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OBSERVE

Passively taking notice...

..through
entertainment, news
and everyday life

No, neither: Observation is passive and
often unconscious (customers may not
be in-market) so it isn't painful or a point
where a conscious decision will be made.

D Barriers: Ads don't show the
customer what they really want to
find out.
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The customer passively and actively explores new vehicles, products
or services to support consideration when shopping begins

ENGAGE

Starting to engage...

..through CRM,
social and in-person
experiences

No, neither: The customer is just
beginning to engage with potential
options whichtypically isn't painful, and
it is too early for any specificdecisions,

2 Barriers: Lack of EV owners to
talk to with experience.

SEEK

Actively seeking out information...

...through trusted
advisors, media and
dealership experiences

No, neither; Although customers are
more actively seeking information, this
is a lower stress activity (building a
consideration set) and may be too early
to create value from a specific brand.

% Barriers: Lack of EV choice available
to them.

THE RETAIL CU

REALIZE

@

The moment when a customerreglizes it
is time to start shopping (or not)...

A TRIGGERS

<

STOMER

¥

JOURMEY

...or move
intoShop

...or return to a
previous activity

fes, this is a Pain Point: Realizing the
need to shop is not always pleasant;
many “triggers” can be negative. 9% of
customers report negative emotions
during this activity.

0 Barriers: Inability to match desired
vehicle to household budget.
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F Fluid cycle; start
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THINKING
Insights from
Qualitative
Research

FEELING
Sentiment
Scores from
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Research

OBSERVE ENGAGE SEEK REALIZE ‘P;L”

1 saw this vehicle on the road, | have
tofind out what it was

Will my phone work well with this
vehicle's technology?

That's the kind of vehicle | should be
driving

lwonder if that vehicle | saw is even
in my price range

Is it realistic to think charging
(4D stations are going to be as
abundant as gas stations?

% Is an EV a good way to lower my
carbon footprint?

Bl 8% Excited
I 44% Pleased
Bl 23% OK
14% Neutral
| 1% Unhappy
| 1% Frustrated

0% Furious

I need to hear from real owners so | can
find the truth about these vehicles

That eventwas so cool; if only | was
allowed totake it for a test drive and
not justsitin it

After reading an article, | want to see
all those new features in action and
figure out how they all work

My neighbor s howed off his new car,
Iwonder if | can afford that

5 If [ can't install a home charger,
canlown an EV?

The range limitations on EVs
%D make me nervous. | wonder how
farlcango

B2 Iwonder if an BV fits my lifestyle
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W 12% Excited
B 36% Pleased

I 29% OK
19% Neutral
| 2% Unhappy
| 1% Frustrated

0% Furious

This should be fun, nottedious

I need to know how all this technology
waorks in the vehicle in real life

Itrust my family and friends to point
me inthe right direction

I need more pictures, more videos, more
information! Where do | find that?

I need the dealer to let me lead the
conversationonwhat | need

How much more will an EV cost
4D overall? Is the price and charging
equipment worth it?

Is an EV's performance decent in
2 winter (heating in vehicle, battery
life, driving in the snow fice)?

The idea of never having to put

oo gas in a car again is exciting!

Do | need to buy extra parts to
4D charge an EV at home (or on
the road)?

..90f9

Bl 16% Excited
I 8% Pleased
B 23% OK
" 10% Neutral
| 1% Unhappy
| 1% Frustrated

0% Furious

My current lease is almost up; I really
need tostart shopping around

Iwasn't planning on buying
something now, but I don't have a
choice with the accident

If I am going to commit to the carpool,

lam going to need a third row

Should | get a new vehicle so that |
have all the new safety features?

It's time for a new car—this one is so
old and has too many miles on it

I'm starting to get really freaked
out about climate change; maybe

2 it's time to switch to an EV?

