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WHAT THE CUSTOMER DOES

Entertain

@ ALWAYS ON

Think... “EVs are advanced and attainable.”
Product Features:

MY22 CHEVROLET
BOLT EV MCM & EUV

Think... “EVs are everywhere ~ the new normal.*
Product Features
never thought going
electicwould beso
much fun with o
maintenance worry

MY24 CHEVROLET TRAX CUSTOMER JOURNEY MAP

Audience Y always aspirng to be abetter me" I use my brain over my heart fordaily
Believes. ecisions’

s 2 vehice that has everything “The smartest choice fo sicking to my
and nothing | dor pose”

Product
Features

Organize

Communicate*
Arrive

Think.. “EVs are smart and fun to drive.”

Think... Vs are affordable and easy to use.”

Product Features:

CUSTOMER JOURNEY MAP | 207
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THIS PRESENTATION WILL ANSWER
FIVE QUESTIONS..

1. Why is brand loyalty critical for Chevrolet’s success?

2. How is Customer Experience tied to building brand
loyalty?

3. What five elements are essential for effective CX?
4. How can effective CX enhance subscription services?

5. What are some thought starters/implications
for Chevrolet?

“. modern marketing
by COMMONWEALTH // McCANN
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Building brand loyalty through effective customer experience
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WHY IS BRAND LOYALTY CRITICAL FOR CHEVROLET’S SUCCESS?



WHY IS BRAND LOYALTY CRITICAL FOR CHEVROLET’S SUCCESS?

WHY DOES BRAND LOYALTY MATTER?

ON

is best defined as, “a consumer's positjﬁ;feelings towards a brand, and their dedication to

purchasing the brand’s products and/or services repeatedly, regardless of deficiencies, a competitor’s
actions, or changes in the environment.”

According to Harvard Business Review, Data from the Global Brand Market Research Although brand loyalty is talked more

companies with high brand loyalty scores: team indicates about by brands versus consumers, it is
: - ) ] important to consider the number of

I Grow revenues 2.5 times faster ; I Loyalty did drop in 2021 (46.6%), but since

competitors entering the EV category in

recovered in 2022 (49.9%) according to PIN the next few years:

Loyalty w_halever sales<data from JD ;
N ifough dealer==me' | 2@T9:Saw-25 new EV entries

I Deliver twg to five times the return to
shareholders over 10-year tim?ﬁ?’ames

| Bring in 65% of revenue from fepeat A T e sffonly > {1 2025: Expecting 110 EV entries
business with existing clients ‘ el Mﬂﬂﬂéf”"’arlrarms the most S|gn|f|cant - i~ﬂ )Y e ‘I o
: I N = , i e U.S. volumes are expected to
I Are not dependent on price, which benefits Reasons for Rejection in 2021 and 2022 . .
bt profitpand profitakr))ility (US) rise from about 500,000 in 2020 to

3,000,000 in 2028

I Market share has flu§tuated between 9.5%
~and 12.2% since 2013_(‘US)

SOURCES:

“. modern marketing
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https://www.investopedia.com/terms/b/brand-loyalty.asp
https://evadoption.com/ev-sales/ev-sales-forecasts/

WHY IS BRAND LOYALTY CRITICAL FOR CHEVROLET’S SUCCESS? | &=

HOW THREE DIFFERENT “EXPERIENCES” IMPACT BRAND LOYALTY

UX
User Experience

The overall experience of a person
using a product, such as a website or
computer application, especially in
terms of how easy or pleasing it is to
use.

Buzzwords: Interactive Design, Visual
Design, User Research and Testing,
Information Architecture, Accessible,
Findable, Usable.

\

CX
Customer Experience

The impression your customers have of

your brand as a whole throughout all
aspects of the buyer's journey.

Buzzwords: Valuable, Desirable,
Credible, Useful, Customer Service,
Content Strategy.

BX
Brand Experience

The feelings, reactions, and ideas
that result from the direct or
indirect exposure to any
branded/brand-medicated
interaction influencing a future
purchase decision.

