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Keeping your car in perfect condition requires both - good 
technical state in the beginning and ongoing comprehensive care.  
It is possible to achieve it by providing maintenance with the 
best-quality parts. Such parts should be easily accessible. They should 
also have an appropriate price and match the car model perfectly. 
Considering the fact that the average car age increases consistently, 
and the standard vehicle owner keeps the machine 60% longer than 
he did ten years ago (V12data.com), the automotive aftermarket has  
a bright future ahead. But keeping the position in the market, build-
ing a good reputation, and growing as an auto parts dealer is becom-
ing more and more demanding. 

Tools that can help any automotive company to face such prob-
lems are integrated CRMs and e-commerce supported by marketing 
automation. 

The following document raises the subject of existing and up-
coming challenges in the automotive spare parts market and sug-
gests solutions aimed at improving the quality of marketing activities 
for companies already involved in the business.

1‣ Abstract
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2‣ Background
The car industry, like every 

large industry, suffers from spe-
cific issues, fights challenges, 
and has to be ready for constant 
changes. One of the main seg-
ments of the industry - the distri-
bution of aftermarket auto parts 
- must be provided with a con-
tinually growing number of cus-
tomers. Who are they? People 
willing to take care of the excel-
lent condition of their cars. Cur-
rently, there are plenty of them, 
and there will be plenty of them 
for sure. According to Hedges 
and Company, the annual fore-
cast for car parts online sales pre-
dicts retail sales of 12 billion USD 
in 2019, which is a 16% increase  
in just one year. And this is only for 
the U.S. market! What’s more, the 
digital activity in the U.S. will sup-
ply the auto parts and accessory 
sales with over 148 billion USD 

in 2019. This “digital influence” 
means goods purchased online 
and those researched or discov-
ered online before being bought 
in a traditional store. The ana-
lysts from Hedges & Co state that  
by 2022, U.S. online sales of auto 
parts and accessories are going 
to reach 19 billion USD, and dig-
itally influenced sales will grow 
to an overwhelming 162.4 billion 
USD. It is even more impressive 
when you realize that the entire 
eCommerce will extend to 1.2 tril-
lion USD in B2B sales in 2021, with 
a growth of 7.4% year-to-year.  
It illustrates the vast scale of the 
market. And yet these numbers 
apply only to the U.S. Obviously, 
the growing demand is a good 
thing, but there is one essential 
challenge - how can YOU distin-
guish your business among hun-
dreds of other companies?

Automotive aftermarket 
e-commerce sales growth 
projection:

2018	 - 17,7%
2019	 - 18,5%
2020	 - 19,0%
2021	 - 19,6%
2022	 - 20,0%
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According to various sourc-
es, the automotive industry was 
not as affected by plenty of types 
of disruptions as other branches, 
such as telecommunications or 
healthcare, until the digital trans-
formation appeared. In this new 
era of “buying habits”, many cus-
tomers have almost complete-
ly switched to online shopping. 
The industry adapted to that by 
extending the virtual store offer. 
They needed to follow the trends, 
also in marketing and advertis-
ing. And there has been a lot 
going on lately. Many digital ad-
vancements and opportunities 
to make businesses grow seem 
to shout that every serious player 
in the market should be open to 
Online Marketing!

Referring to Hedges & Co, 
as many as 93% of customers 
looking for auto parts rely on re-
search before buying online. The 
company’s presence online has 
become necessary. If you want  
to achieve the progress, you need 

to find your way to drive online 
traffic to your website. Many 
companies have understood and 
adapted this perfectly. As a result, 
they generated a huge market 
for selling auto parts online.

It is crucial to understand 
that the role of IT in the automo-
tive aftermarket has changed 
over time. In the beginning, its 
purpose was to support trans-
actions and then to cover plan-
ning and execution as well. Now 
it has become a strategic part  
of the business that should enable 
digitization and new technolo-
gies that continuously change  
the market.

