
Future Unveiled: 
Six Powerful Forces Revolutionizing Global Mobility



2

Throughout 2025 and beyond, global mobility is 
not just evolving—it’s being redefined. Six powerful 
forces are driving this revolution, reshaping how 
businesses operate, compete, and connect with 
consumers. This isn’t incremental change; it’s a 
transformational shift, powered by technological 
breakthroughs, shifting consumer demands, and 
the relentless push toward a more sustainable, 
connected future. 

These forces are compelling both established 
manufacturers and disruptive newcomers to rethink 
every aspect of their business, from strategy to 
operations. At MSX, we possess unparalleled 
knowledge and experience. Our deep understanding 
of market dynamics and industry trends ensures that 
you receive the most relevant and impactful insights.

We are committed to continuous improvement. We 
will keep exploring these powerful forces, sharing 
data, valuable insights, and diverse perspectives 
from our thought leaders, clients, and other 
industry players. Our dedicated landing page will 
be your gateway to a wealth of information, helping 
you navigate the ever-evolving landscape with 
confidence and clarity. Trust in our expertise to guide 
you through the complexities of the automotive 
landscape today and in the future.

Discover the six forces that are 
transforming the mobility landscape:

China: The powerhouse 
behind rapid EV market 
expansion

Transforming auto retail: 
Embracing new customer-
centric models

Used EV market: A gateway 
to growth, sustainability, and 
affordability

Integrated customer 
experience: Meeting evolving 
expectations

Navigating the aftermarket: 
Balancing tradition and 
innovation

Sustainability: The new 
business imperative driving 
change

China has emerged as a 
dominant player in the electric 
vehicle (EV) industry, setting 
new benchmarks in production, 
affordability, and market 
penetration. Understanding 
China’s strategies is essential for 
anyone looking to compete in 
this accelerating global market.

Retail in the automotive 
sector is experiencing a digital 
transformation. New, customer-
focused models are emerging, 
redefining how vehicles are sold, 
serviced, and experienced.

Collectively, these forces present both challenges and opportunities for stakeholders across the automotive value chain. The 
industry is moving faster than ever toward a more connected, efficient, and environmentally conscious future.

As the first wave of EVs ages, the 
used EV market is set to become 
a critical driver of mobility, 
offering new opportunities for 
growth and profitability while 
addressing affordability and 
sustainability concerns.

Consumers now expect 
seamless, personalized 
experiences across all 
touchpoints. Companies that can 
deliver these integrated journeys 
will set themselves apart in a 
crowded market.

The aftermarket is navigating 
a delicate balance between 
traditional maintenance needs 
and the demands of EVs and 
advanced technologies. Stability 
in this sector will hinge on 
innovation and adaptability.

Sustainability is no longer just a 
value—it’s a business imperative. 
The race toward carbon 
neutrality is reshaping supply 
chains, production processes, 
and consumer expectations.
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Valuable 
insight for 
tomorrow's 
decision 
In an industry undergoing unprecedented transformation, 
staying informed is crucial. We offer actionable insights 
into the six major forces shaping global mobility in 2025. 
Whether you're strategizing for China's rapid EV expansion, 
exploring opportunities in the used EV market, or redefining 
the customer journey, you'll find perspectives and guidance 
tailored to your needs.

We are committed to continuously monitoring how these 
forces evolve in 2025 and beyond. This includes conducting 
interviews and gathering feedback from thought leaders, 
administering various surveys across different topics 
targeting automotive and mobility professionals, and 
collecting client feedback. Our dedicated webpage will be 
continuously updated to accommodate all related updates and 
developments. This will be your go-to resource for the latest 
insights and trends, helping you navigate the ever-changing 
landscape with confidence and clarity.
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Topics under discussion
1.	 China: The powerhouse behind rapid EV market expansion  

A deep dive into China’s aggressive global EV expansion and its impact on the mobility industry.

2.	 Used EV market: A gateway to growth, sustainability, and affordability  
Uncover how the rise of the used EV market is unlocking new opportunities for affordable, sustainable mobility 
solutions.

3.	 Navigating the aftermarket: Balancing tradition and innovation  
An examination of the global automotive aftermarket’s stability and growth potential.

4.	 Transforming auto retail: Embracing new customer-centric models  
A review of the transformation in automotive sales through new models like agency agreements and direct-to-
consumer (DTC) approaches.

