The McGraw-Hill companies

J.D. Power and Associates and What Car? Report:
Frequency of Service Visits Risesas UK After market/I ndependent Service Centres
Gain Market Sharefrom Authorised Dealer Service Centres

Jaguar Ranks Highest in Vehicle Owner Satisfadtidhe United Kingdom,
Led by the Jaguar XF

L ONDON: 30 May 2012 —Despite a decline in annual new-vehicle salesatlegage number of times vehicle
owners visit authorised dealer service centredterraarket/independent service centres has incldasg. 1 this
year, compared with 2.4 visits during the past wears, according to the J.D. Power and Associates/Car?
2012 UK Vehicle Ownership Satisfaction StdyVOSS) released today.

The study finds that aftermarket/independent sereentres have increased their share of averaajevédticle
service events to 39 percent in 2012, up 6 pergergaints from 2011. Authorised dealer servicereshshare
of average total vehicle service events has deete@s61 percent in 2012, down from 67 percenihl2

“Aftermarket/independent service centres are gginiarket share from authorised service centrethegshave
ramped up their efforts to expand or improve se@wvignd have added facilities,” said Marcus Behrdredid of
European operations for J.D. Power and Associdigler improvements possibly contributing to thggiowth
rate are a focus on retail maintenance advertempcreating more customer-centric services, ss@xinded
weekend hours and vehicle collection and deliveryises.”

The study also finds that the average annual anspent on service events has increased to £160lix2a £24
increase compared with 2011—at authorised deateiceecentres and £130 (£18 increase) at
aftermarket/independent service centres. Whileititieased spending has resulted in owners beitadplydess
satisfied with the cost of having their vehiclevseed or repaired, compared with prior years, owmwveno visit
only authorised dealer service centres are moigfiedtwith the cost of their service (7.0 on apnat scale)
than those who only visit aftermarket/independentise centres (6.6).

Service Satisfaction and Loyalty

Achieving service retention and loyalty is a kegtéa in improving the likelihood to repurchase sane brand
of vehicle next time. The study finds the top frmest impactful drivers of service retention aredider of
importance and the current level of occurrence):

All of the work completed right the first time (asoplished 93 percent of the time)
Immediately able to speak to service adviser (33%)

Vehicle ready when originally promised (85%)

Service adviser completely focused on you and yeeds (81%)

The vehicle was returned cleaner than when braung39%)

arwdE

“When these expectations are not met, they nedwiivgpact owners’ service satisfaction, as welttees
likelihood to repurchase the same brand of velmebld time,” said Behrendt. “Currently, the abilityspeak
directly to a service adviser is the second-mogtairtant driver, but occurs the least often. Thiglésarly an
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area where service centres can enhance vehiclergvexperience and directly impact their level of
satisfaction.”

The study is based on owner evaluations of theircle and dealer across 67 attributes groupedun fo
measures of satisfaction. In order of importancey @are: vehicle appeal, which includes performadesign,
comfort and features; ownership costs, includiregd B@nsumption, insurance and costs of serviceifrepa
vehicle quality and reliability; and dealer serviagisfaction.

Overall satisfaction among vehicle owners in the &li¢rages 770 (on a 1,000-point scale) in 2012av@nage,
owners express the highest overall satisfactioh gutality and reliability (852), while ownershipsts has the
lowest score (696).

2012 UK VOSS Ranking Highlights

Jaguar (828) ranks highest in vehicle owner satiigia among manufacturers and performs particuladi} in
the service satisfaction, vehicle appeal, and Veljgality and reliability measures. Following Jagin the
rankings are Lexus and Skoda (each with a scaB@1). Rounding out the top five rank positions ldoada
(797) and Mercedes-Benz (794).

At the segment level, Jaguar receives one awarithéoXF model (executive luxury car). The Kia Spgd
(compact SUV) achieves the highest score in thidyst838).

At the segment level, Toyota and Volkswagen eaefe fiaur models ranking in the top three in thespective
segments, while Mercedes-Benz and Skoda each haeemodels ranking in the top three.

The 2012 UK Vehicle Ownership Satisfaction Studipased on 17,686 online evaluations by vehicle osvime
the UK after an average of two years of ownershife study was fielded from January to February 2012

This annual J.D. Power and Associates study prevédasumers with reliable and accurate informeadioout
many vehicle models, and helps manufacturers peadvigh levels of satisfaction to their customerdditional
study results are published exclusivelyWRIAT CAR?, which will beon sale Thursday, May 31, 2012.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing forecasting, performance improseinsocial media and customer satisfaction insightl
solutions. The company’s quality and satisfactimasurements are based on responses from millions o
consumers annually. For more information on caleres and ratings, car insurance, health insurazetephone
ratings, and more, please vidibPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill
Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, tisntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwideGdaw-
Hill Financial’s leading brands include StandardP&or’'s Ratings Services, S&P Capital 1Q, S&P Indjd@atts
energy information services and J.D. Power and éiates. With sales of $6.2 billion in 2011, the @mation
has approximately 23,000 employees across more2@@uoffices in 40 countries. Additional informatics
available atttp://www.mcgraw-hill.com/

About What Car?
Over one million consumers consult What Car? eweoyth. The What Car? stable also includes the award
winning website whatcar.com, What Car? New Car &Wthat Car? Price Guide, What Car? TV, What Car?



