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Summary

Rising to 
the challenge

The government ban on petrol, diesel and hybrid car sales has 
brought electric vehicles onto the industry’s priority list. 

David Morton, Sales and Solutions Director at Arvato 
CRM Solutions UK, introduces the challenges and 

opportunities ahead. 

We have never been down
this road before

As the electric vehicle take over dawns, the automotive 
industry must now take its customers on the journey.

Award-winning motoring journalist and transport 
campaigner, Quentin Willson, argues the sector must make it 

easier for drivers to confidently make the big change.

The challenge 
of 2030

The government deadline represents a major step into 
the unknown. 

Here four automotive experts lay out what they 
believe are the key challenges for the industry.

The future is electric – 
where are we now?

Electric vehicles will account for 16 per cent of 
the car market by the end of 2022.

Find out about how demand is growing, mileage costs 
and how many charging points are installed in the UK. 

A time for 
opportunity

With challenges come new opportunities. 

Our contributors consider the impact on the 
environment, seamless customer experiences, the value 

of data and new ownership models.

Supporting customers through 
rapid change

Customer experience will have a vital role to play in taking 
drivers on their EV journey.

Read about how creating an experience that supports 
customers at every stage will build loyalty and generate 

revenue in the EV era.  
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Electric vehicle (EV) uptake has been slower 
than expected since the world’s leading 
manufacturers introduced ranges of fully 
electric and hybrid models. Higher upfront 
costs when compared to traditionally fuelled 
vehicles and concerns about the fragmented 
network of charging infrastructure has 
suppressed consumer demand.  

But the landscape is changing. The adjusted 
government ban on petrol, diesel and hybrid car 
sales – which has been accelerated to 2030 – has 
brought EV adoption onto the industry’s priority 
list. The Covid-19 pandemic and its restrictions on 
mobility has opened our eyes to the levels of air 
pollution, alongside the growing concerns for the 
climate emergency. 

A revolution is coming and it’s already starting. 
Plug-in vehicles accounted for a record of more 
than one in six registrations last year, according 
to the Society of Motor Manufacturers & Traders 
(SMMT). And recent data from DriveElectric 
expects EVs to account for 16 per cent of the car 
market this year. 

An increasing number of original equipment 
manufacturers (OEMs) are positioning themselves 
for the next acceleration in the adoption of electric 
vehicles and other alternative fuel technologies. 
But this is not just an issue for manufacturers. 

Those operating fleets, providers of breakdown, 
servicing aftermarket sales, in fact, the entire 
automotive ecosystem, will need to make 
significant adjustments to how they operate.

In this report, we speak to four leading experts 
in the UK’s automotive industry for their insight 
on the challenges businesses across the industry 
are facing, the opportunities presented by the 
growth in adoption levels and what the shift to 
electrification will mean for customer experience.

Of course, adapting will not just mean providing 
a large range of vehicles with longer-life batteries 
in low to mid-price ranges. The customer 
relationship will play a central role 
and businesses across the sector will need to 
adapt their operations to meet the evolving needs 
of the driver. 

As you read on, you’ll discover that those 
working in key positions in the sector see that the 
growth in adoption of electric vehicles and other 
alternative fuel technologies must be addressed 
in parallel with other new developments, 
from the advent of the connected car to new 
ownership models. The issue of adapting for the 
electric car cannot be treated in silo. 

I hope that this report will contribute to 
promoting the views of leading businesses 
working across the industry’s key sub-sectors and 
building awareness of where the challenges and 
opportunities lie.

Rising to the challenge

David Morton 
Sales & Solutions 
Director, Arvato CRM 
Solutions UK

“The customer relationship 
will play a central role and 
businesses across the sector will 
need to adapt their operations 
to meet the evolving needs 
of the driver.” 

David Morton
Arvato CRM Solutions UK
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Keynote

The potential benefits in air quality and savings in fuel costs are 
now well documented.

But is this once-in-a-generation cycle of technological change 
really achievable? As someone who’s been driving electric cars 
every day for the last decade, I’ll declare at the outset I’m biased. 
My experience owning a range of EVs has proved low ownership 
costs, slow depreciation, minimal servicing requirements 
plus unfailing reliability. For consumers, electrification and 
connectivity offers more benefits than threats.

But for the automotive industry, those benefits are far from 
obvious. The traditional workshop and parts revenue-based model 
will disappear. EVs need so few consumables that workshop visits 
will be dramatically reduced along with profits. No more oil, filters, 
plugs, timing belts, exhausts, gaskets or injectors. Even brake 
pad and tyre wear on EVs is significantly less due to regenerative 
braking. Data from the three million EVs in global use is showing 
very low levels of battery failure or cell degeneration - even at over 
100,000 miles.