5.	 Integrated customer experience: Meeting evolving expectations  
We explore the importance of creating seamless, personalized interactions between mobility brands and their 
customers.

6.	 Sustainability: The new business imperative driving change 
A detailed analysis of the industry’s push towards sustainability, focusing on the transition to EVs, the 
implementation of greener practices across the value chain, and the challenges posed by global regulatory 
standards.



5

China: 
The powerhouse behind rapid 

EV market expansion

1
30-second overview

•	 China produces nearly two-thirds of global electric 
vehicles (EVs).

•	 �While some Chinese brands are well established in 
Europe, others are expanding into western markets.

•	 �This expansion makes affordable, high-tech EVs available 
to consumers, posing challenges for established 
automakers.

•	 �China’s success is driven by rapid production scaling, 
regional market adaptation, and strong government 
support, despite western tarrifs.

•	 �The growth of Chinese OEMs presents both new 
opportunities and challenges to Western automotive 
dominance, with taxes on vehicles produced in China 
affecting western brands.
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China’s automotive rise: 
The new global leader

China has solidified its position as the world leader in electric 
vehicle production, producing almost two-thirds of all new 
energy vehicles (NEVs) globally, including western brands, like 
Tesla, whose success has become heavily reliant of Chinese 
production. In 2023 alone, Chinese manufacturers produced 
a staggering 30 million vehicles. Almost nine million of these 
were EVs, and this number is expected to surpass 12 million 
in 2024. This dominance reflects China’s leadership in electric 
mobility, driven by brands like MG and Polestar who have 
already secured a strong presence in the European market. 
Meanwhile, companies such as BYD, XPeng, and Nio are 
beginning to make significant inroads into western markets. 
These companies are not only scaling production but are 
setting global benchmarks in affordability and technology.

China now produces almost 2/3 of EVs globally, reshaping 
the EV landscape and challenging traditional automotive 
manufacturers.

Light vehicle (LV) production in China
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Aggressive global expansion

Navigating trade barriers and 
regulatory challenges

As competition in China grows, automotive manufacturers are looking to expand their 
opportunities in other markets. The key driver of China’s success is its ability to rapidly 
scale production and adapt its vehicles to regional markets. For example, BYD aims to sell 
100,000 electric vehicles in 2025 and is about to announce its first manufacturing plant 
in North America. Meanwhile, XPeng has launched its competitively priced EVs in Europe, 
further expanding China’s global dominance.

Chinese manufacturers are entering western markets with high-tech, affordable EVs, 
forcing established automakers to rethink their strategies.

China’s global expansion has not come without its challenges. Both the European Union 
and the United States have introduced protective tariffs and anti-subsidy measures to 
counter the influx of Chinese-made vehicles. Despite this, Chinese OEMs are adjusting 
their strategies, raising prices and exploring local manufacturing options to mitigate the 
impact of tariffs.

Regulatory hurdles are slowing the expansion, but Chinese automakers remain 
undeterred, adapting their strategies to maintain competitiveness.
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Innovation and affordability: 
A winning combination

The road ahead: Long-term 
global ambitions

As well as focusing on volume, Chinese manufacturers are also exploring new 
innovations in electric mobility. From advanced battery technology to user-
friendly digital interfaces, they are pushing the boundaries of what EVs can offer. 
Combined with their ability to keep costs low, these innovations make Chinese 
EVs particularly attractive to price-sensitive markets.

 With an emphasis on both cutting-edge technology and affordability, Chinese EV 
manufacturers are setting themselves apart in a crowded marketplace.

Driven by a clear long-term goal to dominate the global EV sector, Chinese 
brands are aggressively expanding into international markets. By investing in 
local manufacturing, forming strategic partnerships, and continuously innovating 
technologically, Chinese OEMs are positioning themselves for sustained success. 
As the world shifts toward greener transportation, China is well-placed to 
capitalize on this global transformation.

The future of global mobility is electric, and Chinese brands are taking the lead, 
poised to become the dominant force in the EV revolution.

By 2030, Chinese brands 
will account for

of worldwide vehicle sales*

33%
*Forbes, Article published Jun 27, 2024
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Continuing efforts
China’s expansion into global automotive markets, especially in the EV sector, is 
transforming the competitive landscape. With a combination of affordability, technological 
innovation, and strategic adaptability, Chinese brands are well-positioned to disrupt 
traditional players around the world. As they continue to navigate regulatory challenges, 
the rise of Chinese OEMs signals a new era of competition in the automotive industry, with 
China leading the way.

