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J.D. Power and Associates and L’Automobile Magazine Report:
Highly Satisfied Vehicle Owners in France Are Notably More Likely to Repurchase the
Same Vehicle Make

BMW, Fiat, Mercedes-Benz, Renault, Toyota and VVolkswagen Models Rank Highest in Their Respective
Segments

PARIS: 10 June 2010 — Highly satisfied vehicle owners in France are approximately six times more likely to
repurchase the same vehicle make, compared with owners with lower levels of satisfaction, according to the

J.D. Power and Associates/L’Automobile Magazine 2010 France Vehicle Ownership Satisfaction Study*™ (VOSS)
released today.

The study finds that 55 percent of highly satisfied vehicle owners (satisfaction scores averaging higher than 900
on a 1,000-point scale) indicate they “definitely will” repurchase the same brand. Conversely, only 9 percent of
vehicle owners who are less satisfied (satisfaction scores averaging 700 and lower) say the same. In addition,
providing an outstanding service experience increases brand loyalty, as highly satisfied owners are approximately
three times more likely return to the servicing dealership for their next vehicle purchase, compared with owners
with lower levels of satisfaction.

“It has become even more challenging for brands to build trust and loyalty among customers, considering the
slow rate of industry recovery that is forecast for the coming years, as well as the increasing number of models
expected in the market,” said Martin VVolk, senior research manager at J.D. Power and Associates. “Loyal
customers may help build a base for business success, since a brand’s customer acquisition costs decrease with
each purchase that a returning customer makes.”

The study also finds that vehicle owners who indicate that they received an “outstanding” vehicle ownership
experience are twice as likely to recommend their vehicle make than are less-satisfied owners.

The study is based on owners’ evaluations of their vehicles and dealers across 67 attributes grouped in four
measurements of satisfaction. In order of importance, they are: vehicle appeal (32%), which includes
performance, design, comfort and features; ownership costs (26%), including fuel consumption, insurance and
costs of service/repair; vehicle quality and reliability (22%); and dealer service satisfaction (20%).

Among manufacturers, Honda ranks highest in satisfying new-vehicle owners for a second consecutive year with
a score of 820. Honda performs particularly well in two of the four key measures: vehicle quality and reliability
and service satisfaction. Rounding out the five highest-ranked nameplates are Mercedes-Benz (814); BMW (805);
Dacia (787); and Audi and Skoda (in a tie with 786 each). Mercedes-Benz and Dacia also improve considerably—
increasing from 2009 by 22 points and 18 points, respectively.

“Among the highly ranked brands, there are a variety of types of manufacturers, which range from premium
brands to niche brands and more economical brands that have lower perceived operational costs,” said Volk.
“Independent of the brand positioning, aligning product performance and dealer service to customer expectations
is key to delivering an exceptional ownership experience.”

“The low-cost alternative, Dacia, provides a different experience with an excellent value for money proposition,
which comes with decent quality and a good dealer service,” said Stéphane Meunier, editor in chief of L’Automobile
Magazine.
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At the model level, Toyota ranks highest in two vehicle segments with the Prius (upper medium car) and Corolla
Verso (MPV), which ties with the Volkswagen Touran (MPV). Also receiving segment-level awards are the Fiat
500 (city car); BMW 1 Series (lower medium car); the Mercedes-Benz C-Class (compact executive car); and the
Renault Grand Modus (small car).

Additional domestic models that rank within the top three in their respective segments are the Renault Twingo,
which ranks second in the city car segment, and the Peugeot 207, which ranks third of 22 models in the small car
segment. Additionally, the Citroén C5 ranks second in the upper medium segment and the Citroén Grand C4
Picasso ranks third in the MPV segment.

The 2010 France Vehicle Ownership Satisfaction Study is based on the evaluations of more than 14,000 online
interviews with French car owners after an average of two years of ownership. The study was fielded from
January to March 2010.

The annual J.D. Power and Associates/L’Automobile Magazine study provides consumers with reliable and
accurate information about many vehicle models, and helps manufacturers provide high levels of satisfaction to
their customers. More comprehensive study results are published exclusively in the July issue of L’Automobile
Magazine on sale Thursday, June 10, 2010.

About J.D. Power and Associates

The European headquarters of J.D. Power and Associates is located in Munich, Germany. With world headquarters
in Westlake Village, California, U.S.A., J.D. Power and Associates is a global marketing information services
company operating in key business sectors including market research, forecasting, performance improvement, Web
intelligence and customer satisfaction. The company’s quality and satisfaction measurements are based on
responses from millions of consumers annually. J.D. Power and Associates is a business unit of The McGraw-Hill
Companies.

