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J.D. Power and Associates Reports:
Introduction of EPA Emission Standard-Compliant Engines
Impacts Class 8 Quality and Satisfaction

Freightliner Ranks Highest in Satisfaction with Me®uty Trucks in Vocational and On-Highway Segnsent
Kenworth Ranks Highest in Dealer Service among<8€ustomers

WESTLAKE VILLAGE, Calif.: 27 June 2012 — The introduction of engines that meet revised EPA
regulations is once again taking a toll on heaviy-diwck quality and customer satisfaction, as aungtrs are
reporting more problems with their truck engineggading to the J.D. Power and Associates 2012 He@vy-
Duty Truck Customer Satisfaction Stitfyreleased today.

Overall customer satisfaction with heavy-duty tsideclines to 737 index points on a 1,000-pointescs2012,
compared with 751 in 2011, primarily due to an é&ase in the number of problems experienced. Thiy $itnds
that quality of Class 8 trucks that are one moeéelyld has decreased, with problem levels risipgréent to
223 problems per 100 trucks (PP100) in 2012, um 264 PP100 2011. Overall quality is determinedhiay
level of problems experienced per 100 trucks, witbwer score reflecting higher quality. Much oé thverall
guality decline is attributed to a higher rate ofi@e- and fuel-related problems, which have ineedaby 14
percent from 2011 (81 PP100 vs. 71 PP100, respégtiv

The most problematic engine and fuel problems aweid by technology that is designed to reduce sions
from heavy-duty truck engines.

“Following the revised EPA regulations in 2007,réhevas an increase in problems and a decline iocwes
satisfaction, and we anticipated the same thingavieappen with the introduction of 2010 EPA-comptia
engines,” said Brent Gruber, director of the conuiavehicle practice at J.D. Power and Associates.
“Emission-related technology results in a high ktproblems, particularly with ECM calibration,leaust gas
recirculation (EGR) valves and engine sensors.neve more complex engines are resulting in morélprs
and downtime.”

Vocational truck customers experience an avera@e2ofinscheduled maintenance procedures per gsaifting
in an average of 7 days of downtime, while on-higinewners report an average of 2.9 unscheduledtemzince
procedures, or an average of 7.7 days of downtime.

“Engine reliability has the greatest impact on allgsroduct satisfaction, so it's vital that truakd engine
manufacturers work quickly to reduce the numbegsroblems related to the emission technologiesd &uber.
“The truck brands of European companies have f@naslems, specifically, those related to the teabmo
required to meet the emission standards, becaagédttve been using the technology for years inrattzekets.”

Gruber explains that since 2008, Europe has haslseoni standards similar to those enacted in therdaket in
2010, so manufacturers that build heavy-duty trdokshat market have the advantage of applyingrietogy
proven in Europe in its U.S. models. As a redulinds such as Freightliner and Volvo earn aboesaae
satisfaction for engine reliability and dependapilas well as fewer engine- and fuel-related potd than
industry average. On average, truck brands ownédd.8ycompanies experience 22 percent more engirte-
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fuel-related problems than their competitors owbgduropean companies (89 PP100 vs. 73 PP100,
respectively).

The study measures the satisfaction of primary tasiars of Class 8 heavy-duty trucks that are oodathyear
old in two product segments, on highway and vocatioin each segment, satisfaction is determined by
examining six key factors: cab/body; cost of operatengine; ride/handling/braking; transmissiomgl avarranty.

Freightliner ranks highest in heavy-duty truck oans¢r satisfaction in both the on-highway and varsti
segments.

In the on-highway segment, which evaluates long-sirort-haul trucks, Freightliner ranks higheshveih index
score of 750 and performs particularly well insal factors. Volvo ranks second (739), while Fateranks
third (736).

In the vocational segment, Freightliner ranks haglvath an index score of 789. International ras&sond (766)
and Peterbilt ranks third (753).

The study also measures satisfaction with seréceived from authorized truck dealers by examisirdactors:
service advisor; service delivery; service facjlggrvice initiation; service price; and serviceliy.

Kenworth ranks highest in Class 8 customer satisiaevith dealer service for a second consecuteary
Kenworth, with an index score of 804, performs ipatarly well across all factors. Following Kenwiin the
rankings are Freightliner (802) and Volvo (784).

The 2012 U.S. Heavy-Duty Truck Customer Satisfac8tudy is based on responses from 1,725 primary
maintainers of one-model-year-old Class 8 heavy-thutks. The study was fielded in April and May120

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing forecasting, performance improgetnsocial media and customer satisfaction insight
solutions. The company’s quality and satisfactimasurements are based on responses from millions o
consumers annually. For more information on caiergs and ratings, car insurance, health insuraretephone
ratings, and more, please vidibPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill
Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, tisntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwideGdaw-
Hill Financial’s leading brands include StandardP&or’'s Ratings Services, S&P Capital 1Q, S&P Indjd@latts
energy information services and J.D. Power and éiases. With sales of $6.2 billion in 2011, the @aation
has approximately 23,000 employees across more2@@uoffices in 40 countries. Additional informatics
available atttp://www.mcgraw-hill.com/
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M edia Relations Contacts
John Tews; Troy, Mich.; (248) 680-6218gdia.relations@jdpa.com
Syvetril Perryman; Westlake Village, Calif.; (808)8-8103media.relations@jdpa.com

No advertising or other promotional use can be nwdie information in this release without the esgs prior
written consent of J.D. Power and Associatesw.jdpower.com/corporate
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J.D. Power and Associates
2012 U.S. Heavy-Duty Truck Customer Satisfaction Studys"

Customer Satisfaction Index Ranking
On-Highway Truck Segment

(Based on a 1,000-point scale)
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Included in the segment but not ranked due to small sample size are: Mack
and Western Star.

Charts and graphs extracted from this press release mustbe accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2012 U.S. Heavy-Duty Truck Customer
Satisfaction StudySM as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPow er.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/faqs. No advertising or other promotional use can be
made of theinformation in this release or J.D. Power and Associates survey results withoutthe express prior
written consent of J.D. Power and Associates.
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Customer Satisfaction Index Ranking
Vocational Truck Segment
(Based on a 1,000-point scale)
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Included in the segment but not ranked due to small sample size is Western
Star.

Charts and graphs extracted from this press release mustbe accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2012 U.S. Heavy-Duty Truck Customer
Satisfaction StudySM 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, visitjdpower.com/fags. No advertising or other promotional use can be
made of theinformation in this release or J.D. Power and Associates survey results without the express prior
written consent of J.D. Power and Associates.
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Customer Satisfaction Index Ranking

Dealer Service
(Based on a 1,000-point scale)
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Charts and graphs extracted from this press release mustbe accompanied by a statement identifying J.D. Power
and Associates asthe publisher and the J.D. Power and Associates 2012 U.S. Heavy-Duty Truck Customer
Satisfaction StudySM as the source. Rankings are based on numerical scores, and not necessarily on statistical
significance. JDPow er.com Power Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For
more information on Power Circle Ratings, visit jdpower.com/faqs. No advertising or other promotional use can be
made of theinformation in this release or J.D. Power and Associates survey results without the express prior
written consent of J.D. Power and Associates.