The need to take care of 
online presence is not the only 
challenge the market is facing. 
Advanced technologies, parts 
proliferation, an increasing num-
ber of brands and models - all of 
it makes the situation even more 
complicated.
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		  Challenge 1: 
		  Product variety and complexity

The automotive market has 
been growing for many years. 
Sale of new cars and mainte-
nance of old ones used to be, 
and still are the main sectors  
of the industry. The prices of new 
models are currently higher than 
ever. Same as the average age  
of a used car, which reaches re-
cord levels in the U.S. Now it is 
around 11.8 years (inboundlogis-
tics.com). As expected by IHS 
Markit, the number of vehicles 
aged 11 and more in America will 
increase by 2023, even by 27%. 
That will result in a higher de-
mand for spare parts. Therefore, 
every automotive aftermarket 
player should be ready for contin-
ually growing competition and 
prepared for the investments in 
e-commerce, as well as market-
ing automation activities.

With no doubt, the car in-
dustry evolves and becomes 
more advanced every day. Just 

have a look at electric cars, which 
are no longer an exemption (in 
many countries, fully-electric ve-
hicles are even free of taxes!). 
What’s more, probably in this 
particular second, autonomous 
cars are programmed to be im-
plemented. Nevertheless, both 
the newest and even the oldest 
machines with combustion en-
gines are highly complicated 
constructions with many sophis-
ticated solutions and parts.

To meet market require-
ments, the current trend is to 
present to the customer a high-
ly personalized offer with many 
models. The clue is to let ev-
eryone, even the most fastidi-
ous individualist, find an appro-
priate product. And this is why  
the level of complexity of the car’s 
construction and the number of 
parts used by one manufacturer 
have never been so high.

1999
BMW model range as an example in the year:

3 series 5 series 7 series 8 series X5 Z3
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2019
...and in the year:

The complexity of the parts 
has massively increased and  
so did the technical sophistica-
tion of vehicles. Thus, ensuring 
adequate supply chain, dealing 
with inventory issues (constant-
ly growing number of SKUs), ef-
fective marketing, efficient sales,  
as well as reverse logistics, re-
quire huge amounts of work and 
financial expenses for modern 
solutions, automation, compre-
hensive operations. Everything  
in order to satisfy a highly de-
manding customer.

i3

5 series

X3

i8

6 series

X4

1 series

7 series

X5

2 series

8 series

X6

3 series

X1

X7

4 series

X2

Z4

3x more 
car models
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Order processing is closely 
related to parts complexity. Many 
tools available on the market may 
help to struggle with particular 
issues on every step of the work-
flow mechanism:

‣ Price management

Price competition exists in 
every industry. Due to the unusu-
ally large number of entities op-
erating in the automotive (man-
ufacturers, wholesalers, retailers, 
etc.), as well as the characteristics 
of the market, differences in the 
prices of the same SKU are often 
unnoticeable. That is why pur-
chasing decisions are dictated 
by other factors, such as effective 
marketing. 

The uniqueness of this mar-
ket lies in the issue that each spe-
cific spare part (e.g., suspension 
or brake part) for a car model is 
produced by several (or a doz-
en) manufacturers, and then it 
is offered by tens or hundreds of 
distributors. Price optimization is 
a real challenge if the goal is to 
ensure the financial liquidity of 
the company and yet to sustain a 
high level of market competitive-
ness.

	 ‣ Order complexity

Each industry must be ready 
for customization and so the car 
business is not an exception. Not 
every order is made on a regular 
basis, and so there is no physical 
possibility to have all parts ready 
for pickup in the store. As we al-
ready know, the demand is vari-
able. Anyone who has ever had 
a vintage, hybrid, sports, or just 
rare car knows that sometimes it 
is necessary to order parts from  
a different continent. 

Handling orders like this re-
quires making many contacts, 
integrating systems and using 
automation tools. Each order for 
a single part causes logistical 
problems and is more demand-
ing than a bulk order. On the oth-
er hand, it would be difficult for 
bulk orders to satisfy all custom 
needs as it is impossible to pre-
dict every future need. 

		  Challenge 2: 
	 	 Order workflow
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	 ‣ Payment issues

Payment problems are a di-
rect consequence of a huge num-
ber of orders. The entire sales pro-
cess used to be fragmented and 
affect a large number of products 
- the more orders, the higher the 
risk of errors or human mistakes. 
To control the process over, it is 
worth to provide system support.