The general component failure rate on EVs is proving to be low. 
That means deep structural changes in workshop and service, parts, 
lubricants and tyre supply chains. The hangover of existing internal 
combustion engine (ICE) vehicles after the 2030 ban on sales of new 
diesel and petrol passenger cars and vans will continue for another 
decade or so, but long-term, the global automotive industry will 
need to reinvent itself and find new revenue opportunities.

As far as achievability goes, that 2030 sales cut-off date may be 
a tough call. Mass electrification is predicated on infrastructure, 
lower battery costs, greater model choice and cost parity 
with ICE vehicles. 

Private infrastructure investment is being held back by the massive 
costs of power supply to EV hubs with multiple high capacity 
and rapid chargers that often need 2-3 Megawatts of power. 
Cable connection costs can run from £1m to £2m for a single site, 
depending on location. One scalable 150 kWh rapid charger can 
cost up to £50,000 plus fitting and cabling.

A national network of 8,000 multiple charger hubs will cost many 
billions but is essential to provide consumers the reassurance they 
need to make the switch. 

Battery costs have been steadily falling - currently $132 per 
kWh on average - are are expected to hit $100 per kWh by 2024. 
Vehicle choice is also expanding. 

The electrification of our roads is the 
biggest single disruption in the history 
of the global automotive industry 
and will have seismic economic, 
environmental and social impacts. 

Quentin Willson
Award-winning motoring 
journalist and transport 
campaigner

“The global automotive industry will 
need to reinvent itself and find new 
revenue opportunities.”
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Registrations climbed by 59 per cent year-on-year in 2021 with 
452,527 new electric cars registered and 20-30 new battery-only 
models planned in the next three years. Purchase cost parity with 
ICE vehicles is predicted to arrive between 2025 and 2030, 
but total lifetime ownership costs of EVs are now getting lose. 

Hitting that 2030 date with a choice of truly affordable sub-£20k 
EVs is going to be a close shave and a monumental challenge for 
the OEMs. But it will happen. Air quality will be the main driver 
of change and the reduction in pollution seen during the global 
Covid-19 lockdown has been astonishing.

Adapting to this new emission-free era is going to be all about 
creating communities. The EV driver will be different from the 
traditional ICE driver and much more aware of their societal 
impact. Just look at the incredible passion of Tesla owners. 

Being enablers for a new group of EV owners with their changed 
priorities and increased connectivity is the route to customer 
loyalty and profit. Dealerships can become charging hubs; sales 
staff can become EV advisors, technicians can become technology 
mentors. Guiding consumers on their journey to electrification will 
be a valuable role that offers strong opportunities for first movers.

Now’s the time to think about how to create EV centres that inform, 
educate, provide charging, advice, support, sales, finance and 
service. The biggest barrier to mass EV adoption is understanding 
this new technology. Make it easier for consumers to confidently 
make the big change and you’ll create not just new customers, but 
strong communities of loyal and connected EV evangelists.

“Adapting to this new emission-
free era is going to be all about 
creating communities.”

Quentin Willson
Award-winning motoring journalist 
and transport campaigner
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Meet the experts
Three leading lights from across the UK’s automotive industry 
provide their insight on the challenges and opportunities the 
sector is being presented with and what the electric vehicle 
take over will mean for customer experience. 

Lauren Pamma is the Electrification Propositions Lead at Lloyds 
Banking Group in its motor finance and leasing division. 

Lauren has more than 15 years’ experience in the vehicle leasing industry, 
having joined Lex Vehicle Leasing in 2004, before it became part of Lloyds 
Banking Group.  

Lauren’s primary role is to help business and personal customers understand 
how they can best transition to zero-emission technology, while engaging with 
government, dealers and manufacturers to ensure the product supply and 
supporting infrastructure are in place to deliver it.

Andy serves as LKQ Euro Car Parts Group’s Chief Executive 
after re-joining the business in January 2019.

Prior to this, Andy was Chief Commercial Officer of LKQ Europe, where he 
was responsible for several key pan-European projects related to digital 
strategy, revenue optimisation, category and product management, data 
analytics, and garage customer concepts. 

With more than 25 years’ experience in the motor industry, 
spanning fleet management, vehicle funding, sales and team 
leadership, Dean has extensive knowledge of the specialist needs 
of public sector, corporate, SME and operational fleets.

