The McGraw-Hill companies

J.D. Power and Associates Reports:
Satisfaction with Dealership Service Plays an Impdant Role in
Customers’ Vehicle Repurchase Intent in Canada

NAPA AUTOPRO Ranks Highest in Customer Satisfachomng Automotive Service Providers in Canada

TORONTO: 15 August 2012— In an ongoing battle for automotive customer ltyyaautomakers may help
build customer repurchase intent by offering a lyiglatisfying service experience, according toxtg Power
and Associates 2012 Canadian Customer CommitmdakI8tudy" released today.

The study measures the service behaviours, sdtisfaand loyalty of owners of vehicles that arerftaul2 years
old. Overall customer satisfaction is determinedkgmining five key factors of the service expererservice
initiation; service advisor; service facility; se® quality; and vehicle pick-up. The study exarsicgstomer
satisfaction with both new-vehicle dealerships aftermarket facilities

The study finds that 42 per cent of customers velt® their dealer service experience 10 (on a 10tpoale)
indicate they “definitely will” purchase the samaka the next time they shop for a new vehicle dintiast, only
seven per cent of customers who rate their seexperience between one and five say they “defynitell”
purchase the same make.

“The dealership service staff essentially acts sescand salesperson to the customer after theyfhaebased the
vehicle,” said Ryan Robinson, director of the Caaacutomotive practice at J.D. Power and Asscgidiehe
interactions they have with customers after the satritical to ensuring that customers not onlychase the
same make of vehicle in the future, but also datsbe same dealership. The link between servitsgaetion

and future vehicle purchase intent is a criticad.bn

Communicating with Customers

The study finds that customers prefer to be comoated with via the same communication channel tseyto
schedule service appointments, indicating a condee! with that channel. Among customers who saled
service appointment via telephone, 54 per ceneptefbe contacted in the future by telephone, @yegpwith
email (32%) and traditional mail (10%). Similargmong customers scheduling service appointmentheia
Internet, 66 per cent prefer to be contacted byilenwmpared with phone (22%), traditional mail (B&6 text
message (8%).

“Knowing how a customer contacts a dealershipss §s important as the communication itself,” $aadbinson.
“The study shows that customers prefer to be céedan the way that they schedule appointments. The
additional effort that service staff put into thetihod of communication provides an opportunityebtke tone
for the upcoming service interaction.”

Type of Service Affects Customer Satisfaction

While dealership service departments are profigientore areas than are specialty shops, suclceitiéa
dedicated to oil changes, customer satisfactioh &t oil change at a dealer service centre is #@plower
(823 on a 1,000-point scale) than at a quick laodify (851).
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“Specialty shops can focus on a particular seraite optimize the processes to make it as paintessjaick as
possible for customers,” said Robinson. “In coritrdsalerships need to be prepared to handle qeydfyvehicle
repair, making it more difficult to streamline aoye service and provide a quick in-and-out appcntnfior most
customers. However, dealerships should improvefaation within the most common activities firstdaexpand
to others.”

Canadian Customer Commitment Rankings

NAPA AUTOPRO ranks highest in satisfying automotsegvice customers in Canada with an overall index
score of 879. Rounding out the five highest-ranehds are Jiffy Lube (857); Mr. Lube (849); Gr€anadian
Oil Change (848); and Subaru Dealerships (847).

The 2012 Canadian Customer Commitment Index Stitpsed on responses from more than 18,000 owners i
Canada whose vehicles are between four and 12 gkearEhe study was fielded in January and Febr@ad?
and in June and July 2012.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing performance improvement, sociadlia and customer satisfaction insights and saistio
The company'’s quality and satisfaction measurenagt®ased on responses from millions of consumers
annually. For more information aar reviews and ratingsar insurancehealth insurangeell phone ratingsand
more, please visiDPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill Companies.

About The McGraw-Hill Companies:

McGraw-Hill announced on September 12, 2011, isrition to separate into two companies: McGraw-Hill
Financial, a leading provider of content and anedyto global financial markets, and McGraw-Hillugdtion, a
leading education company focused on digital le@yand education services worldwide. McGraw-Hill
Financial’s leading brands include Standard & Po®&atings Services, S&P Capital 1Q, S&P Dow Jonégcks,
Platts energy information services and J.D. PowdrAssociates. With sales of $6.2 billion in 20tk
Corporation has approximately 23,000 employeessaamwre than 280 offices in 40 countries. Additiona
information is available at http://www.mcgraw-tgtbm/.
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No advertising or other promotional use can be nwdie information in this release without the esgs prior
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NOTE: One chart follows.



J.D. Power and Associates
2012 Canadian Customer Commitment Index Studys"

Overall Service Experience Satisfaction Index
(Based on a 1,000-point scale)

JDPower.com
Power Circle Ratings™

600 700 800 200 for consumers:
NAPA AUTOPRO ‘ ‘ | 87§ 29090900
Jiffy Lube | | 857 2000
Mr. Lube [ | 849 2000
Great Canadian Oil Change T | sas Q000
Subaru Dealershipss 1 | 847 90900
Goodyear Auto Service Centre | | 837 2900
Industry Average 7_ 827 000
Midas | | 825 200
Acura Dealerships T | 824 I I
Audi/Volkswagen Dealerships T | 823 2900
Honda Dealerships T | 823 I
Hyundai Dealerships T | 822 G
GM Dealerships T | 816 000
Kia Dealerships T | 814 090
Toyota/Lexus Dealerships T | 812 Jd I
Nissan/Infiniti Dealerships | ] 811 JJ
Active Green & Ross | | 810 20
Mercedes-Benz Dealerships T | 808 o9
Ford/Lincoln Dealerships T | 807 9 J
Chrysler/Dodgel/Jeep Dealerships T | 804 v J
Mazda Dealerships T | 794 o9
Wal-Mart Tire & Lube Express 1 | 786 QI
Mitsubishi Dealerships T | 777 I
Costco [ | 775 ]
Ford Fast Lane | | 774 9 J
BMW Dealerships T | 770 29
Canadian Tire [ | 767 <99
*Independent Garage/Repair Shop | | 866

*Independent Garage/Repair Shop is a channel as opposed to a branded
provider and therefore is not included in the official rankings.

Included in the study but not ranked due to small sample size are Esso;
Firestone Auto Service Centre; Fountain Tire; Kal Tire; Meineke Car Care Power Circle Ratings Legend
Centre; Mr. Muffler; Ok Tire; Pennzoil; Shell; Speedy; Suzuki Dealerships ©:00 00 Aricid e best
and Volvo Dealerships 9

O OO OO Better than most

Source: J.D. Power and Associates 2012 Canadian Customer Commitment 00000 About average
Index StudyS" QOOOO The rest

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and Associates as the
publisher and the J.D. Power and Associates 2012 Canadian Customer Commitment Index StudyS" as the source. Rankings are based
on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle Ratings™ are derived from consumer
ratings in J.D. Power studies. For more information on Power Circle Ratings, visit jdpower.com/fags. No advertising or other promotional
use can be made of the information in this release or J.D. Power and Associates survey results without the express prior written consent
of J.D. Power and Associates.



