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J.D. Power Asia Pacific Reports:
In Indonesia, Strong Growth in Service Volumes Redts in Stress on Dealership Networks

Mitsubishi Ranks Highest in After-Sales ServiceiSattion for a Second Consecutive Year

SINGAPORE: 31 August 2012 —Strong growth in the number of customers visitieglership service
centers has strained resources and infrastruaiuaehlership service providers, according to tBe Bower
Asia Pacific 2012 Indonesia Customer Service IN@&) Study" released today.

The study measures new-vehicle owner satisfactitmtive after-sales service process by examining
dealership performance in five factors: servicéation; service advisor; service facility; vehigek-up; and
service qualityDealership service performance is reported asd@axiscore based on a 1,000-point scale.

Overallcustomer satisfaction with the authorized dealerice experience averages 740 points in 2012, a
12-point decline from 2011. Satisfaction is lowerass all five factors, with the largest declineservice
initiation (-20 points) and service advisor (-14rs).

“Indonesia has been experiencing strong growthein-mehicle sales since 2009, resulting in an irginga
number of service customers,” said Rajeev Naigadar at J.D. Power Asia Pacific. “While a strongrease
in customer traffic at dealerships affects all aspef service center operations, the impact isqdarly
evident in key customer interaction areas, sugeasce initiation when the customer brings theislehin
for service, and service advisor.”

According to the 2012 study, 37 percent of sercicgtomers indicate being notified in advance byrthe
dealership that service was due, a decline of idepéage points from 2011. The proportion of cusiam
who schedule a service appointment in advancelbaglaclined year over year, to 22 percent in Zedra a
high of 27 percent in 2011.

“Increasingly, customers need to book a servicepment well in advance of their desired date tme,”
said Nair. “In many cases, customers who are eitbewilling to wait or need to have their vehislerviced
urgently come directly to the dealership withogtriar service appointment. One way we're seeimg th
impact this shift is having on customer satisfati®the fact that the service initiation procesw/ as a
larger impact on overall satisfaction with the segexperience.”

Among the 12 vehicle brands ranked in the studysibishi ranks highest for a second consecutive yea
achieving a score of 750 points. Mitsubishi perfeqparticularly well in four of the five factors:rs&ce
initiation, service advisor, vehicle pick-up andvsee quality. Honda ranks second with a score4® Foints
and performs particularly well in service facility.

The study finds a close correlation between cust@agsfaction with their authorized dealer sendeater
experience and their future loyalty and advocatgntions toward the dealer and vehicle brand. 8jighore
than one-third (35%) of highly delighted custom@atisfaction scores above 783) say they “definitel
would” recommend their service dealer to friendd elatives. This proportion declines to only 22ceat
among highly disappointed customers (satisfactgomes below 711). Similarly, 40 percent of highly
delighted customers also say they “definitely wéudtommend their vehicle brand to their friendd an
relatives. In contrast, only 23 percent of highilysdtisfied customers say the same.
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“While there are challenges in coping with the @aged service volume, it also offers dealerships th
opportunity to further strengthen their serviceibess,” said Nair. “Dealerships and brands thaaate to
capitalize on this opportunity through better cagyg@anning and utilization, understanding chaigin
customer profiles and expectations, and deliveainiglightful service experience to their custonmeay
benefit from increased customer loyalty and advgéac

The 2012 Indonesia Customer Service Index (CSBystow in its 12th year, measures the overall
satisfaction of owners who visit an authorized edgaérvice center for maintenance or repair worinduthe
first 12 to 24 months of vehicle ownership. Thisdstis based on responses from 3,179 owners wieivest
delivery of their new vehicle between February 2808 May 2011 and took their vehicle for servicario
authorized dealer or service center between Akt and May 2012. The study was fielded between
February and May 2012.

The CSI Study is one of three consumer-based bemthstudies that J.D. Power Asia Pacific condutts i
Indonesia. The 2012 Indonesia Sales Satisfactidexi(SSI) Study, which measures satisfaction viigh t
new-vehicle sales and delivery process, will beastd in September. The 2012 Indonesia InitialiQual
Study (1QS), which measures problems experiencatkelyvehicle owners, will be released in November.

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 perfiocmanalytics services in the automotive, infororati
technology and finance industries. Together, the diffices bring the language of customer satigfadb
consumers and businesses in Australia, China,,lilanesia, 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, performamg@ovement, social media and customer satisfactio
insights and solutions. The company’s quality satisfaction measurements are based on respooses 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, iimntion to separate into two public companies:
McGraw-Hill Financial, a leading provider of contemd analytics to global financial markets, and3vkow-
Hill Education, a leading education company focusedligital learning and education services worttivi
McGraw-Hill Financial's leading brands include Stand & Poor’s Ratings Services, S&P Capital 1Q, S&P
Dow Jones Indices, Platts energy information sesvand J.D. Power and Associates. With sales af $6.
billion in 2011, the Corporation has approximat2B/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 Associatég.//www.jdpower.com/corporate
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NOTE: Two charts follow. [Note on second chart:d@atages may not add up to 100% due to rounding.]
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Customer Service Index Ranking
Based on 1,000-point scale

650 700 750 800
Mitsubishi | | 750
Honda | | 748
jsuzu | | 745
Nissan | | 743
Daihatsu | | 742
Ford | | 740
Toyota | | 740
industry Average | -0
Mazda | | 732
Kia | [ 730
Suzuki | | 730
Chevrolet | | 729
Hyundai | [ 713

NOTE: Included in the study but not ranked due to small sample size are:BMW, Mercedes-Benz and Proton.

Source: J.D. Power Asia Pacific 2012 Indonesia Customer Service Index (CSI) StudysM

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 Indonesia Customer Service
Index (CSI) Study®M 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 Indonesia Customer Service Index (CSI) StudysM
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