	 ‣ Millennials’ attitude

Treating the subject with  
a grain of salt, you can say that 
finally, Millennials save the situ-
ation for the market. According 
to NPD Group research, young 
people use their cars twice as 
often as people around the age 
of 60. This is a kind of guarantee 
that the vehicles will often be in 
use and therefore there will be  
a demand for spare parts. On the 
other hand, there comes another 
challenge: customers from new 
generations are usually undecid-
ed about what exact product they 
are looking for. This also applies 
to car repairs. Millennials want  
to deal with problems quick-
ly and with the least amount  
of work. Therefore they require 
professional advice.

https://crmdesigner.com


10crmdesigner.com

		  Challenge 3: 
	 	 Marketing efficiency

		  Challenge 4: 
		  Lack of data and knowledge

In a regular, offline store, 
there are very limited possibilities 
of displaying a product, so the cus-
tomer has limited choice. Mean-
while, during his online-shopping 
experience, there are many pos-
sibilities to present other, com-
plementary items that he might 
also like. Here is an excellent place  
for playing with marketing auto-
mation tools.

Professional advice may also 
help the company to find cost-ef-
fective ways to reach more cus-
tomers. Well-targeted landing 
pages, adjusted lead converting 
mechanism, and finding a way  
to direct the traffic through the 
funnel right to your websites - 
those are the main factors that 
can provide effective online mar-
keting. Nevertheless, it is essential 
to ensure proper integration with 
price management, inventory sys-
tem, after-sales service, and, last 
but not least - to make it as easy 
as possible so that the staff would 

be able to use all the mechanisms 
and generate more and more 
sales. 

Within this topic, it is also 
important to take up-selling and 
cross-selling processes to a high-
er level. According to Forrester’s 
research, product recommenda-
tions generate 10-30% of the over-
all e-commerce revenue. Those 
numbers mean that your systems 
can bring as much additional in-
come! You need to support it with 
real-time information on invento-
ry status, available price discounts, 
compatibility with products in 
the cart, etc. to adjust the clients’ 
needs as much as possible. Given 
the multitude of modern solu-
tions that help in marketing activ-
ities, as well as the extremely dy-
namic development of marketing 
automation, this challenge can be 
most comprehensively met with 
the appropriate support of auto-
mation tools.

This is the part strongly asso-
ciated with Challenge 1 - Product 
variety and complexity. The com-
plexity of components for modern 

cars results in an incredible level of 
ampleness of catalogs, inventory 
systems, and difficulties with fit-
ting the right parts. This problem 

https://crmdesigner.com
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		  Challenge 5: 
		  Uneven competition tournament

affects both customers and sell-
ers. It hinders orientation in the 
available assortment and forces 
to constitute a kind of a personal 
assistant who takes responsibility 
for ensuring the right parts to the 
client. 

This is the part strongly asso-
ciated with Challenge 1 - Product 
variety and complexity. The com-
plexity of components for modern 
cars results in an incredible level of 
ampleness of catalogs, inventory 
systems, and difficulties with fit-
ting the right parts. This problem 
affects both customers and sell-
ers. It hinders orientation in the 
available assortment and forces 
to constitute a kind of a personal 
assistant who takes responsibility 
for ensuring the right parts to the 
client. 

But since we can meet al-
most any of our shopping needs 
online, shouldn’t the buying pro-
cess be a piece of cake? Not re-

ally. With the massive number of 
available products, the customer 
may feel frustrated by the lack 
of access to unambiguous, easily 
accessible information. The same 
customer may also be afraid of 
being (brutally speaking) ripped 
off. He can feel the gap between 
the competences of the assis-
tant (seller) and himself, blindly 
looking for undefined. However, 
it is still not physically possible to 
have complete knowledge - even 
for salespeople. That is why auto-
mation is the key. With advanced 
searching tools, the purchasing 
process can become a pleasure. 
Competent advice and profes-
sional approach supported by 
solid knowledge are undoubtedly 
desirable, but nowadays, it is not 
only the educated staff that can 
create value for a customer. Also, 
marketing automation tools can 
make him feel safe and well taken 
care of, so he decides to purchase 
online.

