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Clarify Group
We’re a Canadian-based team of recognized 
automotive CX experts with deep connections to a 
trusted global network of specialists and 
technology. Canadian experience. Global insights. 

Take informed action
Clarify Group combines research and consulting 
with innovative technologies. We bring insight and 
solutions to business challenges across the 
automotive and mobility ecosystem.
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Disruptive Forces
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Disruption

“Disruption is rarely invited… it is almost 
always forced on us, particularly in a mature 
industry, when some external circumstance 

forces businesses to react, usually after 
trying to resist for as long as possible… 

and there are always winners and losers.” 
July 2019 
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Risk assessment for Canadian dealers
Very Likely

≥ 80%

Possible
～ 50%

Improbable
≤ 20%

Minor
≤ 20%

Serious
～ 50%

Catastrophic
≥ 80%

CONSEQUENCES

PR
O

B
A

B
IL

IT
Y

Autonomy

Connectivity & Over the Air Updates (OTA)

OM Tech Influence

Build to Order

Vehicle Subscription

Big Tech Players

MODERATE CRITICAL

LOW HIGH

Source: Adapted from Automotive Ventures LLC, Retail Risk Assessment, Aug 2022
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Risk assessment for Canadian dealers
Very Likely

≥ 80%

Possible
～ 50%

Improbable
≤ 20%

Minor
≤ 20%

Serious
～ 50%

Catastrophic
≥ 80%

CONSEQUENCES

PR
O

B
A

B
IL

IT
Y

Dealership
Consolidation

Consumer Privacy

OEM Tech Influence

Build to Order

Vehicle Subscription

Autonomy

Big Tech Players

New Sale Models

F&I Regulation

Software Subscriptions

Connectivity & Over the Air Updates (OTA)

Servicing of Vehicles

Electric Vehicles

Margin Compression

OEM Direct-Selling /
Agency Model

Consumer Expectations

Source: Adapted from Automotive Ventures LLC, Retail Risk Assessment, Aug 2022
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Is this how we’re 
feeling right now?
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Electrification
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Is the sky really falling?
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Our transition is playing out like others…

Source: Diffusion of Innovations Theory, Professor Everett Rogers, 1962
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Peak ICE is already behind us…

Source: Long-Term Global Vehicle Outlook 2022 (EV = BEV + PHEV)
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Global ZEV sales approaching 17M this year

Jan 2024, includes BEV and PHEV only
2023 includes estimated Dec sales for some markets 13

9.9M
3.4M
2.1M

0.24M
0.22M
0.84M

1.1M
2.0M 2.2M

3.2M

6.5M

10.5M

13.8M

16.7M
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ZEV Adoption Q3 2023
CANADA  13.3%

BRITISH 
COLUMBIA  26.4%

QUÉBEC 
22.8%

ONTARIO 
8.7%

NEWFOUNDLAND AND 
LABRADOR  3.7%

Source: 

VANCOUVER 31.2% MONTRÉAL 25.8% TORONTO 11.0% ST. JOHN’S 4.7% *
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"... We've been selling [EVs] to the 
early adopters. The equation for an 
early adopter is very different 
because they are buying it for a 
different reason... maybe they have 
strong feelings from an 
environmental standpoint... they're 
technologically forward... or they're 
just excited about it. So they're 
prepared to make concessions that 
as we move forward into the 
majority, consumers won't be".

The consumer is changing…
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Different customers  =  different expectations
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Different skills needed to help customers with…

EV technology Driving dynamics Home charging

Public charging Apps Cost of ownership
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Canadian International AutoShow
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2023 Canadian 
International AutoShow

Visitor Experience Survey Final Report 
20 April 2023

Research powered by

Data shared with the 
permission of CIAS
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The study represents the voices of

15,599 visitors

Who attends?

20Source: CIAS 2023 Visitor Experience Study

75%
Male

25%
Female

2 in 5 visitors
under age 40

Who says Millennials & Gen Z only 
care about digital experiences?