My parking structure atwork
finally added a charging
station— now an EV might
make sense

)

I have to rethink my reqular
E{D driving routes to see where/if |
can charge it

B 23% Excited
B 33% Pleased
Il 23% OK
12% Neutral
B 5% Unhappy
I 3% Frustrated

| 1% Furious

D
I

S
G
o)
Vv
E
R

OBSERVE ENGAGE SEEK

NEEDS

From
quantitative
research,
ranked by
impartance
lwant/need
avehicle,
service, or
expetience
that...

Responses from
all GM awners

Responsesfrom
EY owners only

Proactively offers new vehicle purchase

advice from a trusted expert who

understands gau and what youwant
icl

vehicle is gettmg [{
. you find hands-on experiences

Providas proactive information
about future vehicles to catch your
interest

Ens resthat\re clemfnrmatlon
f

away’ foryoutoget
n about vehicles when
m on the road

in the know about future
Is, features and
: technutogy

GENERAL MOTORS

understand mainte n
new vehicle you are considering

Helps you learn about \rehlcles EVER

ou to review unbiased
pfeedbackfrom electric

REALIZE

p rchase terms

B8 Helps you knoww
do before your lease ends {vehicle
: Inspection, etc. }
DD Recommends
of lease a new ve!
specificwarranty, re
purchase terms

est time to buy

you can make an informed decision

based on guur

LAgfis
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PAIN POINT
OR MOMENT
THAT
MATTERS?
Why or why not?
EVespedificbarriers
derived from

GM Efectric Vehicle
Ethnogrophy.
December 2018,

RESEARCH

investigating and comparing
options based on...

..needs, budget,
v features, specifications
and costs

No, neither: Customers have many
research options that work for them, so
this is a relatively painless task—and
even enjoyable for some.

(5] Barriers: Cost premium, dealer
knowledge level, understanding of
total cost of ownership and tax
incentives.

-
s :

The customer compares and determines whether
ornot to purchase a vehicle, product or service

VALIDATE

ming and narrowing down
my options...

-with trusted advisors,
third parties, reviews
and comparisons

No, neither: The customer is narrowing
their consideration set using a variety of
inputs and ultimately aren't stressed
about making a final decision yet.

42 Barriers: Finding other EV drivers
for an honest assessment.

-~

EXPERIENCE

Using, testing and seeing virtualiy
or in person...

No, neither: The trial experience
{physical or virtual) is generally positive,
and there may not be pressure to
commit at this point.

(€3] Barriers: Product availability, no BV
test drive offered, dealer knowledge
level.

THE CUSTOMER

@ *

The moment when a customer decides
to make o purchase for notj..

RETAIL

DECIDE

R

ghert

A

"I

JOURMEY

...0r move
intaShop

... or change options

Yes, this is a Moment that Matters: This KEY
critical decision results inasaleora ) F&Lid:gd'e;staﬁt
loss for the brand or dealer. 72% say £ andend at any point
this decision point is positive because o e
: . Time based; butc
they're looking forward to the new i iﬁﬂf’;décr?n

purchase.

4D Barriers: Dealer is not excited about
EV and is trying to sell me a
different car that is on the lot.

Dacisicnpéint;
°+ diverges into paths

* Activity |5 aquantified

Moment that Matters

Jgy Activity s aquantified
’ Pain Point

[*3 Unique to EV

-

RESEARCH VALIDATE EXPERIENCE @ DECIDE *

Is this my “all in” price? | don't want
to see additional charges at the end

There are certain features | want but
a price | can't exceed

Iwant to conduct my research based
on features, not by model/brand

How do | know I am getting all the
right information and best price for
this vehicle?

| hope my coworkers and family
think I am making the right choice

lam going to ask my Facebook
friends what they think

Wow this got great reviews—it's
definitely staying on my list

I need to make sure my sources are
reliable

How will my insurance rates change

lwant to try the exact vehicle | want
to get

Let me check it out, but save the
hard sell

The salesperson is showing me all
these awesome features, lwonder how
much it will increase the price

Why doesn't my research match what
the dealer is telling me?

