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Preface

The Tug-of-war ?

“The Aftermarket in the Automotive Industry” a new subject, or since the sales
soared and with that the entire industry, is it not more a topic which has not seen enough
focus in the past? — Yes, we all know aftermarket and in particular the parts business is
small in revenue contribution, but large in the profit contribution to the car manufactur-
ers. Service as a Strategy, as suggested by several analysts and key spokesperson in the
industry. The believe is that a strong service strategy can have a positive impact on finan-
cial performance. Competition, cost pressures and empowered customers are forcing car
manufacturers to look beyond their products to drive profitable business growth, While
some manufacturers still view service as a cost element, an increasing number have suc-
cessfully grown their service business while transforming it to a core profit centre, and an

important part of their strategy.

Build

Dealer’s Own Information Technology Platform” takes a closer look at how to optimize af-

In addition, this book “Automotive Dealer Business Management System

termarket and automotive retail performance in established and emerging markets,
through adoption of information technology. And some chapter of the book focuses on
how to bring a culture of service into an inherently product — focused company.

But 1 have to slow down myself for a moment and let me start from the beginning. As
the beginning is still in several cases the actual situation in a lot of countries: as known as
dealer communication systems. Dealer Communication System, a communication system
deployed by car manufacturers to extend their main line applications out to dealers for ve-
hicle distribution, finance, warranty, services and parts management systems, and at the
same time try to keep the control in their own hands, the hand of the car manufacturer. A
model with future ? — Not sure. I doubt, as the customer empowerment will force to new
business models, also the product evolvements “electro vehicle” — change in mind set -
from car as a status symbol toward buying and using mobility, The Dealer Management
System followed in a lot of regions the dealer communications system.

A traditional Dealership Management System (DMS) is a bundled management infor-
VI



mation system created specifically for automotive industry car dealerships or large equip-
ment manufacturers, such as construction equipment or heavy duty trucks, and also adap-
ted for boat, RV, and power sports dealers. These systems often contain software that ca-
ter to the needs of the finance, sales, parts, inventory and administration components of
running the dealership. A dealership an independent legal entity in an multi or single fran-
chise model with one or more roof — tops (branches or dealer sites). DMS software typi-
cally includes support for all aspects of running a dealership such as tracking vehicle inven-
tory, tracking sales and service performance, finance and insurance calculations, tracking
customers (and customer follow up), accounting, but also managing dealer websites, cal-
culating employee commissions, support purchase order tracking, the parts inventory, and
last but not least the work order management and appointment scheduling for test drives
or service. A DMS usually offers many interfaces with other systems, particularly with
systems of the manufacturer, in order to enable automatic processing of purchases, war-
ranty claims, price lists and many other data. In many countries of the world the automo-
tive manufacturers used to prescribe a certain specific DMS to their dealers. This is how-
ever no longer officially allowed, as in Europe the so called Block Exemption Regulation
got introduced.

However, we all know the shift from a dealer communication system to dealer man-
agement system does not automatically “change the game” ? — The tug — of — war as |
sometimes call it, the pulling between car manufacturer and dealer and dealer group, cer-
tainly both in the “interest of the customer” is still on. For those of you not familiar with
my expression, a short ex— course «*+*»» Tug of war, also known as tug 0’ war, tug war,
rope war or rope pulling, is a sport that directly pits two teams against each other in a test
of strength. The term may also be used as a metaphor to describe a demonstration of brute
strength by two opposing groups, such as a rivalry between two departments of a compa-
ny. I think that metaphor brings the car manufacturer v dealer situation to the point.

Who owns the data? Who has the right to control the DMS? — Concerns are being
stated by OEMs and at the same time by the dealer associations about who really owns the
data in the DMS and has the “absolute right” to control access to both the data and the
DMS. The arguments which are being presented are that the Dealers own their data and
pay for the DMS, so therefore they have the right to control access. But you can imagine
that the manufacturers are seeing it slightly different. OEMs have good reason, from their
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viewpoint, for trying to reduce the number of DMS types used by their Dealers interna-
tionally.

