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Increasing New-Vehicle Sales in Mexico Create Opportunities
And Challenges for Automakers and Dealers, ].D. Power Study Finds

Mercedes-Benz Ranks Highest among Luxury Brands in New-Vehicle Sales Satisfaction in Mexico
For a Second Consecutive Year; Ram Ranks Highest among Mass Market Brands

MEXICO CITY and DETROIT: 20 May 2016 — New-vehicle retail sales in Mexico continue to grow,
creating both opportunities and challenges for auto manufacturers and dealers, according to the ]J.D. Power
2016 Mexico Sales Satisfaction Index (SSI) Study,SM released today.

A combination of factors, including lower unemployment, rising wages and credit availability, are
contributing to growing new-vehicle retail sales in Mexico, which increased by 20% to 1.34 million units in
2015 from 2014, and are expected to grow another 18% over the next five years.! While the sales boom is
helping automakers and dealerships, some are also struggling to fulfill market demand by maintaining an
inventory of vehicles and keeping up with the flood of traffic in their showroom.

“Sales in Mexico are increasing and the automakers and dealerships that are best positioned to take
advantage of this trend will focus on vehicle inventory and sales training” said Gerardo Gomez, director
and country manager at J.D. Power de México. “As we are learning across the globe, understanding
customer needs and creating a pleasing experience for the customer not only helps increase sales, but it
also builds loyalty and advocacy for the dealership and the brand.”

Following are some of the study’s key findings:

Overall Satisfaction: Overall sales satisfaction in the luxury segment averages 894 (on a 1,000-point scale)
in 2016, while the mass market segment averages 863.

Dealer Inventory Plays a Critical Role: The most common reason owners of both luxury and mass
market vehicles say they selected the dealer from which they purchased their new vehicle is because it had
the exact vehicle they wanted. Conversely, 26% of owners indicate they rejected a dealer because it didn’t
have the exact model they wanted in stock.

Vehicle Design, Reputation and Quality More Important Than Price: The top three main reasons
owners say they selected the vehicle they purchased are “attractive design & styling,” “good vehicle quality”
and “good reputation/reliability of the brand,” collectively cited by 60% of owners of luxury vehicles and
39% of owners of mass market vehicles. Only 7% of mass market vehicle owners and 1% of luxury vehicle
owners cite “low purchase price” as the main reason for their selection.

Test Drive Critical in the Sales Process: Overall sales satisfaction is highest among the 37% of buyers
who were offered a test drive but didn’t want or need one (871) and the 52% of owners who took a test
drive (866). Satisfaction among the 6% of owners who were not offered a test drive and or the 5% who say
a test-drive vehicle was not available drops to 816 and 841, respectively.

1 Source: LMC Automotive
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Follow-Up after the Sales Yields Higher Satisfaction: Only 75% of owners were contacted by the
dealership after they took delivery of their new vehicle to ensure everything was satisfactory. Satisfaction
among those who were contacted is 42 points higher than among those who were not contacted.

Cash Is Happiness: Sales satisfaction is highest among the 46% of owners who paid cash for their vehicle
(878), while satisfaction is lowest among the 6% of owners who leased their vehicle, (844). Satisfaction
among the 45% of owners who financed their vehicle is 853, while satisfaction among the 3% whose
company paid for the vehicle is 848.

In addition, Gomez noted that with more than half of consumers in Mexico using the Internet during the
vehicle shopping experience—51% of owners shopped online in 2016—most have a good indication of
which vehicles fit into their budget before they visit a showroom. “That allows them to focus on aspects
other than price to help find the vehicle that’s right for them,” said Gomez.

The study, now in its third 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 (26%); delivery process (21%); salesperson (19%); dealership facility
(19%); and test drive (16%). Overall satisfaction is calculated on a 1,000-point scale.

Study Rankings
Mercedes-Benz ranks highest among luxury brands for a second consecutive year, with a score of 914.
BMW ranks second (900) and Audi third (896).