Buzzwords: Emotional connection,
an ecosystem around the brand
that people can fit themselves into

_/

Y

Brand Loyalty

The repeat purchases of a particular brand based on the perception of higher quality and better service than any competitor—
not dependent on price. Companies with high scores on brand loyalty grow revenues 2.5 times faster than industry peers.

SOURCE: HTTPS://WWW.QUALTRICS.COM/EXPERIENCE-MANAGEMENT/BRAND/BRAND-EXPERIENCE/

“. modern marketing
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https://www.qualtrics.com/experience-management/brand/brand-experience/

WHY IS BRAND LOYALTY CRITICAL FOR CHEVROLET’S SUCCESS? | &=

»

”Awls NO LONGER WHAT WE TELL
TH TOMER IT IS — IT IS WHAT THE

CONSUMERS TELL EACH OTHER IT IS”

— SCOTT D. COOK
CO-founder of Intuit
Director of eBay and Procter & Gamble

8
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HOW IS CUSTOMER EXPERIENCE TIED TO BUILDING BRAND LOYALTY?




HOW IS CUSTOMER EXPERIENCE TIED TO BUILDING BRAND LOYALTY? | &=

HERE WAS A

COMPETE! ,
ILITIES: S)/PERIO);_. D
ABILITY.

i \: .SU M » Y g
‘ ATTLEGROUND IS INCREASINGLY ONE W T
' NABLED, DATA-RICH, ELECTRIC VEHICLE (EV)

ENTLY HAVE THE UPPER HAND:

. CUSTOMER EXPERIENCE.

SOURCE: MCKINSEY THE NEW KEY TO AUTOMOTIVE SUCCESS: PUT CUSTOMER EXPERIENCE IN THE DRIVER’S SEAT
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https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/the-new-key-to-automotive-success-put-customer-experience-in-the-drivers-seat

HOW IS CUSTOMER EXPERIENCE TIED TO BUILDING BRAND LOYALTY? | &=

TODAY’S CUSTOMERS EXPECT A GREAT CUSTOMER EXPERIENCE WHEN
INTERACTING WITH BRANDS

O

In 2025 about 45% of car buyers will be
millennials (1981 to 1996)

* Used to a fluid, one-on-one relationship with brands.

* Used to dealing with companies such as Amazon, Airbnb,
and Uber, companies that employ the best digital
strategies and rely heavily on the Customer Experience.

* Table Stakes: 24/7 support, a strong and well-studied
presence on social networks, a perfectly omnichannel and
mobile-first approach, and a growing focus on
personalization is expected

Source: McKinsey

The customer experience need to begin
from the first brand interaction

* Most customers are in the car-buying market for 89 days
* They spend more than 9 hours just researching vehicles

* The car-buying process takes even longer if you do not
have the right paperwork or if financing takes longer than
expected.

Source: Cox Automotive Research & Market Intelligence

Loyalty is built on the service interaction the

owner has with the brand

It’s easier to sell a new car to a customer who has already
had a satisfactory experience with the brand and the
dealer.

Yet, 90%+ of loyal customers still consider at least one
other automotive brand in their subsequent shopping
journey.

Source: and McKinsey

“. modern marketing
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https://www.mckinsey.com/industries/automotive-and-assembly/our-insights/driving-the-automotive-customer-experience-toward-the-age-of-mobility
https://www.mckinsey.com/industries/automotive-and-assembly/our-insights/driving-the-automotive-customer-experience-toward-the-age-of-mobility
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/www.coxautoinc.com/wp-content/uploads/2022/01/2021-Car-Buyer-Journey-Study-Overview.pdf
chrome-extension://efaidnbmnnnibpcajpcglclefindmkaj/https:/www.coxautoinc.com/wp-content/uploads/2022/01/2021-Car-Buyer-Journey-Study-Overview.pdf
https://www.thinkwithgoogle.com/marketing-strategies/search/automotive-brand-loyalty-shopping-journey/
https://www.mckinsey.com/industries/automotive-and-assembly/our-insights/driving-the-automotive-customer-experience-toward-the-age-of-mobility
https://www.mckinsey.com/industries/automotive-and-assembly/our-insights/driving-the-automotive-customer-experience-toward-the-age-of-mobility
https://www.mckinsey.com/industries/automotive-and-assembly/our-insights/driving-the-automotive-customer-experience-toward-the-age-of-mobility
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Building brand loyalty through effective customer experience

WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX?

