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What are we going to talk about today?

The business problem: Provide data-driven insight and confidence for 

incentive decisions
1

The technology: AI-powered microsegment elasticities engine on AWS2

Business outcomes: Improvement of incentive spend and margin3

Q&A4

Digital customer engagement at Amazon Web Services0
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Digital customer engagement
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Digital customer engagement

Transforming the 

digital customer

experience to improve 

customer acquisition, 

retention, and loyalty

Empower top automotive brands to be relevant with every 

customer interaction for a lifetime of value

Experience

Build an end-to-end customer experience journey from mobile to 

the showroom/studio to develop new and relevant customer 

touchpoints for the brand

Data and Insights     

Leverage customer insights to increase always-on brand interaction 

through personalized and engaging digital experiences

Decisions 

Manage data on a massive scale with low latency to better 

understand, engage, and acquire customers using ML and AI to scale



© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.

A best-in-class 

customer journey 

delivers the right 

experience 

through the right 

channel at the 

right time

Mobile
platform

Right channel

Flexible
journey

Sales and
rewards

Configurable
offerings

Transparent
pricing

Personalized
service

Ongoing
engagement

Right experience

Inventory
availability

Enabled by

Tier 3
website

Email

Call
center

Paid
social

Paid
display

Tier 1
website

Online
chat

Dealer
interaction

Indicates differentiators for new OEMS

At-home
delivery

Interaction
frequency

Interaction
history

Ownership
history

Proactive
scheduling

Right timing

Moments
that matter

Demand
planning

Dealer
location

Personal-
ization

Customer
360
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AWS solutions help streamline end-to-end 
customer journey

Pre-sales

Help me buyTell me more

Supporting

activities Let me love it

Financing/

services

Negotiation

and

purchase

Showroom,

test drive,

and selection

Readiness

and

brand

discovery

Education  

and   

Recommen-

dations

Demand

planning

After-sales

selection

Maintenance

and repair

Trade-in and 

repurchase

Post-sales

Retain me

Customer journey

Pre-sales
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Digital use cases along the customer journey
Help me buy

Financing/

services

Negotiation

and purchase

Showroom, test 

drive, and selection

Readiness and

brand discovery

Education and 

recommendations

OEM provides optimal set of 

configs and options per model 

to match demand

Dealer and OEM distribute 

inventory to match regional 

demand

Targeted digital advertising 

reaches the consumer at the 

right time and channel

Advertising is personalized 

based on customer profile and 

vehicle information

Customer leverages seamless 

online tools to compare vehicle 

options and identifies the right 

vehicle through virtual 

showrooms and test drives, 

and fit calculators

Customer uses digital tools and 

support platforms to explore 

and determine best-fit model

Customer completes a fair and 

easy transaction (online or in-

dealer) for the best-fit vehicle 

model and configuration for 

their use case

The right set of financial services 

and incentives have been applied 

for the customer’s needs

Supporting

activities

Increased quality leads 

Personalized and

targeted tier 1, tier 3 ads

Digital demand generation 

engine

Personalization of ads and 

promotions

Optimized ad spend 

Allocation of tier 1 & tier 3 

ad spend across channels

Tier 1 OEM ad-spend 

optimization

Tier 3 dealer ad-spend 

optimization

Increased financial services

Targeted financing offers

Financial services 

personalization

C
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m

e
r 
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u
rn

e
y

C
lo

u
d

 u
se

 c
a

se
s Increased inv. turns

Accurate forecasting through 

customer data platform and 

analytics

Market intelligence and 

targeting

Retail network 

optimization

Reduce R&D and supply 

chain costs

Optimized available configs 

and options

Offer structure 

simplification

Optimize parts logistics

Aftersales parts mgmt. and 

working capital efficiency

Inventory optimization

Increased conversion 

Seamless and simplified 

customer experience

Customer 360 and 

personalization

Recommendation engine

Customer chat/chat-bots

EV customer fit and 

TCO calculator

Virtual showroom and 

configuration

Sales incentives

(SITS)

Increased conversion 

Seamless and simplified 

customer experience

Virtual dealership

Test drive

Predictable delivery

Seamless interactions

Increased price

Personalized up-sell 

recommendations

Up-sell/Cross-sell advisor

Decreased rebate spend 

Targeted incentives

Sales incentives

(SITS)

Optimized logistics

Fulfillment and delivery

Demand

planning

Pre-sales

Tell me more

Key:

Value lever

Solution
OEM use case

OEM + dealer group use case

Dealer group use case

Source: BCG analysis, expert interviews
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Digital use cases along the customer journey

Maintenance &

repair
Trade-in & repurchase

Customer receives customized 

recommendations for add-ons 

and accessories based on 

ongoing vehicle usage data

Automated preventative and 

predictive maintenance 

notifications with seamless 

repair booking (mobile or 

in-dealership)

Post-sales

Keep me loving it

Reduce warranty spend 

Faster root cause and fraud 

identification

Warranty claims root-

cause analysis

Optimize servicing

Service notifications and 

proactive scheduling

Service planning and 

scheduling mgmt.