Ram ranks highest among mass market brands, with a score of 878. Hyundai and Jeep rank second in a tie
at 877.

The 2016 Mexico Sales Satisfaction Index Study is based on the evaluations of 3,382 new-vehicle owners in
Mexico after one to seven months of ownership. The study was fielded from January 2016 through March
2016.

See the online press release at http://www.jdpower.com/press-releases/2016-mexico-sales-satisfaction-
index-ssi-study

Media Relations Contacts:
Ilen Leo6n Diaz, Gravity3; Mexico City, Mexico; +52 55 71 55 89 93; i.leon@gravitytres.com
John Tews; Troy, Mich.; 248-680-6218; media.relations@jdpa.com

About J.D. Power and Advertising/Promotional Rules www.jdpower.com/about-us/press-release-info

HH#HH
(Page 2 of 2)
Note: Three charts follow.


http://www.jdpower.com/press-releases/2016-mexico-sales-satisfaction-index-ssi-study
http://www.jdpower.com/press-releases/2016-mexico-sales-satisfaction-index-ssi-study
mailto:i.leon@gravitytres.com
mailto:media.relations@jdpa.com
http://www.jdpower.com/about-us/press-release-info
http://www.jdpower.com/about-us/press-release-info

J.D. Power
2016 Mexico Sales Satisfaction Index (SSI) Study*

Sales Satisfaction Index Ranking
Luxury Brands

(Based on a 1,000-point scale)
JDPower.com

Power Circle Ratings™
700 750 800 850 900 for consumers:

Mercedes-Benz 914
BMW 900
Audi 896
Luxury Average 894
MINI 890
Buick 880
GMC
Power Circle Ratings Legend
Among the best
Better than most
About average
Source: J.D. Power 2016 Mexico Sales Satisfaction Index (SSI) Study™ The rest

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
Mass Market Brands

(Based on a 1,000-point scale)
JDPower.com

Power Circle Ratings™

700 750 800 850 900 for consumers:
Ram 878 00000
Hyundai 877 00000
Jeep 877 00000
Honda 872 0000
Dodge 871 0000
SEAT 869 0000
Toyota 869 0000
Renault 867 0000
Nissan 866 000
Volkswagen 863 00
Mass Market Average 863 000
Mazda 861 000
Ford 860 000
Chevrolet 847 [ 1 )
Power Circle Ratings Legend
OOOOO® Among the best
OOOO  Better than most
000 About average
Source: J.D. Power 2016 Mexico Sales Satisfaction Index (SSI) StudysM o0 The rest

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 informationin this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2016 Mexico Sales Satisfaction Index (SSI) Study®™

Measures Contributing to Overall Sales Satisfaction

Test Drive Working Out the Deal

Dealership Facility 16% 26%
19% \ e Ease of coming to an agreement

on the final price
* Honesty of the person that

handled your paperwork/finance
process

e Fairness of price paid

¢ Timeliness of completing the final
paperwork process

e Clarity of explaining documents

e Convenience of location

e Appearance of facility

¢ Variety of optional models

¢ Ease of looking at dealer's inventory

e Comfort of the area where negotiated for
vehicle

e Convenience of operating hours

¢ Parking facilities \

Salesperson

19% -

* Knowledge/Expertise about vehicles

\

Delivery Process

3 Con.cern that you purchased the best 21%
vehicle for your needs

e Courtesy e Condition of your vehicle

* Responsiveness o Attention focused on you during delivery

* Honesty e Enthusiasm of the staff in making the delivery process

¢ Salesperson's attention on you enjoyable

o Fulfillment of commitments e Timeliness of completing the final delivery

¢ Keeping you updated throughout the * Thoroughnessin explaining the vehicle's features
sales process e Ability to answer your questions during the delivery

process

Note: Percentages may not total 100 due to rounding.
Source: J.D. Power 2016 Mexico Sales Satisfaction Index (SSI) Study*™

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.



