC & Survey

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Satisfaction survey
on MM5 workshop

Business KPIs

Insights

Customer Pain Points

Toyota Customer Pain Points

Gaps and Actions

Gap: Customer
feedback is crucial to
identify improvements
and what a retailer is
doing right

Action: Investigate if all
customers (with
consent) are receiving a
survey

Gap: Customer
feedback is crucial to
identify improvements
and what a retailer is
doing right

Action: Investigate if all
customers (with
consent) are receiving a
survey

Gap: Customer
feedback is crucial to
identify improvements
and what a retailer is
doing right

Action: Investigate if all
customers (with
consent) are receiving a
survey

Gap: Not all retailers
explain the quotation,
remind of previous
items to be repaired, or
try to upsell

Action: e-Guide Upsell
Strategy / Process at
retailer

Gaps and Actions Key 

The Gaps and Actions key outlines the categories used to label each gap and action, helping understand the type of impact: experience, retention and trust building, or revenue.

Experience

The quality of the process
leading to increased
customer satisfaction and
supporting both revenue and
retention/trust

Retention and Trust…

Building long term loyalty
and confidence leading to
repeat business and higher
lifetime value

Revenue Generating

Direct financial impact
leading to a sale or upsell

1. Trigger

1. Trigger

When I have a problem
with my car, I need help

For retailer-initiated
repairs or minor
damage:

When minor damage
or future repair
needs are discovered
(or could not be
fixed during service),
I want the retailer to
proactively propose
dates for the next
service or an interim
check (depending
on urgency), so I can
book in advance.
This must include
reserving my
preferred alternative
transportation

Communication
should happen via
my preferred
method. I also want
the option to
manage everything
through the app

When I receive an alert
through the app, I
expect my retailer to
reassure me

For eCare alert
customers:

I expect to know why
I received this alert,
if I can still drive, and
what I should do
next

I want the alert to
clearly identify the
issue and guide me
on the next steps

I want the retailer to
contact me (via my
preferred method) to
explain the alert,
how they know
about it, and what is
wrong with the car

Depending on the
urgency, I expect the
retailer to guide me
to the next step,
including proactively
offering
appointment dates

I expect all
communication to
be clear so I
understand what is
required of me

I expect not to
receive multiple or
overlapping
messages

I want reassurance
that my data is
handled securely
and used only to
help me

When I notice
something is wrong
with my car, I expect
my retailer to guide me

For customer-initiated
repairs or minor
damage:

When I notice
something unusual, I
want to check it
myself first. I expect
the owner's manual
to be easy to find
and clearly explain
potential causes and
solutions

I want to be able to
contact my retailer
and speak to
someone
immediately when I
notice a problem or
minor damage

I expect the retailer
to listen carefully
and take my
concerns seriously

I want the retailer to
advise me if it is safe
to keep driving

If urgent, I expect
the retailer to
inspect and fix my
car within 24 hours
and provide a
replacement vehicle
if needed

If not urgent, I
expect the retailer to
reassure me it is safe
to wait and
proactively propose
dates that suit me

For minor damage, I
want to know what
documents or
approvals are
required

When I have a
breakdown, I expect to
be helped by my
Roadside Assistance
provider

For customers with an
immobilised vehicle:

I want to check the
issue myself first. I
expect the owner's
manual to be easy to
find and clearly
explain potential
causes and solutions

I want to easily find
and call Roadside
Assistance, or have
them contact me
proactively

I expect Roadside
Assistance to help
immediately and tow
me to a retailer
(preferably my
chosen one) to
resolve the issue

I want clear
information on what
my Roadside
Assistance covers
and how to access it

I want to know if my
vehicle still has
Roadside Assistance
cover. If not, I still
expect immediate
help and
transparency
regarding costs

I want to be
informed of the tow
truck's estimated
arrival time and next
steps once I've
requested assistance

I want to be
confident that the
roadside service will
handle my car with
care

When experiencing a
breakdown abroad, I
want to receive the
same level of
treatment and
service as in my
home country

I want to understand
the process and what
to do next, with
support from my
retailer

For all customers:

I want the retailer to
explain the repair
process clearly

I expect the retailer
to guide me through
the process from
start to finish

I want to know who
to contact if I have
questions during the
process

I want to understand
how long this will
take so I can plan
accordingly

I want transparency
and control over the
cost

For all customers:

I want to know the
estimated cost of the
repair and avoid
unexpected charges

I want to know my
warranty coverage,
understand 'Relax',
and know what is
covered before I
commit to the repair

For minor damage
repair customers:

I want to know if this
is covered by my
insurance policy

I want to know if I
can pay at the
retailer or need to go
through insurance
first

I expect the retailer
to help with the
insurance claim if
the repair is covered

I want to make sure I
bring my car to a
network that I can trust

For all customers:

I want to understand
the benefits of
repairing my vehicle
with you

I want to know that
my vehicle will be
handled by certified
professionals

I want to feel
confident that the
retailer's advice is
honest, necessary,
and focused on
keeping my car in
optimal condition

I want to be sure
that the repair won't
affect my warranty

For minor damage
repair customers:

I want to know if I
can go to my retailer
to get minor body or
windscreen damage
repaired

1. Trigger

Service CRS Service CRS Service CRS Service CRS Service CRS Service CRS Service CRS

IACS Results IACS Results IACS Results IACS Results IACS Results IACS Results IACS Results

Number of eCare Alerts
Sent

Roadside Assistance
Renewals

Relax Penetration  Number of Website
Visits (Customer
Service Promise)

Number of Customer
Contacts (eCare)

Relax Leakage Cosmetic Repair
Network Coverage

Conversion Rate
(eCare)

Insurance Penetration

Insurance Contract
Renewals

1. Trigger

When I have a problem
with my car, I need help

For retailer-initiated
repairs or minor
damage:

When minor damage
or future repair
needs are discovered
(or could not be
fixed during service),
I want the retailer to
proactively propose
dates for the next
service or an interim
check (depending
on urgency), so I can
book in advance.
This must include
reserving my
preferred alternative
transportation

Communication
should happen via
my preferred
method. I also want
the option to
manage everything
through the app

When I receive an alert
through the app, I
expect my retailer to
reassure me

For eCare alert
customers:

I expect to know why
I received this alert,
if I can still drive, and
what I should do
next

I want the alert to
clearly identify the
issue and guide me
on the next steps

I want the retailer to
contact me (via my
preferred method) to
explain the alert,
how they know
about it, and what is
wrong with the car

Depending on the
urgency, I expect the
retailer to guide me
to the next step,
including proactively
offering
appointment dates

I expect all
communication to
be clear so I
understand what is
required of me

I expect not to
receive multiple or
overlapping
messages

I want reassurance
that my data is
handled securely
and used only to
help me

When I notice
something is wrong
with my car, I expect
my retailer to guide me

For customer-initiated
repairs or minor
damage:

When I notice
something unusual, I
want to check it
myself first. I expect
the owner's manual
to be easy to find
and clearly explain
potential causes and
solutions

I want to be able to
contact my retailer
and speak to
someone
immediately when I
notice a problem or
minor damage

I expect the retailer
to listen carefully
and take my
concerns seriously

I want the retailer to
advise me if it is safe
to keep driving

If urgent, I expect
the retailer to
inspect and fix my
car within 24 hours
and provide a
replacement vehicle
if needed

If not urgent, I
expect the retailer to
reassure me it is safe
to wait and
proactively propose
dates that suit me

For minor damage, I
want to know what
documents or
approvals are
required

When I have a
breakdown, I expect to
be helped by my
Roadside Assistance
provider

For customers with an
immobilised vehicle:

I want to check the
issue myself first. I
expect the owner's
manual to be easy to
find and clearly
explain potential
causes and solutions

I want to easily find
and call Roadside
Assistance, or have
them contact me
proactively

I expect Roadside
Assistance to help
immediately and tow
me to a retailer
(preferably my
chosen one) to
resolve the issue

I want clear
information on what
my Roadside
Assistance covers
and how to access it

I want to know if my
vehicle still has
Roadside Assistance
cover. If not, I still
expect immediate
help and
transparency
regarding costs

I want to be
informed of the tow
truck's estimated
arrival time and next
steps once I've
requested assistance

I want to be
confident that the
roadside service will
handle my car with
care

When experiencing a
breakdown abroad, I
want to receive the
same level of
treatment and
service as in my
home country

I want to understand
the process and what
to do next, with
support from my
retailer

For all customers:

I want the retailer to
explain the repair
process clearly

I expect the retailer
to guide me through
the process from
start to finish

I want to know who
to contact if I have
questions during the
process

I want to understand
how long this will
take so I can plan
accordingly

I want transparency
and control over the
cost

For all customers:

I want to know the
estimated cost of the
repair and avoid
unexpected charges

I want to know my
warranty coverage,
understand 'Relax',
and know what is
covered before I
commit to the repair

For minor damage
repair customers:

I want to know if this
is covered by my
insurance policy

I want to know if I
can pay at the
retailer or need to go
through insurance
first

I expect the retailer
to help with the
insurance claim if
the repair is covered

I want to make sure I
bring my car to a
network that I can trust

For all customers:

I want to understand
the benefits of
repairing my vehicle
with you

I want to know that
my vehicle will be
handled by certified
professionals

I want to feel
confident that the
retailer's advice is
honest, necessary,
and focused on
keeping my car in
optimal condition

I want to be sure
that the repair won't
affect my warranty

For minor damage
repair customers:

I want to know if I
can go to my retailer
to get minor body or
windscreen damage
repaired

Lack of
acknowledgement

"When I explain, I get
the impression that I
am not being taken
seriously"

Toyota, VOC Survey, 2024

Tow truck delays

"I had to wait very long
before the tow truck
arrived"

Toyota, VOC Survey, 2024

Lack of single point of
contact

"It was inefficient as I
had to talk to several
people during the
process"

Toyota, VOC Survey, 2024

Lack of transparency

"I did not receive any
quotation for the
repair"

Toyota, VOC Survey, 2024

Retailer reachability

"I had to call several
times in order to get
hold of someone"

Toyota, VOC Survey, 2024

Lack of awareness

"I was not sure if my
vehicle was covered by
Eurocare or I found out
that I no longer have
coverage"

Toyota, VOC Survey, 2024

Lack of guidance and
support

"I felt left alone,
needing to look up the
answers myself"

Toyota, VOC Survey, 2024

Lack of warranty
support

"I felt that the retailer
was not honoring the
warranty or making it
difficult to repair under
warranty"

Toyota, VOC Survey, 2024

Limited service scope

"My vehicle was not
towed to my preferred
retailer  but to the
closest by"

Toyota, VOC Survey, 2024

Lack of information

"I am not sure what my
insurance is covering"

Toyota, VOC Survey, 2024

Poor experience abroad

"While traveling
internationally I
encountered difficulties
with Eurocare due to
language barriers and
lack of coordination
with local service
centers"

Toyota, VOC Survey, 2024

1. Trigger

2. Book

2. Book

When booking an
appointment, I look for
convenience and
flexibility

For all customers,
except Roadside
Assistance:

I want my retailer to
proactively propose
dates and book the
appointment for
future repairs,
cosmetic repairs, or
eCare alerts

I want to book via my
preferred channel
(online, phone,...) at
a convenient time

I want to be able to
reschedule if I need
to

When booking online:

I expect the process
to be easy and
smooth

I want to book a
specific date and
time

I want to add the
appointment to my
calendar

I want to easily
modify or reschedule

I want support if the
booking process
fails

I want to choose
whether or not to
talk to a service
advisor when
dropping off my
vehicle

I want peace of mind
that my booking is
confirmed

For all customers,
except Roadside
Assistance:

I want to receive a
confirmation of my
appointment
immediately after
booking

The confirmation
should include
repair details and my
chosen transport
solution

I want to get a
reminder closer to
the appointment
date

I want to trust
everything is
arranged so I won't
need to follow up

If covered by
insurance, I want to
trust everything is
arranged without
needing to follow up

Bringing my car in for
repair should be easy
and convenient,
without disrupting my
day

For all customers,
except Roadside
Assistance:

I want to know the
repair duration and
select my pick-up
time (even outside
working hours)

I want to choose
how I interact:
speaking to a service
advisor or using
online check-in and
key drop-off (even
outside working
hours)

I want to know if I
can wait comfortably
or work while I wait
at the retailer

I want to know which
transport solutions I
can choose

I want to explore
options like vehicle
collection and
delivery or mobile
services

If the repair is
covered by
insurance, I expect a
suitable courtesy car
provided by them

I want transparency
and control when I
book my repair

For all customers,
except Roadside
Assitance:

I want to know the
repair scope and
cost

I want to add extra
items that need
attention

I want to be offered
options to meet my
budget

I want to know my
warranty coverage
and understand
'Relax'

I want to know
upfront if the repair
is covered by
insurance, with a
clear estimate
showing my
contribution versus
the covered amount

When my car is towed
away, I expect clarity
and proactive
communication upon
arrival at the retailer

