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J.D. Power Asia Pacific Reports: 
Aurora Ranks Highest in Customer Satisfaction 
With Copiers and Multifunction Products in China 
 
TOKYO: 22 January 2009 – Aurora ranks highest in satisfying customers with copiers and 
multifunction products in three major cities in China, according to the J.D. Power Asia Pacific 
2008 China Copier/Multifunction Product Customer Satisfaction Study.SM 
 
Now in its eighth year, the study evaluates customer satisfaction with office copiers and 
multifunction products at offices with 30 employees or more in the three major cities in China—
Beijing, Shanghai and Guangzhou. Three factors are examined to determine overall customer 
satisfaction in copiers and multifunction products. In order of importance, they are maintenance 
service (60%); sales (21%); and product (19%).  
 
Aurora achieves a score of 776 on a 1,000-point scale and performs particularly well in all three factors.  
Also ranking above the industry average are Kyocera Mita, Fuji Xerox, Konica Minolta and Toshiba, 
respectively. 
 
“In particular, Aurora performs well in terms of their service personnel qualities, such as the promptness 
with which service personnel respond to an inquiry and the overall responsiveness and positive attitude 
of the service person,” said Yasunari Takahama, project manager at J.D. Power Asia Pacific, Tokyo. 
 
The study finds that, among offices in China that report owning copiers and multifunction machines, the 
percentage that own black-and-white multifunction products has increased steadily from only 7 percent 
in 2001 to 70 percent in 2008. In contrast, ownership rates for color copiers and multifunction products 
have increased only slightly since 200,1 and only 4 percent of offices in 2008 report owning a color 
copier or multifunction product. 
 
“The market penetration in China for black-and-white multifunction products is expected to continue to 
increase,” said Takahama. “More than one-half of copiers and multifunction products that need 
replacement are being replaced with black-and-white multifunction products.” 
 
According to the 2008 Japan Copier/Multifunction Product Customer Satisfaction Study, more than 60 
percent of offices in Japan own color multifunction products, while 52 percent of offices report owning 
black-and-white multifunction products. In contrast, 70 percent of offices in China own black-and-white 
copiers and multifunction products. In addition, more than 60 percent of offices in China report owning a 
single-function color printer, indicating that these offices achieve color output primarily through the use 
of color printers rather than through multifunction products. In contrast, offices in Japan are more likely 
to use both color copiers and color laser printers to obtain color output. 
 
The 2008 China Copier/Multifunction Product Customer Satisfaction Study is based on responses from 
2,139 offices. The study was fielded between June and August 2008. 
 



 

About J.D. Power Asia Pacific 
J.D. Power Asia Pacific has offices in Tokyo, Singapore, Beijing, Shanghai and Bangkok that 
conduct customer satisfaction research and provide consulting services in the automotive, 
information technology and finance industries. Together, the offices bring the language of 
customer satisfaction to consumers and businesses in China, India, Indonesia, Japan, Malaysia, 
Philippines, Taiwan and Thailand. Information regarding J.D. Power Asia Pacific and its 
products can be accessed through the Internet at www.jdpower.com.  
 
About J.D. Power and Associates 
Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing 
information services company operating in key business sectors including market research, 
forecasting, performance improvement, training and customer satisfaction.  The company’s 
quality and satisfaction measurements are based on responses from millions of consumers 
annually.  J.D. Power and Associates is a business unit of The McGraw-Hill Companies.   
 
About The McGraw-Hill Companies:  
Founded in 1888, The McGraw-Hill Companies (NYSE:  MHP) is a leading global information 
services provider meeting worldwide needs in the financial services, education and business 
information markets through leading brands such as Standard & Poor’s, McGraw-Hill Education, 
BusinessWeek and J.D. Power and Associates. The Corporation has more than 280 offices in 40 
countries. Sales in 2007 were $6.8 billion. Additional information is available at 
http://www.mcgraw-hill.com. 
 
Media Relations Contacts: 
Shizue Hidaka, Client Services Group, J.D. Power Asia Pacific, Toranomon 45 MT Building, 5-
1-5 Toranomon, Minato-ku, Tokyo 105-0001, Japan, Phone +81-3-4550-8060, Fax +81-3-4550-
8152,  
cc-group@jdpower.co.jp 
 
John Tews, J.D. Power and Associates, 5435 Corporate Drive, Suite 300, Troy, Mich.,48098, 
USA, Phone: (248) 312-4119, john.tews@jdpa.com 
 
No advertising or other promotional use can be made of information in this release without the 
express prior written consent of J.D. Power and Associates. 
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NOTE: Two charts follow. 



 

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

Charts and graphs extracted from this press release must be accompanied by a statement identifying 
J.D. Power Asia Pacific as the publisher and the J.D. Power Asia Pacific 2008 China 
Copier/Multifunction Product Satisfaction StudySM as the source. Rankings are based on numerical 
scores and not necessarily statistical significance. No advertising or other promotional use can be 
made of the information in this release or J.D. Power Asia Pacific study results without the express 
prior written consent of J.D. Power Asia Pacific.
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NOTE:  Panasonic was included in the study but not ranked due to small sample size.



 

 

Factors Contributing to Overall Satisfaction

Source: J.D. Power Asia Pacific 2008 China Copier/Multifunction Product Customer Satisfaction StudySM
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