
 

 
J.D. Power Asia Pacific Reports:  
Rising Expectations among New-Vehicle Buyers in China Lead to Decrease in Overall Sales Satisfaction 
 
Roewe Ranks Highest in Customer Satisfaction with the New-Vehicle Sales Experience in China 
 
SHANGHAI: 27 August 2009 — Heightened customer expectations have contributed to a decline in overall 
satisfaction with new-vehicle sales and delivery in China, according to the J.D. Power Asia Pacific 2009 
China Sales Satisfaction Index (SSI) StudySM released today. 
 
Now in its 10th year, the study measures customer satisfaction with the new-vehicle purchase experience in the 
China market through examination of seven factors. In order of importance, they are: delivery process; 
delivery timing; dealer facility; salesperson; paperwork; deal; and sales initiation.  
 
Overall satisfaction with the sales experience has declined slightly from 826 on a 1,000-point scale in 2008 to 
822 in 2009. An influx of new-vehicle makes and models in the China automotive market has heightened 
competition among dealerships as well as customer expectations regarding the sales and delivery process.  
 
The study finds that more than two-thirds (68%) of new-vehicle buyers in China visit dealerships of at least 
two different vehicle brands before making a purchase decision—up from 62 percent in 2008. The ratio of 
cross-shopping among buyers in China is significantly higher than in other regions in Asia, such as Taiwan,  
China (51%) and India (27%), as well as in the United States (41%).  
 
In addition, a climate of economic uncertainty has led many new-vehicle buyers to approach the sales process 
with increased scrutiny.  
 
“New-vehicle buyers in China now have an unprecedented range of up to 90 makes and more than 400 vehicle 
models to choose from,” said Dr. Mei Songlin, general manager of research at J.D. Power Asia Pacific China 
operations. “This has raised customer expectations regarding the sales and delivery process. Similarly, 
apprehensions about the economy have made prospective new-vehicle buyers in China tighten their belts and 
think even more carefully before deciding on a vehicle.” 
 
“Higher customer expectations are raising the bar for excellence,” said Michael Dunne, managing director of 
J.D. Power Asia Pacific. “Automakers must keep a pulse on customer sentiment and execute their sales 
services in ways that meet or exceed customer expectations.”   
 
Roewe ranks highest in authorized dealer sales service with a score of 851 on a 1,000-point scale. Roewe 
performs particularly well in six of seven factors: delivery process, delivery timing, salesperson; paperwork; 
deal; and sales initation. Following Roewe in the rankings are Audi (848); Dongfeng Peugeot (842); and 
BMW and Mercedes-Benz, in a tie (837 each).   
 
“The brands that rank highly in sales satisfaction each demonstrate a strong commitment to service excellence 
in the sales and delivery process,” said Dr. Mei. “China’s automakers have made commendable progress by 
implementing effective practices that engage customers at the dealership level.”   
 
Certain key performance drivers are particularly effective in improving customer satisfaction and loyalty. 
These include demonstrating effectiveness in handling inquiries at delivery; not exerting pressure on 
customers to purchase a vehicle on the same day as their initial visit; having service agents greet customers 
immediately upon arrival; providing prompt vehicle delivery; and providing a minimum of nine liters fuel in 
the vehicle’s tank at delivery. 
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The study finds notable improvement in delivery times, which are down from an average of 3.8 days in 2008 
to an average of 2.8 days in 2009. In addition, the proportion of customers who test drove vehicles during the 
sales experience has increased to 76 percent in 2009 from 73 percent in 2008. 
 
The China Sales Satisfaction Index (SSI) Study is a consumer-driven measure of sales satisfaction based on 
evaluations received from new-vehicle owners in China during the first two to six months of ownership. The 
2009 China Sales Satisfaction Index Study surveyed 9,959 new-vehicle owners who purchased their vehicle 
between August 2008 and March 2009, and examined 44 passenger vehicle brands in total.  The study was 
fielded between February and May 2009 in 28 major cities in China.  
 
About J.D. Power Asia Pacific 
J.D. Power in the Asia Pacific region has offices in Tokyo, Singapore and China conducting customer 
satisfaction research and providing consulting services in the automotive, information technology and finance 
industries. Together, the three 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. Media e-mail 
contact: songlin_mei@jdpa.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: 
Ms. Helen Rong; Director, Marketing Communications; J.D. Power Asia Pacific; Shanghai, 200040 China; 
+86 21 2208 0832; helen_rong@jdpa.com 
 
John Tews; Director, Media Relations; J.D. Power and Associates; Troy, Michigan 48098 USA; 001 248 312 
4119; john.tews@jdpa.com 
 
Ms. Nicole Wang; Fleishman-Hilliard (China) Intl. Comm.; Beijing, 100022 China; Phone +86-10-58691666 
ext. 2107; wangn@fleishman.com 
 
No advertising or other promotional use can be made of the information in this release without the express 
prior written consent of J.D. Power and Associates. www.jdpower.com/corporate 
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Source: J.D. Power Asia Pacific 2009 China Sales Satisfaction Index (SSI) StudySM

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 2009 China Sales Satisfaction 
Index (SSI) StudySM 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 Asia Pacific study results without the express prior written consent  of J.D. Power 
Asia Pacific.
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