For Roadside Assistance
customers:

I expect my car to be
towed to my
preferred retailer

I want my preferred
retailer to reassure
me, especially if my
car is towed to a
location I don't know

I expect the retailer
to contact me
proactively upon
vehicle arrival and
explain the next
steps

I want to track my
car's location in real-
time, preferably via
the app

2. Book

Service CRS Service CRS Service CRS Service CRS Service CRS

IACS Results IACS Results IACS Results IACS Results IACS Results

Number of Online
Service Bookings (OSB)

Customer Retention Relax Penetration

OSB/MPUS Relax Leakage

OSB Conversion Rate

CPUS/BPUS

2. Book

When booking an
appointment, I look for
convenience and
flexibility

For all customers,
except Roadside
Assistance:

I want my retailer to
proactively propose
dates and book the
appointment for
future repairs,
cosmetic repairs, or
eCare alerts

I want to book via my
preferred channel
(online, phone,...) at
a convenient time

I want to be able to
reschedule if I need
to

When booking online:

I expect the process
to be easy and
smooth

I want to book a
specific date and
time

I want to add the
appointment to my
calendar

I want to easily
modify or reschedule

I want support if the
booking process
fails

I want to choose
whether or not to
talk to a service
advisor when
dropping off my
vehicle

I want peace of mind
that my booking is
confirmed

For all customers,
except Roadside
Assistance:

I want to receive a
confirmation of my
appointment
immediately after
booking

The confirmation
should include
repair details and my
chosen transport
solution

I want to get a
reminder closer to
the appointment
date

I want to trust
everything is
arranged so I won't
need to follow up

If covered by
insurance, I want to
trust everything is
arranged without
needing to follow up

Bringing my car in for
repair should be easy
and convenient,
without disrupting my
day

For all customers,
except Roadside
Assistance:

I want to know the
repair duration and
select my pick-up
time (even outside
working hours)

I want to choose
how I interact:
speaking to a service
advisor or using
online check-in and
key drop-off (even
outside working
hours)

I want to know if I
can wait comfortably
or work while I wait
at the retailer

I want to know which
transport solutions I
can choose

I want to explore
options like vehicle
collection and
delivery or mobile
services

If the repair is
covered by
insurance, I expect a
suitable courtesy car
provided by them

I want transparency
and control when I
book my repair

For all customers,
except Roadside
Assitance:

I want to know the
repair scope and
cost

I want to add extra
items that need
attention

I want to be offered
options to meet my
budget

I want to know my
warranty coverage
and understand
'Relax'

I want to know
upfront if the repair
is covered by
insurance, with a
clear estimate
showing my
contribution versus
the covered amount

When my car is towed
away, I expect clarity
and proactive
communication upon
arrival at the retailer

For Roadside Assistance
customers:

I expect my car to be
towed to my
preferred retailer

I want my preferred
retailer to reassure
me, especially if my
car is towed to a
location I don't know

I expect the retailer
to contact me
proactively upon
vehicle arrival and
explain the next
steps

I want to track my
car's location in real-
time, preferably via
the app

Appointment
convenience

More time slots
available, as many are
inconvenient

IACS, MM5, Mainstream

Online Service Booking
issues

"I did not receive a
confirmation by email
or in the App"

Toyota, OSB website
feedback, 2025

Alternative
transportation

"I was not offered any
mobility solution or
courtesy car"

Toyota, VOC Survey, 2024

Lack of price
transparency

"I was not informed of
the possible cost for
the service"

Toyota, VOC Survey, 2024

Appointment
availability

"I could only have an
appointment within a
few weeks"

Toyota, VOC Survey, 2024

Lack of single point of
contact

"It was inefficient as I
had to talk to several
people during the
process"

Toyota, VOC Survey, 2024

Online Service Booking
issues

"I could not find how to
book a courtesy car"

Toyota, OSB website
feedback, 2025

Retailer reachability

"I had to call several
times in order to get
hold of someone"

Toyota, VOC Survey, 2024

Lack of guidance and
support

"I felt left alone,
needing to look up the
answers myself"

Toyota, VOC Survey, 2024

Alternative
transportation -
insurance

"I was not offered a
courtesy car by my
insurance or had to pay
high costs for it"
"I was not aware of this
service until it was too
late"

