
 
 
BMW, Hyundai Each Receive Two Model-Level Awards  
For Owner Experience with Technology in J.D. Power Study  
 
Safety Technologies Have Highest Satisfaction; Navigation Lags 
 
DETROIT: 10 Oct. 2016 — BMW and Hyundai each have two models that rank highest in overall 
customer experience with vehicle technology in their respective segment, according to the J.D. Power 2016 
U.S. Tech Experience Index (TXI) Study,SM released today. 
 
The inaugural study measures a vehicle owner’s experiences, usage and interaction with driver-centric 
vehicle technology at 90 days of ownership. The major technology categories analyzed in the study include 
collision protection; comfort and convenience; driving assistance; entertainment and connectivity; 
navigation; and smartphone mirroring. 
 
BMW models that rank highest in their segment1 are the 2 Series (small premium segment) and 4 Series 
(compact premium segment), while the Hyundai models that rank highest are the Genesis (midsize 
premium segment) and Tucson (small segment). Model-level rankings and awards include 2016 model-
year vehicles that were all new or redesigned within the past three years. 
 
Other models that rank highest in their segment are the Chevrolet Camaro (midsize segment); Kia Forte 
(compact segment); and Nissan Maxima (large segment). 
 
Safety Technologies Reign 
Among the vast array of technologies available in new vehicles, those that assist with collision avoidance 
have the highest usage and the highest overall satisfaction. Additionally, they are the technologies owners 
most want in their next vehicle, according to the study. 
 
Collision avoidance technologies—such as blind spot warning and detection, lane-keeping/centering and 
back-up camera/warning systems—are collectively part of the collision protection category, which has the 
highest overall satisfaction among the five groups of technologies included in the study index scores, with a 
score of 754 on a 1,000-point scale. In contrast, owners are least satisfied with their navigation systems 
(687). 
 
“For any technology in a vehicle, it’s critical that the owners want it, are aware they have it and know how 
to use it,” said Kristin Kolodge, executive director of driver interaction & HMI research at J.D. Power. 
“It is alarming how many technologies consumers have in their vehicle but aren’t using because they don’t 
know they have them or don’t know how to use them. Both of these knowledge gaps have long-term 
implications for future demand.” 
 
Back-up camera/warning and blind spot warning and detection are the most often used technologies, with 
at least three-fourths of owners saying they use the technology every time they drive. Additionally, they are 
the most in-demand technologies, with 96% of current owners of the technologies saying they want each of 
the features in their next car. 
 

                                                           
1 There must be at least four models with 67% of market sales in any given award segment for an award to be presented. The large 
premium car segment did not meet the criteria to be award eligible, thus no awards will be issued. 
 



Other industries beyond automotive are keeping a close eye on in-vehicle technologies. For example, the 
insurance industry is closely tracking the use of safety-related technologies that, while potentially 
increasing claims costs when a vehicle is damaged, also help prevent or mitigate collisions and protect 
occupants when there is an accident. Auto insurers have been slow to add discounts for newer safe driver 
technologies, but that is beginning to change. Liberty Mutual Insurance offers a vehicle safety discount for 
teens driving a vehicle equipped with safety features, such as a lane departure warning system; adaptive 
cruise control; and collision preparation systems2.  
 
“As auto insurers begin to offer discounts for vehicle safety features, this may help raise consumer 
awareness that they actually have these technologies and the knowledge to use them properly,” said 
Jessica McGregor, director of the insurance practice at J.D. Power. 
 
The Role of the Dealer 
Even if owners are aware they have an in-vehicle technology doesn’t mean they will use it. 
 
Among owners who say they never use a specific technology, 39% indicate they bring another device into 
their vehicle to replace certain technologies that are already present. Of those who bring in another device, 
navigation is the feature most often replaced. Furthermore, 57% of owners who bring in another device say 
they never used the in-vehicle equipment before bringing this outside device into the car to replace the 
vehicle’s features. Of the 43% who have used it, 56% stop using it within the first month.   
 