This is exactly what | was looking for,
it's perfect!

When [ look at all the options and
features | want, can | really afford this
vehicle?

1did my research, so I know lam
getting the vehicle for the price lwant

The dealer offered me less than lwas
expecting for my trade-in — this
changes everything

THINKING : - A . ,
Insights from T4 Is fast charging available? when/if | get this new vehicle? Testdrives today aren't lang enaugh This may not be the 'best time togeta
Qualitative b T B ATl BT Why can't | compare different models Iborrowed my friend's carand now | newvehicle. Ithink [l wait
Research P i and brands at the same time? want all this new technology I like that the dealer listened to me.
; ; : When I'm ready to buy I'll come back
42 How different are the COf.tS of 0 Can | really make an EV work 042 Why do | know mare about the e y y
operating/owning 3(965 powered with my lifestyle? features onthis FV than the dealer?
vehicle versus an BV (overall price, - — - - 40 | have heen thinking about Evs
incentives, tax credits)? 42 Is an EV the attitude | want to E42 Driving an BV is really different for years— now is finally the
roject? . ; time!
%2 | need to understand what type of P E42 I'm nervous about charging—
charging options are available to 043 My EY owner friends have some show me how that works 4> The dealeris not excited to sell
me where | livefwork good things tosay me an EV—he wants me to
decide on something different
.80of8 .0f9 ..90f9 .80of8
Bl 15% Excited Bl 19% Excited Il 20% Excited Bl 23% Excited S
B 42% Pleased I 42% Pleased I 44% Pleased B 42% Pleased H
FEELING . 27% OK B 25% OK I 23% OK Bl 17% OK
Quant , ! , 0
ol e 12% Neutral B 12% Neutral I 10% Neutral B 9% Neutral
sl | 1% Unhappy | 1% Unhappy | 1% Unhappy | 1% Unhappy P
1 2% Frustrated | 1% Frustrated 1 2% Frustrated | 1% Frustrated
0% Furious 0% Furious 0% Furious 0% Furious
RESEARCH VALIDATE EXPERIENCE @ DECIDE *
Provides a final dealer price upfront Provides you with enough information Makes you feel the salesperson Is Ensures the dealer respects your needs
without surprises about a recall on a vehicle you're listening during the buying process when you're
= = considering to make a confident purchase to youand respecting your needs over purchasing avehicle inan urgent
Allowss you to select exactly the features their own needs situation (vehicle totaled in accident, etc.)
NEEDS You want instead of choosing between
From packages of features Helps you understand your bottom-line Allows you to test-drive a vehicle for at Prox;rides 'slpecia! offers (i.e;'.,'discou_nted.
quantitative : : — price, including all the offers and least 24 hours so you can really . vehicle price, incentive, discounted
research, Provides a guaranteed quote that will incentives that apply to you understand how comfortable the vehicle service) to recognize your previous
ranked by match the final price at the dealer so - Is In real life purchases from that dealer or
i there are nosurprises in your estimated rovides 3 side-bu-side ¢ i ) 0 ) ) manufacturer
Impaiorice i p 4 Pruaes aioe by srdg sompatil ot Allows you to experience vehicle features
Iwant/need monthly payment add-on in-vehicle services (e.g ; g g
Svichidle : A aE R su.b“cri Stione and technology so that you feel confident Helps you get the right vehicle to
service D'r Provides an accurate trade-in yalue for Wi~Fi?acrc?ss vai;’e: aCEp: t these features are right for you purchase or lease when you need to
experience ﬁqurfu;reepot ve_hlc.le bv;e’f_‘?ri.g;:;u - Allows you to test-drive a vehicle for at replace your current vehicle quickly
that... sl d S A Provides a collection of third-party least 24 hours so you can really Recommends the best time to buy or
reviews, rati.ng_s _and.'awards iln one Riace understand how the vehicle performs lease a new vehicle based on your specific
to help you narrow yourvehicle choices warranty, repairs, lease or purchase terms
Responses from

all GM owners

Responsesfrom
EY owners only

B0 Allows you to select exactly the
features you want instead of
choosing between packages of
features

