The McGraw-Hill companies

J.D. Power and Associates Reports:
Among Specialty Coffee Retailers, a Courteous and K nowledgeable Staff Drives Customer Satisfaction

Dutch Bros. Coffee ranks highest in overall custogatisfaction

WESTLAKE VILLAGE, Calif.: 19 April 2012 — Staff, more than price or merchandise offering&ey to
driving higher satisfaction among specialty coftestomers, according to the J.D. Power and Asssci2212
Specialty Coffee Retailer Satisfaction Repbrieleased today.

The inaugural report finds that a specialty cofigailer’s staff is more than twice as importanttstomers
compared with the importance for the other factbas measure satisfaction. Customer service at@sbsuch as
courtesy, knowledge of merchandise, speed of chetcad availability contribute to the overall st&f€tor.
Other factors contributing to overall satisfactame merchandise, cost, sales/promotion and facility

“With staff having such a high importance to custosy specialty coffee retailers have a tremendppsrunity
to differentiate themselves from competitors byuking on customer-centric approaches and enhatioéig
customer service training,” said Sara Wong Hilsemior director, strategy and product managemeénistomers
may even overlook other shortcomings if the s&ffiendly, knowledgeable and helpful.”

Specialty Coffee Retailer Satisfaction
Dutch Bros. Coffee ranks highest in overall satisfa with a score of 823 (on a 1,000-point scated performs
particularly well in the staff, sales/promotion asukt factors.

Tully’s Coffee ranks second in overall satisfactwith a score of 812, followed by Caribou Coffe€3a8.

Customer Loyalty

High customer satisfaction with a brand leads &tamer loyalty, as well as to a high number of @ors who
will recommend the brand to others. Among DutchsBICoffee customers, 56 percent say they “defynitél”
repurchase and 63 percent say they “definitely’wéitommend the brand to family and friends, sigaifitly
higher than all other brands included in this répor

“We see a direct correlation between customerfaatien and commitment and loyalty to these coffesnds
included in this report,” says Wong Hilton. “Comtei and loyal customers are often more-profitabléhay
typically bring in other customers by recommendimg brand.”

The report finds that customers spend an averag@dper visit at a specialty coffee retailer.
The 2012 Specialty Coffee Retailer Satisfactiondrejs based on responses of more than 1,300 ipanits who
purchased any product or beverage at a brick-antamspecialty coffee retailer in the 30 days ptbeing

surveyed. The report was fielded in December 2@itilJanuary 2012. Brands included in this reporehav
revenue that exceeds $35 million, have at leasiddions, and are located in more than five state
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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 insuranceell 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, i@ntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content andhbytics 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 @mation
has approximately 23,000 employees across more2@@uoffices in 40 countries. Additional informatics
available ahttp://www.mcgraw-hill.com/

J.D. Power and Associates M edia Contacts:
John Tews; Troy, Mich.; (248) 680-6218edia.relations@jdpa.com
Syvetril Perryman; Westlake Village, Calif.; (808)8-8103;media.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 Associates.
#HH#H
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Note: One chart follows.
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J.D. Power and Associates
2012 Specialty Coffee Retailer Satisfaction Reports"

Overall Customer Satisfaction Index Scores

By Retailer Brand

(Based on a 1,000-point scale)

600 650 700 750 800 850 900

Dutch Bros. Coffee | | | | 82I3
Tully's Coffee 812
Caribou Coffee 809
Seattle's Best Coffee 807
Industry Average _ 806
Starbucks Coffee 805
The Coffee Bean & TeaLeaf 793
Peet's Coffee & Tea 790

Source: J.D. Power and Associates 2012 Specialty Coffee Retailer Satisfaction ReportS¥

JDPower.com
Power Circle Ratings™
for consumers:
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Power Circle Ratings Legend
O OO OO Among the best

O OO OO Better than most

OO0 OO0 About average
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 Specialty Coffee Retailer Satisfaction ReportS" 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.