To ensure we stay ahead of the developments around EV market expansion, we will 
continue to monitor how the topic evolves and report back on key developments. Our 
focus areas will be shaped by feedback from upcoming surveys, and we will be actively 
seeking input from our connections and followers on this topic. Some interesting aspects 
we will monitor include the growth rate of Chinese EV manufacturers, the impact of 
government policies and incentives on market expansion, and the advancements in 
battery technology and charging infrastructure. Additionally, we will explore consumer 
adoption trends, the competitive strategies of Chinese brands in international 
markets, and the environmental implications of this rapid expansion. These insights 
will be invaluable in guiding our analysis and will be shared to foster a collaborative 
understanding of the industry's trajectory.
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Used EV market:  
A gateway to growth, 

sustainability, and affordability

2
30-second overview

•	 The demand for affordable, second-hand EVs is set to rise 
presenting new prospects and obstacles for consumers 
and industry stakeholders.

•	 The surge in EV sales over the past five years has led to a 
growing number of used EVs now available to consumers 
worldwide.

•	 As consumers’ understanding of EVs grows and charging 
infrastructure improves, EVs are becoming more 
appealing to a broader audience.

•	 As trends shape the EV market, we compare EV demand 
with that of traditional internal combustion engine (ICE) 
vehicles.
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The rise of used EV markets: 
A new chapter in EV evolution

As EV adoption accelerates, and more vehicles enter the market, the demand 
for affordable, second-hand EVs is set to rise, playing a pivotal role in mobility 
strategies globally. Countries like France and Norway are already experiencing 
growth in this sector, as consumers seek lower-cost, eco-friendly mobility 
options.

The demand for used EVs is not just a byproduct of new EV sales but an 
important driver of global sustainability efforts.

“If leasing companies decide to be green leaders, 
18 million additional used BEVs will enter the 
European second-hand market by 2035, of 
which 8 million will be accessible for low- and 
middle-income households i.e. costing less than 
€10,000.”
In Transport & Environment’s How leasing companies can become a key 

driver of affordable electric cars in the EU.

Sources:Transport & Environment

ICE, Hybrid and EV type sales distribution

Sources:GlobalData Global Hybrid & Electric 
Vehicle Sales Forecast - Quarter 3, 2024
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Key trends shaping the used EV 
market

Global sales and expansion: 
Unstoppable growth

Among several influential trends driving the evolution of the used EV market is the 
integration of innovative technologies such as vehicle-to-grid (V2G) compatibility, AI-
driven battery diagnostics, and improved battery system repairs. These innovations aim 
to improve consumer confidence and accelerate the adoption of used EV. Additionally, 
sodium-ion and solid-state batteries are becoming viable alternatives, promising to extend 
the life and resale value of BEVs.

New battery technologies and AI integration are making used EVs more appealing to both 
buyers and sellers, driving long-term market growth.

The expansion in the global EV market, particularly in the used car sector, which 
typically consists of vehicles aged two to five years, is accelerating. In 2023, global EV 
sales hit 14.2 million and are forecasted to reach 18.5 million by the end of 2024, a 
growth of 30.6%. As the market expands, the increased supply of used EVs will offer 
more affordable choices for consumers globally. In addition, consumer knowledge and 
understanding of EVs, along with charging infrastructure, is improving resulting in a 
growing appeal of EVs and making them increasingly attractive to a wider audience.

Global EV sales are projected to grow by 30.6%, and with better consumer knowledge and 
improved charging infrastructure, EVs are becoming more affordable and attractive to a 
wider audience.
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Charging infrastructure: 
Supporting the shift to 
used EVs
Critical to the success of the used EV market is the expansion of charging 
infrastructure. The growth of public and private charging infrastructure, 
particularly in Europe and Asia, is helping to overcome range anxiety and 
support the growth of the used EV market.