DB Makes it easyto understand how
things like accidents, potholes,
puddles and inclement weather

impact electric vehicle safety

Makes you knowledgeable about
the technology features in the
vehicle toensure you're selecting
the right vehicle for you

B2 Provides a collection of third party
reviews, ratings, and awards in one
place to help you narrow your
wehicle choices

Provides you with enough
infermation about a recall on a
vehicle you're considering to make a
confident purchase

Provides you all the information
you need to have a conversation
with your employer or landlord
about installing charging
equipment for you to use

Gives you an estimated itemize
brealidown of home charging
installation costs

< 3]

2]

o

- Apf10

As of 1/24/2020

GENERAL MOTORS

D Allows you to test-drive a vehicle
for at least 24 hours so you can
really understand how the vehicle
performs

Provides you with take-home
materials that summarize the
information on the specific vehicle
you test drove

Allows you to test-drive avehicle
for at least 24 hours so you can
really understand how comfortable
thevehicle is
Ensures that the features {e.g., power
seats, heated seats, power windows)
in your electric vehicle are as refined
as in a gas-powered vehicle

..4of15

@D Helps you knowwhat you need to
do befare your lease ends {vehicle
inspection, etc)

Recommends the best time to buy
of lease a new vehicle based on your
specificwarranty, repairs, lease or
purchase terms

[z2]

Offers advice s0 you can determine
“if now is the right time to buy your
niext vehicle based on yourchanging
needs

Helps you understand the
differances between leasing or
purchasing your next vehicle sothat
you can makean informed decision

.4 0of13
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The customer completes the purchase process for vehicles,

products or services

FIND/SELECT

Lecating and choosing what to purchase...

..based on
specifications, offers,
incentives and price

Yes, this isa Moment that Matters:
Finding the vehicle the customer wants
creates the strongest positive emotion in
this stage of the journey. It is critical the
customer finds what they want with
minimal effort,

Yes, this isa Pain Point: When the dealer
is unable to find what theywant it
creates frustration and unhappiness for

6% of customers, which in turn
negatively impacts the sale.

40 Barrlers: Lack of dealer inventory
and the wait period.

NEGOTIATE/PRICE

Working through or settling on...

Negotiates;

...the terms
or final price

Yes, thisis a Pain Point: 10% of
customers feel negatively about the
effort to negotiate the best price.
Customers often feel that they have
been misled when it comes to incentives
and offers and getting to the final “all
in" price of the vehicle.

042 Barriers: Inability to sift through
the tax incentives and the EV-
specific rebates.

@

COMMIT

N

The moment when a customer
commits to the purchase (or not)...

.. arreturn to o <= .

previous activity

Yes, this is a Pain Point: 7% of customers
have negative feelings about the
purchase process which includes
accurate final price, the amount of time
it takes, and just an overall bad dealer
experience. This is a point of no return
for the customers and these triggers
could cause customers to rethink the
purchase.

THE RETAIL

FINANCE/PAY

Completing paperwork and/or paying
ferthe purchase...

..using cosh, credit, financing
or other options

CUSTOMER

JOURNMNEY

N

...then move
into onboard

/
. orreturn toa 4§ =
previous gctivity

Yes, this is a Pain Point: Securing
financing at an affordable rate
combined with high sales pressure
tactics for "add-ons” causes pain for
the customer. In addition, the time-
cansuming and often manual
processes creates frustration and
unhappiness for 6% of customers.

4D Barriers: Uncertainty around the

4D Barriers: Frustrated with the need to
work with multiple entities to fulfill
EV needs.

cost and the options for home
charging.

5% 56 55 A%

N Time based butcan

N oceur out oforder

. Dieclsion point;
" diverges intopaths

Ps

EJD Unigue to EV

FIND/SELECT

I can't find the vehicle with the
features

I need at a price that | can afford

| feel like the dealer is being too pushy
and not listening to me

Why can't | have the one that | built
online?

