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1 INTRODUCTION

This report is the fifth in the series reviewing the performance of the Australian
retail automotive sectors’ Internet presence on an ongoing, (six monthly)

longitudinal basis.
The key objective of the study is two fold:

e to utilise a coordinated set of website measurements, in order to
aggregate data on the technical and quantitative nature of Australian

automotive websites, and

e to assess how websites interlink with existing and potential customer
relations issues such as fulfilment, product and service research,

customer information needs, service and support, and customer value.

A detailed explanation of the methodology used to generate the results of this

report is contained in the ‘Methodology’ section.

The report is an adjunct to other ICDPA reports and studies. ICDPA has
regularly addressed the issue of e-marketing throughout its research
programme. Most notably, ICDPA has produced two reports specifically
reviewing the topic: Technology: The impact on vehicle distribution (August
2000) and E-Marketing: Driving vehicles from the e-showroom (May 2003).
Further, in March, ICDPA together with the Australian Centre for Retail Studies
will release a report titled Emerging Retail Models Research Report (Part 2),
which in part investigates developments in multiple retail channels which

includes innovations concerning electronic commerce at the consumer level.

Across the retail automotive sector the application of the Internet as a viable
channel in the overall distribution system typically continues to be managed as
per the sectors’ traditional retail channels — i.e that the consumer is a by-
product rather that a reason for the vehicle distribution system. In recent
years, that concept has undergone significant reassessment with new retail

models created and implemented that fundamentally challenge that orthodoxy.
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Into this environment, a number of new and emerging formats have arisen, and

the Internet possibly offers the most ‘customer-driven’ model currently

Entertalnme nt

advanced, as indicated by Figure 1.

Figure 1: Internet = CRM opportunities
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The significant advantage of the Internet as both a communication and e-
commerce platform is that it places the customer as the focus of the supply
chain. Through strategic application of customer tracking techniques, tactical
customer value innovations can be introduced leading to an improved longer-
term relationship between customer and supplier. Through improved Internet
traffic management techniques the automotive industry can improve its
marketing, targeting prospective and current customers by their demographics
and interests. Yet for the Internet to be successful as a long term information
source, leading to sales, the automotive industry needs to continually rethink
and reapply the core elements of a quality offer that can only be applied
through a web presence - that is an offer that is unique or surprising, satisfying

functional needs and also the ‘emotional buy’.
With these observations in mind, ICDPA has prepared this report.

NB: ICDPA was commissioned by ICDP Europe in 2005 to undertake a pilot
study of the websites of Spain’s ten largest automotive manufacturers and

importers by retail market share. The same methodology utilised in the ICDPA
report was used for the Spanish studly.
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2 METHODOLOGY

All websites studied for this project were accessed, viewed and analysed on 26
& 27 February 2007.

2.1 Rankings’ methodology

The websites assessed were all Australian domain name

registered, “.com.au”. Thirty websites were reviewed as

listed in Table 1. There were no revisions to the sample

group for this report.

Table 1: Websites studied

Alfa Romeo alfaromeo.com.au Mazda mazda.com.au
Audi audi.com.au Mini mini.com.au

BMW bmw.com.au Mitsubishi mitsubishi-
DaimlerChryler daimlerchrysler.com.au motors.com.au
Dodge dodge.com.au Nissan nissan.com.au
Citroen citroen.com.au Peugeot peugeot.com.au
Fiat fiat.com.au Porsche porsche.com.au
Ford ford.com.au Proton proton.com.au

GM Holden holden.com.au Renault renault.com.au
Honda honda.com.au Saab saab.com.au
Hyundai hyundai.com.au Ssangyong ssangyong.com.au
Jaguar jaguar.com.au Subaru subaru.com.au
Jeep Jeep.com.au Suzuki suzuki.com.au

Kia kia.com.au Toyota toyota.com.au
Land Rover landrover.com.au Volkswagen volkswagen.com.au
Lexus lexus.com.au

ICDPA Members are invited to submit websites that they believe should be
considered for review as part of this project. Please contact the authors for

submission of website addresses.

The review of the websites featured in this report was based on three

quantitative, generically applicable criteria and assessment categories:

1. the website’s overall design and layout, including
navigation features and aesthetic consistency;
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2. the website’s functionality, in particular search
functions, levels of user personalisation, and

security features;

3. the level of customer value offerings, particularly
product and service information, support and

customer interactivity.

Across the three assessment categories, approximately 70 assessment sub-
categories are reviewed. The following table lists the assessment sub-

categories utilised for this study.

From time to time, modifications and amendments are made to the assessment
criteria to take into account new developments in website architecture and
performance. No additions or deletions to the assessment criteria were made

for this report.
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3 KEY FINDINGS & RESULTS

3.1 The retail automotive sector

The top 10 performing websites are

Table 2: Top Ten Websites:
presented in Table 3." Chart 1 (page 14) February 2007
assembles the entire list of websites Top N Score —
ebsite .
. . . _ Ten * Feb ‘07
reviewed, comparing their performance in
. 1 (2) Ford 70.3
October 2006 and February 2007 (this 2 (1) GM Holden o
reporting period). Chart 1 identifies the @3 (3) Peugeot 68.4
top ten performing websites, according to () oyotd A
P P 9 ! 9 5 (5 Alfa Romeo 60.0
these rankings, and identifies websites ' 6 (6) Lexus 57.5
outside the top ten by code reference. A Mifeizeld 56.9
8 (8) Volkswagen 56.2
Ford, for the first time, attained the > (9 Renaul 559
10 (10) Porsche 55.6

number one position on the rankings,
* Figures in brackets refer to

dislodging GM Holden. Apart from the ranking in October 2006.

exchange of positions between Ford and

GMH, there were no other changes to the top ten in either composition or
ranking order of websites. Ford has made steady ongoing improvements to the
architecture and presentation of its website throughout the course of this
ICDPA study. For this reporting period, Ford’s position was due to continual
updating of its website design, on the back of improvement to its customer
value offerings and website functionality. (For more information see chart 4).

The group average score for all websites reviewed in the February 2007
reporting period was 51.2, a small increase from 50.2 recorded in the last
survey period, and maintaining the positive trend since the October 2005
reporting period.

Overall, the trend continues to remain positive. The majority of websites

continue to perform satisfactorily. There were no outstanding innovations noted

" Note: in the previous edition of the report, as aresult of a printing error, the wrong numerical results
were listed in Table 3.The results as displayed in supporting chart no. 1 were correct.
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since the last ICDPA report. However, steady improvements were recorded by
13 websites, with 8 remaining unchanged, with 9 recording falls in total ranking
points. As reported in the previous report (October 06), areas where websites

performed well included:

standard levels of product configuration enabled applications;

e consistent branding and presentation across multiple web pages;

e high levels of product descriptions;

e improved links to Dealer contact information and websites; and

e limited use of pop-up web pages, and launching of additional browsers.

The number of broken links or web pages not working for this reporting period

was substantially reduced.
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NOTICES

Disclaimer

While due care has been taken in the research process, please note that due to
the nature of this research, the research may not be an accurate representation
of the real situation. Where an organisation wishes to make management
decisions based on this research, they are advised to seek further advice. The
author(s), ICDP or ICDPA, can accept no responsibility or liability for any

actions that are taken as a result of this report.

Copyright Claim

This report has been prepared for the ICDPA and has been distributed to
Members for assistance in the operation of the Members’ businesses.
Distribution outside the Member’s business without the express permission of

ICDPA directors is not permitted.

All rights are reserved by the ICDPA, transmittal or copying of the report in any
format (electronic, paper or mechanical) is not permitted.
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