The growing global charging infrastructure will support the long-term 
success of the used EV market, improving affordability and accessibility to a 
broader range of consumers.

of public charging users will 
chose the public point because 

of charging speed available*

42%

*McKinsey & Company’s Consumer Pulse Survey, 2022
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Continuing efforts
EVs play a pivotal role in the industry’s shift toward sustainability and net-zero emissions. 
However, their success depends on the development of charging infrastructure, efficient 
energy systems, and ongoing innovation. Simultaneously, the industry is embracing a 
circular economy by reusing, recycling, and remanufacturing materials to reduce waste 
and improve resource efficiency. A comprehensive approach across the entire value chain, 
from sustainable materials to recyclable vehicles, is essential for achieving net-zero goals. 
Manufacturers must navigate growing regulatory pressures, investing in technologies and 
processes to meet emissions standards and stay competitive.

As we track the evolving used EV market, we'll gather input from our connections. We'll 
investigate key areas such as resale value trends, battery life impact on prices, and 
second-hand EV warranties. We'll also explore consumer satisfaction and government 
incentives for pre-owned EVs, sharing insights to enhance industry understanding.
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Navigating the 
aftermarket:  

Balancing tradition and 
innovation

3
30-second overview

•	 Projections show a decline in the overall volume share of 
ICE vehicles by 2030.

•	 The global automotive aftermarket is stabilizing and 
showing steady growth post-pandemic.

•	 Demand is driven by an aging vehicle fleet, increased 
average annual mileage, and expanding vehicle 
populations.

•	 Consumers are seeking more value, leading to a shift 
towards innovative, customer-focused solutions.
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EV sales outgrow overall 
vehicle population shift

The impact of EVs on new car sales is accelerating more rapidly than their 
influence on the overall car parc. In 2020, battery electric vehicles (BEVs) and 
plug-in hybrid electric vehicles (PHEVs) made up just 4.2% of new car sales, but 
this is projected to surge to nearly 42% by 2030. In contrast, the car parc, which 
includes all vehicles on the road, will see a slower shift. BEVs and PHEVs account 
for only 0.9% of the car parc in 2020, and this is expected to grow to 30% by 
2030. This indicates that while new car sales are quickly transitioning to EVs, the 
overall vehicle population will take longer to reflect this change.

EVs are quickly dominating new car sales, but the overall vehicle population is 
transitioning more slowly.

By 2030, EVs will 
only account for

of worldwide light vehicle parc*

30%
*Statista



17

Adapting to the EV revolution: 
New opportunities for OEMs
The evolution of vehicles is leading to a decline in aftersales income from ICE vehicles and 
routine maintenance. However, as the EV parc gradually expands over the next five to ten 
years, OEMs have an opportunity to adapt their operations. By developing strategic plans 
for this transition and forming partnerships with the independent aftermarket, OEMs can 
maintain some stability. This shift also presents a significant opportunity for the independent 
aftermarket and related agencies to thrive.

As the EV market grows, OEMs can adapt and stabilize by forming strategic plans and 
partnerships with the independent aftermarket, despite declining aftersales income from ICE 
vehicles.

150 component parts of traditional 
ICE vehicle systems at risk of 

becoming obsolete.

BEV system needs will bring 40 
components new to the 
aftermarket industry.

*Source LEK The Impact of Electric Vehicles on the Aftermarket 
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The resilient aftermarket: A 
path to growth

Technology and innovation in 
the aftermarket

The aftermarket has proven itself a vital pillar of the automotive ecosystem, supporting 
a range of vehicles as they age and accumulate miles. With new EV systems requiring 
unique components, the demand for replacement parts and maintenance services 
remains robust. Key players have reported steady revenue growth, demonstrating 
consistent demand from both those who prefer to perform maintenance and repairs 
themselves at home and those who seek professional help.

Rising vehicle ages and increased demand for parts are boosting the automotive 
aftermarket, creating opportunities for businesses to deliver value through enhanced 
services. 

Advancements in vehicle technology are reshaping aftercare for modern vehicles. 
As EVs become more mainstream, the need for specialized maintenance is growing. 
The integration of digital tools, such as online-to-offline platforms, is helping service 
providers meet these new demands, offering customers seamless service experiences.

Integrating digital tools into traditional services is crucial for maintaining relevance in 
the modern aftermarket landscape. 
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Regional trends and growth 
opportunities
While the aftermarket is expanding globally, each region presents unique opportunities for 
growth. In China and India, the rapid increase in vehicle population is driving demand for 
parts and maintenance, while across Europe and North America, the primary focus is on 
adapting to the rise of EVs and implementing customer-centric services. As customers 
seek to get the most out of their aftermarket purchases, industry players need to innovate 
and provide tailored solutions to capitalize on this opportunity. Across these markets, the 
ability to adapt to changing consumer expectations will be key to capturing new business.