Where is the vehicle? The dealer’s
website showed they had one on the lot

NEGOTIATE/PRICE

Guarantee | can get the best price or
Iwill go somewhere else

I'm not confident | got a good deal.
How can [ tell?

I love negotiating with the salesperson,
because that's how | get the best deal

Do | have to go through the dealer for
financing? | might be able to get a
better interest rate somewhere else

COMMIT

<

The vehicle and price just don't meet
my needs right now

i

This is a big commitment—| need
another dayto think it over

Ifeel like | was rushed through this
whole process and I'm notsure |
understand all the services | paid for

This dealer isn't really listening to
anything Isay

FINANCE/PAY

There is way too much papenwork and
fine print; arm | supposed to read all of
this right now?

That went really smoothly. Not bad
atall

Maybe | need to talk to the sales
manager

Let's wrap this up so | can get in the
driver seat

How many points do [ get for my

i

- - - ?
ITH,I‘:EL”?NG What will adding these running boards | don't want to tell the dealer | have Everything looks inorder, just like we purchase? -
Stjla?itasti\:;)m doto my payment? reward points to redeem until after discussed l[prefer augo-lgtay; that Wg_{ﬁ' don't have
: they give me the final price gememperiopay mEnilevery
Research ESE: i'j[a‘:rf Egr??gﬁgzunﬁmlg?deam“h'l) to 49 P Hove this vehicle and all the new month
i : ' How much will | save if I go with an i technolagy, but it's really expensive T hope the dealer and the insurance
| grn Tapanl 2ieier L L Tan t annual plan versus a monithly payment! o9  This investment will save me company work together quickly
understand all the packages and the itk
pricing 42 taybe I should consider leasing Ena] n-the long run Do I really need an extra warranty on
- - since I'm not sure that investing in @D This is the right choice to help the top of what the basic warranty
o x\lhatdarle rT}H&'][?]rg'r_‘gh?Pt'U';S and an BV is worth the future savings environmen’? P provides?
ow do | select the right one? ; -
; ; Why couldn't | have done all this
! B9 1didn't know I'd have to negotiate ; | e
(€3] Ishouldnf_t ga\;]e to seﬁrch sofar with home charging installers or D lamso excited to be an EV owner! online?
away ta:mnd the by thak [want get pricing for different charging 42 Canl pay for my home charger
options in my monthly vehicle
payment?
..9079 ..8078 .90f11 10010
H 23% Excited Bl 4% Excited Bl 17% Excited M 4% Excited
I 45% Pleased I 41% Pleased I 46% Pleased I 45% Pleased B
;‘EEUNtG B 17% OK B 3% OK BN 20% OK . 2% OK U
entimen
e B 9% Neutral I 13% Neutral I 1% Neutral | 14% Neutral
S:Saer;trictﬁﬁve I 2% Unhappy I 4% Unhappy | 3% Unhappy I 3% Unhappy Y
B 4% Frustrated B 5% Frustrated I 3% Frustrated | 2% Frustrated
0% Furious | 1% Furious | 1% Furious | 1% Furious @
FIND/SELECT NEGOTIATE/PRICE @ COMMIT 4’3 FINANCE/PAY ‘"Z
Allows you to select exactly the features Glves you confidence that you Ensures the vehicle estimate the dealer Provides clear, itemized contract
youwant instead of choosing between neg?tlal;(ed.afalr price forthe vehicle prov'rldes rr;at:hebs the final price when p-apehrworl; that explains your deal before
packages of features you'ra buying you're ready to buy you have tosign
NEEDS Allowés you to purchase only the featuras Allows you toget the best deal without Provides clear, temized contract Helps you understand your bottom-line
From youwant without having to upgrade or haggling with the dealer paparwork that explains your deal before price, J;ncludmg all the offersand
quantitative downgrade to a package that doesn't e e et you have to sign incentives that apply to you
:ﬁiﬁt’u meet your needs found online will be honored by the T S U T Provides financing papenwork that's
importance Allows the dealer to find exactly the desiet in the final contract is what you had accurate the first time
'a":'":'_lit{I:eEd chr:filgngg:dwzgﬁﬁgfﬂyﬁss of fts Gives you confidence that you received a agreed toverbally Offers an honest assessment of vehicle
e g L] fair price for the vehicle you'ra buying ey T “add- ons" so you know which ones are
: ; s it : ; i s
experience Allows you to experience vehicle features aég:':'a:e t;.?:ﬁ‘r:;ﬁi&aepe Rt wiorth h!"”JmF {e-g. extended warrantles,
that... and technology so that you feel protection plans, accessories)
confident these features are right for you
Responses from