12



WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX? | &=

EFFECTIVE CUSTOMER EXPERIENCE REQUIRES..

A Customer- A Deeper A Personalized An Ability to Make Innovation That
Centric Approach Understanding Customer Experience Connections and Provides Value,
of the Customer Develop Relationships Not Distraction

SOURCE: 5 GUIDING PRINCIPLES — S TO ENHANCE CX LINK ...

by COMMONWEALTH // McCANI

modern marketlng
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https://getmindful.com/blog/5-guiding-principles-enhance-cx/

A CUSTOMER-CENTRIC APPROACH

Customer centricity is the ability to understand consumers and make
business decisions based on their needs.

Customer A brand that understands my pain points A brand that is always there, whenever |
Mindset: and solves it with ease. choose to interact with it.

6 HleEIE el {e]# Develop customer journey maps that Generous, accessible customer support
Chevrolet: visualizes all your touchpoints so you can for customers when they need it,

better understand your customer — their through various channels.

pain points and where positive

experiences are being delivered through
the buying journey.

According to Solvvy’s State of Chatbots
Report:

80% of customers will use a chatbot if
one is available.

Leverage existing data from each vehicle

interaction or through channels like

MOVP, social media, etc. I 47% think they may have possibly
mistaken a chatbot for a live agent at
some point.

Iterative customer journeys based on
existing journeys.

SOURCE: ZENDESK HOW TO CREATE A CUSTOMER-CENTRIC STRATEGY IN 2022, AUGUST 2022.

WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX?

Rail Europe Experience Map

Guiding Principles

Customer Journey

oonG

THKNG.

FEELNG

mwf'=

Opportunities
GLoan

POSTS00K, TRAVEL, POST-TRAVEL

value propositon.

they noed. ‘own scutions.

yourcustomers intobetter,  Engage n social modia with
ravoors. ‘oxplcit purposes.

Make
mors savey

MY24 CHEVROLET TRAX CUSTOMER JOURNEY MAP

SHOP

LEARN

exparionce.

booking n Europa f0o.

S ot Yo Pt S8 Ty

it change.
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CUSTOMER JOURNEY MAP | 227

udience “I'm always aspiring to be a better me”

Audience
Wanting in Their
Vehicle

Product
Features

when shopping begins

“I use my brain over my heart for daily
decisions”

“It's a vehicle
ing | don't””

“I budget carefully when making household
decisions”

modern marketing

by COMMONWEALTH // McCANN
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https://www.zendesk.com/blog/customer-centric-business-2/
https://go.solvvy.com/rs/733-WJM-922/images/2021%20State%20of%20Chatbots%20Report.pdf
https://go.solvvy.com/rs/733-WJM-922/images/2021%20State%20of%20Chatbots%20Report.pdf

A DEEPER UNDERSTANDING OF THE CUSTOMER

This is best fulfilled by putting all your data in one place you’re able to get a

360 view of your customers.

Customer | don’t want to keep introducing myself
Mindset: or my concern of a brand every time |
engage with one of its channels — | just

don’t have the time.

(6 HlelE ol iie]# CX Trends Report revealed: 92% of
Chevrolet: customers will spend more with
companies that ensure they won’t need

to repeat information.

micro audiences.

Customer data collected becomes even
more powerful when paired with Al
technology. Loyalty software can use
machine learning to identify customer
lifetime value, predict churn and uncover

| expect a brand to know what I like and
don’t like after a few interactions with
their channels — real, digital and meta
worlds.

Data is exceptionally valuable when it
comes to marketing vehicles to
consumers. With data analytics,
automakers can analyze their existing
customers to identify characteristics that
predict a purchase.