Toyota, VOC Survey, 2024

Online Service Booking
issues

"I encountered login
issues and  booking
failures"
"I could only choose for
service and not tyre
change or MOT"
"I could not change or
cancel the slot"
"I was called by the
retailer that this time
slot was not possible"
"When stuck there is no
help or possibility to
talk to someone"

Toyota, OSB website
feedback, 2025

2. Book

3. Welcome

3. Welcome

I want to feel welcome
and be valued when I
arrive at the retailer

For all customers,
except Roadside
Assistance:

I want to know
where to go and
park, have a space
available, and be
able to charge if I
drive a BEV

I want to feel
genuinely welcomed
with a warm and
respectful reception
when I arrive at the
retailer, and I want
to be able to enter
through the main
entrance

I want the service
advisor to recognise
me and my vehicle
history

I want to feel heard
and understood by
the service advisor
when explaining
something

I expect the retailer to
be ready for me
ensuring a worry-free
experience`

For all customers,
except Roadside
Assistance:

I expect to be
attended to
promptly at my
appointment time
and for the retailer
to be prepared

I want the retailer to
know why I am there
and to remember
any information I
have given during
the appointment
booking

I want an
explanation on how
long the repair will
take and what will
happen

I want to have my
chosen alternative
transportation
immediately ready

I want to drop off my
car outside the retailer

Applies to self initiating
customers & ACN:

If I choose not to talk to
a Service Advisor or
drop off my vehicle
outside working hours:

I want the online
check-in and digital
key drop-off to be
smooth and easy

I want to be able to
get my chosen
alternative
transportation and
to know where I can
find it

I want the ability to
add comments or
extra items to be
checked/repaired

I expect to be informed
and feel confident
there are no surprises

For all customers,
except Roadside
Assistance:

I want a quotation
for the repair and
any extra items
requested during
booking

I expect an optimal
and cost-effective
solution

I want to know what
is included under
warranty or Relax

I want confirmation
of items found
previously (and
others), including a
quote, so I can
decide what to
repair

For minor damage, I
want to know what is
covered by my
insurance

I expect the retailer
to offer me flexible
payment options

I expect the retailer to
adapt to my needs

For all customers,
except Roadside
Assistance:

When waiting at the
retailer, I want the
area to be clean,
comfortable, and
welcoming, with
space to work

I expect Wi-Fi in the
waiting area, and to
be offered coffee or
refreshments

While waiting, I want
to explore other
vehicles, other
services, or
accessories

When I do not want
to wait, I expect to
be able to leave
quickly

If I do not wait at the
retailer, I expect
them to contact me
via my preferred
method if needed

When my car is towed
away, I expect to be
informed, reassured,
and supported

For Roadside Assistance
customers:

I expect to be
informed of the next
steps in the process

I expect a mobility
solution for the
period my car is not
drivable

I want to be offered
different options to
meet my budget and
flexible payment
options

I want to know my
warranty coverage
and understand
'Relax'

3. Welcome

Service CRS Service CRS Service CRS Service CRS Service CRS

IACS Results IACS Results IACS Results IACS Results IACS Results

Relax Penetration

Relax Leakage

3. Welcome

I want to feel welcome
and be valued when I
arrive at the retailer

For all customers,
except Roadside
Assistance:

I want to know
where to go and
park, have a space
available, and be
able to charge if I
drive a BEV

I want to feel
genuinely welcomed
with a warm and
respectful reception
when I arrive at the
retailer, and I want
to be able to enter
through the main
entrance

I want the service
advisor to recognise
me and my vehicle
history

I want to feel heard
and understood by
the service advisor
when explaining
something

I expect the retailer to
be ready for me
ensuring a worry-free
experience`

For all customers,
except Roadside
Assistance:

I expect to be
attended to
promptly at my
appointment time
and for the retailer
to be prepared

I want the retailer to
know why I am there
and to remember
any information I
have given during
the appointment
booking

I want an
explanation on how
long the repair will
take and what will
happen

I want to have my
chosen alternative
transportation
immediately ready

I want to drop off my
car outside the retailer

Applies to self initiating
customers & ACN:

If I choose not to talk to
a Service Advisor or
drop off my vehicle
outside working hours:

I want the online
check-in and digital
key drop-off to be
smooth and easy

I want to be able to
get my chosen
alternative
transportation and
to know where I can
find it

I want the ability to
add comments or
extra items to be
checked/repaired

I expect to be informed
and feel confident
there are no surprises

For all customers,
except Roadside
Assistance:

I want a quotation
for the repair and
any extra items
requested during
booking

I expect an optimal
and cost-effective
solution

I want to know what
is included under
warranty or Relax

I want confirmation
of items found
previously (and
others), including a
quote, so I can
decide what to
repair

For minor damage, I
want to know what is
covered by my
insurance

I expect the retailer
to offer me flexible
payment options

I expect the retailer to
adapt to my needs

For all customers,
except Roadside
Assistance:

When waiting at the
retailer, I want the
area to be clean,
comfortable, and
welcoming, with
space to work

I expect Wi-Fi in the
waiting area, and to
be offered coffee or
refreshments

While waiting, I want
to explore other
vehicles, other
services, or
accessories

When I do not want
to wait, I expect to
be able to leave
quickly

If I do not wait at the
retailer, I expect
them to contact me
via my preferred
method if needed

When my car is towed
away, I expect to be
informed, reassured,
and supported

For Roadside Assistance
customers:

I expect to be
informed of the next
steps in the process

I expect a mobility
solution for the
period my car is not
drivable

I want to be offered
different options to
meet my budget and
flexible payment
options

I want to know my
warranty coverage
and understand
'Relax'

Lack of professionalism

"Attitude of the staff:
rude, they did not listen
to my needs"

Toyota, VOC Survey, 2024

Lack of responsiveness

"At arrival the Service
Advisor was still busy
with the previous
customers"

Toyota, VOC Survey, 2024

Lack of price
transparency

"I was not informed of
the possible cost for
the repair or it was not
clear what was covered
by my insurance"

Toyota, VOC Survey, 2024

Lack of customer care

"While waiting during
service I was not
offered a coffee or
refreshment"

Toyota, VOC Survey, 2024

Limited service scope

"My vehicle was not
towed to my preferred
retailer but to the
closest by"

Toyota, VOC Survey, 2024

Lack of scheduling
accuracy

"At arrival the Service
Advisor was not aware I
had an appointment"

Toyota, VOC Survey, 2024

Mobility solution

"I was not offered a
mobility solution or it
was not ready or
wrong"

Toyota, VOC Survey, 2024

Replacement car

"I was offered, but it
was not available or
dirty, no fuel, costs
involved "

Toyota, VOC Survey, 2024

3. Welcome

4. Service

4. Service

I expect the retailer to
be honest, so I can trust
the service and make
confident decisions

For all customers:

I want to be
informed about
additional repairs
and their cost and
time

If I am not waiting at
the retailer, I want to
be informed via my
preferred contact
method

I want an
explanation of the
benefits and reasons
for replacing
additional parts,
especially regarding
safety

I want proof that
repairs are necessary
and to understand
the urgency of
completing them

I expect the retailer
to offer me flexible
payment options

I want transparency
and control over repairs
and costs

For all customers:

I want to freely
decide whether to
approve extra
repairs or postpone
them

I want to know if any
of these are covered
by warranty / Relax

I expect the retailer to
keep me informed so I
feel confident there are
no surprises

For all customers:

I want to be
proactively informed
if the pick-up time of
my vehicle changes

I want to be able to
follow the status of
my vehicle through
the app

4. Service

Service CRS Service CRS Service CRS

IACS Results IACS Results IACS Results

Relax Penetration

Relax Leakage

4. Service

I expect the retailer to
be honest, so I can trust
the service and make
confident decisions

For all customers:

I want to be
informed about
additional repairs
and their cost and
time

If I am not waiting at
the retailer, I want to
be informed via my
preferred contact
method

I want an
explanation of the
benefits and reasons
for replacing
additional parts,
especially regarding
safety

I want proof that
repairs are necessary
and to understand
the urgency of
completing them

I expect the retailer
to offer me flexible
payment options

I want transparency
and control over repairs
and costs

For all customers:

I want to freely
decide whether to
approve extra
repairs or postpone
them

I want to know if any
of these are covered
by warranty / Relax

I expect the retailer to
keep me informed so I
feel confident there are
no surprises

For all customers:

I want to be
proactively informed
if the pick-up time of
my vehicle changes

I want to be able to
follow the status of
my vehicle through
the app

Lack of price
transparency

"I was not informed of
the cost for the extra
items"

Toyota, VOC Survey, 2024

Lack of proactive
communication

"I did not receive any
status update of my
vehicle"

Toyota, VOC Survey, 2024

Lack of transparency

"Extra items need repair
as well, but are they
really needed?"