$7 in 10 visitors
have HH incomes

≥ $100,000

Majority 
of visitors 
attend with 
others

92%

8%
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See new models and brands

Discover new innovations in 
the auto and mobility markets

Help make up my mind on 
new vehicle purchase or lease

Top 3 reasons for visiting

21Source: CIAS 2023 Visitor Experience Study

1

2

3

75%

45%

38%

Take part in the EV Test Track7 10% 1 in 10 
visitors

Learn more about EVs5 30% 3 in 10 
visitors

Nearly
2 in 5 
visitors

Nearly 
1 in 2 
visitors

3 in 4 
visitors
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Purchase Funnel  =  In-Market Shoppers

22Source: CIAS 2023 Visitor Experience Study

27%
STARTING 

THE SEARCH
13 to 24 months

35%
BROWSERS

> 24 months or don’t know

38%
ACTIVE SHOPPERS

≥ 12 months

2 in 3 visitors are in the 
new vehicle purchase funnel

Nearly 
1 in 2 visitors

Nearly 
1 in 3 visitors

Nearly 
1 in 4 visitors

More than 
1 in 7 visitors

Top 3 Next Steps

47%

32%

23%

15%Buy or place an order

Test drive

Visit a dealership

Go online to learn more
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EV Familiarity Before Visiting  =  Not Very

23

Unfamiliar Familiar

Not at all
Slightly

Somewhat

Extremely
or

Already own EV

Moderately

Nearly 4 in 5 visitors will benefit from 
a knowledgeable product advisor

40% 39% 21%

79%

Source: CIAS 2023 Visitor Experience Study
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What are visitors looking for next?
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GAS

HYBRID

PHEV

BEV

DIESEL

Source: CIAS 2023 Visitor Experience Study
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Implications and 
Opportunities
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Transparent, Efficient, Flexible, Facilitated.
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The dealer’s new playbook…

27

TRANSPARENT
Customers expect their dealer to be transparent in all dealings 
including consistency between online and in-store pricing with full 
disclosure of all fees and taxes.

EFFICIENT
For many customers, time is as valuable as the budget they spend 
on their new vehicle. Customers expect their dealer to provide as 
streamlined and efficient a process as possible.

FLEXIBLE
In an omnichannel world, customers expect their dealer to engage 
with them in the manner they prefer. And with a “know me”, 
consistent experience across each touchpoint.

FACILITATED
Today’s customers are looking for their dealer to help them acquire 
their new vehicle, not to sell it to them. The origin of the word is 
facile, the French verb “to make easy”, and especially true when 
acquiring an EV.
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FACILITATED
Today’s customers are looking for their 
dealer to help them acquire their new 
vehicle, not to sell it to them. The origin 
of the word is facile, the French verb 
“to make easy”, and especially true 
when acquiring an EV.
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Trusted Advisor Tools
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Trusted Advisor:  Cost of Ownership
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Trusted Advisor:  Cost of Ownership  continued

30

Detailed Costs Detailed Costs
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Key takeaways

31

1. Auto shows
a. Send your sales team to work the show

b. Follow-up on all leads

2. As we progress beyond Early Adopters…
a. Your customers want (and expect) a trusted advisor

b. Sell the full range of electrified vehicles:  Hybrid, PHEV and BEV

c. Use trusted third-party tools like CAA Driving Cost Calculator

d. Sell the product on its merits:  fast, quiet, refined, tech-enabled etc.
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Dealer response to disruptive forces?
Level the playing field.
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THANK YOU
For more information, or a copy of 
this presentation, please contact:

Darren Slind
Co-Founder & Managing Director
Clarify Group Inc.
dslind@clarify.group
647 294 3033 M



Please send us your questions

JOIN BY WEB

Send canadianauto346
and your message to 
(780) 800-5606

JOIN BY TEXT

OR SCAN

Go to: PollEv.com/canadianauto346


