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In Era of Digital Information Search, Vehicle Shoppers in India Still Sensitive to Product Discovery at
Showrooms

MG Ranks Highest in India Sales Satisfaction for Second Consecutive Year

DELHI: 10 Nov. 2022 — In an era of digitalization, with more than 73% of vehicle shoppers in India
knowing the exact model to be purchased and 88% researching online, product discovery at a showroom
remains an important driver of customer experience, according to the J.D. Power 2022 India Sales
Satisfaction Index Study (SSI),5™ released today. Since 2021, J.D. Power has re-launched the India Sales
Satisfaction Index Study in partnership with NielsenlQ.

The study finds that customers with a seamless product discovery engagement have an increase of 28
index points (on a 1,000-point scale) over those who do not (872 vs. 844, respectively). However, more
than one-third (36%) of customers in India mention that the product discovery engagement was not
seamless.

“Even in an era of instant information availability, the importance of sales consultant-led product
discovery continues to drive purchase experience,” said Sandeep Pande, lead of the automotive
practice India at NielsenlQ. “With customers returning to the showrooms for their purchase, a seamless
product discovery will aid satisfaction and will drive dealer referrals.”

Following are additional key findings of the 2022 study:

e Commercial engagement issues affect overall satisfaction: Nearly one-third (27%) of customers
mention that they faced one or more issues during their commercial engagement with the dealers.
Satisfaction of these customers drops 26 points compared with those who do not experience any
such issues.

¢ Millennials’ and Gen Z customers remain hard to please: Millennials and Gen Z customers remain
the least satisfied, with an overall satisfaction of 852. That score, which is lower than the industry
average, reflects lower satisfaction in product discovery engagement as 41% of this cohort citing
issues vs. 33% among older customers.

¢ Key explanations on the day of delivery and beyond: Customers remain sensitive towards key
explanations on the day of delivery and a bit beyond. Customers who are provided all explanations, a
special ceremony and a follow-up call have an average score of 871. When a dealer fails to complete
one of these steps, satisfaction declines to 835.

Study Ranking

MG ranks highest for a second consecutive year, with a score of 881. Toyota (878) ranks second and
Hyundai (872) ranks third.

The 2022 India Sales Satisfaction Study (SSI) is based on responses from 6,618 new vehicle owners who
purchased their vehicle from January through December 2021. From June through September 2022,

1 ).D. Power defines generational groups as Pre-Boomers (born before 1946); Boomers (1946-1964); Gen X (1965-1976); Gen Y (1977-
1994); and Gen Z (1995-2004). Millennials (1982-1994) are a subset of Gen Y.



NielsenlQ conducted face-to-face surveys in 25 major cities in India, asking 125 questions of vehicle owners
about their shopping, purchase and delivery experiences. After conducting the surveys, the responses were
cleaned for data quality and calculated. Brands included in the study are ranked according to aggregate
score.

The study measures new-vehicle owners’ satisfaction with sales process by examining their satisfaction on
six factors (listed in order of importance); delivery process (20%), dealer facility (18%), paperwork
completion (17%), working out the deal (15%), sales consultant (15%), brand website (14%). The study only
examines the after-sale satisfaction in the mass market segment.

J.D. Power is a global leader in consumer insights, advisory services and data and analytics. A pioneer in
the use of big data, artificial intelligence (Al) and algorithmic modeling capabilities to understand
consumer behavior, J.D. Power has been delivering incisive industry intelligence on customer interactions
with brands and products for more than 50 years. The world's leading businesses across major industries
rely on J.D. Power to guide their customer-facing strategies. J.D. Power has offices in North America,
Europe and Asia Pacific.

NielsenlQ is the leader in providing the most complete, unbiased view of consumer behavior, globally.
Powered by a groundbreaking consumer data platform and fueled by rich analytic capabilities, NielsenlQ
enables bold, confident decision-making for the world’s leading consumer goods companies and
retailers.

Using comprehensive data sets and measuring all transactions equally, NielsenlQ gives clients a forward-
looking view into consumer behavior to optimize performance across all retail platforms. Our open
philosophy on data integration enables the most influential consumer data sets on the planet. NielsenIQ
delivers the complete truth.

NielsenlQ, an Advent International portfolio company, has operations in nearly 100 markets, covering
more than 90% of the world’s population. For more information, visit NielsenlQ.com.
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J.D. Power
2022 India Sales Satisfaction Study (SSI)

Customer Service Index Ranking
(Based on a 1,000-point scale)

MG 881
Toyota 878
Hyundai 872
Mass Market Average 862

Note: Included in the study but not ranked are Jeep. Only the top 3 ranked nameplates will be displayed.

Source: J.D. Power 2022 India Sales Satisfaction Study (5S1)

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.



