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Diagnosis — A Key Factor for Efficiency in After-Sales
Overview

2 Challenges on After-Sales Processes and Systems
= Customer Use Cases & Expectations
= Applications & Data to be Managed
= T Infrastructure

3 Required Actions to Improve Workshop Efficiency
= Enhance Ability to Diagnose
= Use Vehicle and Diagnostic Data in Reception
= Introduce the Next Diagnostic System Generation
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The Automotive Market in Europe and Germany
Facts & Figures

Western Europe Market*

= More than 200 million cars on the road

= 16 major OEMs with 33 brands

= (Close to 100.000 outlets for sales and service

= 2,5 million jobs in marketing, sales, distribution &
service

*Source: Datamonitor; J.D. Power; Company Reports; Roland Berger analysis; IBM GBS Consultants Analysis

Mercedes-Benz, Germany

= 18.000 technicians in more than1200 retail workshops
= 37% of the workshop have less than 10 technicians

= Per day more than 70.000 customer service contacts

= 7 million vehicle workshop visits per year
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The Automotive Market in Europe and Germany

Retail Revenue & Profit

Revenue*
Insurance  Others
Used Cars 11% 2% New Cars

46%

19%

Aftersales
22%

Profit*
Insurance Others New Cars
27% 3% 14%

Used Cars
1%

Aftersales
55%

= The 22% market share corresponds
to 40 Bill € revenue

= |n Germany more than 50% of the
profit in generated in after-sales

Dr. Thomas Raith, Mercedes-Benz, Global Service and Parts

*) Source: CARE — Creating higher After-Sales Revenues and Earnings, © 2008 McKinsey & Company
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The Automotive Market in Europe and Germany

After-Sales Market Structure & Competition

Changes in Competition

General Challenges

QutoQiistribution ="
Independ. Service Provider

- RENAULT

£ Motororaft A /A
2nd OEM Channels

Increasing
Vehicle Complexity

Customer Structure

N /

Private Customers

Allianz ()
HUK-COBURG

Aus Tradition giinstig

Insurance Companies

ACDelco

Remanufacturing

Regulations
(BER, EURO5/6)

Leasing Contracts

/AEmEK INTEBNATIONALE SPEDITION.

Europcar
SaXT  veutschepost Y

Fleet Customers

Dr. Thomas Raith, Mercedes-Benz, Global Service and Parts

Folie 5


http://www.deutschepost.de/dpag?skin=hi&check=yes&lang=de_DE&xmlFile=828
http://www.norbert-dentressangle.com/gb/index.php
http://www.cemex.de/index.htm
http://www.allianz.de/index.html
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Challenges on After-Sales Processes and Systems
Customer Use Cases & Expectations

Customer Use Main After-Sales Customer
Cases Process Steps Expectations
= Breakdown " Friendliness
(tow away or on-site repair) Service of the Workshop Personal
= Maintenance Appointment = Statement on Date & Cost
of the Service Visit
" Active Inspection/Recall Diagnosis and = Minimal Lead Time
= Technical Complaint Repair as well as Vehicle Downtime
(wear repair, accident repair, \ = Fixed First Visit
modification/enhancement) . _
. , Vehicle Handover )= Largeness Interpretation of
m Over the Counter” Parts Warranty and Goodwill
Business

_SP/OD Dr. Thomas Raith, Mercedes-Benz, Global Service and Parts Folie 7




N Mercedes-B

Global Service & Parts

Challenges on After-Sales Processes and Systems
Applications & Data to be Managed

Service Appointment

Diagnosis & Repair Vehicle Handover
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, \
Service Prgpar@tlon Service Diagnosis Parts Repair, Order Vehicle Service
Arrangementf/ o ervice Reception & Demand J/Maintenanceff Completionf/ Handover J/ Follow-Up
eception
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Dealer
Management nga[éaetra _ Diagnostics
» System  \worksh Service Flash & ECU- Parts
= Py ||  Information Coding Return
0 Loading Servi Support and
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Challenges on After-Sales Processes and Systems
IT Infrastructure

é}ta_\ = Authoring of Service Relevant Data

D ..
@ OEM LeveJ (HQ) \ - &taDat\a’ = Application Management
Back-End Applications \ = » Feedback and Support System

Intranet, Internet
Dealer Management System

Retail Level . @ a Sales & After-Sales Applications

Front-End Applications Server \VCI Tester * Infrastructure Manag. (e.g. WLAN)

K-Line, Dlagnostlcs on CAN, Dlagnostlcs on TCP/IP, ..

Vehicle Communication Interface
Quick Test & Guided Diagnostics

E/E Vehicle Architecture

Tu*' i DTC Set Conditions
ECU Level Diagnostic Standards & Regulations

ECU Software Architecture :,-_-_-_-_-_-_-_-_-_-_-_- _________ ECU Flashing and Variant Coding
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Required Actions to Improve Workshop Efficiency
Enhance Ability to Diagnose (Examples)

Develop Diagnosis Introduce Function &
Parallel to Symptom Based
Functionality Diagnosis
Forward Chain

FEN

/vw
=

ECU Supplier Engineering Plant, VPC MPC, Retail Customer
am‘W
Feedback Assembly- Diagnostic and
Feedback Repair Feedback
DTC Definition Reduce EOL Sg’gc\)’sﬁ?éﬁ'ﬁlf‘a
Based on FTA Phantom DTCs to Workshop
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Required Actions to Improve Workshop Efficiency
Use Venhicle and Diagnostic Data in Reception

Technological
Options*

D)

Internet (TCP/IP)

o) D

TeleDiagnosis

3

Data in the Key

&

MB-Contact

* partly available in the markets

Global Service & Parts

Communication

Options

Questions to be Answered:

= Vehicle Conditions & Data,

= Repair Price,

= Warranty or Customer Pay,
Service Appointment,

phone

via

= Repair time,

via
Interne’g,
Vehicle Data and Information: email
= Vehicle ldentification Number,
= Mileage Status,
= Fuel Level, Maintenance Code,
= Vehicle Position, fac?;t:é oy

= Quick Test Data,
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Required Actions to Improve Workshop Efficiency

Introduce the Next Diagnostic System Generation: “Xentry
Diagnostics”

XENTRY

HENTRY
Diagnese > Funktionsibersicht ==} 13.1% ¥ Zindung EN = 7
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B e for the.dlagn03|s of future
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Single sign on for all
Xentry applications
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Diagnosis — A Key Factor for Efficiency in After-Sales
Summary

* In the automotive market the after-sales business is compared to other core retail business
highly profitable.

= There is a change in the market structure ongoing towards multi-brand and independent
service providers supported by European legislation (Euro5).

= A key success factor in the retail business is a comprehensive management of vehicle and
diagnostic data across the (horizontal) after-sales process.

= Furthermore, in order to fix a vehicle the corresponding data and information has to be
transferred (vertical) over several dedicated IT infrastructure levels.

= |n future the management of the after-sales applications will be in the back-end.  Only
Data and Information will be displayed in the front-end, e.g. on a thin-client.

= |n order to improve the workshop efficiency - among others, diagnose will be one of the key
factors. Typical examples for improvements based on diagnostics are:
- Anintegrated diagnostic process management, from the supplier to the customer

- Availability of vehicle & diagnostic data in reception in order to answer customers
questions, e.g. on time and cost

- Introduction of a function and symptom orientated diagnosis in order to master
current and future vehicle complexity
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Thank You for Your Attention!
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