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J.D. Power Reports:    
Young and First-Time New-Vehicle Buyers in Mexico  
Create Challenges and Opportunities for Automakers and Dealers 
 
BMW Ranks Highest among Luxury Brands in New-Vehicle Sales Satisfaction in Mexico;  
Toyota Ranks Highest among Mass Market Brands 
 
MEXICO CITY: 19 August 2014 — With many new vehicles in Mexico being sold to young and first-time 
buyers, automakers and dealers are faced with both challenges and opportunities, according to the J.D. 
Power 2014 Mexico Sales Satisfaction Index (SSI) StudySM released today.   
 
The inaugural study, which is a comprehensive analysis of the new-vehicle purchase experience, explores 
customer satisfaction with the selling dealer by examining five measures (listed in order of importance): 
working out the deal (33%); delivery process (27%); salesperson (22%); dealership facility (11%); and 
test drive (7%). 
 
Customers 34 years and younger comprise 42 percent of all new-vehicle buyers in Mexico, trailing only 
those 35-54 years old, a group that accounts for 51 percent of sales. Additionally, 35 percent of all new 
vehicles in Mexico are sold to buyers who are purchasing their first vehicle. This comes at a time when 
new-vehicle sales in Mexico are expected to reach 1.1 million units in 2014, the highest level in the country 
since the record sales of 1.13 million in 2006.1  
 
“The combination of growing sales and the increasing number of younger and first-time buyers makes it a 
great time for dealers to make a good first impression on new customers with the intent of making them 
long-time loyal customers,” said Gerardo Gomez, director and country manager at J.D. Power de México. 
“The challenge is that new-vehicle buyers in Mexico, and the younger customers in particular, are doing 
their homework online before visiting the dealerships, so they know a lot about the vehicle they want to 
purchase and they have high expectations for the dealership to meet.” 
 
The study finds that 39 percent of new-vehicle buyers in Mexico use the Internet during their shopping 
process. Although this percentage is lower than the proportion of those in the United States (75%) and 
Brazil (50%),2 it still represents a substantial number of customers. Younger vehicle buyers are most likely 
to use the Internet during the shopping process, as 42 percent of new-vehicle buyers 34 years and younger 
use the Internet to shop, compared with 39 percent of those who are 35-54 years old and only 30 percent 
of those who are 55 years and older.  
 
Satisfaction among new-vehicle buyers who use the Internet during the shopping process (809 on a 1,000-
point scale) is 19 points lower than among those who do not use the Internet (828). Additionally, 

                                                           
1
 Source: LMC Automotive 

2
 Sources: J.D. Power 2013 U.S. Sales Satisfaction Index (SSI) Study

SM
 and J.D. Power 2014 Brazil Sales Satisfaction Index 

(SSI) Study
SM

 



satisfaction among those who visit a dealer’s website (828) or manufacturer’s website (815) is higher than 
among those who visit most other types of sites.   
 

KEY FINDINGS 
 

 Only 36 percent of new-vehicle buyers in Mexico test drive the model they eventually purchase (or 
one like it) from their selling dealer. The remainder either did not want/need a test drive (51%); 
were not offered a test drive (8%); or could not take a test drive as no test-drive vehicle was 
available (5%). 

 Among new-vehicle buyers who did take a test drive, the average length for the industry as a whole 
is 27 minutes. Overall, 93 percent of buyers perceive their test drive was thorough enough. 

 The delivery process is critical to sales satisfaction. The first critical point in the vehicle delivery 
process revolves around who at the dealership actually delivers the vehicle. In the 2014 study, the 
salesperson handles the delivery for 79 percent of customers who purchased a mass market vehicle, 
compared with 75 percent of those who purchased a luxury vehicle. Delivery specialists are the 
second-most commonly used staff for delivery (15% for luxury and 10% for mass market). Delivery 
process satisfaction among vehicle buyers whose delivery was handled by a delivery specialist is 
838, followed by the salesperson at 820 and other dealership employees at 815. 

 Delivery process satisfaction is higher when vehicle delivery takes place at the dealership (827), 
compared with when it takes place at the customer’s home (804) or place of work (788). 

 
Rankings:  
BMW ranks highest among luxury brands, with a score of 839. MINI ranks second (837) and Mercedes-
Benz third (836). 
 
Toyota ranks highest among mass market brands, with a score of 836. Honda and Nissan rank second in a 
tie with 824 each. 
 
The 2014 Mexico Sales Satisfaction Index Study is based on the evaluations of 3,024 new-vehicle owners in 
Mexico after one to seven months of ownership. The study was fielded April through June 2014. 
 
Media Relations Contacts: 
Grisel Trejo; Comunicación+Contenido; 5554 6591. 5554 6584 Ext. 22; 
grisel.trejo@comunicacionmascontenido.com 
 
John Tews; Troy, Mich.; 248-680-6218; media.relations@jdpa.com 
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Year / Project / Study Name

Source: J.D. Power 2014 Mexico Sales Satisfaction Index (SSI)  StudySM
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Year / Project / Study Name

Source: J.D. Power 2014 Mexico Sales Satisfaction Index (SSI)  StudySM

Sales Satisfaction Index Ranking—Buyer
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Year / Project / Study Name

Measures Contributing to Overall Sales Satisfaction

Test Drive

7%

Working Out the Deal

33%

Delivery Process

27%

Salesperson

22%

• Condition of your vehicle 

• Attention focused on you during delivery

• Enthusiasm of the staff in making the delivery 

process enjoyable

• Timeliness of completing the final delivery

• Thoroughness in explaining the vehicle's features

• Ability to answer your questions during the delivery 

process

• Ease of coming to an 

agreement on the final price

• Honesty of the person who 

handled your paperwork/finance 

process

• Fairness of price paid

• Timeliness of completing the 

final paperwork process

• Clarity of explaining documents

• Convenience of location

• Appearance of facility

• Variety of optional models

• Ease of looking at dealer's inventory

• Comfort of the area where negotiated 

for vehicle

• Convenience of operating hours 

• Parking facilities

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement 
identifying J.D. Power as the publisher and the study from which it originated 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 survey results without the express prior 
written consent of J.D. Power. 
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Dealership Facility

11%

• Knowledge/Expertise about vehicles

• Concern that you purchased the best 

vehicle for your needs

• Courtesy

• Responsiveness

• Honesty

• Salesperson's attention on you

• Fulfillment of commitments

• Keeping you updated throughout the 

sales process

Note: Percentages may not total 100 due to rounding.

 


