
In 2020, COVID-19 had significant 
impact on automakers and dealerships 
all over the world. 

Vehicle production slowed down, sales 
declined, many lost months of work, 

and most were forced to adapt their business quickly 
to recover lost revenue. 

In the midst of all that, aftersales cemented itself 
as the essential service that kept many dealerships 
afloat through the pandemic. Even in developed 
markets, parts and service sales are growing faster 
now than pre-pandemic. 

While uncertainty remains, the outlook is more 
optimistic as technology evolves aftersales. 

Due to COVID-19 and social distancing, customers 
are looking to engage with dealerships online and 
across multiple digital channels. What used to be an 
expectation of Millennial customers is now standard 
across the broader customer base.  

The challenge for aftersales leaders is to catch this wave 
of digital disruption and embrace digital transformation 
to “future-proof” against the pandemic. 

Many of our automaker partners and dealership 
customers indicated that their 2021 goals include 
driving new digital strategies to grow efficiencies and 
improve customer experience.

From our worldview, we see two opportunities to 
achieve these goals:

What we’ve been up to

Partnership with DealerBuilt DMS 
Our Superservice Menus all makes 
and models data will be seamlessly 

accessed by LightYear™ ceDMS users.

Launch of Infodrive
Our latest innovation is a data

insights platform that helps drive 
better decisions and aftersales 

performance.

Partnership with Audi Australia 
Audi Australia selects Superservice 
Triage vehicle health check to drive 
exceptional service experience for  

their dealer network.
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1. Make data and analytics central to aftersales 
innovation efficiencies. 

2. Use data insights to drive personalized and timely 
customer experiences.

We believe data-driven technologies are key to 
empowering new value creation for automakers, 
dealerships and vehicle owners.

This is why I’m excited to announce the launch of 
Infomedia’s new data insights platform: Infodrive. 

It combines leading-edge data science with our deep 
expertise in global aftersales to drive new initiatives 
for dealership growth.

We’re committed to unlocking the value of automaker 
data and providing dealership solutions that drive 
customer centricity.

In this issue, we discuss how digital innovation is 
supporting automakers and their dealership networks 
in their recovery plans through: 

• Next-generation Microcat EPC improving 
efficiencies and parts sales.

• Infodrive identifying lost and new sales 
opportunities to grow aftersales. 

The time to future-proof your aftersales business is 
now. Get in touch and we’ll show you how to recover 
revenue through aftersales. 

Jonathan Rubinsztein 
CEO of Infomedia Ltd

Empowering automotive aftersales 
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In 2019, we acquired Nidasu, an Australian-based 
automotive data solutions company. Since then, we’ve 
grown our data platform capability with more data, 
Artificial Intelligence (AI) and predictive analytics. 
Today, I’m excited to share our new data and data 
insights platform – Infodrive. 

Our goal for Infodrive is to leverage data to drive 
personalized and timely customer experiences, promote 
dealership efficiencies and improve aftersales results.

We want to empower digital transformation, drive 
new ideas and help automakers incorporate data-
driven innovation into their customer strategies.

As digital transformation accelerates, we see an 
explosion in the availability of valuable automaker, 
dealership and customer data.    

With access to more data and intelligent vehicle 
information, automakers and dealerships can make 
faster, smarter and more profitable aftersales 
decisions... but making sense of all that data and 
turning it into something tangible and actionable  
can be challenging. 

Infomedia can help you achieve your desired 
aftersales outcomes with Infodrive.

Introducing the Infodrive Platform

Aftersales Innovation 
Through Data

We do this by leveraging automotive data assets 
and Infomedia’s analytics IP from our Microcat, 
Superservice and Nidasu solutions, and deliver that 
information in an accessible, useful and actionable 
format. Infodrive delivers data solutions our partners 
and customers can implement to grow their aftersales 
business in a targeted and efficient manner.

Infodrive combines leading-edge data science and 
analytics with real-world understanding of the 
challenges dealerships face, how customers really 
behave, and the practical data — and support — that 
automakers and dealerships need for long-term 
growth and success.  