' OEM impact on open competition continues. In all regions of the world, but mainly in
America, Europe and in parts of Asia the OEMs have a significant impact on the freedom
of Dealers to choose their systems from a wide array of dealer system providers (DSPs),
particularly their DMS. In example the USA and Canada, the influence comes mainly via
the OEMs’ freedom to supply interface specifications and certification processes only to the
DSPs they choose. Throughout the 1990s and up to 2008, several OEMs which together
account for about 30% of the cars sold in the USA have, with one small exception, been
“open” only to ADP and R&R (including UCS). This blocked the progress of smaller
DSPs with any Dealer or Group which sold those brands of vehicles. After a lot of Dealer
pressure, there are signs that this situation is changing, although not quickly. In Europe,
the influence comes from strong recommendations by OEMs of specific DSPs and the in-
creasing number of complex integrations which are required, which add to the cost of de-
velopment for DSPs,

Today the OEMs are under pressure financially and they want to control their Dealer
Networks, particularly to have a consistently high quality of customer handling interna-
tionally. Systems are one of the mechanisms for doing this. Some OEMs would undoubt-
edly like to reduce the number of DSPs which they certify to a very small number, which
Dealers see as a restraint on competition when they are buying systems, At the same time
the trend of larger sized dealers with multi — brand offering is growing steadily. You see —
rope is moved from left to right and back again.

It will be interesting to see what really will be THE solution in the future. Botfom—
line to me is, what we be accepted by you and me, meaning us the customer 717! — May-
be in some regions we will see a trend toward stronger OEM influence, maybe in other re-
gions the dealer has a stronger vote. But that are battles who will be won, but not the
war!

Prediction where it will gos«:--+ Very tough to make the call. 1 believe it will be a tied
game (tug— of — war) and as dealer are becoming stfonger and even spreading on a global
scale around the globe, just look at Inchcape or Sime — Darby or Pandragon or others «--+--
Botﬁ, the car manufacturer and the dealer, need to find a joint way — a route to success.

Maybe this way will be derived by premium or luxury market versus volume market, as-
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suming customers are accepting a different service level and treatment? — Because at the
end that is the bottom — line, the customer acceptance.

With that let me stop as I do not like to take away the entire story. I just like to en-
courage you for taking the time to really read the book from the beginning toward the end.

Dr. Junsong Peng’s book will hopefully help you to define your own service and automo-

e s 4{5”

Guenter Lasser

_tive retail strategy — certainly a successful one!

Vice President

Industry Business Unit Automotive
Industry Solutions

SAP AG

24-May-2010



i
1.
2,
3.

.........................................................................................................

W4 F IT: BORTEIGHITUR RS «ooeveerr e,
A5 . MK BH DMS SR TR A DBM cooreemiernineeinniese,
L FEIZARETE coreererenere et

B
$1%E
1.

BT RERECH ITIEG e
u&gﬁﬁﬁzwmﬁgﬁﬂgﬁgggﬁﬂﬁ%m% ....................................
1 ﬂiﬁﬁ‘-ﬁ@ .......................................................................................

1.2 éﬂﬁiﬁ?ﬂé’é%ﬁﬂﬁ%ﬁ ...............................................................

