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Abstract

Digitization is profoundly reconstructing the service operation logic of the automotive aftermarket.
The original offline-dominated service marketing mode has been difficult to adapt to the diversified
consumption demands of car owners. This paper first sorts out the core impacts of digitization on
the industry’s service contact logic and user consumption decision-making chain, clarifies the three
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major transformation orientations: precise matching of user needs, data connectivity of the whole
service chain, and in-depth extension of service value, and finally puts forward three corresponding
implementation paths. The research results can provide a clear reference framework for various
automotive aftermarket service entities to adjust marketing and operation strategies and adapt to
the digital development trend, and help promote the synchronous improvement of the industry’s
overall service efficiency and user experience.
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