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Press Release

].D. Power Reports:
Brand Reputation and Customer Loyalty Are Critical
For Automakers in Competitive Mexican Market

Mercedes-Benz Ranks Highest among Premium Brands in New-Vehicle Sales Satisfaction in Mexico;
Dodge Ranks Highest among Non-Premium Brands

MEXICO CITY: 21 May 2015 — As the new-vehicle market in Mexico heats up, so does the competition
among the automakers as they build their brand reputation and customer loyalty to boost sales, according
to the ].D. Power 2015 Mexico Sales Satisfaction Index (SSI) StudysM released today.

The study, now in its second year, is a comprehensive analysis of the new-vehicle purchase and delivery
experience and examines customer satisfaction with the selling dealer across five measures (listed in order
of importance): working out the deal (33%); delivery process (27%); salesperson (22%); dealership facility
(11%); and test drive (7%). Overall satisfaction is calculated on a 1,000-point scale.

New-vehicle sales in Mexico increased by 6.8 percent in 2014 and are expected to grow another 10.8
percent to 1.25 million in 2015. Sales in the first quarter of 2015 increased 22.9 percent compared to the
same period in 2014. As the market grows, so does the level of competition, especially with the addition of
new brands in 2014 and others coming soon.

Study findings show that new-vehicle buyers in Mexico select their vehicle based on previous experience
with the brand and the brand’s reputation much more than on a low purchase price.

“Automakers are benefitting from cultivating their brand through ownership of their vehicles and through
marketing to increase brand recognition,” said Gerardo Gomez, director and country manager at ].D.
Power de México. “While automakers are trying to differentiate themselves with free service contracts
and longer warranties, buyers are going with the brands they know and trust. Customer relationships and
engagement will drive the future business at the dealership.”

Among buyers of non-premium vehicles, which account for 96 percent of all new-vehicle sales in Mexico,
31 percent select their vehicle based on their previous experience with the brand and 29 percent based on

the brand’s “good reputation/reliability.” Less than one-fifth (17%) of buyers cite “low purchase price” and
“vehicle safety” as primary purchase reasons.

In the premium vehicle segment, “good reputation/reliability of the brand” and “attractive design/styling”
are each cited by 41 percent of buyers as their primary reason for selecting their vehicle. Only 6 percent of
premium buyers say that a “low purchase price” factored into their purchase decision.

“Dealer had the exact vehicle | wanted” and “closest dealer with brand [ wanted” are the top two reasons
buyers in Mexico select a specific dealership, cited by 33 percent and 25 percent of new-vehicle buyers,
respectively. The “dealer’s reputation” is also an important factor, cited by 23 percent of new-vehicle
buyers overall and 35 percent of premium-vehicle buyers.
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KEY FINDINGS

* Overall sales satisfaction in the luxury segment increases to 842 in 2015 from 823 in 2014, and
drops to 810 from 821 in the mass market segment.

* Encouraging shoppers to test drive can impact sales satisfaction. Overall sales satisfaction among
buyers who took a test drive averages 833. Satisfaction drops to 815 among those who are offered a
test drive but don’t take one, and falls considerably to 761 when a test drive vehicle is not available
and to 716 when a test drive isn’t even offered.

* However, only 44 percent of buyers took a test drive at the dealership from which they purchased
their vehicle. While this is an increase from 36 percent in 2014, it still is much lower than in other
markets, such as the United States (84%) and Brazil (59%)!.

* The delivery process is an important aspect of the vehicle purchase process, especially with more
technology and features for customers to learn in today’s vehicles. Among buyers indicating their
salesperson spent enough time explaining the vehicle during delivery, the median time spent with
them is 35 minutes, compared with 20 minutes among those indicating the salesperson did not
spend enough time.

* Customer loyalty can be impacted by the delivery experience. Among buyers who indicate the
salesperson spent enough time during the delivery process, 49 percent say they “definitely will”
consider buying another vehicle from that dealership in the future, compared with only 28 percent
among those who indicate the delivery process was too short.

Rankings:
Mercedes-Benz ranks highest among luxury brands, with a score of 868. Mercedes-Benz performs
particularly well in all five measures of overall satisfaction. BMW ranks second (853) and Audi third (846).

Dodge ranks highest among mass market brands, with a score of 845. Mazda ranks second (828) and Ford
third (821).

The 2015 Mexico Sales Satisfaction Index Study is based on the evaluations of 3,148 new-vehicle owners in
Mexico after one to seven months of ownership. The study was fielded December 2014 through April 2015.
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Note: Three charts follow.

! Sources: ].D. Power 2014 U.S. Sales Satisfaction Index StudysM and ].D. Power 2014 Brazil Sales Satisfaction Index StudysM.
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Sales Satisfaction Index Ranking
Premium Brands

(Based on a 1,000-point scale)
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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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Sales Satisfaction Index Ranking
Non-Premium Brands

(Based on a 1,000-point scale)
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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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Measures Contributing to Overall Sales Satisfaction

Dealership Facility Test Drive
11% 7%
Working Out the Deal
33%

/ * Ease of coming to an agreement

on the final price

¢ Honesty of the person that
handled your paperwork/finance
process

* Fairness of price paid

¢ Timeliness of completing the final
paperwork process

e Clarity of explaining documents

e Convenience of location \

e Appearance of facility
e Variety of optional models
e Ease of looking at dealer's inventory

e Comfort of the area where negotiated for
vehicle

e Convenience of operating hours

o Parking facilities

/
Salesperson
22%

¢ Knowledge/Expertise about vehicles
e Concern that you purchased the best
vehicle for your needs

e Courtesy

* Responsiveness \

* Honesty

 Salesperson's attention on you Delivery Process
¢ Fulfillment of commitments

* Keeping you updated throughout the 27%

sales process . i
¢ Condition of your vehicle

¢ Attention focused on you during delivery

e Enthusiasm of the staff in making the delivery process
enjoyable

¢ Timeliness of completing the final delivery

® Thoroughnessin explaining the vehicle's features

¢ Ability to answer your questions during the delivery

process
Note: Percentages may not total 100 due to rounding.

Source: J.D. Power 2015 Mexico Sales Satisfaction Index (SSI) Study*"
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