Ability to integrate Al to understand
what is most important to their
customers. This can then be used to
anticipate customer needs — something
that will make them stand out from
competitors.

SOURCES: ALL ABOUT BRAND LOYALTY: WHAT IT IS, AND HOW TO BUILD IT, JUNE 2022. 10 COMPANIES THAT USES BIG DATA, MARCH 2021.

McDonald’s leverages data to enhance their customers' experience:

WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX? | 0=
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When anyone uses their mobile app or orders anything, they store their
data for further recommendations, offers and promotions.

Collects in-store traffic, customer interactions, ordering patterns, point-of-
sale data, video data, and sensor data.

Through drive-thru, they can even know at what time customers are more
likely to go and this will help them to prepare and improve efficiency for the
spike in demand ahead of time.

By continuously tracking and analyzing the customer's behavior, they can
use this information to make further changes to the menu.

“. modern marketing
by COMMONWEALTH // McCANN
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https://www.investopedia.com/terms/b/brand-loyalty.asp
https://www.analyticssteps.com/blogs/companies-uses-big-data

A PERSONALIZED CUSTOM

ER EXPERIENCE

Customers expect companies to understand their unique tastes and
preferences and engage them as individuals rather than customer types or
segments. A personalized customer experience makes this possible

by delivering tailored messaging, offers, and products to each person.

Customer | want a brand to treat me like a loyal
Mindset: customer without having made my first
purchase.

(@I NLIETE R (Il Considering that the average online
Chevrolet: reader loses interest after about 15
seconds, personalizing your content is an
effective approach.

48% of marketers have provided or
expect to provide enhanced customer
experiences by using conversation
intelligence data to enhance ad
targeting, segment email campaigns,
serve personalized website experiences,
and more, based on the content of
phone conversations. (Source: Forrester)

SOURCE: ALL ABOUT BRAND LOYALTY: WHAT IT IS, AND HOW TO BUILD IT, JUNE 2022.

What would be impressive is a brand
concierge that knows what | want before
| want it.

70% of brands that rely on advanced
personalization bagged 200% ROl and
more from their efforts. (KO Marketing)

63% of marketers have observed
personalization increases customer
interactions and ultimately, better
conversion rates. (Statista)

WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX? | 0=

Vidyard is the key to making remote selling easy. From prospecting to proposals, record and
send videos that add a personal touch at all stages of the sales cycle. And while this sort of
personalization is memorable, it’s also extremely time-consuming. So if you set out to create
it, be absolutely sure you’re targeting the right people.

“. modern marketing

by COMMONWEALTH // McCANN
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https://www.investopedia.com/terms/b/brand-loyalty.asp
http://time.com/12933/what-you-think-you-know-about-the-web-is-wrong/
http://time.com/12933/what-you-think-you-know-about-the-web-is-wrong/
http://time.com/12933/what-you-think-you-know-about-the-web-is-wrong/
https://www.invoca.com/blog/what-is-conversation-intelligence
https://www.invoca.com/blog/what-is-conversation-intelligence
https://www.invoca.com/blog/automotive-marketing-statistics
https://komarketing.com/industry-news/customer-experience/study-70-of-marketers-using-advanced-personalization-seeing-200-roi-4294/
https://www.statista.com/statistics/809002/personalization-website-in-app-benefits-worldwide/




WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX? | &=

AN ABILITY TO MAKE STRONG CONNECTIONS AND
DEVELOP LONGER RELATIONSHIPS

BITLCTONS

Determine the value each interaction with a customer brings.

Customer Another communication from this Another communication that is focused

Mindset: brand— | wonder what they want from  around wanting me to buy more of their
me? stuff.

(6 Hle[HE e N el Important to consider each touchpoint  Consider the tone of every

Chevrolet: through the lens of the customer and communication. Understand the < L B
ask if the content/ask is going to provide emotional outcome you want to illicit or  the whopper Detour
value to the customer. If not, then the action you want the customer to Encouraged hungry customers to park within 600 feet of a McDonald’s lot, order a Whopper on the
perhaps reconsider the engagement take. Anticipating and creating this in a Burger King app, and enjoy lunch for the meager price of  single red cent.