all GM owners

Responsesfrom
EY owners only

B0 Allows you to select exactly the
features you want instead of
choosing between packages of
features

B Allows you to purchase onlythe
features you want without having to
upgrade or downgrade to a package
that doesn't meat your needs

B Allows you to find exactly the
vehicle you want regardless of its
location and a local dealer who
waould get it for you

@2 Allows the dealer to find exactly the
vehicle you want regardless of its
location and get it for you
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Explains vehicle add-ons (i.e.,
extended warranty, service plans,
etc.) without sales pressure so you
can make an informed decision

Assures that the vehicle pricing you
found online will be honored by the
dealer

Provides a single point of contact
throughout the shopping, buying,
financing and delivery steps

Gives you confidence that you
negotiated a fair price forthe
vehicle you're buying

GENERAL MOTORS

Provides financing paperworkthat's
accurate the first time

Provides clear, itemized contract
paperwork that explains yourdeal
before you have to sign

Proyides an “itemized receipt” of
exactly what you bought
{accessories, features, etc.) before
you leaye the dealership

Ensures the vehicle estimate the
dealer provides matches tha final
price when you're ready to buy

Provides financing paperwork that's
accurate the first time

Provides clear, itemized contract
paperwork that explains your deal
before you have to sign

Provides you with a customized
statement of cost savings that you
qualify for{e.g, manufacturer sales,
tax incentivas, state rebates, your
income) to help you determine your
final vehicle price

Allows the dealer to get proof of
insurance from yourinsurance
companywith your permission

.4 0f15




The customer sets up and begins to learn about
their new vehicle, product or service

THE RETAIL CUSTOMER JOURNMNEY

(&) onBoARD

GET

*

Taking delivery, receiving or activating...

..at thedealership,
online, orathome

PAIN POINT
ORMOMENT
THAT :
MATTERS?
Why or why not?
EVespedficbarriers
derived from

GM Efecteic Vehicle
Ethnogrophy.
Decernber 2018,

2

rECccE OH

Yes, this isa Moment that Matters:

This is an exciting time for the
customer and a key moment in
the onboarding process.

It is critical that they are happy
with the outcome. 76% of
custamers report feeling excited
or pleased about their
experience.

D Barriers: Poor explanations
of key EV features and lack
of understanding of what
impacts range and battery
usage.

CELEBRATE

*

Celebrating my purchase...

..ond sharing my
excitement with
others

Yes, thisis a Pain Point: This
moment validates that the
customer made the right
decision. This activity

is the peak of the emotional
journey and 93% of customers
have a positive emotion (the
highest positive emotion through
out the entire journey).

4 Barriers: Not receiving a
special celebration at the
dealer (feeling like it is
just another sale).

FAMILIARIZE

initially learning about features,
alone or with help...

...by reading
orexplaring

No, neither: Generally, this is still
a positive experience as
customers learn new features of
their vehicle. Frustration may
oceur if the customer finds
materials confusing.

4D Barriers: The dealer's lack of
understanding of EV leads to
an overview that is basic

CUSTOMIZE

Customizing and making it mine...

