
How can you simplify your customers’ buying 
journeys and help them decide faster?

Customer’s average number of 
touchpoints before purchasing

Average consideration a buyer 
gives to a purchase

Amount of information a shopper 
reviews before making a purchase

Average number of people involved 
in a purchase decision

Medium-high to high1 

Medium-high to high1 

8.31

2.61

40% of consumers’ buying journeys 
now take 4 months or longer2

Length of typical 
customer journey
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�e average consumer journey requires a higher 
degree of consideration than ever before.

Marketers say that many consumer buying 
journeys are just as complex as B2B journeys3

Low High

�e neverending 
customer journey.

Today’s consumers review more information — and take a 
longer time deciding — on their big, important purchases. 
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Learn more about how you can streamline 
the buyer’s journey.

Get details

INDUSTRY FOCUS: AUTOMOTIVE

1 B2B And B2C Companies Face Similar Hurdles With Complex Buyer Journeys, Forrester, May 2019.

2 Arm Treasure Data, State of the Customer Journey Survey, 2019.

3 B2B And B2C Companies Face Similar Hurdles With Complex Buyer Journeys, Forrester, May 2019.

4 2019 Cox Automotive Car Buyers Journey. 

1.  Track and measure 
your customers’ entire 
buying journey, no ma�er 
how complex. 

 2. Design cross-channel 
marketing programs using 
compatible marketing 
automation so�ware.

 3. Use marketing automation 
to nurture leads, building 
relationships that drive sales.

 4. Personalize and target 
content so your customers 
get what they need without a 
lot of irrelevant information.

 5. Track your marketing’s 
e�ectiveness. Measuring 
performance delivers results.

 6. Work with your B2B 
counterparts — they deal 
with long sales cycles and 
may have valuable advice.

Car shopping is a high-
consideration buying 
process for consumers. 
Unlike earlier car buyers,

today’s shoppers can �nd unbiased 
information on third-party websites, not just 
rely on brand and dealer info. Yet all these 
new touchpoints still have not improved 
the car-buying experience. 

of car buyers say that their most recent shopping 
experience was the same as or worse than their 
previous experience.461%
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unavailable 20%
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Source: survey of 552 B2B and B2C marketers and managers involved in marketing technology and campaign 
management selection decisions. Conducted by Forrester Consulting on behalf of Adobe in February 2019.

Percentage of their car-buying journeys that 
consumers spend doing research online:

53% 63%

New vehicle buyers4 Used vehicle buyers4

https://www.marketo.com/solutions/consumer-marketing/