In return, BK saw:
Strategy even if the content is p05|t|ve manner will make Stronger I 1.5 million app downloads and the #1 spot across all categories on both iOS and Android

personalized. connections and develop longer I 3.5 billion social media impressions
relationships. 1 37:1R0l

The time to respond to messages,
queries across platforms will also be
evaluated by the customer.

Jeep’s Weather Responsive Ad Unit

Brand awareness campaigns perform just as well with weather-triggered advertising as
direct response. Jeep’s weather-responsive ad unit performed an amazing 600% above the
standard click-through rate of a mobile 320x50 banner ad.

SOURCES: 4 EXAMPLES OF GEOTARGETING [UPDATED FOR 2022. HOW IS LOCATION BASED MARKETING CHANGING THE SHOPPING EXPERIENCE?, MARCH 2021

.“ modern marketing 17
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https://www.nativ3.io/blog/4-great-examples-of-geotargeting
https://p2pi.com/reggie-case-study-whopper-detour
https://www.mparticle.com/customers/burger-king-whopper-detour/
https://www.youtube.com/watch?v=Tea-M817hJY

INNOVATION THAT PROVIDES VALUE, NOT DISTRACTION

A brand that is pushing, sometimes even trialing, better customer
experiences for the future.

Customer
Mindset:

| would love to be a beta-tester for a new brand that is trying new
things and wants to make my life easier. Even if it’s not perfect, the
effort they are making counts for something.

oG R {el8 Whether it is AR technology, the metaverse or innovative
Chevrolet:

technology, the value to the customer is critical in developing the
experience. Outside of entertainment and awareness, that can be
short-term goals, leveraging innovation to build a long-term
relationship based on value.

In addition, technologies that bridge the gap between our digital
and physical offerings should be a high priority — NFC/proximity
information, AR overlays as a part of new product onboarding,
better use of video content for demonstrations, etc.

WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX? | 0=

6:217 wi T -

@ oo

Your vehicle was started and will automatically
shut off in 10 minutes.

7,047 mi ~ 205 mi

Odometer e B ¢ Oistoncetotmpy

Remote Services STATUS !
Lock Unlock

Hazard Lights

Guest Driver Settings >

54771 -
My Garage v &

Driver Score

Learn More

Recent Trip

1:21PM - 1:37 PM Sep 25,2019

A L

MyGarage @ s

Vehicle Health

+  No service notifications at
this time

Schedule Maintenance

Service History

View Service History

Manuals & Warranties

SOURCES: ALL ABOUT BRAND LOYALTY: WHAT IT IS, AND HOW TO BUILD IT, JUNE 2022. DELTA'S FUTURISTIC NEW AIRPORT SCREEN CAN SHOW PERSONALIZED FLIGHT INFO TO MULTIPLE PEOPLE AT ONCE — HERE'S HOW IT WORKS, JUNE 2022.

TOYOTA EXPANDS PARTNERSHIP WITH CONNECTED ANALYTIC SERVICES, FEBRUARY 23, 2022

Delta’s Parallel Reality

A futuristic new screen can show
dozens of travelers their
individual flight information at
once.

Called Parallel Reality, the
screen can display personalized
information to 100 people
simultaneously. Delta is testing
the screen in Detroit's airport.

The Connected Analytic
Services, LLC (CAS) helps Toyota
Processes Data from Toyota
vehicles

Includes advanced driver
assistance systems information,
to develop innovative products
that cultivate greater customer
satisfaction, refine the insurance
pricing process, and help
encourage and reward safer
driving

“. modern marketing
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https://www.investopedia.com/terms/b/brand-loyalty.asp
https://www.businessinsider.com/delta-parallel-reality-board-detroit-displays-personalized-flight-information-2022-7




WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX? | 0=

MEASURING EFFECTIVE CUSTOMER SERVICE

5 8B E
- ,) (

A Customer- A Deeper A Personalized
Centric Approach Understanding Customer Experience

of the Customer

I NPSis ametric thatis based ona | Customer satisfaction score

single survey question asking (CSAT) gauges the quality of
respondents to rate the likelihood  customer service and product
that they would recommend a experiences, making it a good
company, product, or a service to starting point for measuring

a friend or colleague. customer centricity.