1.2.1 BAEHBANLIME o
1.2.2 SBAT R SLUFEAE oo

1.3 EASMNEIET RIGEEEIRIE  cereerrverrmrrrersasrenmine st st ser e s

1.3.1 £EAE BB covererrrr i
1.3.2 gj;;)ﬂ;éh_kr}‘éggﬁzg FRAA creeeeerrermnes e
1.3.3 SEAETHEREE oo
1.3.4 HABE AR R coreeeremrerrrrerensseieenanes e
1.3.5 BERAE AR EE v

1.4 ERINEKEFTWESIRS I crverrrrrmmrrrmrmmreeraire st aesees

1.4.1 BEAEFLEGBERSEE -,
1.4.2 BARAETLGEEIRS R oo
1.4.3 JEABERSTIHEAE - roverrrernimsi

1.5 ﬁi%%ﬂﬂﬁ%;ﬁﬁﬂgﬁﬁgﬁm ......................................... e

1.5.1 BTG IE o e
1.5.2 BAEJTTHNAEE IR LA, oooeeeereerenien etereeerieteeriieeerieneaaraene
1.5.3 B J B IBIREE ovrererrnn e e



H #*

1.5.4 4%’%%“}3&%?&%#%@*@4&5%%#4&%% .............................. 28
1.5.5 %-ﬁ/éﬁpﬂ&%\jﬂ:jkéﬁ%@_,ﬁ;ﬁ%ﬁu%jk;% .................................... 29
1.5.6 ﬁ$#}"§ BB ETAL vremrrrrree 29
1.5.7 EBEFMFAEGAEBAE XM P oo 30
1.6 ZHEEBIHIARE oo e 31
1.6.1 ESPZAERERAEIE «oreeroresirii © 31
1.6.2 BRSATEIGGETE oo 33
[HI1] ZEZ7K Inchcape (RE): KA SAP L@V S EE DBM

FERRE—HYNVRBTLE  r-revverrrermreerremrr e 34
WOE BYEEHWESTEERGMER oo 40
2.1 ARBEEE e s s s e 40
2.2 ZEFTRILEIEEMEIR oo 41
2.2.1 BAHTAT RESWHAMIKAE oo M
2_2_2 AR ETERTFRRZTRBEBARAIES e, 42
2.2.3 BIOMEBHT B—BHTEE oremrrr 43
2.2.4 HIBEHBHT—EJ £ B oo emsiessesissessesessn 45
2.3 ZHBERERSGNERERIILIR oo 45
2.3.1 DMS#DCSZZ4HIEEARBMFRER] -rrereerrvermmmn. 46
2.3.2 BATBIEARALDCSE E AR LS oo 47
2.3.3 BHHERALDMSH E L KB oo 50
2.4 DCSHIDMS ZAJHYIEZR revveerrrrrrerermaniiemiiii e s 51
2.4.1 J R DCS REBKZELETE DMS coreerrinrimmiiiii 51
242 JTRADCSERL B ) DMS BATHAE M «-evvvmmrmnremnennns 56
2.4.3 EINEE DCS—DMS HIETIRARAE  wrerreererenrrniiniiiinn 59

(R6I2] HESR (MAN) BREREDRE OMS SFXH WEGOS:
MZD) DMS REI[E) SAP DBMBVEEIEZRE --vvovverrreeromrarrnnonienannnanee, 62
SIE BT B RGEAITIIIER -+rvrrrererersersssressnsssensssensssenessssssensssnnseos 7
3.1 Z‘;EE}_-‘;@ .................................................................................... 71
3.2 BEHAHITE B RGN, I G BRI e 72
3.2.1 ITEREET FoB4i KR 2 WFE LI oo 72
3.2.2 AP AAGEPHEBIEE e 75
3.2.3 Az, TAH DCS—DMS ZRBE  -rrvrrrrerrrmimiinie, 77

I B



H X

3.2.4 24576 DMS £k, W REIFRTLRINSHEFTHE -

[3EpI3) SBEFER (XE): NORIISHEMEUET

3.3

3.4

ECIREEE RS S2URTHIER  -voevrerrrrersree s senseene
G RN B . AR EIREEE oo
3.3.1 BATEFTGIZEALEFEIEBE oo
3.3.2 BHTERIEEAGHBEREM e
SRR FEH OB RE BIUREE . ERREEOHES
FREG T RMMBEE R ooveeerrereeremsmnereeires ittt
3.4.1 JTRMTFHOETHGREFIE -rcorrerrrmninnin
3.4.2 #HHARAEIMS 5245 AL DMS Z 8 £ F] coeevererrarnern
3.4.3 X&U'ﬁ%gﬁéﬁé\ﬂl\ﬁﬁ)“i% ...................................................