Regional differences in vehicle age and technology adoption create diverse opportunities 
for the aftermarket to tailor its offerings.
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Continuing efforts
EV sales are rapidly increasing, with BEVs and PHEVs expected to make up over 40% 
of new car sales by 2030, though the overall vehicle fleet will transition more slowly. 
This shift presents opportunities for OEMs to adapt through strategic planning and 
partnerships with the aftermarket. The growing demand for EV parts and services is 
also driving growth in the automotive aftermarket, which is leveraging digital tools and 
customer-focused services. Regional trends, such as rising vehicle populations in China 
and India, and the EV transition in Europe and North America, create diverse growth 
opportunities for the industry.

As we continue to monitor the automotive aftermarket's evolution, we will seek for input 
via survey feedback and network input. We will focus on areas including the decline of ICE 
vehicles, post-pandemic market stabilization, and demand drivers like aging fleets and 
increased mileage. We'll also analyze consumer trends towards innovative, value-driven 
solutions to guide our insights.
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Transforming auto 
retail:   

Embracing new 
customer-centric models

4
30-second overview

•	 New retail models are transforming automotive sales.

•	 These models redefine traditional dealership roles, 
forging direct relationships between OEMs and 
consumers.

•	 The introduction of digital platforms helps streamline the 
entire buying process for the consumer.

•	 Digitalization requires dealerships to adapt by enhancing 
customer experiences and aftersales services.

•	 The impact of these new models presents opportunities 
for modern automotive retail players.
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Meeting consumer demands 
in automotive retail

The agency model: A shift in 
retail dynamics

The adoption of new retail models has been primarily driven by cost-saving 
measures. However, for consumers, these models significantly enhance the 
customer journey, making it more convenient and transparent in terms of 
processes and pricing. This shift aligns with consumer demands for greater clarity 
and ease in their purchasing experiences.

The adoption of new retail models in the automotive industry has enhanced the 
customer journey by making it more convenient and transparent, aligning with 
consumer demands.

The agency model has introduced a new way for OEMs to control pricing and 
maintain ownership of vehicles throughout the sales process. This approach 
provides a more consistent customer experience and allows manufacturers to 
directly manage brand perception. For dealerships, this shift means a greater 
focus on service quality and customer care.

The agency model is reshaping the role of dealerships, allowing them to place 
more emphasis on service excellence than traditional sales.
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The digital transformation of 
automotive retail
The rise of e-commerce platforms in automotive retail has further revolutionized the industry, 
offering consumers the ability to explore, compare, and purchase vehicles online, streamlining 
the entire buying process. This has not only made vehicle shopping more accessible but also 
more efficient, allowing consumers to complete transactions from the comfort of their homes. 
E-commerce platforms also provide a wealth of information and reviews, empowering consumers 
to make informed decisions. As a result, the automotive retail landscape is becoming increasingly 
consumer-centric, catering to the modern buyer’s preference for convenience and transparency.

E-commerce platforms have revolutionized automotive retail by making vehicle shopping more accessible, 

efficient, and consumer-centric, aligning with modern buyers’ preferences for convenience  

and transparency.



24

Direct-to-consumer models: Winning 
with transparency

Adapting aftersales for new retail 
models

The rise of direct-to-consumer sales has redefined how customers interact with automotive brands. EV 
manufacturers, such as Tesla, have popularized this model, offering a seamless online shopping experience that 
appeals to tech-savvy buyers. These direct models allow for greater pricing transparency and build consumer trust, 
making them an increasingly popular choice..

 With an emphasis on both cutting-edge technology and affordability, Chinese EV manufacturers are setting 
themselves apart in a crowded marketplace. Direct-to-consumer models cater to modern consumers’ demand for 
transparency and ease of purchase, setting new standards in automotive retail.

As the sales process evolves, aftersales services become a critical differentiator for the retail network. Dealerships 
can capitalize on this shift by offering value-added services, such as warranty management, repairs, and tailored 
maintenance packages. By integrating digital tools, such as customer relationship management (CRM) systems, 
virtual showrooms, predictive maintenance tools, and AI-supported tools, dealerships can enhance customer 
satisfaction and maintain a competitive edge in today’s ever-changing market.