The economy has changed 
in recent years. Like other indus-
tries, the automotive aftermarket 
is also struggling with the om-
nipresence of imitations. In oth-
er words, fakes. Large low-wage 
workforce combined with the 
new-tech, allowed countries like 
China or India to become a pow-
erful force in production and ser-

vices. So-called low-cost countries 
are a mixture of great opportuni-
ties and certain threats to the in-
dustry. Imitations can be danger-
ous to people. In many countries, 
there are many law loopholes 
and insufficient legal regulations 
regarding the import and qual-
ity control of car parts, as well as 
many other goods. 

https://crmdesigner.com
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 Many of the above threats may be reduced using already existing 
solutions provided by IT. Companies can rely on automation in terms of:

‣ planning and inventory processes improvement,

‣ better systems integration connecting marketing, inventory, sales, 
ordering systems, etc.,

‣ integration within CRM systems, enabling a new quality of 
stakeholders cooperation,

‣ customer journeys and workflows development,

‣ after-sales service quality and speed improvement,

‣ using the knowledge base to provide customers with better 
support in decision-making process,

‣ artificial intelligence generating the content perfectly adjusted to 
client needs,

‣ cuts of company operating costs minimizing human 
interventions.

3‣ Solution

These days online existence 
is as obvious as breathing. CRMs 
like Salesforce® allow you to unify 
your inventory, sales, and service in  
a single system. Consider the size 
of the industry resulting in hun-
dreds of thousands of SKUs in the 
product catalogs. Digital solutions 
enable using different sophisticat-
ed tools. However, currently, not 
only sales or service require auto-
mation but also - marketing.

With a comprehensive CRM 
system that automates purchas-
ing and sales processes, you need 
to go further to beat the compe-

tition and become the market  
leader. 

Customers expect trouble-free 
access to information and pur-
chase options, both online and 
offline. Do not hesitate to give it 
to them. A system that combines 
sales and marketing allows reach-
ing multiple markets at a relatively 
very small price. But most impor-
tantly, you have practically no limits 
here. The possibilities of marketing 
automation activities are endless. 
It is really difficult to come up with 
a marketing task for which there is 
no tool to make it automated!

https://crmdesigner.com
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Marketing automation might 
be an answer to all needs and 
doubts. Have you noticed how 
many repetitive actions your em-
ployees perform? Those that do 
not require talent, just time. Now 
you can automate repetitive tasks 
with minimal human support and 
allow your employees to focus on 
complicated, demanding duties. 

Remember! Marketing auto-
mation is not a SPAM system that 
will send hundreds or thousands 
of identical emails or automati-
cally reply with the same content 
to your potential customers. Au-
tomation also means personaliza-

tion - dedicated emails, recipients 
segmentation, scheduling, track-
ing the movements and behavior 
of the visitors on your website, and 
matching the appropriate actions. 
Marketing automation tools, such 
as Salesforce® Pardot, allow you to 
create highly advanced and en-
gaging customer journeys to pre-
pare the potential client, warm 
him up and close the deal! 

Salesforce® Marketing Cloud 
will let you collect comprehensive 
data and use them to optimize ad-
vertising campaigns, their chan-
nels, and sources.

4‣ Go easy, but not too 
easy!

Marketing automation tools 
are extremely useful, but one of 
the crucial implementation stages 
is choosing the right tools for your 
specific business. Your Salesforce® 
partner should be able to rec-
ognize your needs perfectly and 
formulate appropriate marketing 
goals. It is the best way to use all 
of your available resources and 
carry out proper implementation. 
Onside cooperation with an exter-
nal marketing automation team - 
a group of professionals who will 
take care of the implementation 
and face all your doubts - may be 
the best solution for you. 

Stand out from the crowd of 
similar companies by improving 
brand awareness, building con-
sumer loyalty, and implementing 
various incentives. Imagine that 
your integrated, advanced mar-
keting automation system is al-
ready working and functioning.  
As a result, a potential customer 
who is looking for parts for his car 
is like an open book. You can see 
where, when, and what he is look-
ing for, your ads are already visible 
on his screen. With customer jour-
neys, you can be sure that it does 
not end there as a whole series of 
activities that will be automatically 

https://crmdesigner.com
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carried out to encourage him to 
buy nowhere else but... in your 
store. 

