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largest online retailers with
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Tech-Enabled Services combines our powerful technology and

M . epege . . Q
analytics capabilities with our industry expertise to make a
o difference for our clients. By using the flexibility of our technology
to tackle any business challenge, we can help customers in any

0SG industry shift to a customer-centric mindset and show them the
impact of gathering, digesting, and implementing customer datain
their strategy and practices.

Executive Summary

Our client, an online portal for the purchase of automobiles, auto parts, and
accessories, wanted to understand how it can segment its customers to identify
product features that are important to each of the segments. This would form the
base for the client’s future marketing strategy. They hoped to identify opportunities
for growth through new product launches, thereby increasing revenues. Using OSG
Dynamo, OSG’s Al-driven big data analytics platform, we identified five customer
segments and assessed which features were critical for each segment. We then
analyzed the client's performance on each of these desired features, uncovering
opportunities for improvement, that led to an increase in the volume and number
of transactions.



The following were the objectives
laid out for the engagement:

To help guide strategy, identify

product development
requirements and prioritize the
launch of new service features

The client retained 0SG to
develop a segmentation of
their online customers who
shop for automobiles and
auto parts and accessories

(P&A).

Increase customer acquisition,

retention, and profitability.



Strq tegy Our strategy uncovered segments based on what customers
value most, and are willing to forego. It provided powerful
guidance for offer development and platform strategy.

Develop customer segmentation

Determine attitudes and and leverage insights to:
behaviors of customers Determine how e-retailers e Increase transaction volume
who purchase online, are perceived at delivering and size

through understanding against the most important e Shaping product/service
the key attributes of their choice drivers. development efforts to

acquire customers and

decision-making process. ) i ) )
improving their experience

Sensible Deal/ Just Get
Security No Deal Me There

Number of Consumers 6.3M 16.6M 4.3M 4.2M 18.5M
Vehicle Market GMV SB8B S101B $28B $18B 5388
P&A Market GMV $1.3B 52.0B S0.5B S0.3B S0.78
Our Client Mix 43% 25.3% 7.4% 12.6% 11.7%
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Understanding of choice drivers for current and potential
Results 9 e : P
customers, to keep their business over time

It was discovered that site functionality (searching, browsing, wide
selection)is a critical driver for Core Enthusiasts shopping for vehicles
and P&A online.

OSG's approach not only derives the rank ordered attributes based on importance but also
their magnitude - a score of 200 is 2 times more important than an average attribute at a
score of 100. These scores help identify differences in motivators across the segments

Top Drivers

B All Respondents ~ Vehicle PE&A

N=273 N=136 N=137
Core Enthusiast

Provides an easy way to browse for vehicles or items | am interested in _202 200 204
Provides a quick and easy way to search for a specific item _ 191 170 211
Offers a wide selection of products _153 164 202

Provides detailed information to ensure the part or accessony will fit my wehicle _ 148 133 164
Provides good deals on used [ refurbished / certified vehicles and parts & accessories _152 143 120
Provides an easy way to compare vehicles or parts & accessories _126 125 127
Provides a secure and private environment for me and my information I 121 130
Provides information, guides and/or installation information for the products | buy I 116 130
Specializes in automobiles / motorcycles _11-5 136 92
Offers a fair return policy _113 104 122
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Res u Its 0SG uncovered five segments, out of which three were targeted by the
client. 0SG provided insights on brand building for each segment, and

(co n t ) identified growth opportunities by re-focusing marketing efforts on
* growth versus “maintaining share” in parts & accessories.

Easy way to browse for vehicles

Quick feasy way to search for specific item

Offers a wide selection of products

Provides detailed info to ensure part will fit my vehicle
Good deals on used / refurbished / certified vehicles & P&A

LR s

1. 58.6% visit vehicle websites 3. Take my vehicle for rides
weekly or more 4. Watch racing programs
2. 24% visit vehicle forums/blogs 5. Browse online for vehicles

weekly or more

= 74.7% would likely purchase parts online (T2B)

= 50.3% would likely purchase a vehicle online (T2B)
* 50% of their P&A purchases are online (T3B)

* P&A Avg Spend Index = P12V 149 / N12M 155

1. Options | like 4. High performance car - handling
2. Particular manufacturer 5. Highest safety ratings
3. Good fuel economy

*Gender: 83.0% Male

*AVg. Age: 35-64 years old + Good/ Extensive experience working on/ repairing vehicles: 66.6%
*HH Income: 42% 575K+ + Good/ Extensive knowledge of vehicles: 82.6%
«Area where you live: Rural

OSGisa that delivers outcomes on
customer engagement to Fortune 500 clients with the help of leading
analytical technologies and world-class global resources. 0SG uniquely
combines historical data with the future needs of patients, physicians,
consumers, or customers of our clients by going beyond the “who” and the
“what” and understanding the

. 0SG focuses on the 3E’s, Behavioral Expectations, Superior

Experiences, Guaranteed Engagement, to help drive growth through

Contact us on our website and follow us on social media:
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0S¢



https://osganalytics.com/
https://www.facebook.com/Optimal-Strategix-Group-110835697770526/
https://www.linkedin.com/company/optimal-strategix-group-inc/
https://www.instagram.com/osganalytics/?hl=en
https://twitter.com/OSG_Analytics