(22614) FEEA (FFIE): SAP DBM HURETEDBE - veeveererrrersersonsssansnanaunns
FAE ETSAPERFTUIBRASE, BEUYLHUBEANBRUTS oveeemeee

4.4

4.5

SAP JATIfRIfl v rererrernerereremmins e e e
SAP BZEFTAIRIEFTEE ++evvnvveerreeersersmmimnnsine ittt
4.3.1 5"i$_,f-i-:lké§$§‘:#a’:;ﬁ_ .........................................................
4.3.2 BHEMATIZBIE  creereerniiii
4.3.3 AMAEARRG FE S oo
4.3. 4 g&g’é@ﬁ;%‘gﬁgg ............................................................
4.3.5 FHEEMBEE
4.3.6 BEARBAIMA BA oo
4.3.7 BEMAALEIE
SAP @4 A S R BARIRFTER +vvvererereerrmremrmenine et
4.4.1 BEABEFEEREFTHEBAIIE -
4.4.2 SAP A EAE Folk GRS IR EBYE orrverrerrernnennnenane
SAP X F2 4 T T L R E R T I TE X veeereereee teere
4.5.1 BATERMLLIER  -oooerrrrreer
4.5.2 BASTEEILLLREEM  corermeeermete i

[RFBI5] EWSEF (SREAI): XA SAP LiHiiL55EE DBM

%E%—B’gﬂ%:ﬂé ........................................................... -.



HE SUTBERLSE S SAEIEG e 135
5% ETF SAP VMS HTEEWEMBEGOIE - ooeerrmerrm e 135
5.1 2‘;5@@ .................................................................................... 135
5.2 RSB HIEEZEAV S coeerorermererrrmerir s 136
5.3 SAP VMS HIFEIETHEE vrvreeerrerrrerrersereree e 137
5.4 SAP VMS %$%$m%%ﬁ%ﬁ%ﬁﬂ ............................................. 140
5.4.1 SAP VMS 64 Z. B3 fl «overvrrrronnramnmmnsarntonamaaia e 140

5.4.2 SAP VMS 438 5 coovremrermeriainiiiiiinai i, 141

5.5 SAP VMS M%%ﬁﬁﬁ% ............................................................ 143
5.5.1 ZdmaR M cocerrreererieer 143

5.5.2 EMGANB AL cereerereneereeee e 144

5.5.3 BHEEIFE PATHE  ccoceerrrere 145

5.6 SAP VMS B ZEGETNEE -ovvrrererrerrnniiiiii.. 146
5.6.1 AHBATHEB T cocovrrrerm e 146

5.6.2 B AERE  cererereerenn e 147

5.6.3 EMHIRAFT eeeremrereaennnns et ee vt aereseaseeteeaae st aaeraras 148

5.6.4 éﬁ’%’f?.@;%iﬁ R P O P N PO PP R PSP U PP PT VLT VIRLTRLL 151

5.7 SAP VMS JZREETITTIT corereerneerermemmeemmnenmieinitest s 153

5. SAP VMS 5HAMZBRGEAIEERT --o-oovvrrrrrrmrrrre e 154
5.8.1 VMSEE P L AEIE CRMBILER -oorvererrrrreersmrriecnia. 154

5.8.2 VMSEZBEEEIE WTY SRR cvrrereerrerrmnn, 154

5.8.3 VMS 54t SH 5 SCEM @4 %, rorerrerrerrrecmeenn, 155

[Z=ERI6) AMAG (B&T): {65H SAP VMS BIERZEHONEE -----rovrererrerenrneees 157
$6%E ET SAP SPMEHTEREHFUEHBES TR v 163
6.1 ZSEEERIR ceoevomrrrr i e 163
6.2 SAP SPM ﬁg&ﬁ%mﬁ ............................................................... 165
6.3 BJSEETFR] -covorerrr 169
6.4 AESSEERIE -oooreveeerrr i 171
6.5 EESSEFRAE «rovvreeerr e 171
6.6 %Em1¢f—ii—lﬁ .............................................................................. 172
6.7 AESSEIMAFHAT -vovrrerrreerr e 172