Data Management Analytics & BI Dealer Marketing Connected Car Workflow Portal

Data Analytics Marketing Connected Car Nidasu

Watch video

by Jonathan Rubinsztein

https://www.youtube.com/watch?v=iMP-c_JzbIs
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Manage Aftersales Data with Infodrive

Infodrive Data provides powerful capability to collect, 
analyze and exploit big data opportunities within the 
aftersales customer journey.

Collected data can be combined to create ecosystem 
connectivity across parts, service and showroom 

Infodrive Data facilitates a scalable solution for automakers to manage, use and share VIN-specific vehicle, 
parts and service information with 3rd parties. In Europe, many of Infomedia’s automaker and national sales 
company partners have identified Infodrive Data as an empowering and dependable technology solution to 
meet ‘Right to Repair’ legislative requirements.

Data

dealer activities, to drive better customer insights and 
sales potential.

We have designed a purpose-built data warehousing 
capability to leverage aftersales data in two ways:

Collection and standardization of disparate 
data sources from automaker, dealer, DMS, 
customer, vehicle, connected car, transactional 
and stock data.

Combined Microcat and Superservice data assets 
delivered and accessible ‘as a service’ across the 
retail automotive ecosystem by 3rd parties and 
technology vendors in collision, mechanical and 
B2C parts and service environments.

OEM Data BrokerData Collection, 
Cleansing and Standardization

21 2
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Predict and Retain Customers with Infodrive Analytics Analytics

Infodrive Analytics utilizes advanced data science and 
business insights (BI) principles to help automakers 
and dealerships maximize efficiency and productivity. 
It unlocks new ways to understand customer 
behaviour, generate insight-based communication 
plans, and optimize and predict parts and service 
inventory in advance.

Rich KPI comparisons are available in real-time with 
easy breakdown by department, demonstrating 
dealership performance and trends, compared with 
benchmarks such as: the national average, similar 
sized dealers and the dealer’s region. 

Benchmarking reports can be used to drive quality 
assurance, dealer optimization and customer 
experience workflows with numerous benefits, including:

Increasing loyal service customers with  
corrective actions

Infodrive real-time analytics and machine learning 
allows dealerships to quickly identify, acknowledge 

and resolve customer complaints in a timely manner 
before customers defect to aftermarket providers. 

Mapping customer journeys with pre-emptive  
service marketing

Infodrive Analytics can predict important events in 
a customer lifecycle and increase value during the 
vehicle ownership period. Dealerships are empowered 
to proactively approach customers with new and 
relevant products and services.

Tracking service retention rates with automated 
retention analysis

Automakers can access retention/churn models with  
Infodrive Analytics to understand the stages of customer  
experience and design communication plans that 
engage vehicle owners in the right way, at the right time.

This maximizes productivity and reduces costs by 
transforming normalized data structures into fast, 
accurate and automated recommendations.
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Engage Customers with Infodrive Marketing Marketing

Infodrive Marketing helps aftersales management 
engage with customers via timely, relevant and 
personalized marketing campaigns. 

The automated platform utilizes predictive analytics 
to create campaigns across the complete aftersales 
lifecycle, including new model offers, accessory sales, 
service bookings, warranty recall campaigns, declined 
work follow-up, parts trade campaigns and much more.    

Using continuously updated data together with 
machine learning, Infodrive Marketing allows for a 
better understanding of customers’ needs and helps 
create higher engagement in marketing messaging 
through personalization.

It empowers an automated end-to-end process with 
campaign execution that yields higher-value ROI:

Automated customer campaigns 

• Analyze every VIN and predict next service 
requirements by time or distance using network-
wide data. 

• Selective marketing campaigns based on 
customers‘ driving and purchasing behavior – like 
those with vehicles likely to require  
brake replacements.

Deep, hyper-personalized and on-brand 
communications 

• Dealers only need a two-step process to create 
personalized customer communication pieces 
based on dealer details, customer location, VIN, 
vehicle age and service history.

