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BRONZE

| Where brands are excluded, they have been excluded for the

TheCompetitive QustomerExperience (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 Commerci
Vehicle (LCV) markets respectively.

DNRdzLJAy3a | NB o6FasSR 2y (K
Silverand Bronze.

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

CtKAad YSOK2R Ifft2¢6a dza G2 3INRdzJ
on the statistical validity of one score to the next.

When one group stops (1st group) and the next starts (2nd
IANRdzLW GKA& AYRAOFGSA | adldArad
scores.

The graphs still reflect the way in which historical data is
shownc but without the traditional individual Brandolours

confidence interval run as well. They do not form part of arj:Eree
of the relevant data points. Road Map
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a Executive Summary: PC

A Satisfaction with the Dealership Experience in the Passenger Car market improved
marginally in the first half of 2016, with ti@verall CCE scogwing from 92.0 t®2.1

A Customers exhibited a greater increase in satisfaction during the Purchasing
Experience, with th&ales Indexnoving from 94.8 t®5.4
E Sales attributes showing the greatest improvements were:
W/ 2y i OO0 I FGSNI RSEADGSNEQ OFNRY yohod G2 dmdnv
W' vyRSNERG22R 02ai 2F 26yYSNEKALIQ O0FNRY dnodd (G2 dcodnod
Wal1Ay3d @2dz FSSt AYLRNIFIYiQ O0FNRY dnodp G2 dp Ppo
E ¢KS 2yftée {IfSa [GGNROGdziS aK2gAy3a RSIUSNAZ2NI GAZ2Y

A Customers were marginally less satisfied with the Servicing Experience, with the

Service Indexeteriorating from 89.1 t@8.8

E Service attributes exhibiting the greatest deterioration were:
WwSFRe 2y GAYSQ O0FNRY dHPo (2 dpmdno
W/ 2y GO0 FFUSNI RSTAGSNEQ OFNRBY ypdc (2 ynodno
WCArgIBRst-G A YSQ O0FNRBY dhpHPH (2 dmdpo

E Service attributes mitigating the decline were:
WeNF yaLR NI G2 ySEG RS&AGAYIFGA2YQ O0FNRBY duodm (2 o
W/ ESHYyfAYSaa 2F OSKAOESQ 6FNRY yohdy (2 dndno Road Ve
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a Overall Experience Over Time: PC
Janc Jun 2016

in %
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Please Note: Back to
Experience over time per brand is available in the; Jam16_PExcel tables. Road Map
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& Overall Rankings: PC
Janc Jun 2016

in %
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Please Note: Back to
No Quality Awards are made based on Overall Rankings. Road Map
Brands that have been excluded from either Sales or Service J1an2016 PC rankings are also excluded from Overa]ldiar2016 PC rankings.
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a Sales Experience Over Time: PC
Janc Jun 2016

in %
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Please Note: Back to
Experience over time per brand is available in the-Jam16_PExcel tables. Road Map
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& Sales Rankings: PC
Janc Jun 2016
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Please Note: Back to
Citroén, Lexus, Peugeot and Volvo have been excluded from the Jdar2016 PC Sales rankings due to low sample achieved KMédrgin of Error considerations.. Road Map
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a Service Experience Over Time: PC
Janc Jun 2016

in %
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Experience over time per brand is available in the-Jam16_PExcel tables. Road Map
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& Service Rankings: PC
Janc Jun 2016

in %
§ Julg Dec 2014 § Jang Jun 2015 § Julg Dec 2015 § Jang Jun 2016
9 _ _ Audi, Lexus, Audi, Nissan,
O | Audi, VW ¢ Audi, VW { ' !
o i P VW . Toyota, VW
o Chevrolet,
i : Chevrolet, Lexu : Chevrolet, Lexu i Chevrolet, MB, !
S ] | ) b i Honda, Lexus,
21 | MB, Nissan, i MB, Nissan, i Nissan, Opel, 4 i
0 | : ! : MB, Opel,
i Toyota i Toyota i Renault, Toyota |
i i i ! Renault, Volvo
w | | |
N BMW, Ford, i Ford, Honda, : :
zZ | : . Ford, Honda, :
O | Honda, Opel, - Opel, Renault, i h Ford
e ;  Volvo
@ | Renault, Volvo - Volvo i
Q| : :
w i i
X | i i
Z | ! !
é | Kia ® f Peugeot ®h
z | | |
Please Note: Back to
Citroén and Peugeot have been excluded from thegdaum 2016 PC Service rankings due to low sample achieved / High Mangir ebEsiderations. Road Map
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a Executive Summary: LCV

A In the Light Commercial market, satisfaction with the Dealership Experience declined
marginally, with theDverall CCE scoraoving from 92.1 t®1.7in the first half of
2016.

A Satisfaction with the Purchasing Experience when buying a new vehicle showed a
marked improvement, with th&ales Indexlimbing from 93.6 t®4.0
E Sales attributes driving the improvement were
WCNBS 2F CldzZ 6aQ 6FNRY yT1d71 (G2 yyodyo
W LILINBOALFGSR a /dzadi2YSNXQ OFNRY dodp G2 dcdndpo
WOELM I yIGA2Yy 2F FSIF(idaNBa k NBAANBYSYGiaQ O0FNRY dnop
E ¢KS 2yfeée RSOfAYAY3I {+FfS8&a FGGNANOGdzGS &1 & WOEOAIGAY

A Customersvere less satisfied with the experience when servicing vehicles, as
reflected in a decline from 90.6 ®0.4in the Service Index
E Primary factors contributing to the weakening satisfaction levels were:
YwSI Re 2y GAYSQ O0FNRY dpnom G2 dHPMD
WhgySNBKALI 2F [jdzZSNASE Kk LINRPOfSYAaQ OFNRY dpndo G2 yyodndu
Wt NBLI NBR adlIFFQ O0FNRBY Py (2 dmModno
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88.2) Back to
Road Map
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