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Background

The Competitive Customer Experience (CCE) Rankings groups 
brands  according to how customers rated their experience 
during Purchasing (Sales) and Servicing (Service)  
transactions in the Passenger Car (PC) and Light Commercial 
Vehicle (LCV) markets respectively.

DǊƻǳǇƛƴƎǎ ŀǊŜ ōŀǎŜŘ ƻƴ ǘƘŜ Ψvǳŀƭƛǘȅ !ǿŀǊŘǎΩ ōŀƴŘǎ ƻŦ DƻƭŘΣ 
Silver and Bronze.

The grouping of the brands is conducted using confidence 
intervals calculated on a 95% confidence level.

¢Ƙƛǎ ƳŜǘƘƻŘ ŀƭƭƻǿǎ ǳǎ ǘƻ ƎǊƻǳǇ ǘƘŜ ōǊŀƴŘǎ ƛƴǘƻ ΨǘƛŜǊǎΩ ōŀǎŜŘ 
on the statistical validity of one score to the next. 

When one group stops (1st group) and the next starts (2nd 
ƎǊƻǳǇύ ǘƘƛǎ ƛƴŘƛŎŀǘŜǎ ŀ ǎǘŀǘƛǎǘƛŎŀƭƭȅ ǾŀƭƛŘ ΨŘƛŦŦŜǊŜƴŎŜΩ ƛƴ ǘƘŜ 
scores.

The graphs still reflect the way in which historical data is 
shown ςbut without the traditional individual Brand colours.

Where brands are excluded, they have been excluded for the 
confidence interval run as well. They do not form part of any 
of the relevant data points.
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What was your experience?

Passenger Cars
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Executive Summary: PC

ÁSatisfaction with the Dealership Experience in the Passenger Car market improved 
marginally in the first half of 2016, with the Overall CCE score going from 92.0 to 92.1.

ÁCustomers exhibited a greater increase in satisfaction during the Purchasing 
Experience, with the Sales Indexmoving from 94.8 to 95.4

Ĕ Sales attributes showing the greatest improvements were:

Ψ/ƻƴǘŀŎǘ ŀŦǘŜǊ ŘŜƭƛǾŜǊȅΩ όŦǊƻƳ уфΦф ǘƻ фмΦпύ

Ψ¦ƴŘŜǊǎǘƻƻŘ Ŏƻǎǘ ƻŦ ƻǿƴŜǊǎƘƛǇΩ όŦǊƻƳ фпΦф ǘƻ фсΦлύ

ΨaŀƪƛƴƎ ȅƻǳ ŦŜŜƭ ƛƳǇƻǊǘŀƴǘΩ όŦǊƻƳ фпΦр ǘƻ фрΦрύ

Ĕ ¢ƘŜ ƻƴƭȅ {ŀƭŜǎ ŀǘǘǊƛōǳǘŜ ǎƘƻǿƛƴƎ ŘŜǘŜǊƛƻǊŀǘƛƻƴ ǿŀǎ ΨCǊŜŜ ƻŦ CŀǳƭǘǎΩ όŦǊƻƳ фнΦм ǘƻ фмΦфύ

ÁCustomers were marginally less satisfied with the Servicing Experience, with the 
Service Indexdeteriorating from 89.1 to 88.8

Ĕ Service attributes exhibiting the greatest deterioration were:

ΨwŜŀŘȅ ƻƴ ǘƛƳŜΩ όŦǊƻƳ фнΦо ǘƻ фмΦлύ

Ψ/ƻƴǘŀŎǘ ŀŦǘŜǊ ŘŜƭƛǾŜǊȅΩ όŦǊƻƳ урΦс ǘƻ упΦпύ

ΨCƛȄŜŘ-right-first-ǘƛƳŜΩ όŦǊƻƳ фнΦн ǘƻ фмΦрύ

Ĕ Service attributes mitigating the decline were:

Ψ¢ǊŀƴǎǇƻǊǘ ǘƻ ƴŜȄǘ ŘŜǎǘƛƴŀǘƛƻƴΩ όŦǊƻƳ фнΦм ǘƻ фоΦнύ

Ψ/ƭŜŀƴƭƛƴŜǎǎ ƻŦ ǾŜƘƛŎƭŜΩ όŦǊƻƳ уфΦу ǘƻ флΦлύ
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Please Note: 
Experience over time per brand is available in the JanςJun16_PCExcel tables.

Overall Experience Over Time: PC

Jan ςJun 2016
in %
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Please Note: 
No Quality Awards are made based on Overall Rankings.
Brands that have been excluded from either Sales or Service  Jan ςJun 2016 PC rankings are also excluded from Overall Jan ςJun2016 PC rankings.

Overall Rankings: PC

Jan ςJun 2016
in %
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92.7 - 94.6

90.4 - 92.6
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Nissan, VW
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Jul ςDec 2014

93.3 - 95.3

89.9 - 93.2

Җ уфΦу

Audi, VW

BMW, 

Chevrolet, MB, 

Nissan, Opel, 

Toyota

Ford, Honda, Kia, 

Renault, Volvo

Jan ςJun 2015

92.7 - 95.4

89.7 ς92.6

Җ уфΦс

Audi, VW

Chevrolet, MB, 

Nissan, Opel, 

Toyota 

Ford, Honda, 

Renault, Volvo

Jul ςDec 2015

92.6 - 95.7

89.4 - 92.5

Җ уфΦо

Audi, VW

Chevrolet, MB, 

Nissan, Opel, 

Renault, Toyota

Ford, Honda



Sales Experience Over Time: PC

Jan ςJun 2016
in %
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Please Note: 
Experience over time per brand is available in the Jan - Jun16_PCExcel tables.
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Sales Rankings: PC