“The dealer plays a critical role in whether or not a technology is used,” said Kolodge. “When the dealer 
takes the time to explain the technology or provide a demonstration, it not only makes the owner aware 
they have the technology, but also helps them understand how to use it, which means they are more likely 
to use it, continue to use it and, because they see the value, want it in their next vehicle.” 
 
Among owners who learn how to operate the technologies from their dealer, overall satisfaction is 25-54 
points higher, compared with those who learn how to operate the technologies from another source or 
from prior experience. Technologies that owners say are difficult to use (DTU) put a strain on satisfaction.  
Across all technologies, there is an average 98-point drop in satisfaction when owners have DTU issues. 
 
DTU problems not only deteriorate satisfaction, but they also affect the vehicle’s quality. Even though it 
may operate as intended, when a technology is difficult for an owner to use or understand, it is likely to be 
considered a quality issue. For example, navigation system difficult to use/poor location is the sixth most 
common problem in the J.D. Power 2016 U.S. Initial Quality StudySM (IQS). Owners who learn how to use 
their navigation system from the dealer report 2.0 problems per 100 vehicles (PP100) fewer navigation 
DTU problems than those who do not get a dealer explanation. 
 
“By taking the time to show the technology to the new owner, the dealer can mitigate DTU issues, 
improving both satisfaction and quality,” said Kolodge. “The navigation system is just one area. If the dealer 
explains all or many of the technologies to the new owner, it can have a dramatic positive effect on the 
ownership experience.”  
 
Gap between Premium and Non-Premium Is Narrow  
Overall owner satisfaction with new-vehicle technology averages 730. Satisfaction among premium vehicle 
owners is slightly higher at 734, compared with 730 among non-premium owners. 
 

                                                           
2 Source: Liberty Mutual Insurance, https://www.libertymutual.com/ 
 

https://www.libertymutual.com/


Overall satisfaction varies greatly by segment. Satisfaction is highest in the large segment (755), followed 
by the small premium segment (735); compact premium segment (732); midsize premium segment (731); 
compact segment (727); midsize segment (725); and the small segment (706). 
 
“It’s not just how much technology you have in the vehicle, but how well it’s delivered,” said Kolodge. “The 
technology’s usability and how well it is integrated into the vehicle are critical—that has to be done right.” 
 
The 2016 U.S. Tech Experience Index (TXI) Study is based on a survey of 17,864 vehicle owners and 
lessees. Awards are based solely on responses from the 13,269 consumers who purchased or leased a new 
2016 model-year vehicle in the previous 90 days that has been considered an all-new or redesigned vehicle 
within in the past three years. The study was fielded from February through August 2016. 
 
For more information about the 2016 U.S. Tech Experience Index (TXI) Study, visit 
http://www.jdpower.com/resource/us-tech-experience-index-study. 
 
See the online press release at http://www.jdpower.com/pr-id/2016205. 
 
Media Relations Contacts 
John Tews; Troy, Mich.; 248-680-6218; media.relations@jdpa.com 
Geno Effler; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
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Top Three Models per Segment*
All Segments

Compact 
Highest Ranked: Kia Forte

Scion iM
Mitsubishi Outlander

Small
Highest Ranked: Hyundai Tucson

Scion iA
Fiat 500X

Midsize
Highest Ranked: Chevrolet Camaro

Kia Sorento (tie)
Nissan Murano (tie)

Large
Highest Ranked: Nissan Maxima

Chevrolet Silverado LD
GMC Sierra LD

*Note: There must be at least four models with 67% of market sales in any given award segment for an award to be 
presented. The large premium segment did not meet criteria to be award eligible, thus no award will be issued.

J.D. Power 2016 U.S. Tech Experience Index (TXI) StudySM

Source: J.D. Power 2016 U.S. Tech Experience Index (TXI) StudySM

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 th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 

Compact Premium
Highest Ranked: BMW 4 Series

Lexus IS
Lincoln MKC

Small Premium
Highest Ranked: BMW 2 Series

Audi A3
BMW X1

Midsize Premium
Highest Ranked: Hyundai Genesis

Cadillac CTS
Mercedes-Benz GLE-Class

 
 