Clear ROI measurement

• Every campaign highlights dealer and customer 
engagement, interactions and click-throughs. 

• Campaigns provide measurements of the value 
generated, the number of specific parts sold  
or service, or scheduled services generated  
from campaigns.

Unlike other providers, Infodrive Marketing provides a solution with clear KPIs and ROI for every step of  
the customer journey, incorporating the dealership‘s own data to communicate and foster loyalty with  
their customers.

• Selective customer loyalty campaigns to help 
customers transition to a new vehicle.

• Identify lapsed and lost customers eligible for  
win-back campaigns.

• Categorize and select parts trade customers 
eligible for targeted campaigns, including 
mechanical, collision and fleet.
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Future-proof Aftersales with Infodrive Connected Car Connected Car

Infodrive Connected Car helps automakers collect, 
analyze and leverage data generated by connected 
vehicles for aftersales marketing. 

It integrates seamlessly with existing OEM connected 
car services to automate unique, real-time customer 
offers and reminders based on remote diagnostic 
data and driver behaviour.

Infodrive Connected Car insights are augmented with 
service history information already owned by the 
dealership to anticipate vehicle repair needs before 
they occur.

It reinvents customer relationships, maximizes the 
value of connected vehicles, and improves existing 
data-driven aftersales tools such as Online Booking, 
Service History and Vehicle Inspection applications.

The Infodrive Connected Car platform provides 
distinctive new capabilities with: 

Predictive analytics to build vehicle profiles

• Proactive and automated vehicle health 
assessment through remote diagnostic.

• Identifies vehicle service maintenance and repairs 
ahead of time.

• Uses connected data to navigate best traffic 
conditions for preferred dealership.

• Uses root cause analysis to understand why 
vehicles are failing: e.g., analysis of vehicle system 
groups and configurations.

• Streamlines recall campaigns for better workshop 
coordination.

Personalized marketing campaigns to retain customers 

• Runs proactive service campaigns triggered by 
connected car data (e.g. diagnostic codes, service due).

• Drives dealership efficiency with better forecasting 
capabilities.

• Builds brand equity by offering exceptional customer 
experience aligned with OEM brand values.

• Provides clear ROI measurements, including dealer 
engagement, customer engagement, click-throughs, 
scheduled services booked, parts sold etc. 

Advanced system integration to streamline workflow

• Economical and dynamic data capture and 
normalization.

• Seamlessly integrates connected car data with 
dealer DMS data.

• Delivers standard API integration to OEM 
connected car platforms/servers.

• Provides OEM Business Intelligence dashboards.

Unlike other providers, Infodrive Connected Car 
empowers the economical capture and analysis 
of real-time connected vehicle data for aftersales 
workflows. It also empowers OEMs with 3rd party 
integrations such as DMS and database aggregation 
to power deeper vehicle lifecycle analysis.
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Improve Workflows with Infodrive Nidasu Dealer Portal Nidasu

The Infodrive Nidasu dealer portal provides dealerships and automakers with powerful applications for  
event-driven customer programs, dealership optimization and BI analysis.

It utilizes data sourced from automakers, dealerships and customer transactions to empower automated 
workflow tools. 

Dealers can easily manage:

• Customer retention KPI dashboards

• Service maintenance plans

• Lead management and rapid  
response tracking

• Lead aggregation – DMS,  
CRM, Distributor

• Customer satisfaction  
surveying – dispatch  
invitations and import  
customer data

• Incident reporting  
and resolution

• Dashboard car parc reporting 

• Warranty acceptances

D
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Automakers can easily manage:

Dealer Visit Reporting

• OEM Regional Manager CRM

• Brand standards auditing

 • Service and parts visit

  • Sales visit

  • Technical visit

  • Dealer Action Plans

  • Digital Sign-Off

  OEM Programs

  • Auto parts rebates

  • Open work order    
  reporting

  • Auto warranty claims

• Service plan management

• Financial assistance programs

• Sales through service

• Change of ownership

The data-driven Infodrive Nidasu portal provides distinctive new capabilities to drive better decisions, run more 
effective customer programs and optimize dealer initiatives to grow aftersales. 
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Turning Data into Insights and Actions

Given the significant technology disruption in the 
automotive industry, cars are now more than a  
means of transportation. They continue to evolve  
and provide an abundance of information on 
the profile of a customer. Both automakers and 
dealerships need to keep up with evolving customer 
expectations and work together to bring an end-to-
end customer experience. 