He joined the AA in 2018, and, most recently, took on an EV advocacy role, 
speaking alongside fellow industry leaders on platforms with the Renewable 
Energy Association, Green Fleet, Solar Media, Green TV, the EV Café and more. 

Lauren Pamma 
Electrification Propositions 
Lead at Lloyds Banking Group

Dean Hedger 
New Business Development 
Manager at the AA

Andy Hamilton 
Chief Executive at LKQ Euro 
Car Parts
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The future 
is electric – 
where are 
we now?

*This figure is based on the average UK 
electricity price at 14p per kWh and average 

vehicle consumption of 3.5 miles per kWh

100 miles 
in an electric car costs 
approximately £4 or 4p per mile5

48,656
is the number of charging points in 
18,118 locations in the UK7

190,727
battery only EVs were 
registered last year2 

18.5%
of cars registered over the 
period were EVs, including 
battery-only and hybrid models3

34,783
Tesla Model 3s sold in the UK in 
2021 - the second best selling car 
across the market6

£12.2 billion 
is the value the automotive 
aftersales market contributes to the 
UK economy each year, supporting 
345,000 jobs8

39.2 million 
 licensed vehicles were on the road 
in the UK by the end of June 20211

330,000
new electric vehicles will hit the 
roads in the UK in 20224
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The challenge of 2030
With EVs currently making up just two per cent of the cars and 
commercial vehicles on the road, the 2030 deadline represents a 
major step into the unknown. Here, our contributors lay out what 
they believe are the key challenges for the industry.

Andy Hamilton, Chief Executive at LKQ Euro Car Parts, believes an 
issue the sector has is that the rise in demand and adoption levels 
of electric vehicles cannot be tackled in silo - it must be embraced 
with a range of other key developments.

“The four most disruptive trends in the automotive industry are 
known as ‘ACES’; autonomous driving, the connected car, the 
electrification of vehicles and shared mobility services. With these 
ACES, you can’t separate them because they’re all very closely 
connected to each other.”  

When it comes to mass electrification, government support will be 
crucial in delivering the nationwide infrastructure required. But 
that doesn’t mean the industry won’t also play a significant role in 
delivering the solution.

Lauren Pamma, Electrification Propositions Lead at Lloyds 
Banking Group, said: “Charging infrastructure really is the central 
challenge. As vehicle technology improves, gradually people are 
getting over the anxiety about vehicle range, but they still have 
charge anxiety. Of course, availability of public chargers is also 

make-or-break for the millions of people with no driveway on 
which to charge their car.

“Reliability and inter-operability of chargers will be critical and the 
automotive industry will play a huge role in working together to 
make that possible.”

Looking beyond the infrastructure issue, the implications of the 
shift for aftermarket customer care will also be significant, as Andy 
Hamilton explained: “With a standard petrol or diesel car, across 
the whole vehicle there are over 500 moving parts. On a Tesla, 
there are 20. For the aftermarket, that completely changes the 
portfolio of products and services businesses will be providing.

“The change won’t happen overnight. It will likely take decades 
before every car and commercial vehicle on the road is fully 
electric. But that is the destination, and the change in the years 
ahead will be rapid.”

Owning a car is not the all-important rite 
of passage it once was. Businesses across 
the sector may need to look at how they 
broaden portfolios to enable people to use 
a vehicle on the financial terms they want, 
which will also help them benefit from the 
comparable total ownership cost between 
EVs and ICE vehicles.

The difference in up-front costs was 
highlighted by Lauren Pamma, who 
summed up the scale of the challenge the 
industry faces. She outlined that “the real 
challenge is for us to get consumers to stop 
thinking of EVs as a new and boundary-
pushing technology, but as just another car. 

For that to happen – as much as flexible 
finance deals will help – I believe there will 
have to be parity in the cost of purchase.

“And not only that, but there will also have 
to be true parity in the ease of ownership, 
with everything that entails, such as 
charging availability and service support. 
To make this a reality, the government 
needs to continue to support EV owners 
through advantageous tax breaks and 
consider non-financial incentives, such as 
access to bus lanes or preferential parking, 
so that people can see the clear benefits.”

Cost and 
ownership
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Lauren Pamma 
Lloyds Banking Group

“As vehicle technology 
improves, gradually people 
are getting over the range 
anxiety, but they still have 
charge anxiety.”

There is clearly a huge amount of work 
for the automotive industry to do in order 
to migrate customers over to EVs. The 
availability of the right vehicles is currently 
a major sticking point, especially for 
commercial operators.