Thanks to system integra-
tion, he will find out details about 
the car parts he needs, dispel his 
doubts via online chat with your 
employee, order the shipment, 
and pay in any convenient way. 
Then the whole journey of mak-
ing him your loyal customer be-
gins.

Let’s get back to the employ-
ee who provides the chat service. 
With the Salesforce® Knowledge 
tool, you can create a complex 
knowledge base that will benefit 
your visitors, partners, clients, and 
sales or service agents. It will con-
tain as much information as you 
want and you can easily assign 
permissions to a specific group of 
people so they can see the con-
tent that’s intended directly for 
them. 

You may also create a vir-
tual agent that will assist every 
visitor on your website. Imagine 
that from the very beginning of 
your customer’s visit, he meets  
an online advisor, who guides 
him through the purchasing 
process, and advises him. Such 
an advisor does not suffer from 
a lack of competence, does not 
need a vacation, and is available 
24/7/365.  Is there anything more 
convenient for the client than 
quick, smart shopping?

In your online store, you can 
organize highly customizable of-
fers automatically assigned to cus-
tomers. Use it to enable shopping 

that suits your client’s needs e.g., 
by providing kits and bundling 
options. Your marketing automa-
tion partner may implement flex-
ible product data variants, which 
will expand your customer’s pos-
sible shopping options. Obvious-
ly, all your online content will be 
mobile-friendly, and it will be 
responsive. You can also create  
an extensive knowledge base, so 
the customers will be able to look 
at FAQs and resolve the most 
common problems. Such a flex-
ible and regularly updated da-
tabase increases trust and gives 
options to people who prefer 
to discover things on their own. 
For regular customers, you can 
organize a newsletter, automat-
ic discounts, special campaigns 
for holidays, or Black Friday 
deals. You set them up manual-
ly only once and do not have to 
deal with it anymore. Artificial 
intelligence will help you select 
the right group of recipients for  
a given special offer or thematic 
newsletter.

Thanks to your social media 
presence integrated with mar-
keting automation tools, you can 
easily control everything that 
happens on Facebook, Twitter, In-
stagram, or Pinterest. With such 
an extensive view, you can boost 
your website traffic, and what is 
most important, your customers 
can discover and buy products in 
all these sources. It is possible to 
fully integrate your system with 
online marketplaces like Amazon. 
A whole palette of customer jour-
neys created for your customers 
will delight them on every single 
stage of their contact with your 

https://crmdesigner.com
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brand. A welcome campaign will 
automatically greet everyone 
that visits your landing page and 
leaves contact details.

With such a welcome pack, 
they can learn more about your 
company and be encouraged 
to take the next step. A care-
fully prepared correspondence 
will be sent to them as part  
of the onboarding campaign,  
and after some time, they will 
receive product-focused cam-
paigns with exclusive offers.  
If your prospect does not interact 
with you, your marketing auto-
mation tools will run re-engage-
ment or renewal campaigns. Re-
gardless of the circumstances, 
you will be able to plan special 
top-of-mind campaigns, so your 
company becomes an obvious 
choice for the customer. All this 
can be automated and indepen-
dent of employee holidays, public 
holidays, or the time of the day.

Effective selling is possi-
ble using artificial intelligence.  
If your customer is looking for  
a set of tires and you have enough 
information about his actions, 
you will be able to remind him 
to buy winter tires just before 
the first snow, and summer tires 
in spring, or advice him about 
which workshop is the best in his 
neighborhood! All such types of 
communication and interaction 
with the customer create your 
brand awareness as a competent 
partner and bridge the compe-
tency gap.

https://crmdesigner.com
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One of the basic but also 
the most powerful functionalities 
of modern marketing automa-
tion systems is the already men-
tioned ability to track activities 
that the customer performs on-
line. The benefits are enormous 
- the amount of data that can be 
collected this way is huge and it 
gives the possibility of compre-
hensive analysis and adaptation 
of future advertising campaigns 
with more relevant and personal-
ized content. 