Aftersales services are emerging as a key area for dealerships to distinguish themselves in a direct-to-consumer 
dominated landscape.
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Continuing efforts
New retail models are improving the customer journey by enhancing convenience and 
transparency. The agency model is reshaping dealership roles, focusing more on service 
quality than traditional sales, while e-commerce platforms and direct-to-consumer models 
are making vehicle shopping more accessible, efficient, and transparent, aligning with 
consumer preferences for easier, more informed purchasing experiences. As a result, 
aftersales services have become a key differentiator for dealerships, with digital tools 
helping them provide tailored services and maintain customer satisfaction in an evolving 
market.

To stay ahead in transforming auto retail, we'll track developments and seek feedback 
from our connections and followers. We'll examine new retail models' impact on 
dealerships, OEM-consumer relationships, and digital platforms' role in the buying 
process. These insights on dealership adaptation and opportunities in digitalization will 
guide our analysis further and help shape our strategic approach.
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Integrated 
customer 

experience:    
Meeting evolving expectations

5
30-second overview

•	 Consumers expect seamless, personalized experiences 
throughout the vehicle purchasing process.

•	 Integration of digital tools with traditional sales models 
is changing customer engagement in the automotive 
industry.

•	 Developing a cohesive, integrated customer experience is 
critical for success.

•	 Brands can leverage technology to build deeper 
connections with consumers.
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1. Urban Retail Integration
Integrating storefronts in urban areas offers accessible, pressure-free environments for 
customers to explore vehicles up close, fostering brand connection in daily life.

2. Multifunctional Experience Spaces
Dedicated spaces combine galleries, community forums, lounges, and events, offering 
diverse experiences to strengthen customer engagement and brand loyalty.

3. Minimalist Interactive Showrooms
Minimalist showrooms with digital tools enable personalized journeys from inquiry to 
delivery, emphasizing simplicity and customer control.

4. Educational and Entertainment Complexes
Large centers showcase automotive heritage and innovation with driving simulators, 
vehicle displays, and interactive exhibits, blending education and entertainment.

5. Multi-Level Experience Centers
Multi-floor centers with welcome areas, showrooms, retail spaces, and lounges provide 
comprehensive, tailored brand experiences for diverse customer needs.

6. Dynamic Driving Experience Facilities
Driving tracks, workshops, and themed dining create immersive experiences, combining 
vehicle testing, behind-the-scenes access, and memorable brand interactions.

These touchpoints enhance customer engagement, build loyalty, and differentiate 
brands through unique, immersive experiences tailored to consumer preferences.

Redefining automotive retail: 
Immersive spaces for enhanced 
customer engagement
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The importance of a unified customer 
journey

Building seamless brand connections

As digitalization accelerates, the expectations of consumers are evolving rapidly. They now seek a seamless blend of 
online and offline interactions with automotive brands. Virtual showrooms, live chats, and personalized maintenance 
packages are just a few of the innovative tools that are empowering brands to meet and exceed these expectations. 
Offering complete transparency throughout the buying experience, whether using online or offline channels, is 
essential for fostering enduring brand loyalty and driving the future of the automotive industry.

A seamless customer journey is key to building long-term relationships and brand loyalty.

Creating strong brand connections hinges on delivering seamless and cohesive brand experiences across both virtual 
and physical touchpoints. It’s essential to blend these aspects of the customer journey, ensuring that each interaction, 
whether online or in-person, meets the brand’s high standards. This holistic approach not only enhances customer 
satisfaction but also fosters deeper emotional connections with the brand, as consumers appreciate the consistency 
and quality of their experiences at every stage.

Delivering cohesive brand experiences across virtual and physical touchpoints is crucial for enhancing customer 
satisfaction and fostering deeper emotional connections with the brand.
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Leveraging data for personalization
Data-driven insights allow brands to understand consumer preferences and behaviors better than ever before. By using this data, automotive companies can create personalized offers, optimize communication 

channels, and ensure that each customer feels valued throughout their experience.

Data is the backbone of personalized customer experiences, helping brands deliver relevant and timely interactions.