“The range of vans that is currently on 
the market is still extremely limited, and 
that’s going to prevent fleet businesses 
making the choice at scale,” according 
to Lauren Pamma.

Dean Hedger, New Business Development 
Manager at the AA, agreed. “For the next 
few years, there’s a big risk that operators 
will decide to hang onto older vehicles 
longer than they should because cost-
effective, convenient and fit-for-purpose 
electric options aren’t yet available at scale.

“We may see the age profile of fleets going 
up because like-for-like alternatives aren’t 
available in a cleaner fuel derivative.

“Many commercial fleets operate on five-
or-six-year renewal cycles, so the journey 
to 2030 might only be two vehicles away for 
some businesses – that’s not far at all.

“From this perspective, the onus is on the 
industry to deliver the diversity of models 
that will allow most businesses to find a 
vehicle that fits their requirements.”

Andy Hamilton believes that this is in 
motion as manufacturers seek to meet 
emissions targets. “At the moment, all 
countries within the EU have to have 
vehicles that adhere to the maximum 
128mg/km emissions limit. In 2021, this 
dropped to 95mg/km which created 
a challenge to manufacturers – if they 
produce a new vehicle that exceeds this, 
they risk fines worth millions. This is why 
we can expect a surge of electric vehicle, 
plug-in and micro hybrid launches.

“But the switch will not happen overnight. 
Plug-in and micro hybrids are currently 
outselling battery EVs in Europe and it will 
prove an important bridging technology.”

Vehicle
availability



In the short-term, the positive impact of the Covid-19 lockdown on 
air quality and noise pollution is likely to make many consumers 
reconsider their choice of car.

Andy Hamilton said: “As the green agenda grows in prominence, an 
increasing number of people will consider alternative fuels and EVs.

“I believe that will happen faster than a large-scale shift towards 
public transport that cuts the overall number of vehicles on the road, 
although that is a likely scenario for the future.”

Looking further ahead, the same differences between EV and ICE 
vehicle ownership that are often cited as a barrier to adoption will 
become an opportunity for brands and retailers to differentiate 
themselves, as Lauren Pamma, explained: “With EVs, there are 
far more touch points than is the case for traditional cars. Most 
customers will want their own charging infrastructure at home, 
creating opportunities for partnerships with service providers.”

“The smartest brands will be able to offer a seamless experience 
where the purchase of the car comes with a finance package, an 
excellent charge-point installation service and tailored energy 

agreement. Then, post-purchase brands need to use the data from 
connected vehicles to provide smarter service support to make 
ownership as frictionless as it is when you buy an ICE car.”

But Andy Hamilton believes there is plenty still be done to ensure 
other parts of the sector and particularly the aftermarket, are taken 
along on the EV journey and ensure drivers can enjoy the same 
frictionless ownership they did with ICE vehicles. 

“The government has a part to play in bringing the aftermarket 
along on the EV journey. The OEMs currently have a monopoly on 
the technical competence relating to their own brand vehicles. That 
ultimately leaves customers with no choice but to go back to their 
dealership for any maintenance or technical queries.”
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A time of opportunity
In any time of significant change there 
are always challenges, but there are 
also opportunities and the forthcoming 
transformation in personal mobility will 
be no exception.

Dean Hedger 
The AA

“The valuable granular information 
generated by modern and future 
connected vehicles, including EVs, 
could make a big difference in ensuring 
people aren’t out on the road longer 
than necessary.”
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The opportunities presented by richer data 
were also highlighted by Dean Hedger: 
“The valuable granular information 
generated by modern and future connected 
vehicles, including EVs, could make a big 
difference in ensuring people aren’t out on 
the road longer than necessary.

“Breakdowns can put people at risk, both 
drivers and the patrols that go out to help 
them at the roadside, so initiatives that 
support remote resolution or provide the 
patrol with enough data to diagnose the 
issue before they arrive are a key priority. If 
we can use live data to alert a driver to an 
issue with their vehicle in advance of the 
breakdown, we can reduce the number of 
people in potentially hazardous situations, 
as well as increasing the efficiency of 
vehicle maintenance and issue resolution 
through proactive management.”

Unfortunately, the potential in the huge 
volumes of data that is currently being 
generated by connected vehicles is not 
being realised by businesses across the 
industry and shared effectively. 