SOURCE: ALL ABOUT BRAND LOYALTY: WHAT IT IS, AND HOW TO BUILD IT, JUNE 2022.

An Ability to Make
Connections and

Develop Relationships

I Customer churn rate is the
percentage of consumers that
stop doing business with you over
a specified time frame. If your
efforts aren’t paying off, your
churn rate will either hold steady
or increase.

I Customer lifetime value

Innovation That Provides
Value,
Not Distraction

(CLV) tracks the amount of money
a consumer spends throughout
their relationship with a brand. If
your company is customer
centric, your buyers will stick with
you longer, which means your CLV

will be higher.

modern marketing
cCANN

by COMMONWEALTH // M
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https://en.wikipedia.org/wiki/Net_promoter_score
https://www.zendesk.com/blog/customer-satisfaction-score/
https://www.zendesk.com/blog/customer-satisfaction-score/
https://www.zendesk.com/blog/customer-churn-rate/
https://www.zendesk.com/blog/customer-service-and-lifetime-customer-value/
https://www.zendesk.com/blog/customer-service-and-lifetime-customer-value/
https://www.investopedia.com/terms/b/brand-loyalty.asp
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TO ENHANCE SUBSCRIPTION SERVICES YOU"f\INE
YOUR MARKETING MINDSET FROM BEING A
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https://www.freep.com/story/money/cars/general-motors/2021/09/22/gm-automaker-software-start-up/5812458001/

HOW CAN EFFECTIVE CX ENHANCE SUBSCRIPTION SERVICES? | &0 =

CONSUMERS ARE NO STRANGER TO THE SUBSCRIPTION MODEL

I Millions of people regularly pay to use services such as Netflix, Amazon Prime and Spotify, as well as subscribe to
deliveries of groceries. This familiarity will smooth the transition for manufacturers as they look to recreate that
model within their vehicles.

I OEMs want to maximize their revenue, and customers want to use the hardware that’s already fitted to their
vehicles. However, if the 'subscription model could offer a personalized and dynamic driving experience, owners
might be open to such an offering.

I Regular software updates offered by OEMsallow the enhancement of existing features and the addition of new
ones. These upgrades strengthen the relationship between OEMs and used vehicle owners.

I Subscription features also make the car more.configurable for subsequent owners, allowing them
to specify features as they would with a new car but without the associated high purchase price of a new vehicle.

I Additionally, customers switching between vehicles.could have their subscribed features move with them, with
options activated according to each driver’s subscription package. These packages represent an opportunity for
OEMs to “lock in” customers to a personalized subscription, encouraging brand loyalty.

SOURCE: JUST AUTO OCTOBER 2022. ... modern marketing
by COMMONWEALTH // McCANN


https://www.globaldata.com/company-profile/netflix-inc
https://www.globaldata.com/company-profile/spotify-ab
https://www.just-auto.com/news/could-oems-lock-in-brand-loyalty-with-subscription-services/

HOW CAN EFFECTIVE CX ENHANCE SUBSCRIPTION SERVICES? | &0 =

CONSUMERS ARE NO STRANGER TO THE SUBSCRIPTION MODEL

Millions of people
regularly pay to use
services such as Netflix,
Amazon Prime

and Spotify, as well as
subscribe to deliveries of
groceries.

This familiarity will
smooth the transition for
manufacturers as they
look to recreate that
model within their
vehicles.

OEMs want to maximize
their revenue, while
customers want to use
the hardware integrated
into their vehicles as long
as they can.

The subscription model
needs to offer
personalized and
dynamic driving
experience, owners
might be open to.

SOURCE: JUST AUTO COULD OEMS ‘LOCK IN” BRAND LOYALTY WITH SUBSCRIPTION SERVICES, OCTOBER 2022.