Source: EY Car buying journey
https://www.ey.com/en_gl/insights/automotive/why-human-interaction-remains-essential-to-the-car-buying-journey

Potential car buyers during vehicle purchase and aftersales

Information Gathering

Offline
(dealerships or showrooms)

Online
(dealerships, OEM websites or third-party apps)

Pre-purchase Testing

Purchase

Customer care

87% 55%

30% 66%

34% 61%

25% 61%

62%

58%
31%

Use dealership or original equipment manufacturer 
(OEM) websites, social media or third-party apps Interacting with salespersons at a deal

Using augmented reality (AR) or virtual reality (VR) to 
make their car purchase decision easier

Visiting a dealership to see and experience a car 
physically

Visiting mobile pop-up stores or digitally advanced 
showrooms

Visiting multiple dealerships to get the best quote

Purchasing a car from online sources Purchasing a car from a dealership or showroom

Wanting car breakdown, tracking, recovery and 
emergency assistance-related features in their 
connected car

Visiting autorized dealerships or manufacturers for 
servicing a car

Preferring to scedule maintenance services directly 
from the website or mobile app
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The role of human 
interaction in a digital world
While digital tools have transformed the automotive sales process, human 
connection remains a vital element of customer satisfaction. Integrating live 
support with digital platforms ensures that consumers can access expert 
guidance whenever they need it, blending the best of both worlds.

The combination of digital tools and human expertise is essential for a balanced 
and effective customer experience.
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Continuing efforts
As consumer expectations evolve with digitalization, a seamless blend of online and 
offline interactions is crucial for building brand loyalty. Virtual showrooms, live chats, and 
personalized services help brands meet these demands, offering transparency throughout 
the buying journey. Delivering consistent brand experiences across both digital and 
physical touchpoints enhances customer satisfaction and fosters emotional connections. 
Leveraging data enables brands to personalize interactions, while maintaining human 
expertise through live support ensures a balanced, effective customer experience. 
Together, these elements create a unified journey that drives long-term relationships with 
consumers.

We will monitor the evolution of integrated customer experiences, exploring key areas 
such as the integration of digital tools with traditional sales, personalized experiences' 
impact on satisfaction, and technology's role in consumer connections. We'll explore 
brand strategies and challenges in creating cohesive experiences and share our findings 
to foster a collaborative understanding of the industry's direction.
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Sustainability:     
The new business imperative 

driving change

6
30-second overview

•	 Automotive companies are prioritizing sustainability 
by reducing carbon footprints and meeting emissions 
targets.

•	 People who embrace the industry’s sustainability goals 
are crucial, and organizations are making significant 
investments to ensure that both people and practices are 
sustainable.

•	 The circular economy reduces environmental impact 
through sustainable practices.

•	 The rise in EVs is driven by the need for sustainable 
transport solutions and the desire to reduce 
environmental impact.

•	 Embracing sustainable practices throughout the entire 
value chain is essential for a brighter, greener future.
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The role of EVs in achieving net-zero

Circular economy in the automotive 
industry

EVs are at the forefront of the automotive industry’s push towards sustainability. However, their success heavily 
depends on the development of supporting infrastructure and continuous innovation. Adequate charging networks, 
efficient energy distribution systems, and advancements in vehicle technology are essential to making EVs a practical 
and attractive option for consumers. These elements work together to ensure that EVs can meet the demands of 
modern transportation, reduce emissions, and contribute significantly to achieving net-zero targets.

EVs are essential for reducing automotive emissions, but their success depends on supporting infrastructure and 
innovation.

Automotive circularity focuses on minimizing waste and maximizing resource efficiency by reusing, recycling, and 
remanufacturing materials. Human expertise plays a crucial role in designing sustainable processes and systems, 
while technological innovation drives advancements in materials science, manufacturing techniques, and recycling 
technologies. Together, these elements enable the industry to reduce its environmental impact, create more 
sustainable products, and promote a more resilient and resource-efficient economy.

The circular economy leverages human expertise and technological innovation to minimize waste, maximize 
resource efficiency, and reduce environmental impact through sustainable practices.
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Embracing a sustainable value 
chain

Navigating regulatory 
pressures

Automotive companies are rethinking their entire value chain to reduce environmental 
impact. This includes the use of more sustainable materials, improving energy efficiency 
in production, and ensuring that vehicles are recyclable at the end of their lifecycle. To 
achieve net-zero emissions, we need a comprehensive approach that involves every step 
of the manufacturing process. Engaging with people who support sustainability goals is 
essential, as their commitment drives the industry’s progress.