Toyota, VOC Survey, 2024

4. Service

5. Deliver

5. Deliver

I expect a smooth,
professional repair
completed correctly
the first time

For all customers:

I expect my car to be
ready at the agreed
pick-up time so I do
not lose time

If my car was towed
to a distant retailer, I
expect a proposal to
deliver the car to my
preferred location

I expect that
everything necessary
has been completed
and checked, and
that all my requests
and agreed items
are done, so I do not
need to return

I'd like to know if
there are options for
having my car
cleaned before it's
returned

I want to feel
confident that my
car was treated with
care during the
repair and returned
in the same clean,
undamaged
condition as when I
dropped it off

I expect my seat and
settings to be
returned to how I left
them, so I can get in
and feel at home
right away

I would like my car to
be returned with the
same fuel or charge
level as when I
dropped it off

I want to feel confident
that I am treated fairly
and honestly,
regardless of how I
interact with the
retailer

For all customers:

I expect a clear
explanation of the
work done and the
invoice

I expect the final
invoice to match the
original quotation
and any additional
repairs I have
approved

I expect the retailer
to offer me flexible
payment options
(pay in installments,
payment in a
month,...)

I expect flexibility in
my payment method
(Bank transfer, in-
store, via QR
code,...)

I expect any
warranty coverage to
be reflected in the
invoice

I want to trust that my
car is in good shape
and will stay that way

For all customers:

I expect a clear
explanation of Relax,
how to keep it in the
future, and any other
active benefits

I expect to get an
explanation on new
features that are
available in the app

I want to know about
any other work needed
on my car

For all customers:

If future repairs are
needed, I expect a
clear explanation
and quotation

I expect the retailer
to be proactive and
propose dates for
the next
appointment
(including
alternative
transport),
especially if extra
items need repair
before the next
service

I expect to be
proactively informed
if my insurance or
Roadside Assistance
needs renewal

5. Deliver

Service CRS Service CRS Service CRS Service CRS
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5. Deliver

I expect a smooth,
professional repair
completed correctly
the first time

For all customers:

I expect my car to be
ready at the agreed
pick-up time so I do
not lose time

If my car was towed
to a distant retailer, I
expect a proposal to
deliver the car to my
preferred location

I expect that
everything necessary
has been completed
and checked, and
that all my requests
and agreed items
are done, so I do not
need to return

I'd like to know if
there are options for
having my car
cleaned before it's
returned

I want to feel
confident that my
car was treated with
care during the
repair and returned
in the same clean,
undamaged
condition as when I
dropped it off

I expect my seat and
settings to be
returned to how I left
them, so I can get in
and feel at home
right away

I would like my car to
be returned with the
same fuel or charge
level as when I
dropped it off

I want to feel confident
that I am treated fairly
and honestly,
regardless of how I
interact with the
retailer

For all customers:

I expect a clear
explanation of the
work done and the
invoice

I expect the final
invoice to match the
original quotation
and any additional
repairs I have
approved

I expect the retailer
to offer me flexible
payment options
(pay in installments,
payment in a
month,...)

I expect flexibility in
my payment method
(Bank transfer, in-
store, via QR
code,...)

I expect any
warranty coverage to
be reflected in the
invoice

I want to trust that my
car is in good shape
and will stay that way

For all customers:

I expect a clear
explanation of Relax,
how to keep it in the
future, and any other
active benefits

I expect to get an
explanation on new
features that are
available in the app

I want to know about
any other work needed
on my car

For all customers:

If future repairs are
needed, I expect a
clear explanation
and quotation

I expect the retailer
to be proactive and
propose dates for
the next
appointment
(including
alternative
transport),
especially if extra
items need repair
before the next
service

I expect to be
proactively informed
if my insurance or
Roadside Assistance
needs renewal

Lack of reliability

"When I arrived at the
agreed pick-up time my
car was not ready yet
and I have to still wait
for a long time"

Toyota, VOC Survey, 2024

Lack of price
transparency

"I did not get any
explanation on the
works carried out and
the invoice"

Toyota, VOC Survey, 2024

Lack of explanation

"I did not get any
explanation on Relax or
I was not made aware
that I have Relax"

Toyota, VOC Survey, 2024

Lack of price
transparency

"I did not get any
quotation for the extra
items that need repair"

Toyota, VOC Survey, 2024

No FIR

"Not all my requests
were carried out or the
repair was not done
correctly so I had to go
back to the retailer
again"

