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Offering Tractor Repair and Maintenance Service at Owner Premises Increases Customer
Satisfaction, ].D. Power Finds

Mahindra Ranks Highest in Tractor Service Satisfaction

SINGAPORE: 30 Aug. 2018 — Customer satisfaction with tractor after-sales service is higher (up 28
points on a 1,000-point scale) when owners choose to have their tractor serviced at their own premises,
compared to when they would have liked but are not offered this door-step service option by their
dealer, according to the J.D. Power 2018 India Tractor Customer Service Index (CSI) Study,sM released
today.

The study finds that 58% of tractor owners received offers from their dealer to service their tractor at
the owner’s premises, with 41% of customers selecting this service. Additionally, more than one-third
(34%) of customers opting for the door-step service had a better-than-expected overall service
experience than those who would have liked but were not offered the service (20%).

“In a rapidly transforming sector influenced by growing innovation, customer expectations of what
defines an exceptional service experience keep changing,” said Yukti Arora, Practice Lead,
Agriculture and Construction Equipment at J.D. Power. “Customers expect a convenient and
personalized service from their dealer network, that is accessible to them through multiple channels.
While the industry is making consistent efforts to improve the customer experience, current service
offerings are often seen as inconsistent and disjointed. Manufacturers and dealers need to shift the
focus from transactional sales and service practices to initiatives that meet their customers’ unique
requirements in the most timely and cost-efficient way.”

The study also finds that satisfaction with service increases when tractor owners receive proactive
reminders from their dealers about routine maintenance appointments, compared to when customers
have to visit the dealer for arranging their service or repair work (827 vs. 807, respectively). However,
only 1 in 5 tractor owners were contacted by their dealer to arrange for their service/ repair visit.

The following are additional key findings of the study:

o Focus of after-sales services differs by region: Western states have the highest proportion of
dealerships proactively contacting their customers for service. Southern states have the highest
percentage of customers whose tractor was serviced at the customer’s premises during their
most recent service. Northern states have the highest proportion of customers indicating that
their tractor was returned to them cleaner after servicing. And Eastern states have the highest
percentage of customers saying their service engineer was courteous and attentive to their
requirements.

o Wait time for parts impacts service satisfaction: Customer satisfaction is 73 points higher
when the dealer supplies parts on the same day or immediately when ordered, compared to
when dealers take three or more days (838 vs. 765, respectively).

e Dealer loyalty is up: Overall dealer loyalty and advocacy rates increase in 2018, as 62% of
tractor owners say they “definitely would” revisit their authorised dealer for maintenance or
repair work, compared with 53% in 2017. Furthermore, 64% say they “definitely would”
recommend their authorised dealer to a colleague or friend, compared with 54% last year.



Study Rankings

Mahindra ranks highest in satisfaction with the after-sales service experience with a score of 831, a 30-
point improvement from 2017. Mahindra Swaraj (825) ranks second and John Deere (822) ranks
third among the eight brands included in the study.

The 2018 India Tractor Customer Service Index (CSI) Study is based on responses from 3,835 tractor
owners across 14 states. The study was fielded from January 2018 to May 2018 and includes owners
who purchased a new tractor between January 2016 and May 2017 from an authorised dealership.

The study, now in its fourth year, examines satisfaction among tractor owners who visited an
authorised service centre for maintenance or repair work in the last 12 months. Overall customer
satisfaction is based on a combined score of the service satisfaction and parts operation indices. The
service satisfaction index measures overall satisfaction across four factors (listed in order of
importance): service quality; service engineer; service initiation; and service handover. The parts
operation index captures satisfaction across five attributes: availability of parts; speed of parts delivery;
parts value for money; quality of parts; and correct identification of parts required.
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About ].D. Power in the Asia Pacific Region

].D. Power has offices in Singapore, Bangkok, Beijing, Shanghai and Tokyo that conduct customer
satisfaction research and provide consulting services in the automotive, information technology and
finance industries in the Asia Pacific region. Together, the five offices bring the language of customer
satisfaction to consumers and businesses in Australia, China, Hong Kong, India, Indonesia, Japan,
Malaysia, Philippines, Singapore, Taiwan, Thailand, the U.A.E. and Vietnam. ].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.
Information regarding ].D. Power and its products can be accessed through the internet at
india.jdpower.com.
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Customer Service Index Ranking

(Based on a 1,000-point scale) JDPower.com
Power Circle Ratings™
700 750 800 850 for consumers:

Mahindra 831 00000
Mahindra Swaraj _ 825 0000
Industry Average 818

New Holland _ 812 000

Power Circle Ratings Legend
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Source: J.D. Power 2018 India Tractor Customer Service Index (CSI) Study™ OOO®  Better than most
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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 this release or J.D. Power survey results without the express prior
written consent of 1.D. Power.