Mobile and What Car? Video—available online or agd@&o podcast. What Car? is part of the Haymarket
Media Group, the United Kingdom'’s largest indepertlyeowned publishing company with a portfolio ofev
150 titles, ranging from specialist consumer magezito business titles and customer publicationsljghed via
wholly owned subsidiaries, joint ventures and uridense worldwide www.whatcar.com

Media Relations Contacts:

John Tews; J.D. Power and Associates; MI, USA; T&1(248) 580-6218nedia.relations@jdpa.com
Mark Lendrich, J.D. Power and Associates; Tel: 94988 03 66-11; mark.lendrich@jdpa.com
Karen ParryWhat Car? Magazine; Tel: +44 (0)1784 456 526; Mob: +44 (@3 955 696;
karen@prandmediaworks.coRaren.parry@haymarket.com

No advertising or other promotional use can be nwddie information in this release without the g3 prior
written consent of J.D. Power and Associates. Bdwer and Associates press releases and medienatfon
can also be accessedmatw.jdpower.com/corporate
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J.D. Power and Associates
2012 UK Vehicle Ownership Satisfaction StudysM (VOSS)

VOSS Manufacturer Index Ranking

(Based on a 1,000-point scale)

650 700 750 800 850 900

Jaguar | 828
Lexus | 801
Skoda ] 801
Honda | 797
Mercedes-Benz | 794
Toyota | 793
Audi | 786
Volkswagen | 781
Volvo | 779
BMW | 778
Nissan | 778
Land Rover | 774
Study Average [N 770
Kia ] 769
Seat | 769
MINI | 768
Ford | 765
Mazda | 763
Peugeot ] 763
Alfa Romeo | 762
Citroén ] 760
Hyundai | 760
Mitsubishi | 757
Renault | 756
Suzuki | 753
Fiat | 748
Vauxhall | 747
Chewrolet 1713

Included in the study, but not ranked due to small sample size are: Chrysler, Jeep, Porsche, SAAB, smart and Subaru.

Source: J.D. Power and Associates 2012 UK Vehicle Ownership Satisfaction Study$™ (VOSS)

Charts and graphs extracted from this press release must be accompanied by a statement identifying

J.D. Power and Associates as the publisher and the J.D. Power and Associates 2012 UK Vehicle Ownership
Satisfaction StudyS" (VOSS) 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 and Associates survey results without the express prior written consent of J.D. Power and Associates.



J.D. Power and Associates
2012 UK Vehicle Ownership Satisfaction StudysM (VOSS)

Top Three Models per Segment
Overall VOSS

City Car
Toyota iQ

Volkswagen Fox
Toyota Aygo

818

Small Car
Honda Jazz
Nissan Note
Skoda Fabia

812

Lower Medium Car
Skoda Octavia 804
Toyota Auris 795
Audi A3, 83 794

Upper Medium Car
Toyota Prius 830

Skoda Superb 827
Volkswagen Passat CC 809

Compact Executive Car
Lexus IS 808
Jaguar X-Type 802
Mercedes-Benz C-Class 795

Executive Luxury Car
Jaguar XF 834

Mercedes-Benz E-Class 822
Audi A6, RS6, S6 790

mPV
Mercedes-Benz B-Class 806
Volkswagen Golf Plus 799
Peugeot 3008 794

Compact SUV

Kia Sportage
Nissan Qashqai
Volkswagen Tiguan

838
804
803

NOTE: For a segment award to be presented, there must be at least four models with sufficient sample that comprise 67 percent of
market sales within an award segment. No Sporty Car or Large SUV awards have been presented due to insufficient market
representation among rankable models in the segment.

Source: J.D. Power and Associates 2012 UK Vehicle Ownership Satisfaction Study S¥(VVOSS)

Charts and graphs extracted from this press release must be accompanied by a statement identifying

J.D. Power and Associates as the publisher and the J.D. Power and Associates 2012 UK Vehicle Ownership
Satisfaction Studys" (VOSS) 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 and Associates survey results without the express prior written consent of J.D. Power and Associates.



J.D. Power and Associates

2012 UK Vehicle Ownership Satisfaction StudySM (VOSS)

Measures Contributing to Overall Vehicle Ownership Satisfaction

Vehicle Qua

lity/Reliability

22% Vehicle Appeal

vehicle across eight areas:

Problems experienced with the \

* Exterior

» The driving experience

* Features/controls/displays

» Audio/entertainment/navigation

*» Seats

* Heating, ventilation and air
conditioning (HVAC)

* Interior

* Engine/transmission

31%

/ Satisfaction with the vehicle’s
performance, design, function
and styling across nine areas:

* Vehicle exterior

* Vehicle interior

« Storage and space

* Audio/entertainment

* Seats

* Heating, ventilation and air
conditioning (HVAC)

* Driving dynamics

» Engine/transmission

* Visibility and driving safety

/!

Ownership Costs Service Satisfaction

25%

* Fuel consumption

* Insurance

* Cost of service/repairs

22%

« Service initiation
* Service adviser
« Service facility

* Vehicle pick-up
« Service quality

Source: J.D. Power and Associates 2012 UK Vehicle Ownership Satisfaction StudyS" (VOSS)

Charts and graphs extracted from this press release must be accompanied by a statement identifying

J.D. Power and Associates as the publisher and the J.D. Power and Associates 2012 UK Vehicle Ownership
Satisfaction Studys" (VOSS) 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 and Associates survey results without the express prior written consent of J.D. Power and Associates.