Toyota, VOC Survey, 2024

Lack of integrity

"I had to pay, while I
believe this is covered
under warranty"

Toyota, VOC Survey, 2024

Lack of care

"My car was not
cleaned at pick-up or
was even more dirty
than before repair"

Toyota, VOC Survey, 2024

Value for money

"Good service, but too
expensive"

Toyota, VOC Survey, 2024

Lack of repair consent

"On the invoice there
were unexpected costs
included of which I was
not made aware or did
not consent to"

Toyota, VOC Survey, 2024

Lack of clear
communication

"There was a cost for
the replacement
vehicle, which I was not
aware of"

Toyota, VOC Survey, 2024

5. Deliver

6. Follow-Up and Engage

6. Follow-Up and Engage

I expect the retailer to
contact me to check if
everything went well

For all customers:

I want to be able to
verify invoice costs
and ask questions
about the repair
performed

I want to be able to
highlight if
something was not
done as expected
and receive a
suitable solution

I expect the retailer
to inform me of next
steps and costs to
maintain my car's
current good
condition

I expect to receive
the invoice, a work
summary, and
supporting materials
(photos, videos,
Relax certificate) via
my preferred contact
method

For Roadside Assistance
customers:

When my car is
towed, I expect a
follow-up call from
the repairing retailer,
as well as from my
preferred retailer

I expect the retailer to
show interest and act
on my feedback

For all customers:

I want to be able to
give feedback to the
retailer on my
experience during
the repair

I expect the retailer
to act on any
negative feedback I
give and follow up
with me

I would appreciate it
if the retailer
acknowledged my
previous feedback
and explained how it
was addressed

I expect the retailer to
go beyond the
transaction

For all customers:

I expect the retailer
to show genuine
care for my vehicle
by making sure it
stays in good
condition

I expect the retailer
to value a long-term
relationship, beyond
the transaction, by
inviting me to launch
events and other
activities

If certain repairs are
only required at the
next maintenance, I
want to be offered
the option to have
them done earlier at
a discount - with
suggested dates for
the appointment

6. Follow-Up and Engage
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6. Follow-Up and Engage

I expect the retailer to
contact me to check if
everything went well

For all customers:

I want to be able to
verify invoice costs
and ask questions
about the repair
performed

I want to be able to
highlight if
something was not
done as expected
and receive a
suitable solution

I expect the retailer
to inform me of next
steps and costs to
maintain my car's
current good
condition

I expect to receive
the invoice, a work
summary, and
supporting materials
(photos, videos,
Relax certificate) via
my preferred contact
method

For Roadside Assistance
customers:

When my car is
towed, I expect a
follow-up call from
the repairing retailer,
as well as from my
preferred retailer

I expect the retailer to
show interest and act
on my feedback

For all customers:

I want to be able to
give feedback to the
retailer on my
experience during
the repair

I expect the retailer
to act on any
negative feedback I
give and follow up
with me

I would appreciate it
if the retailer
acknowledged my
previous feedback
and explained how it
was addressed

I expect the retailer to
go beyond the
transaction

For all customers:

I expect the retailer
to show genuine
care for my vehicle
by making sure it
stays in good
condition

I expect the retailer
to value a long-term
relationship, beyond
the transaction, by
inviting me to launch
events and other
activities

If certain repairs are
only required at the
next maintenance, I
want to be offered
the option to have
them done earlier at
a discount - with
suggested dates for
the appointment

No proactive care

"I was not contacted
after the repair"

IACS, MM5, Mainstream

No proactive care

"I was not contacted
after the repair"

IACS, MM5, Mainstream

No proactive care

"I was not contacted
after the repair"

IACS, MM5, Mainstream

6. Follow-Up and Engage

Toyota Private Customer Needs Blueprint - VLV Repair

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

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.

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).

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.

This section highlights Pan‑European gaps in the customer journey, based on identified customer pain points.

Each gap shows where a customer need is not fully met at Pan‑E level, and each action proposes a potential solution or direction to address it.

As markets differ, some gaps may not apply in your market, or the solution may already exist or require local adaptation.

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

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.

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).

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.

This section highlights Pan‑European gaps in the customer journey, based on identified customer pain points.

Each gap shows where a customer need is not fully met at Pan‑E level, and each action proposes a potential solution or direction to address it.

As markets differ, some gaps may not apply in your market, or the solution may already exist or require local adaptation.

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

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.

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).

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.
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