Jan ςJun 2016
in %
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Please Note: 
Citroën, Lexus, Peugeot and Volvo have been excluded from the  Jan ςJun 2016 PC Sales rankings due to low sample achieved / High Margin of Error considerations..
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Jul ςDec 2014

95.9 - 97.6

93.4 - 95.8

Җ фоΦо

Audi, BMW, 

Nissan, VW

Chevrolet, MB, 

Opel, Toyota

Ford, Honda, Kia, 

Renault, Volvo

Jan ςJun 2015

93.9 ς96.7

89.7 ς93.8

Җ уфΦс

Audi, 

Chevrolet, MB, 

Opel, Toyota, 

VW

Ford, Honda, 

Nissan, Renault, 

Volvo

Kia

Jul ςDec 2015

95.4 - 97.5

92.9 - 95.3

Җ фнΦу

Audi, VW

Chevrolet, MB, 

Nissan, Opel, 

Renault, Toyota

Ford, Honda

Jan ςJun 2016

95.7 - 97.4

91.4 - 95.6

Җ фмΦо

Audi, 

Chevrolet, 

Opel, VW

Ford, MB, 

Nissan, Renault, 

Toyota

Honda 



Service Experience Over Time: PC

Jan ςJun 2016
in %
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Please Note: 
Experience over time per brand is available in the Jan - Jun16_PCExcel tables.
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Service Rankings: PC

Jan ςJun 2016
in %
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Please Note: 
Citroën and Peugeot have been excluded from the Jan ςJun 2016 PC Service rankings due to low sample achieved / High Margin of Error considerations.
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Jul ςDec 2014

91.0 - 93.8

87.4 - 90.9

82.5 - 87.3

Audi, VW

Chevrolet, Lexus, 

MB, Nissan, 

Toyota

BMW, Ford, 

Honda, Opel, 

Renault, Volvo

Җ унΦпKia

Jan ςJun 2015

91.1 ς94.1

87.2 ς91.0

78.5 ς87.1

Audi, VW

Chevrolet, Lexus, 

MB, Nissan, 

Toyota

Ford, Honda, 

Opel, Renault, 

Volvo

Җ туΦпPeugeot

Jul ςDec 2015

90.2 - 93.9

86.1 - 90.1

Җ усΦл

Audi, Lexus, 

VW

Chevrolet, MB, 

Nissan, Opel, 

Renault, Toyota

Ford, Honda, 

Volvo

Jan ςJun 2016

89.5 - 92.7

82.4 - 89.4

Җ унΦо

Audi, Nissan, 

Toyota, VW 

Chevrolet, 

Honda, Lexus, 

MB, Opel, 

Renault, Volvo

Ford



What was your experience?

Light Commercial 
Vehicles
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Executive Summary: LCV

ÁIn the Light Commercial market, satisfaction with the Dealership Experience declined 
marginally, with the Overall CCE score moving from 92.1 to 91.7 in the first half of 
2016.

ÁSatisfaction with the Purchasing Experience when buying a new vehicle showed a 
marked improvement, with the Sales Indexclimbing from 93.6 to 94.0

Ĕ Sales attributes driving the improvement were: 

ΨCǊŜŜ ƻŦ CŀǳƭǘǎΩ όŦǊƻƳ утΦт ǘƻ ууΦуύ

Ψ!ǇǇǊŜŎƛŀǘŜŘ ŀǎ /ǳǎǘƻƳŜǊΩ όŦǊƻƳ фоΦр ǘƻ фпΦрύ

Ψ9ȄǇƭŀƴŀǘƛƻƴ ƻŦ ŦŜŀǘǳǊŜǎ κ ǊŜǉǳƛǊŜƳŜƴǘǎΩ όŦǊƻƳ фпΦр ǘƻ фрΦоύ

Ĕ ¢ƘŜ ƻƴƭȅ ŘŜŎƭƛƴƛƴƎ {ŀƭŜǎ ŀǘǘǊƛōǳǘŜ ǿŀǎ Ψ9ȄŎƛǘƛƴƎ ƘŀƴŘƻǾŜǊΩ όŦǊƻƳ фпΦс ǘƻ фпΦпύ

ÁCustomers were less satisfied with the experience when servicing vehicles, as 
reflected in a decline from 90.6 to 89.4 in theService Index

Ĕ Primary factors contributing to the weakening satisfaction levels were:

ΨwŜŀŘȅ ƻƴ ǘƛƳŜΩ όŦǊƻƳ фпΦм ǘƻ фнΦмύ

ΨhǿƴŜǊǎƘƛǇ ƻŦ ǉǳŜǊƛŜǎ κ ǇǊƻōƭŜƳǎΩ όŦǊƻƳ флΦо ǘƻ ууΦпύ

ΨtǊŜǇŀǊŜŘ ǎǘŀŦŦΩ όŦǊƻƳ фнΦу ǘƻ фмΦлύ

Ĕ ¢ƘŜ ƻƴƭȅ ƳƻŘŜǊŀǘƛƴƎ ƛƴŦƭǳŜƴŎŜ ǿŀǎ ŀƴ ƛƳǇǊƻǾŜƳŜƴǘ ƛƴ Ψ¢ǊŀƴǎǇƻǊǘ ǘƻ ƴŜȄǘ ŘŜǎǘƛƴŀǘƛƻƴΩ όŦǊƻƳ утΦу ǘƻ 
88.2)
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