It is no longer just suggest-
ing complementary products 
based on key phrases searched. 
Thanks to marketing automa-
tion, you can achieve much more 
advanced interactions. We are 
all looking for opinions, compar-
isons, tests, better prices on the 
Internet. Every search generates 
tons of data allowing the mar-
keting automation tools to run  
a highly effective selection of ads 
+ landing pages, detailed cus-

tomer journeys, gentle remind-
ers, and exciting newsletters that 
lead to smart purchases and 
sales. 

The smooth exchange of 
information is what you need 
to have your systems highly au-
tomated. In the automotive af-
termarket, there is no space for 
individual orders to be handled 
separately by an advisor, sales-
man, warehouseman, shipping 
department, accounting depart-
ment, etc. 

A modern customer expects 
a seamless process that leads 
him from easy access to every in-
formation to quick purchase, im-
mediate payment and many de-
livery options. 

A modern company then 
needs improvements, clever solu-
tions, smart processes, and useful 
simplifications. Automation can 
handle it all.

https://crmdesigner.com
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Nowadays, existing in the 
market with only brick-and-mor-
tar stores is not effective any-
more. According to Hedges and 
Company, such traditional sales 
grew only by 1% in 2014-2015. At 
the same time, e-commerce sales 
increased by 12-16% every single 
year between 2015 and 2019. 

There are 70 million after-
market car parts searches in Goo-
gle every month (Pixel Produc-
tions Inc.)! It seems obvious that 
these numbers are good drivers to 
take care of your online existence 
and to get interested in internet 
marketing tools that use person-
alization and artificial intelligence 
tools (such as Salesforce® Pardot). 
Even though it might seem very 
complex and intimidating in the 
beginning, it brings many ben-
efits and leads to simplifications 
in the future. Especially when an 
experienced partner is involved in 
implementing the new mecha-
nisms in your company and main-
taining them.

You can still sell in a tradition-
al way. Opening up to new activi-
ties is only increasing the number 
of sales channels. 

How could this improve your 
business?

Automotive spare parts com-
panies should focus on the proper 
and efficient utilization of online 

sales, marketing in general, and 
marketing automation. Establish-
ing new communication channels 
this way and using comprehen-
sive systems, such as Salesforce® 
Marketing Cloud, allows you to 
achieve such goals, reduce costs, 
and significantly increase com-
petitiveness. At the same time, it 
also substantially decreases any 
disruptions in supply chains by 
improving information manage-
ment and collaboration between 
different links in the chain. 

As reported by Deloitte, 
spare parts are the main driv-
er to raise customer satisfaction 
and generate opportunities for 
repurchase. Future market lead-
ers should shift from traditional 
internet marketing to marketing 
automation and let artificial in-
telligence win the market. Omni-
channel strategy developers will 
build brand awareness and main-
tain a base of loyal customers.

According to Salesforce®, 
about 55% of B2B companies are 
currently using marketing auto-
mation. What’s more, 85% of B2B 
marketers claim they are not us-
ing the full potential of their tools. 
It gives food for thought, doesn’t 
it? If they see the source of suc-
cess, but they didn’t reach full ef-
ficiency, it means that there is still 
a long way to go, and significant 
development here is highly possi-
ble. 

5‣ Conclusion
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Here at CRM Designer, we specialize in marketing automation 
technologies. If this is new to you, we will gladly introduce you to the 
automated universe!

We are more than happy to implement as many improvements 
in your business as you need. If your company already has implement-
ed solutions that we work with, we can analyze their correctness and 
effectiveness, advise you on possible enhancements, and discuss any 
problems that occur, as a third party consulting partner.

We have the most important thing you should expect from your 
marketing automation partner - experience. We are aware that the 
first steps with the Salesforce® tools are not a piece of cake, and we 
won’t let you carry out this small revolution alone! 

Investment in modern automated marketing is a project that 
requires a skilled partner and extensive knowledge. But at the end of 
the day, the automation makes the most profit.

Let us be your everyday support and help you achieve every sin-
gle goal using the latest available technology.
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Marketing Automation efficiency: 
How automation improves sales productivity and lead conversion?

increases sales 
productivity by 

14,5%
reduces marketing 

overhead by

 12,2%

increases the number 
of qualified leads by 

451%

makes the leads’ 
purchases 

47% larger

(source: Nucleus Research, Annuitas Group)
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