About The McGraw-Hill Companies:

Founded in 1888, The McGraw-Hill Companies (NYSE: MHP) is a global information and education company
providing knowledge, insights and analysis in the financial, education and business information sectors through
leading brands including Standard & Poor's, McGraw-Hill Education, Platts, and J.D. Power and Associates. The
Corporation has more than 280 offices in 40 countries. Sales in 2009 were $5.95 billion. Additional information is
available at http://www.mcgraw-hill.com.

About L’Automobile Magazine

With a monthly circulation of 180,000, L’ Automobile Magazine, established in 1946, is the first monthly car
magazine in France. With its 1ISO 9001-registered test drives; sneak previews on new cars; annual and official
“Guide to Quality and Reliability;” and its retro, design and sport stories, L’Automobile Magazine attracts both the
most passionate car enthusiasts and car buyers alike who are looking for advice.

Media Relations Contacts:
John Tews; J.D. Power and Associates; Director, Media Relations; 5435 Corporate Drive, Suite 300; Troy, Ml
48098, USA,; Tel: +1 (248) 312-4119; john.tews@jdpa.com

Alexandra Legendre; L’Automobile Magazine; Tel: +33 (0)1 41 33 37 83; alexandra.legendre@motorpresse.fr

No advertising or other promotional use can be made of the information in this release without the express prior
written consent of J.D. Power and Associates. J.D. Power and Associates press releases and media information
can also be accessed at www.jdpower.com/corporate
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J.D. Power and Associates
2010 France Vehicle Ownership Satisfaction StudysM (VOSS)

VOSS Manufacturer Index Ranking

(Based on a 1,000-point scale)

650 700 750 800 850 900
Honda | 820
Mercedes-Benz | 814
BMW ] 805
Dacia | 787
Audi | 786
Skoda | 786
Toyota | 781
Alfa Romeo | 773
Citroén | 771
Volkswagen | 770
Mazda | 768
Peugeot | 767
Industry Average || GG 77
Hyundai | 762
Seat | 762
Renault | 760
Nissan | 758
Kia | 757
MINI | 752
Ford | 751
Hat | 748
Opel | 748
Suzuki | 744

Included in the study, but not ranked due to small sample size are: Chevrolet, Dodge, Lancia, Land Rover, SAAB, smart and
Volvo.

Source: J.D. Power and Associates 2010 France Vehicle Ownership Satisfaction StudyS™ (VOSS)

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 2010 France Vehicle Ownership
Satisfaction StudySM (VOSS) 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 and Associates survey results without the express prior written consent of J.D. Power and Associates.
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Top Three Models per Segment

City Car
Fiat 500

Renault Twingo
Toyota Aygo

Small Car

Renault Grand Modus
Dacia Logan

Peugeot 207

Lower Medium Car
BMW 1 Series

Honda Civic
Mercedes-Benz A-Class

Upper Medium Car
Toyota Prius

Citroén C5

Toyota Avensis

Compact Executive Car
Mercedes-Benz C-Class
BMW 3 Series

Audi A4

MPV
Toyota Corolla Verso
Volkswagen Touran

Citroén Grand C4 Picasso

Overall VOSS

747
743

764

775

791
790

817
813
806

815
807
802

806

Source: J.D. Power and Associates 2010 France Vehicle Ownership Satisfaction StudySM (VOSS)

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 2010 France Vehicle Ownership

Satisfaction StudySM (VOSS) 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 and Associates survey results without the express prior written consent of J.D. Power and Associates.
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Factors Contributing to Overall Vehicle Ownership Satisfaction

Vehicle Quality / Reliability

22% Vehicle Appeal
Problems experienced with the 32%
vehicle across eight areas: \ /

Satisfaction with the vehicle’s
* Exterior performance, design, function
« The driving experience and styling across nine areas:
« Features/controls/displays
« Audio/entertainment/navigation « Vehicle exterior
* Seats * Vehicle interior
* Heating, ventilation and air » Storage and space
conditioning (HVAC) * Audio/Entertainment

« Interior * Seats

 Engine/transmission * Heating, ventilation and air
conditioning (HVAC)

* Driving dynamics

 Engine/transmission

« Visibility and driving safety

/
AN

Ownership Costs Service Satisfaction
26% 20%

This area measures: This area measures:
eService initiation
* Service adviser
* Service facility
* Vehicle pickup
* Service quality

* Fuel consumption
* Insurance
* Cost of service/repairs

Source: J.D. Power and Associates 2010 France Vehicle Ownership Satisfaction StudyS“ (VOSS)

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 2010 France Vehicle Ownership
Satisfaction StudySM (VOSS) 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 and Associates survey results without the express prior written consent of J.D. Power and Associates.



