
 

  
 
 
 
 
 

Non-Premium Vehicles Provide Same Tech Experience as Premium Vehicles, J.D. Power Finds 
 
COSTA MESA, Calif.: 13 Sept. 2017 — While non-premium and premium vehicle owners are equally 
satisfied with the level of technology—and its ease of use—in their new vehicle, a degree of “lost value” still 
exists since most owners don’t completely understand and use all available vehicle technology, according 
to the J.D. Power 2017 Tech Experience Index (TXI) Study,SM released today. 
 
Overall owner satisfaction with new-vehicle technology among both premium and non-premium owners 
averages 750 (on a 1,000-point scale). 
 
Satisfaction is highest in the large segment (777), followed by the compact segment (753); compact 
premium segment (751); midsize premium segment (746); midsize segment (744); small premium 
segment (739); and small segment (732). 
 
The study, now in its second year, measures drivers’ experiences, usage, and interaction with 35 driver-
centric vehicle technologies at 90 days of ownership. The study provides subscribers with an 
understanding of opportunities for minimizing the gap between driver experience and execution. The 
major technology categories analyzed in the study include entertainment and connectivity; comfort and 
convenience; driving assistance; collision protection; navigation; and smartphone mirroring. 
 
Important factors in defining the user experience are understandability; usability; usefulness; and trust. 
“User experience is an influential differentiator in technology acceptance and in perceived automotive 
quality. While owners are excited by new vehicle technology, they are also often confused by it,” said 
Kristin Kolodge, Executive Director of Driver Interaction & HMI Research at J.D. Power. “For owners, 
it doesn’t matter if the technology is just difficult to use or if an actual failure occurs—it’s all the same to 
them. In many instances, they envision the ideal user experience they want and are looking to the 
manufacturers to provide it.” 
 
Higher frequency of usage typically leads to higher satisfaction with a feature, and vice versa. However, this 
is affected by other aspects of the user experience, such as understandability, trust and usability. 
Satisfaction is very low among owners who tried a feature but no longer use it. These owners represent a 
captive audience who have paid for the feature but, through a poor experience, have decided not to 
continue using it. The most prominent reason given by owners for not using features is because they do not 
need them. 
 
The highest rate of occurrence among owners who tried, but no longer use a feature is in-vehicle mobile 
router (10%). When these owners—along with those who have never used the feature—were asked why, 
43% say they “did not need” the feature and 24% say they “did not want to incur further costs to use the 
technology.” Both reasons equate to a lack of value for the feature as perceived by owners. 
 
Following are additional key findings of the study: 
 

 Safety Technologies Continue to Generate Highest Satisfaction: As in the 2016 study, the 
highest overall satisfaction this year is for collision protection systems, with an index score of 787.  



In contrast, owners are least satisfied with their navigation system (714). Owners provide the 
highest ratings for helpfulness of blind spot warning and detection and ease of using back-up 
camera/warning system (8.61 and 8.56, respectively, on a 10-point scale). 
 

 Getting Back to Basics: Interactions that owners are likely to use every time they drive, such as 
cluster information, HVAC, seats, phone and entertainment controls, are considered basics. Across 
the basic interactions, there is an average decline in overall satisfaction of 83 points among owners 
who experienced a difficult to use or understand (DTU) issue vs. those who did not. 

 
 Dealers are Important for Technology Acceptance: For every technology measured in the study, 

satisfaction is higher when owners learn to operate that technology from their dealer, as opposed 
to a non-dealer source. However, the time owners are willing to spend at the dealer for delivery is 
limited—sales satisfaction generally begins to decline after 25 minutes,1 indicating that dealers 
have to prioritize their time with what technologies they explain and demonstrate to new owners. 
Consequently, this puts the onus back on the manufacturers to design technologies that are 
intuitive for owners to understand and use. 
 

 Owners Know What They Want: Owners have a vision of how they’d ideally want a specific 
vehicle technology to operate. For example, in the instance of factory-installed navigation systems, 
68% of owners prefer to have a favorite or frequently entered address listed first vs. a most 
recently entered address. In an instance like this, adding an option for customization or 
personalization may be appropriate to satisfy the majority. 

 
“Owners are drawing parallels between their understanding of current vehicle technology and the trust 
they must likely place in autonomous vehicle technology in the future,” Kolodge said. “There’s a big gap 
right now. If someone can’t understand how to set their vehicle’s adaptive cruise control, they will certainly 
doubt their ability to operate an autonomous vehicle. Manufacturers need to consider the adoption of 
marketing and communications strategies to educate and instill confidence in potential autonomous 
vehicle owners.” 

In the 2017 study, the Chevrolet Camaro ranks highest in the midsize segment for a second consecutive 
year. Also ranking highest in their respective segments are Kia Niro (small segment); Audi A3 (small 
premium segment); Hyundai Elantra (compact segment); Lincoln MKC (compact premium segment); 
Audi Q7 (midsize premium segment); and Chevrolet Tahoe (large segment). 

The 2017 Tech Experience Index (TXI) Study is based on a survey of more than 19,500 vehicle owners and 
lessees. Awards are based solely on responses from the 14,900 owners who purchased or leased a new 
2017 model-year vehicle in the previous 90 days that is an all-new or redesigned model within in the past 
three years.2 The study was fielded from February through July 2017. 
 
For more information about the Tech Experience Index Study, visit 
http://www.jdpower.com/resource/us-tech-experience-index-study. 
 
See the online press release at http://www.jdpower.com/pr-id/2017152. 
 

                                                           
1
 Source: J.D. Power 2016 U.S. Sales Satisfaction Index StudySM 

2
 There must be at least three models with 80% 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 in 2017, thus no award was issued. 
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J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power is headquartered in Costa Mesa, Calif., and has offices serving North/South 
America, Asia Pacific and Europe. J.D. Power is a portfolio company of XIO Group, a global alternative 
investments and private equity firm headquartered in London, and is led by its four founders: Athene Li, 
Joseph Pacini, Murphy Qiao and Carsten Geyer. 
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Top Three Models per Award Segment
All Segments

Small 
Highest Ranked: Kia Niro

Kia Sportage
Jeep Renegade

Compact
Highest Ranked: Hyundai Elantra

Chevrolet Cruze
Honda CR-V

Midsize
Highest Ranked: Chevrolet Camaro

Chevrolet Malibu
Ford Mustang

Large
Highest Ranked: Chevrolet Tahoe

Nissan Maxima
GMC Yukon

* No other model in this segment performs above segment average.
Note: There must be at least four ranked models comprising at least 67% of sales in any given segment for an award to be 
presented. The Large Premium segment did not meet this criteria, thus no award is presented in that segment.

J.D. Power 2017 U.S. Tech Experience Index (TXI) StudySM

Source: J.D. Power 2017 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. 

Small Premium*
Highest Ranked: Audi A3

Mercedes-Benz GLA

Compact Premium
Highest Ranked: Lincoln MKC

Audi A4
Porsche Macan

Midsize Premium
Highest Ranked: Audi Q7

Lincoln Continental
Lincoln MKX

 


