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Synovate Quality Awards — Sales & Service 2004

Synovate Releases the South African Motor Industry’s Latest
Customer Satisfaction Research Results

BMW'’s dealers have topped Audi and Toyota offering the best after-sales and service
experience. This is according to the latest results released by global market research
company Synovate, as part of their annual Quality Awards based on the Competitive
Customer Satisfaction Index (CCSI) of the South African automotive industry.

BMW was in first position with 81.5%, followed by Audi (79.4%) and Toyota (79.2%) in
second and third position respectively. These three brands retained the same rankings they
achieved during the previous survey in 2003.

The LCV race was closely contested between all the brands, but was eventually topped by
Nissan (79.4%).

When it came to customer satisfaction when buying a new car, Chrysler/ Jeep beat
Mercedes-Benz and Toyota to the top slot.

On the Light Commercial Vehicle (LCV) side, Toyota and Mitsubishi led the race. Nissan
showed the most improvement in this segment.

“Once again, the South African automotive industry has demonstrated their commitment to
the highest levels of customer satisfaction,” said Albert McLean, managing director of
Synovate South Africa. “Our company has been measuring customer satisfaction for more
than 15 years in the South African motoring environment, and has found that South African
automotive dealers have become some of the most sophisticated users of customer
satisfaction research in the world.”

Synovate introduced a questionnaire change in the beginning of 2004 and the changes
reflected dramatic shifts in customer expectations. “New elements of service delivery were
added to the questionnaire in response to changing customer requirements, and in turn
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created new demands on automotive manufacturers and their dealer networks as
customers became increasingly discerning,” said McLean.

"Altogether it is an outstanding performance from the industry given the intense competition
and focus on customer satisfaction” says McLean. "Not only was the industry able to kick
their performance up a gear in response to new and higher expectations, they were able to
do this in a relatively short space of time."

"An interesting aspect of the results is that there is now virtual parity between the
Passenger Car and LCV scores. This has been driven by some of the brands that have light
commercial vehicle owners as a large part of their customer base and demonstrates that
'‘bakkie' owners now enjoy the same level of service as their passenger car counterparts,”
said McLean.

This research forms part of the largest survey in the South African automotive market — the
Synovate Competitive Customer Satisfaction Index (CCSI) where over 50 000 vehicle
owners are canvassed on issues such sales satisfaction, service satisfaction, product
quality, brand image and customer behaviour. The results of this part of the survey reflect
the opinions of 28 000 vehicle owners, making it the most reliable in the country.

“The market leading methodology used during this research has been developed in
partnership with the local automotive manufacturers and we are therefore able to deliver
rapid and detailed feedback to dealers and manufacturers. This establishes a reliable
platform for the improvement of service delivery. All of which is of ultimate benefit to the
customer," said McLean.

“During the research that was conducted it became obvious customers were not willing to
compromise on any aspect of service. The dealer cannot, therefore, afford to drop their
service levels at any time during a transaction,” said McLean. “Not only do they
understand, very clearly, the impact that poor service delivery has on their business, but
they are able to react very quickly to changes in the market place and in customer
demands.”

The Synovate Quality Awards and CCSI results are endorsed by the Department of Trade
and Industry (the dti). "The support of the dti has been invaluable and their decision to
endorse the results was based on the value that such transparency will have in driving
competitiveness and improved customer service delivery in the South African market,” said
McLean.

Customers are contacted telephonically shortly after either a sales or service experience
and are asked questions relating to a variety of aspects of service delivery from the dealer.
"The questions that we ask are all thoroughly researched with actual customers. This
means that we are measuring what is crucial to the customer and not simply aspects that
the manufacturers consider to be important,” said McLean.

"In addition, we have not fallen into the trap of assuming that one size fits all and the
guestionnaire is based on South African customers and South African expectations."

- Ends -

About Synovate

Synovate is a leading global research company, operating in 46 countries and employing
more than 4,000 people. The company generates consumer insights that drive competitive
marketing solutions and provides a broad range of market intelligence services using
powerful and established methodologies, as well as innovative and tailored solutions.
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Synovate in South Africa was formerly known as Proactive Insight.
More information on Synovate can be found at www.synovate.com and
WWw.proactive.co.za
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