W B |



6. 7.1 ‘iTﬁ%ﬁ ........................................................................ 173
6.7.2 ﬁii?}'ﬁ'ﬁﬁtfﬁ ............................................................... 177
6.7.3 ﬁ?ﬁfﬂ@ﬁ' ..................................................................... 178
6.7.4 ANAIBIL  coeneeereei 181
(S2H17] -EREEMIR: EEGRHESTHURKTRAIT LOIRINEN - eveeee e 181
W78 HFSAPWIV LHER, ZRWEMHBEESHF e, 194
7.1 2&5%1;2 .................................................................................... 194
7.2 JEEFTIWAIRBEE TR v 195
7.3 SAP B ERBEBTRGEMIR «--orererrmerrr 197
7.4 BRIELERBYIE N reeeererrerrioretii 202
7.4 1 BRIEFH v 203
7.4.2 BREEEZRIE  ceeveeerereer 203

7.5 FRIEEGEEALDIIINEE -veeeeromrermoneremrmimmr i 205
7.5.1 REEWHGAEITA e 205
7.5.2 REEMERFBAREI e 208
7.5.3 RIEABRIBITAR e 210

7.5. 4 BEEARARIER] e e 211
7.5.5 BRIEGIIFEALTE  coreercr e e e 211

7.6 SHRENTEI I ERI BRI RERI I e 212
7.7 ‘BERIBRASTRINEE - orocovereremers 213
7.7.1 ';ﬁ‘ﬂ%ﬁﬁ-%i&@%‘lﬁ ......................................................... 213

T. 7.2 RIEGHF e e 214
7.7.3 BEJBGALTE  ceececeereretii 215

7.7. 4 ?%%%%5,\;}& ............................................................... 216

7.8 SAP BB RBIIULRE c-oocrerrrvrmscniiiiii 217
(2FI8) EBASE (2E): BT SAPHILMBMEEE «-ovvreererereereee 218
H8E HFSAPCRMHERRFRBESGRIF oo 293
8. 1 Ziﬁ@ﬁé .................................................................................... 223
8.2 RYFEMTBEMHAKEMK CRM v, 2724
8.3 g}ﬁg‘é‘_ﬁ;p‘q,b .............................................................................. 227
8.3.1 EFBEFIF 227
8.3.2 FEAFALTE  ovverrrer 278

8.3.3 WL FWRAFE L creveerceerereeneniienii e 229



U]