Our Infodrive strategy aligns with this common goal. 
We understand the ‘dual customer’ and we know the 
importance of adding value to both automakers and 
dealerships with a scalable, secure data strategy that 
respects the privacy of your customer. 

Our goal is to place data and analytics at the center 
of the aftersales innovation process. 

Collecting data and building automated dashboards 
is just the start. We understand how to leverage data 
from disparate sources to develop actionable insights to 
help automakers and dealers sell more parts and service.

Our Infodrive data platform focuses on personalized 
customer engagement and dealer optimization 
to achieve practical, measurable and long-term 
aftersales growth and results.

Using our vast experience and deep understanding 
of automotive retail, we’ve designed a data platform 
that’s easy to implement and custom-designed for the 
way automakers and dealerships operate.

We’re not a data consulting company delivering silo 
projects. We are a dedicated, flexible and local partner 
that understands the realities of the aftersales 
business better than anyone else globally.

Celebrating Customer Success

BMW Group Australia and  
Infomedia Find Shared Success

RMSP (Retail Marketing Service Provider) 
is our single most strategic and  
comprehensive aftersales initiative,  
and Infomedia is instrumental in  
delivering this to market for us.  
We’re proud of our results to date and 
look forward to our ongoing strategic 
partnership with the Infomedia team.

Reiner Meierbeck, Aftersales Director,  
BMW Group Australia 

Let’s work together to unlock the value of your 
data for a more efficient and profitable aftersales 
business. Contact us today to get started:  
start@infomedia.com.au
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Next-Gen Microcat EPC

The feedback that we’ve received on the new Microcat 
EPC has been extremely positive, with: 

• Parts department professionals providing a 
satisfaction rating of 9 out of 10. 

• 92% of users reporting that the new Microcat EPC 
makes them more efficient in identifying parts to 
quote to customers.

1. More Time Serving Customers, Less Time  
Navigating the EPC

The new Microcat EPC is more than just a reference 
tool: it’s been redesigned to be a powerful part selling  
system. The new user interface is more intuitive, it 
streamlines the catalog navigation and drives a better 
sales process. This automation means fewer clicks to 
find the right parts, resulting in more time spent with 
customers and proactively selling.

Last year, we launched the next generation of 
Microcat EPC to over 140,000 users across 11 
automaker brands in 186 countries. It’s our biggest 
investment yet in the Microcat technology, where we 
reimagined the EPC from a technical reference tool 
into a powerful parts selling platform.

Infomedia’s Microcat EPC has been redesigned using 
Customer-Centric Design (CCD) principles to make it 
the most streamlined, automated and productive EPC 
in the industry. We’ve also added powerful new data-
driven features to help parts staff identify parts faster 
and more accurately, empowering them to grow parts 
counter effectiveness, today and into the future.

Transform Productivity & Profits

“I moved to the new Microcat EPC system the 
first day it was released and have not looked 
back since.” 

Allan, Group Warranty Administrator, UK

“I believe the new Microcat is the best  
version to date!” 

Hanson, Parts Interpreter Specialist, UK

“Microcat EPC boosted our parts sales by 10%.” 

Paul, Toyota Parts Manager, USA

“Parts sales are up 15–18% since using  
Microcat EPC.” 

