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Canon Ranks Highest in Customer Satisfaction among Multi-Function Inkjet Printer Manufacturers

Performance and Reliability Remain the Primary Drivers of Overall Customer Satisfaction,
Ease of Operation Is a Key Opportunity to Differentiate

WESTLAKE VILLAGE, Calif.: 3 November 2015 — Canon ranks highest in customer satisfaction with
multi-function inkjet printers, performing particularly well in reliability, performance, price paid and
customer service, according to the ].D. Power 2015 Multi-Function Inkjet Printer Satisfaction ReportsM
released today.

The report measures multi-function inkjet printer satisfaction based on six factors (in order of
importance): performance; reliability; ease of operation; variety of features; price paid; and customer
service. Satisfaction is measured on a 1,000-point scale.

For more information about the 2015 Multi-Function Inkjet Printer Satisfaction Report visit
http://www.jdpower.com/resource/more-industries

Overall satisfaction among multi-function inkjet printer customers is 850 in 2015, down by 7 points from
2014. Satisfaction declines slightly year over year across all factors, with a notable drop in the customer
service (-23 points) and ease of operation (-12) factors.

“While performance and reliability remain most important among multi-function inkjet printer owners,
ease of operation and customer service has emerged as problematic this year,” said Christina Cooley,
director in the diversified services industries practice at J.D. Power. “If customers who have difficulty
operating their printers call customer service for help but then have a poor experience resolving their
problem, the perception of printer quality is diminished. The printers that perform well, are dependable,
and are user-friendly will have the best opportunity to delight customers and maintain loyalty and
advocacy for the brand.”

KEY FINDINGS

e Among customers who rate overall satisfaction 10 (outstanding) on a 10-point scale, 81 percent say
they “definitely will” purchase another multi-function inkjet printer from the brand they currently own
in the future, compared with the report average of 50 percent.

o As satisfaction increases, shoppers are more likely to provide positive recommendations to family
members, friends or colleagues. On average, customers who rate overall satisfaction 10 provide 5.6
positive recommendations, compared with an average of 2.5 among those who rate overall satisfaction
8.

o Fully 66 percent of customers purchase multi-function inkjet printers in a store, followed by 32 percent
who purchase online.

e Price is the primary reason for choosing a multi-function inkjet printer brand (68%), followed by brand
reputation (49%) and previous experience with brand (45%).

e The average price paid for a multi-function inkjet printer is $144.
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Rankings: Canon (858) ranks highest and Hewlett-Packard (HP) (853) ranks second.

The 2015 Multi-Function Inkjet Printer Satisfaction Report is based on responses from 2,116 verified
owners of multi-function inkjet printers. The study was fielded in May 2015.
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J.D. Power
2015 Multi-Function Inkjet Printer Satisfaction Report™

Overall Satisfaction Index Rankings

(Based on a 1,000-point scale)
JDPower.com
Power Circle Ratings™

9?0 for consumers:
Canon 858 00000
Hewlett-Packard 853 0000
Report Average 850 00
Brother 849 000
Epson 833 o0

Power Circle Ratings Legend
©OOO® Among the best
©OOO®  Better than most
About average
The rest

Source: J.D. Power 2015 Multi-Function Inkjet Printer Satisfaction Reports™

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 report 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.



J.D. Power
2015 Multi-Function Inkjet Printer Satisfaction Report®"

Award-Eligible Manufacturers Included in the Report

Company Name Executive Name Company Address
Canon Inc. Fujio Mitarai Tokyo, Japan
Hewlett-Packard Company  Margaret Whitman Palo Alto, Calif.
Brother Industries, Ltd. Toshikazu Koike Nagoya, Japan
Seiko Epson Corp. Minoru Usui Suwa, Japan

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 report 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.