Coordinating logistics of 

mobile repairs

Automated fraud 

detection
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Key:

Value lever

Solution
OEM use case

OEM + dealer group use case

Dealer group use case

Increase price realization

Dynamic pricing and 

upselling

Data-driven pricing

Personalized accessories 

recommendations

Easy parts purchasing

Increase parts sales via 

demand sensing

Digital commerce

Parts fulfillment and

pred. delivery

Increase repurchase rate 

and purchase frequency

Loyalty modeling to create 

targeted personalized offers

Customer loyalty 

modeling

Call center and 

personalized service

Increase referrals

Social platform intelligence

Social listening

After-sales

selection

Pre-sales

Retain me

Customer is delighted with 
product fit and the hassle-free 
experience and becomes a regular 
buyer of the brand

Recommends the brand and 
experience to others within their 
network

Source: BCG analysis, expert interviews

Demand

planning
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3 priority integrated solutions to unlock value 
& enable a customer journey transformation

Financing/

services

Negotiation

and purchase

Readiness 

and brand 

discovery

Showroom, 

test drive,

and selection

Education & 

recs

Demand 

planning

After-sales 

selection

Maintenance

and repair

Trade-in and 

repurchase

Targeted and personalized advertising: Use unique customer ID to enable ad targeting and personalize customer interactions

Identify target 

segments and build 

target personas

Starting with paid leads, develop 360 

profiles using ongoing touchpoints

Seamless E2E customer experience: Build a customer profile by combining all first-party data from ongoing interactions

Parts demand sensing and logistics: Use demand data for supply chain planning and forecast improvements

Identify target 

segments and build 

target personas

360 profiles with 

unique cust. ID

Enable seamless and simplified customer 

experience 

Develop up-sell/x-sell recommendations and personalize customer support

Develop demand 

forecasts

Optimized after-

sales parts mgmt.

Personalized 

interactions

Loyalty modeling 

for targeted 

personalized offers

Optimize customer- and dealer-facing 

logistics; leverage e-commerce to 

improve parts buying convenience

Required infrastructure is foundational to a broader, cross-functional set of digital solutions

I

II

III
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Provide data-driven insight and 
confidence for incentive decisions
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Automotive incentive spend provide 
opportunities to improve profitability

Automotive industry 
incentive spend 
averages $3,900 per 
vehicle and $60B across 
16 million vehicles (US)

Source:  ALG (TrueCar), Motor Intelligence 
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Lack of transparency of incentive spent

Limited transparency on actual 

incentive spent due to data silos

Limited steering optimizations due 

to data availability and analytics

Steering decisions based on 

heuristics and expert experience

Increased transparency on 

transactions through new 

granularity

Introduction of machine learning to 

create a prediction model

Visualization through a KPI-based 

dashboard

. . . addressed by SiTSCurrent lack of transparency . . .
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Targeting sales measures will change in future

• Flat discounts across model lineup  

• No segmentation

• No dynamic changes

• Hundreds of customer segments 

• Data-driven sales segmentation and 

elasticities

Industry is looking for:The industry does not want:
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Detailed elasticities enable improved 
decision-making

Where is it best to invest 

sales support?

Where is it best to divest 

sales support?

How much sales support to 

invest/divest?

Which types of sales support 

to push?

1

2

3

4

Without SiTS:

Elasticity for <5 

segments

Incentive spend

V
o

lu
m

e

Large (J)

SUV (L)

Incentive spend

V
o

lu
m

e

With SiTS:

analytics-based 

elasticity for 

hundreds of 

segments

Large SUV (Z), 

Small fleet, Lease

Small (V)/

Private/Finance
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Advanced analytics captures complex 
interactions between factors affecting sales

Consolidated data input Machine learning model Predictions output

January 2021 sales offer

Vehicle J21 

Mid-size sports car offer

4-cylinder engine configs

Increase cash for retail 

customers by $500

1 2 3

Passthrough rates

Demand elasticities

Location

Vehicle

Sub-Vehicle

Contract type

Customer type

Incentive type

….

Volume 

impact  

+11%

Margin 

impact 

-3%

Scenario A

Volume 

impact  

+8%

Margin 

impact 

+1%

Scenario B
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AI-powered microsegment 
elasticities engine on AWS
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Automotive sales investment targeting solution
F I N E - G R A I N E D  R O I  P R E D I C T I O N  F O R  A U T O M O T I V E  S A L E S  I N C E N T I V E S
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Automotive sales investment targeting solution
D A T A  I N G E S T  A C C O U N T  C O N F I G U R A T I O N
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Automotive sales investment targeting solution
M A C H I N E  L E A R N I N G  A R C H I T E C T U R E  – M O D E L  T R A I N I N G ,  M O D E L  H O S T I N G  A N D  F R O N T E N D
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Business outcome of 
the solution
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Improvement of incentive spend and margin as 
main business outcomes

• Variable promotion part of solution is deployed in 

production in multiple countries

• Covers close to 90% of sales volume 

with high prediction accuracy

• Delivers results more quickly and 

more accurately than is possible 

with traditional manual analytics

• Exploration can be done immediately with sample 

data; full production in 2–3 quarters

• Target 2–4% improvement in incentive spend with 

.5% improvement in margin
Data anonymization and ingest

Model training and dashboard
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Thank you!
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Please complete the session 
survey in the mobile app