Danton, Parts Director, USA

Parts staff at dealerships reveal their top insights from using the next-gen Microcat EPC:

by Diane Kennedy
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2. A New Standard in EPC Parts Searching

Need to look up parts quickly? Microcat EPC has the 
new Global Search function, the fastest EPC search 
engine in the industry that allows for both the vehicle  
and parts to be searched in one step. To speed up  
the process even more, we’ve added illustration 
previews with the search results, so parts staff can 
get to the right parts quickly. Not only does it  
improve productivity, it also provides a faster  
service to your customers.

3. Increase Basket Size with ‘Related Parts’ Menus 

Less experienced parts staff may not have the 
knowledge or technical capability to include and 
upsell ’related parts’ with primary repair parts. This 
is costing parts departments sales opportunities of 
gaskets, O-rings, clips, single-use torque bolts and 
other ancillary repair parts that often end up being 
purchased from aftermarket competitors. 

With that in mind, we’ve introduced the Service and 
Repairs add-on module to Microcat EPC. It provides 
parts departments with the knowledge to grow sales 
with visibility of related parts and fluids in over 300 
service, repair and accessory fitment jobs.

The VIN-specific integrated menus also streamline 
the quoting workflow and reduce errors with one easy 
and convenient location to find menu information 
within the EPC.

“The Global Search function has cut down  
look-up time for parts dramatically.” 

Natasha, Fixed Ops Manager (Toyota, Honda, Hyundai), UK

“It’s much quicker, more efficient and easier for  
looking up parts for customers.” 

Jasmine, Hyundai Parts Administrator, UK

“We are now able to see and pinpoint exactly 
what the customers need for a specific job.  
If they’re doing wheel bearing, it comes with all 
the recommended parts straight away, so you 
can efficiently quote the exact job for the  
customer, which makes it easy for them.”  

Jarrod, Toyota Parts Interpreter, Australia

“Previously, if we had a retail customer look for 
parts for a heavy repair, we would have to jump 
between the parts and service department to  
get all the information and parts required for  
the job, to then provide it to the customer. Now, 
we’ve got it all in one space and we can serve 
customers seamlessly.”  

Chris, Honda Parts Manager, Australia
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4. Grow Accessories and Fluids Sales

Is your team maximizing sales of fluids and 
lubricants? The introduction of VIN-specific Service 
and Repair menus gives parts staff the exact 
specification, capacities and package quantities for 
fluids and lubricants used in common jobs. Microcat 
EPC provides access to over 300 accessory fitment 
jobs, which means parts staff no longer need to walk 
across the workshop floor to the service department 
for technical advice, allowing them to compete with 
the aftermarket. 

5. Keep Track of all your Jobs

Another way to improve efficiency and sales 
effectiveness is to better manage your customers.  
The new Vehicle History function helps keep track of 
previously searched vehicles.

Parts staff spend much of their day simultaneously 
managing multiple customers and jobs. Microcat EPC‘s 
Active Jobs feature helps keep track of all of them. 
Each new lookup is seamlessly organized and saved 
as an ‘Active Job’, giving a quick look at all the  
‘Jobs in Progress’.

6. Start a Conversation with Customers

Does your parts department have large wholesale 
parts customers? Are your customers putting up 
with long call waiting times? Microcat EPC now has 
an integrated Messenger app. It offers your parts 
department and your customers a fast and efficient 
communications channel to deliver accurate parts 
information to assist multiple customers quickly.

“So impressed with the Service and Repairs menus. 
We used to waste time bothering the service  
department for this information. It’s great that 
we can now access this information ourselves.”   
Natasha, Fixed Ops Manager  (Toyota, Honda, Hyundai), UK

“The Vehicle History feature is very useful, especially 
for us as a busy parts department, constantly in 
and out of different vehicles on Microcat EPC.” 
Luke, Hyundai Parts Advisor, UK

I like the way how, once you’ve searched for a 
vehicle, the app will save the search in your recent 
searches, with a picture of the car and the time 
that you searched for the vehicle. This has helped 
us a lot! 
Jasmine, Hyundai Parts Administrator, UK