8.4 TilEREH B TR T PP TTE T 23()
8. 4.1 TF%%]‘&'] ........................................................................ 232
8. 4.2 FEFHATL  eveeveeereeseeeeesei s 234
8.4.3 ABAEERAEIE  coeeereeeeerrene s 237
8.4. 4 BAEAME  ceeeeeeereseneeee e 240
8.5 ZEFUHIREFATHE --ooeeeerrrrririiii e L PP 241
[F19) £ERE (£E): THNSFHENRE—FOER —oeee 244
# 92 HF SAP ERP mg%ﬁﬁ%m%gﬂ ................................................ 248
9.1 zlgﬁggﬁ .................................................................................... 248
9.2 g&%ﬁ%m%@ﬁﬁ?ﬁﬁmm@ﬂxﬁ% .......................................... 248
9.3 IEEMELG BV £ R PG HRREERRAEL oeveeeeeeeeee 250
9.3.1 B BERMAFHAE  covemrererrerire e 250
0.3.2 H—EEAIHIE e 251
9.3.3 1A SAPBEERG—MBEFE 251
9.4 fEFFEEE, BHEREAPENREMNTSIHER, #ITEH
TR AGFERR veoerererrrrar e 253
9.5 BTERBLEE., TG KETFL 255
9.6 MELF—HUFE, KEEN, TAMFEL. #H. 7. MFF
FRATHGUEIEE «oorvvereeenonrineaniiininee s sairtas e e ss e s [OTRR 257
9.6.1 SAP BHEAFF creverrrimrrr 257
9.6.2 SAP Bk An BATHEZL AT creeremrrrmr 258
9.6.3 SAP FFE ATl crrrereremereie e ceeenns 258
0.6.4 SAP FIFAGE ooerirmi e 258
0.6.5 SAP FA AT crvereerie i e 259
9.7 BEBALATIETE, B UAERRISTERZ - v 260
9.8 SAP RETELZHTIME SWEERBYZRLE -+ veeeerrerrerrermommmrnnisiiiien 261
(X=p0] BEE (MAN) BRFEHREE: 7 SAP Bl CHRIHMNEC
B RN HEBERILIEE oo 265
B AT UEMLS EEGIRALTEL - veerrrrreemereemere e 271
HI0EF LZHBIIERERETE oo e 271
10.1 ZASBETRE  cvevveerrerreiiii i e s e 272
H® ‘



H =®

10.2 SAP DBM ZRE5RG [ JJE R PV TR -+ vvvrmrmrerersiee 272
10.3 SAP DBM 8581 IEZ F AR EEHE o ooororerrrrer e 275
10.3.1 P HIE  -ereeererrrm e s 275
10.3.2 B PIEIEE  --orerermorrerrser et 278
10.3.3 FEIRAMEMAE oo 280
10. 4 I]Epggz[;%gpﬂéﬁ}ﬂﬂk% ......................................................... 281
10, 4.1 FEFNREID o 281
10. 4.2 3%k %‘iﬁ ..................................................................... 283
10, 4.3 ZEFR  ceerretree e e e e e 285
10. 4. 4 $9’; LT TR T P P TP P P PR Y PP PR PR PP PRRPPRIPPIP TP 286
10.4.5 G corverrer 287
[EBI11]  Grupo Q (EF8): EiF SAP RETUWRRSE, MR
LRUPRIIRAC, HEIRABIRER oo 289
FNE AHEIUENEEWE 294
11.1 2&%@& ................................................................................. 2094
11.2  SAP DBM 28T T TEHIIEZEAD BHEIR <o verrerereerererereerenasennseninneenn, 295
11.3 SAP 28351 JEBRIB AN 55 RGEAVERIE coorrrrrrrreien e, 296
11.3.1 AGLEIFEAE  cerrereerrrers i e 296
11.3.2 BB T BIhhE  -oreerereermnrremmnn e e 298
11.4 SAP DBM BNV S IAHIE BTG oo vverrrmr e 301
1141 ZFl v i s 302
T1.4.2  ZEBE  eeemmrerrmer e e 303
11,5 BEZESRIATTR]  ccoveerremr e 306
116 BEZESZIA  cocveevremee e et e ettt 307
11.7 TR FEM  cevrererm i e 308
11.7.1 ZF R RBEAATIEIE  cooerermmrresr e 308
11.7.2 ZF A3 &R B ALID oo 309
11.8  BEZEAHEE oo Teanes 309
11.9 FYEMHE vt s 316
[2EH12) AMAG (BE1): {F5F8 SAP DBM BB JBAYSZ - oovvvevrrerrmrnrnnnnnn. 317
W12E BT EMEBEEIE - eervemerreereene e e 308
12.1 ARBEGE  creveveerrrrie e 308
12.2 ZEHEITUEMERE S ESMER o 329