Sustainability requires a comprehensive approach, addressing every stage of the 
automotive value chain.

Global regulations are putting pressure on manufacturers to cut emissions and 
boost sustainability. Meeting these standards requires continuous investment in new 
technologies and processes. Brands that can align their sustainability strategies with 
regulatory demands are better positioned to thrive in a competitive market.

Adapting to complex regulations is crucial for long-term success in the sustainability 
journey.
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Continuing efforts
EVs are central to the industry’s drive towards sustainability and net-zero emissions, but 
their success relies on the development of supporting infrastructure. At the same time, 
the automotive industry is embracing a circular economy, focusing on recycling, reusing, 
and remanufacturing materials to minimize waste and maximize resource efficiency. This, 
combined with advancements in technology and sustainable practices, is key to reducing 
environmental impact. Regulatory pressures are also pushing manufacturers to invest in 
innovative technologies and sustainable processes to meet emissions targets, positioning 
brands with strong sustainability strategies for long-term success.

To ensure you have the knowledge required to lead in sustainability, we'll track 
developments and seek feedback, sharing insights to drive industry change. We will 
explore areas including automotive companies' efforts to reduce carbon footprints, 
investments in sustainable practices, and the circular economy's role. We'll analyze the 
rise of EVs and the challenges of sustainable practices across the value chain, and share 
our findings to foster a collaborative understanding of the industry's direction. By staying 
attuned to these developments, we can provide valuable insights that help shape the 
future of sustainability in the automotive sector, ensuring that companies can meet and 
exceed evolving environmental expectations.



Navigating the future of mobility innovation
As we delve into the major forces reshaping the mobility industry, we highlight their interconnections and provide vital 
insights for stakeholders aiming to thrive in today’s competitive mobility landscape. The rapid expansion of China’s EV 
market is a key driver, significantly influencing global production and market dynamics. This surge in EV production is not 
only challenging established automakers but also fueling the growth of the used EV market. As more affordable second-
hand EVs become available, consumer confidence is bolstered by advancements in battery technology and expanded 
charging infrastructure.

Simultaneously, the evolving market for used EVs presents new opportunities for the industry, driven by an increasing 
supply of affordable second-hand electric cars. With technological advancements in battery systems and growing charging 
infrastructure, the used EV market is set to accelerate, making electric vehicles more accessible to a broader consumer 
base. The continued development of this market is further supported by a strong aftermarket sector, where both OEMs and 
independent service providers are finding new opportunities as the automotive fleet gradually transitions to electric.

The shift in retail models and the demand for an integrated customer experience are reshaping the way consumers 
interact with automotive brands. The growing trend of digital and direct-to-consumer sales, alongside innovative aftersales 
services, is redefining the customer journey. As mobility companies focus on building seamless, personalized experiences, 
they are responding to consumers’ desires for convenience, transparency, and accessibility.

But sustainability remains at the core of the industry’s evolution. With the goal of achieving net-zero emissions, automotive 
manufacturers are investing in green technologies, circular economy models, and sustainable supply chains, while also 
engaging with people who embrace the industry’s sustainability goals and making significant investments to support 
these efforts. This transition not only aligns with regulatory demands but also fosters long-term industry resilience. As the 
mobility sector moves toward a more sustainable and customer-centric future, the continued adaptation to these trends will 
be key to remaining competitive and meeting the evolving demands of a global marketplace.

By exploring these interconnected trends, this report aims to empower readers with the knowledge to develop 
comprehensive strategies, innovate solutions, and remain competitive in a rapidly evolving market. Whether you’re an 
industry veteran, policymaker, or newcomer, this report is a helpful guide for navigating the complexities of the automotive 
landscape today and in the future.

The information and insights presented in this document are based on current market trends, industry analysis, and feedback from various sources. While every effort has been made to ensure the accuracy and reliability of the 
data, it is subject to change as new developments occur. The content is intended for informational purposes only. Readers are encouraged to conduct their own research and consult with industry experts before making any 
business decisions. The authors and contributors of this document disclaim any liability for any direct or indirect losses or damages arising from the use of the information contained herein.
Date of publication: February XX, 2025



Visit our dedicated landing page for more information. 
Together, we can navigate the ever-evolving landscape with confidence and clarity.
msxi.com/innovations-and-insights/insights