...hased on
my preferences

No, Neither: Customers expect
to be able to personalize and
customize their vehicle to meet
their needs. This is a routine
and rather straightforward
activity and 67% are pleased or
excited with their experience.

42 Barrlers: Cost of home
charging installation and
difficulty configuring
persanal vehicle settings
including charging
preferences.

ASSESS

&®

*

Moments when the customer reflects

on decisions, they have made...

Yes, this is a Pain Point: The
customer's satisfaction and
happiness at this point is a
“make or break” moment for
their relationship with the dealer
and/or brand. 30% find this to be
just an OK or neutral experience..

42 Barriers: Adjusting one's
lifestyle for EV and fear
of trying features that
are not clearly
understood.

f

...0r move
into Use

1
(]
1
1
+

..Orreturntoa
previous activity

KEY

Fluidcycle; start
and end at any point

Time based;butcan
oceur out oforder

Decision point;
diverges infopaths.
L Activity is aquantified

Moment thatMatters

Activity is a quznlified
Pain Point

]:+3 Unigus to BV

¥

&n emotional brealk
with the brand

After all the research, it's finally
going to be mine

How long is this process going
to take?

This is a great experience — the
dealer has taken really good care
of me throughout the process

This is justwhat | wanted!

I can't wait to show this off to
my friends and family

Ilove driving this vehicle

This is the coolest car | have
ever bought

Will | remember or use all this
technology stuff?

llove the ride and acceleration

Driving to work will be so much

FAMILIARIZE

There are still a few things |
don't understand after reading
the manual

| prefer to figure things out as
Igo

CUSTOMIZE

Why did they ask for my
information again?

@ ASSESS

This is the nicest, most high-
tech vehicle | have ever owned

lwant it to feel like mine —
my settings, my stuff, my
music, etc.

Just show me how this works
s0 | can get going

Is it worth it to pay for more
add-ons?

Ithink I'll sign up for all the free
trials for these services and see
which ones | like

Are updates/upgrades
automatic and how will | know
when they're available?

Ifeel my dealer will have my
back throughout my
ownership experience

Iwill recommend this to
everyone

I'm not used to people staring
at my car or asking me
guestions about what | drive

Idon't even know if | am using

*

THINKING They are doing this overview fun There's a lot to absorb about Once I set it up, this car cando all the features | paid for
b b way too fast — | need more time RO tSarE gy et these ngw YtEh|I|CIeS; I hope | alotonits own The quality on my old vehicle
Qualitative How will | explain all of these most entertaining and I mbelsiEa How do | set up the seat was bgtterthan this
Research features to other drivers in my comfortable now I think this dashboard adjustment presets again? I feel like | didn't get what |
household? , - - interaction is fun B | need a plan for where to wanted when it comes to
] e A (2] L{fn exuteld to finally be an s there someone at the dealer | charge {and what to do) ]’Eg;ilunr%;and some of the other
ownerl b J
e what to expect since this can callfvisit if | have questions? 2 I'm starting to get used to - —
: : ¥ . ¢ 4D | made the right choice
is my first EV £ I was not expecting a smooth I'm gaing to loak this up on charging at night and itwill help the
o Wil they G ieatheat ride and acceleration YouTube so | can see how it ervironment
sheet to help me remember works step by step B4 | am so excited to have very
the basics? G2 A | charging this right? little maiptenance or gas
; - - expenses!
O 1wish they spent more time 2 I'm going to start with the :
explaining the battery 1OV ehatgerantdhen o L)T gﬁgttytlr:i]sucgianrt] o
decide if the 240V is neaded p P O
9019 10010 809 100712 N
N 29% Excited I 7% Excited Bl 20% Excited B 21% Excited Bl 14% Excited O
I 4 7% Pleased I 45% Pleased I 45% Pleased I 46% Pleased I 4 7% Pleased A
FEEHING B 5% OK W % 0K B 22% OK B 20% OK B 20% OK
Sentiment
e 7% Neutral 6% Neutral 10% Neutral 10% Neutral | 10% Neutral R
RQ:Saer;trictaﬁve | 1% Unhappy | 1% Unhappy I 2% Unhappy | 1% Unhappy I 3% Unhappy D
| 1% Frustrated | 1% Frustrated 1 2% Frustrated I 2% Frustrated | 1% Frustrated
0% Furious 0% Furious 0% Furious 0% Furious | 1% Furious @
CELEBRATE CUSTOMIZE @ ASSESS Y
Clearly explains all the services Provides a customized route for Explains all of yourvehicle's Let's you control how and when Let's you return your newsvehicle
that are included in your new you to take your new vehicle on a ‘features in easy-to-understand youwant to be alerted by your if you decide it's not right for you
vehicle without pressurirEg you "joy ride” to help you really terms : vehicle {e.g., thef;: notification,
for additional purchases (e.g., experience yourvehicle's lowv tire pressure Gives youthe ability to add
NEEDS emargency services, radlo performance Clearly explains all the services featu,ﬁ;s after you p%rc'hasé your
From subscriptions, Wi-Fi) that are included in your new Gives you clear and easy to vehicle
quantitative Enables the dealer to show vehicle without pressuring you understand pricing for add-on in-
teseatch, Eliminates sales pressureto buy ‘appreciation for your purchase r additional purchases {e.g., vehicle services and features (e.q., Makes it easy to share
ffed o) other items from the new vehicle other than posting on social emergency services, radio emergency services, radio information about your new
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o ) : 5 set- up your new vehicle while Let's you decide when and how
Basporsss fiam Provides you withtake-home Commemorates your vehicle youwatch, so that you can Youwant yourvehicle