Regular software updates
offered allow the
enhancement of existing
features.

These upgrades can
strengthen the
relationship between
OEMs and owners.

An added benefit for
customers buying used
vehicles.

Subscription features
also make the car more
configurable for
subsequent owners,
allowing them to specify
features as they would
with a new car but
without the associated
high purchase price of a
new vehicle.

Customers switching
between vehicles could
have their subscribed
features move with
them, with options
activated according to
each driver’s subscription
package. This is an
opportunity for OEMs to
“lock in” customers to a
personalized
subscription,
encouraging brand
loyalty.

“. modern marketing
by COMMONWEALTH // McCANN



https://www.just-auto.com/news/could-oems-lock-in-brand-loyalty-with-subscription-services/

ALL THESE ELEMENTS STILL APPLY TO SUBSCRIPTION SERVICE

A Customer- A Deeper
Centric Approach Understanding
of the Customer

SOURCE: 5 GUIDING PRINCIPLES — S TO ENHANCE CX LINK

A Personalized
Customer Experience

WHAT FIVE ELEMENTS ARE ESSENTIAL FOR EFFECTIVE CX? | &=

An Ability to Make
Connections and
Develop Relationships

Innovation That
Provides Value,
Not Distraction

modern marketlng

by COMMONWEALTH // McCANI
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https://getmindful.com/blog/5-guiding-principles-enhance-cx/

IN ADDITION, THERE ARE OPPORTUNITES TO ENHANCE

SUBSCRIPTION SERVICE

A

Cross-selling and Upselling
Opportunities

Cross selling requires:

— Personalized recommendations

— Experimenting with segmentation

— Making the adding of products easy
Upselling requires:

— Making your upgrades reasonable

— Communicating any cost savings

— Don’t offer too many choices

SOURCE: RECHARGE -
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Subscription Flexibility

By making your offerings as flexible as
possible—throughout the entire subscription
life cycle—you can encourage your
customers to spend more with your business
and increase trust in your brand.

— Product swaps
— Subscription management

, JUNE 2022.

HOW CAN EFFECTIVE CX ENHANCE SUBSCRIPTION SERVICES? | & =

Benefits for Loyal Subscribers

Incentivize your subscribers to spend more
by offering benefits once a minimum order
amount is met. Be sure to communicate
these benefits as clearly as possible to entice
customers to hit the minimum dollar
amount.

— Discounts beyond a usage threshold

— Gift cards or discounts for other
products (insurance, etc.)

— Free trials or complimentary upgrades
for a more premium subscription plan

$260

+
+
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Product Bundles

By strategically packaging together an
assortment of items, often at a discount to
the customer, you can incentivize
subscribers to spend more in a single
transaction while increasing customer
satisfaction and brand loyalty.

“. modern marketing
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https://rechargepayments.com/blog/5-proven-strategies-to-increase-subscription-sales/

THOUGHT STARTERS/IMPLICATIONS FOR CHEVROLET
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NEXT STEPS
FOR CHEVROLET

As data plays a key role in the building of the customer
experience determine what the future state experience will be
and what data is required to achieve that vision.

Continue to develop personas and customer journey that
include nameplates but perhaps include trims to drive a
personalized experience.

Test new innovations (AR, Metaverse etc) to drive not only
engagement but build long term relationships with customers
(owner content).

Consider developing a content strategy around educating
potential EV prospects about the ease of electrification
(feature based) that will increase the consideration of
Chevrolet EV vehicle.

I .
-
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WHAT HAVE WE LEARNED..
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THE POWER OF AUGMENTED REALITY | 0=

ARE YOU LOYAL TO A SPECIFIC BRAND?

I CX means so many thing to so many brands and companies

I For Chevrolet:
— Help drive loyalty revenue
- Improve UX, digital space and product development

I Learn how to gain revenue from Super Cruise, Wallpapers, OnStar, etc.

Because it just works better than Because they know how to
anything else I've used pronounce my hame

SOURCE: SNAP CONSUMER AR GLOBAL REPORT 2021. ... modern marketing 29
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