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J.D. Power Asia Pacific Reports:
After-Sales Service Standards Improve Notably at Athorized Service Centres of National Makes

BMW Ranks Highest in Customer Service Satisfaciiohlalaysia for a Second Consecutive Year

SINGAPORE: 17 August 2012 —Satisfaction with authorized service centaesong new-vehicle owners of
national makes has increased from 2011 due tarthkeimentation of higher service standards at defailes,
according to the J.D. Power Asia Pacific 2012 Msiayustomer Service Index (CSI) Studly.

The study, now in its T0year, measures overall customer satisfaction amehigle owners who took their
vehicle to their authorized service centre for rrexiance or repair work during the first 12 to 24niths of
ownership. The study evaluates new-vehicle ownisfaation with the after-sales service experielmge
examining dealership performance in five factonsofider of importance): service quality; vehiclelqip;
service initiation; service advisor; and servicelity. Overall customer satisfaction averages iftlex points
on a 1,000-point scale in 2012, an improvemen®op@nts from 2011.

Of the 22 service standards examined in the studiorized service centres of national makes impigm
17.7 per visit, on average, an increase from Iv¥20il1. Service standard implementation among non-
national makes remains higher, with an averageéef, Which is unchanged from 2011. Improvemenedcit
by owners of national makes—Malaysia-branded vehielinclude essential customer-centric activitiashs
as explanations of work and physical inspectionetdficle both before and after service.

“Gaps in service satisfaction remain, but are naimg between national and non-national makes in
Malaysia,” said Mohit Arora, executive directorJaD. Power Asia Pacific, Singapore. “While natiomalkes
still perform below industry average, there areadmble improvements in performance due to a more
systematic implementation of activities with highpiact on customer satisfaction.”

Among the 12 brands included in the study, BMW gahighest for a second consecutive year with sesabr
794. BMW performs particularly well in all five faars. Isuzu (782) ranks second, followed by Mersede
Benz (780). Hyundai-Inokom (746) achieves the lsirgaprovement in the study, with a 30-point incea
Perodua improves by 29 index points, and Protokehy

A majority (55%) of customers in 2012 schedulerthisit through a phone appointment, a notabledase
from 2011 (+5 percentage points). Customers whedudle a service appointment are considerably more
satisfied with their service experience (744) taemthose who drop by the dealership without am@pment
(734).

“In times of market growth, it is important for dees to better plan their resources in order tontad high
levels of customer satisfaction, and encouragirsgocuers to make appointments is particularly usaful
reaching this objective,” said Arora. “This typilyedllows service advisors to demonstrate theirifianty
with each customer’s individual profile and senviistory, as well as reduce their wait time.”

The proportion of customers who say they “defipitgbuld” revisit the dealer for post-warranty seevis

more than four times higher among those who arligiuted” (61%) with their dealer service experience,
compared with customers who are either “indiffefemtr “disappointedf (15%).
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“Improving customer service is essential to incegagst-warranty servicing volumes and boostingarust
retention, thereby maximizing revenue for authatigervice dealers,” said Arora.

The 2012 study is based on responses from 2,836sakisle owners who purchased their vehicle between
February 2010 and May 2011 and took their vehiztesérvice to an authorized dealer or service eentr
between August 2011 and May 2012. The study widefiebetween February and May 2012.

About J.D. Power Asia Pacific

J.D. Power Asia Pacific has offices in Tokyo, Sipge, Beijing, Shanghai and Bangkok that conduct
customer satisfaction research and provide perfoceanalytics services in the automotive, infororati
technology and finance industries. Together, the diffices bring the language of customer satigiadb
consumers and businesses in Australia, China,,litlanesia, Japan, Malaysia, Philippines, Taiwan,
Thailand and Vietnam. Information regarding J.DwBoAsia Pacific and its products can be accessed
through the Internet atww.jdpower.com Media email contackingti_liu@jdpower.com.sg

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing information
services company providing forecasting, performamggovement, social media and customer satisfactio
insights and solutions. The company’s quality satisfaction measurements are based on responses fr
millions of consumers annually. For more informatan car reviews and ratings, car insurance, health
insurance, cell phone ratings, and more, pleaseNd®ower.comJ.D. Power and Associates is a business
unit of The McGraw-Hill Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, imntion to separate into two public companies:
McGraw-Hill Financial, a leading provider of contemd analytics to global financial markets, anddviow-
Hill Education, a leading education company focusedligital learning and education services wortbkvi
McGraw-Hill Financial's leading brands include Stand & Poor’s Ratings Services, S&P Capital I1Q, S&P
Dow Jones Indices, Platts energy information sess/end J.D. Power and Associates. With sales af $6.
billion in 2011, the Corporation has approximatgB/000 employees across more than 280 offices in 40
countries. Additional information is availableldtp://www.mcgraw-hill.com/

Media Relations Contacts:
XingTi Liu; J.D. Power Asia Pacifi@8-Shenton Way, #44-02/03/04; Singapore, 068811,
Phone +65-67338988ingti_liu@jdpower.com.sg

John Tews; J.D. Power and Associates; 320 E. Bay&e Troy, MI, 48083 U.S.A.; 001 248-680-6218;
media.relations@jdpa.com

No advertising or other promotional use can be nmddlee information in this release without the eegs
prior written consent of J.D. Power and Associdtég.//www.jdpower.com/corporate
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NOTE: Two charts follow.

! Customers providing a rating of 10 on a 10 patiaes for overall satisfaction with the entire seevexperience.
2 Customers providing a rating of 6 — 7 on a 10 peaatle for overall satisfaction with the entireviss experience.
3 Customers providing a rating of 1 - 5 on a 10 peaatle for overall satisfaction with the entirevie experience.
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Customer Service Index Ranking
Based on 1,000-point scale

650 700 750 800 850
BMW ] 794
Isuzu | 782
Mercedes-Benz | 780
Honda | 768
Nissan | 758
Toyota | 758
Hyundai-lnokom | 746
Naza | 742
Suzuki | 742
Industry Average -_ 740
Mitsubishi | 731
Perodua | 731
Proton | 725

NOTE: Included in the study but not ranked due to small sample size are Ford, Volkswagen, Mazda and Peugeot.

Source: J.D. Power Asia Pacific 2012 Malaysia Customer Service Index (CSI) Studys¥

Charts and graphs extracted from this press release must be accompanied by a statement identifying

J.D. Power Asia Pacific as the publisher and the J.D. Power Asia Pacific 2012 Malaysia Customer Service
Index (CSI) StudySM as the source. Rankings are based on numerical scores and not necessarily on statistical
significance. No advertising or other promotional use can be made of the information in this release or

J.D. Power Asia Pacific study results without the express prior written consent of J.D. Power Asia Pacific.
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Factors Comprising Overall Satisfaction
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Source: J.D. Power Asia Pacific 2012 Malaysia Customer Service Index (CSI) Studys™
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