“There are questions that urgently need to 
be answered about who owns the data and 
who they can share it with. We continue 
to work closely with manufacturers to 
improve the access we have to connected 
vehicle data,” Dean continued. “Ultimately, 
there is a huge opportunity for the vehicle 
maintenance process to be much more 
proactive, so we can tell members ahead 
of time when a breakdown is going to 
happen and they can address the problem 
conveniently and safely.”

From AirBnB and Uber to micro-leasing 
bikes in city centres, disruptive ownership 
models are jumping up across most sectors. 
EVs and other alternative-fuel technologies 
could provide the catalyst for a seismic shift 
in how automotive operates, which would 
pave the way for new financial models 
beyond the payment plans and leasing 
options, which have grown in popularity in 
recent years. 

Lauren Pamma outlined the major changes 
that are likely to happen in the way people 
own and use cars. She said: “It’s likely that 
customers will want more flexibility to be 
able to adapt to the rapid changes in the 
way vehicles are used.

“We already see fewer people wanting to 
own cars outright, but a growing number 
will want to see increased flexibility in 
the finance arrangements they have. 
Subscription models where people have 
access to a car only when they need one 
may become more popular, but this 

additional flexibility typically comes at a 
cost premium. 

“We’re also very likely to see fewer people 
commuting regularly as working from 
home becomes much more normalised, 
and some of those people will decide that 
borrowing a vehicle from a car club at the 
weekend, as and when they need to, makes 
more financial sense for them.

“Also, in a time where technology is 
changing rapidly, up-front costs remain 
high and residual values aren’t easy to 
predict, there is a strong incentive to lease or 
subscribe rather than own. This may be the 
case at least until the used-car market for 
EVs becomes more of a known quantity.”

 Ultimately, there is a strong consensus that 
retailers will shift from being automotive 
retailers towards being vehicle owners that 
provide access on a service basis.

The value in 
new data

The
question of 
ownership
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Supporting customers 
through rapid change
Until EV ownership becomes the norm, the industry is asking 
customers to make a bold choice in moving from the way they 
have always powered their car into a world of relative unknowns. 

Creating an experience that supports customers at every 
stage of the journey – from choosing a vehicle to using and 
servicing it – presents an urgent challenge for the sector.

Lauren Pamma said: “With ICE vehicles, customers are 
very familiar with the process. Once you choose the car 
and the finance deal, you just need to fill it up when it runs 
low on fuel and ensure it’s regularly maintained.

“With EVs, the added complexity of installing charging 
infrastructure – possibly also renewable energy generation 
in the case of businesses – and choosing the right energy 
deal, on top of registering for multiple public charging 
networks means there is more involved in the customer 
journey. Longer term many customers will want to be able 
to take advantage of vehicle-to-grid energy balancing and 
the cost savings that can offer, so a lot of thought will need 
to go into making that process simple and user-friendly.

“At the same time, vehicles are constantly providing 
rich data over the air, and software updates will also be 
handled remotely, so the model of the annual service 
interaction will be replaced by much more regular contact.

“This all means that providing excellent support after the 
customer drives the car away will take on a new level of 
importance for brands.”

Andy Hamilton believes that customer loyalty will play 
an increasingly important role in aftermarket sales, 
particularly in servicing and parts, and outlines the 
importance of nurturing driver relationships now.

“Nurturing relationships with customers now, even if 
in the future connected cars advise them to go to the 
dealership for repairs or maintenance, will make it more 
likely they will return to the garage where they’ve had a 
great experience before.” 

Andy Hamilton 
LKQ Euro Car Parts

“Businesses in the aftermarket 
need to be ready to find 
new ways of interacting 
with their customers.”
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Guiding drivers through a different customer journey

Dean Hedger echoed the importance of brands continuing to 
deliver an end-to-end service for customers as the technical 
demands of vehicles undergoes rapid change. He said: “It’s vital for 
us to maintain positive customer experience seamlessly as people 
transition through different services and capabilities within the AA 
brand family. We have an independent garage network for every 
kind of vehicle, from cars up to large commercial vehicles. A third 
already have EV capability, with more coming online every day.

“As with many businesses across the sector, EVs have presented a 
learning curve. We have a contact centre with the staff trained in 
all the issues that a driver might encounter at a charge point, from 
a malfunction to getting a cable stuck. We can then advise them on 
how to solve the problem and even get digital access to the charge 
point in some cases to fix the issue remotely.

“Then there are the different quirks in each model of vehicle to 
consider. For example, some EVs will stop moving when the range 
counter hits zero whereas others will do an extra 20 miles, and 
it’s vital that we’re aware of these details so we can give the best 
support to our customers.