all GM owners

Responsesfrom
EY owners only

materials that teaches you about
the features and technology on
your specific vehicle

B Allows you tochoose when,
where and inwhat condition
our new vehicle will be:
elivered
3] Helps you choose the rig ht
add-on in-vehicle services
{e.g., emergency services, radio
subseri ptions, Wi-Fi)
for your budget
2 Provides access to an expert
{e.g.; in person, online) that
can teach you how tucharge
yourelectric vehicle

B8 Let's you sign for and pick up
guur new vehicle ata place
that's convenient for

purchase at the dealership {e.g.,
picture, bow on vehicle)

B2 Makes iteasytoshare
information about your news
vehicle with friends, family or
people with similar interests

Provides a customized route
for you to take your rew
vehicle ona“joy ride” to help
you reaﬂy experience your
vehicle's performance

5]

Commemorates your vehicle
purchase atthe dealership.
(e.g., picture, bow on vehicle)

Enables the dealer to show
appreciation for your
purchase other than posting
onsocial media

.4ofd

unde rstand how the features
work

D Allows you to learn about and

set up. Eour new vehicle on your

own while you wait for delivery

B3 Teaches you how things like
waeather and drnun? behavior
will affect your battery
performance

[0 Provides a go-to technology
expert (e.9., In person, onl ne,
through in-\iehlcle ‘smart”
assistant) to-answer your
questions about your new
electrlcvehlcle when you first

_geti

GO Let's gou return tothe
dealership time to
learn or as es ions about
your new vehicle

.4 ofi15

GENERAL MOTORS

manufacturer and dealer to send
you information

2 Allows youtocaleulate if it s
worth it toinstall a charging
station in your garage based
on how lofig Yol plan to keep
yourelectricvehicle

Allows you to personalize the
look and feel of the
information displayed in your
vehicle

Allows youtosee

W
“available accessories will look
on your new vehicle

Offers ways to learn about.
and program your settings
before you pick up your new
vehicle Tfrom the dealer

..40f25

32 Gives you the ability to add
featuras after you purchase
yourvehicle -

M0 Let's you return your new
vehicle if you decide it's not
right for you

D Makes it easyto share
information about your new

vehicle with friends, family or

people with similar interests
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