“Some of the challenges in managing multiple jobs 
at once is that some parts were getting mixed 
into the wrong orders. With the new Active Jobs 
tab, we can now open multiple jobs and make 
sure that all the parts are assigned to the right job.” 
Chris, Honda Parts Manager, Australia

“I like being able to create a new job straight away 
without disturbing the previous job,  
and being able to swap in and out of jobs.”  
Jarrod, Toyota Parts Interpreter, Australia

“Microcat Messenger connects our Microcat EPC 
directly to our wholesale customers, like body 
shops, and to our technicians in the workshop. It 
saves a lot of time, improves part order accuracy 
and boosts our parts department performance.” 
Alan, Ford Parts Manager, USA

“It’s effective, easy and efficient. I chose Microcat 
Messenger because it was a seamless transition 
and value for money. I wouldn’t hesitate to  
recommend it to others.” 
Paul, Toyota Parts Manager, USA
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7. Go Beyond the Parts Counter

Powered by leading-edge SaaS technology, the new 
Microcat EPC also integrates with Microcat CRM to 
help your field reps sell parts on the go! It gives parts 
staff the flexibility to access the full catalog data on 
any mobile device, view parts campaigns and manage 
customer communications. Microcat integrations 
provide parts department staff and field reps who talk  
to wholesale customers with tools to offer superior 
service and sell OEM parts anytime, anywhere. 

8. Track and Analyze your Parts Sales

The best way to know if your current process is 
working is to measure it. Microcat EPC Analytics helps 
automakers understand the demand for parts by 
tracking and measuring EPC lookup activity against 
parts order conversion. Management can utilize these 
critical insights to make better decisions, improve 
target marketing activities and improve parts sales 
performance.

Microcat EPC: Parts Selling Reimagined 

We’ve changed the parts game again with the 
next-gen Microcat EPC that helps automakers and 
dealerships sell more parts by streamlining the sales 
process and adding data-driven features to empower 
both staff and customers.

Discover what you can achieve with the new  
Microcat EPC. Contact us today to learn how you  
can innovate your parts sales processes and drive  
new efficiencies with the new Microcat EPC:  
start@infomedia.com.au.

“The new Microcat EPC, compared to other  
catalogs I’ve used in the past, is just miles  
beyond what else is out there at the moment.”  

Jarrod, Toyota Parts Interpreter, Australia 

“I would definitely recommend the new Microcat 
EPC. I believe it sets a new standard for Parts 
Catalogs. It’s cutting-edge and an essential tool 
for my team to be more efficient and profitable. 
It’s a real game changer.”  

Chris, Honda Parts Manager, Australia

“I believe that the new Microcat EPC is so easy  
to use and has many features that can help.  
I would recommend this to many dealers.”  

Jasmine, Hyundai Parts Administrator, UK

mailto:start%40infomedia.com.au?subject=Discover%20Microcat%20EPC
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Contact Us

Headquarters (HQ) – Sydney
Phone: +61 2 9454 1500
Address: 3 Minna Cl, Belrose NSW 2085

Melbourne
Phone: +61 3 9552 6300
Address: 13 Cochranes Rd, Moorabbin VIC 3189

IFM Americas Inc – Regional HQ – Michigan
Phone: +1 248 381 8850
Address: 14500 Sheldon Road, Suite 100,  
Plymouth, MI 48170-2698, USA

IFM Europe Limited – Regional HQ – Cambridge
Phone: +44 1253 335501
Address: Ground floor, 1 Riverside, Granta Park, 
Great Abington, Cambridgeshire CB21 6AD,  
United Kingdom

Email
start@infomedia.com.au

@InfomediaLtd                        

Infomedia Ltd

superservicesolution

infomedia.com

facebook.com/infomedialimited/

Connect with us:

mailto:start%40infomedia.com.au?subject=
https://twitter.com/infomedialtd?lang=en
https://www.youtube.com/user/superservicesolution/playlists?app=desktop
https://www.infomedia.com.au
http://facebook.com/infomedialimited/