“All parties, from vehicle manufacturers and energy businesses to 
charge point operators and service providers, must play a role in 
delivering a seamless experience for the driver, so we’re working 
hard to join up the service between all of these involved groups.”

For Lauren Pamma, educating customers on the reality of using 
EVs is at the heart of the challenge. She said: “Because it’s such a 
relatively new technology, there are a number of myths which the 
industry should come together to tackle. Whether it’s the supposed 

hassle of charging at home or elsewhere, batteries that allegedly 
degrade rapidly or the unsustainable burden on the national grid, 
there are many false perceptions that are keeping people from 
making the switch.

“In reality, EVs are perfect for the day-to-day driving habits of 
the vast majority of people, with the added convenience of not 
needing to visit a petrol station. This message is not cutting 
through to customers and there is an onus on businesses working 
in all corners of the sector to ensure it does.” 

Andy Hamilton underlined the large-scale changes that will take 
place in automotive technical service. He said: “The whole role 
of a mechanic will change. In future, they will be auto-electrical 
engineers and that’s both a step change and a challenge when 
we’re helping to train technicians who are used to dealing with 
traditional ICE vehicles.

“It’s made more complicated by the huge variety of technologies 
and systems in electric vehicles. While ICE vehicles are fairly 
standardised in terms of their mechanics, brands are all competing 
to come up with their own version of EV technology. 

“For non-OEM garages, getting set up to receive information on 
jobs and bookings digitally so that they can react quickly in the 
new world of EVs and connected cars will be critical.

“They need to be ready to find new ways of interacting with 
their customers – the traditional garage doesn’t tend to have a 
significant online presence, if they’re online at all, but that will 
have to change, and quickly.”

“All parties, from vehicle 
manufacturers and energy 
businesses to charge point 

operators and service providers, 
must play a role in delivering a 

seamless experience for the driver.”

Dean Hedger,  The AA

“Nurturing relationships with 
customers now will make it 

more likely they will return to the 
garage where they’ve had a great 

experience before.” 

Andy Hamilton, LKQ Euro Car Parts

“EVs are perfect for the day-to-day 
driving habits of the vast majority 

of people. There is an onus on 
businesses working in all corners 

of the sector to ensure this message 
cuts through.”

Lauren Pamma, Lloyds Banking Group



“As businesses adapt to meet changes in 
consumer demand, customer experience 
will have a vital role to play in taking 
drivers on their EV journey.” 
David Morton
Arvato CRM Solutions UK
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A customer-centric focus

David Morton 
Sales & Solutions 
Director, Arvato CRM 
Solutions UK

The EV take over is coming. While it’s clear there are 
significant barriers at the moment surrounding infrastructure, 
model ranges and customer perceptions on cost and 
usability, businesses across the sector are already starting to 
adapt their services to meet growing adoption levels. 

But it will not be something to address in silo. 
The rise of the EV will be considered alongside 
the advent of new ownership models, the 
explosion of data generated by the connected 
car and the paradigmatic shifts in customer 
wants and needs. Each of these will drive a 
significant step change in how drivers interact 
with every business in the industry, from vehicle 
manufacturers, leasing companies and insurance 
providers, to breakdown organisations, part 
distributors and maintenance providers. 

As businesses adapt to meet these changes in 
consumer demand, customer experience will 
have a vital role to play in taking drivers on their 
EV journey, building loyalty and generating 
revenue. Delivering consistent, personalised 
experiences for customers, driven by the wealth 
of data generated by traditional channels and 
new  connected car and EV touchpoints, will 
be key to this. It will not only empower single 
operators to deliver the seamless customer 
service drivers will demand as they make the 
switch from an ICE vehicle, but new service 
partnerships that will inevitably develop as more 
EVs appear on our roads. 

Platforms underpinned by artificial intelligence 
(AI) technology are already being used in the 
sector to collate large volumes of data and create 
a 360-degree view of the customer. By continually 
updating customer profiles with the latest data, 
they provide dealerships, manufacturers and 
aftermarket providers with access to the same 
information at every stage of the customer 
journey. They also inform advisors on customers’ 
preferences or needs in real time, allowing them 
to tailor it through positive, proactive dialogue. 
Technologies such as this will have an important 
part to play as adoption levels increase.

I’d like to thank our experts for contributing to 
this report, bringing together valuable insight 
from across the sector to highlight how different 
operators are adapting for the EV revolution and 
what the industry must do to prepare.  
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