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Initial Vehicle Quality Improves in India, Though Repeat Buyers Remain More Critical,
J.D. Power Finds

Hyundai Receives 5 Model-Level Awards for Initial Quality; Honda and Maruti Suzuki Each Receive
One Award

SINGAPORE: 21 Jan. 2020 — Overall initial quality has improved year over year in India with new
owners citing an average of 69 problems per 100 vehicles (PP100) in 2019 compared with 81 PP100 in
2018, according to the J.D. Power 2019 India Initial Quality Study*M (IQS), released today.

Initial quality is measured by the number of problems experienced per 100 vehicles (PP100) during the
first 2-6 months of ownership, with a lower score reflecting higher quality. Largest improvements
amongst ranked segments have been reported in the compact and premium compact segments with a
decline in reported problems of -17 PP100 in each segment, respectively. All other ranked segments in
the study have either improved or remained unchanged since 2018.

The study finds that the 28% of owners who have replaced or bought an additional vehicle report a
higher number of problems compared to first-time buyers. On average, repeat or replacement vehicle
buyers have a 98 PP100 score compared with 57 PP100 among first-time buyers. Notably, repeat
vehicle buyers report more problems related to issues with their models’ engine/transmission, exterior,
interior and features/controls/displays than first-time buyers.

“It is very encouraging to see the industry improve on initial quality,” said Kaustav Roy, Director and
Country Head, India at J.D. Power. “The concerted efforts among manufacturers to improve initial
product quality is critical at a time when sales are under pressure, competition is fierce and customer
expectations are ever rising.”

Following are key findings of the 2019 study:

¢ Engine/transmission category improves the most: The number of problems cited in this
category have improved the most (15.6 PP100 in 2019 vs. 19.3 PP100).

o Automatic transmissions experience more problems than manuals: With a growing number
of automatic models entering the market, it is notable to see owners with automatic
transmissions indicating, on average, more problems (84 PP100 vs. 67 PP100, respectively).

o Despite improved quality, top three problems remain the same: Despite an improvement in
overall initial quality in 2019, the top three problem areas remain the same: excessive fuel
consumption (5.4 PP100 in 2019 vs 7.2 PP100 in 2018); manual gears—difficult to get in
gear/grind (2.6 PP100 vs 3.7 PP100 in 2018); and brakes are too noisy (2.0 PP100 vs. 3.1
PP100 in 2018).

Study Rankings

Hyundai Santro (54 PP100) ranks highest in the compact segment. In the premium compact segment,
Hyundai Elite i20/Active ranks highest with 57 PP100.

Honda Amaze (75 PP100) ranks highest in the entry midsize segment. Hyundai Verna (63 PP100)
ranks highest in the midsize segment.

Hyundai Venue (52 PP100) ranks highest in the compact SUV segment while Hyundai Creta (63
PP100) ranks highest in the SUV segment.

Maruti Suzuki Ertiga ranks highest in the MUV/MPV segment with 49 PP100.



The 2019 India Initial Quality Study (IQS) is based on responses from 6,051 new vehicle owners who
purchased their vehicle from October 2018 through October 2019. The study includes 66 models from
13 makes.

The study measures problems experienced by new vehicle owners during the first two to six months of
ownership and examines more than 200 problem symptoms in eight problem categories (listed in order
of frequency of reported problems): engine/transmission; heating, ventilation and cooling (HVAC);
driving experience; vehicle exterior; features, controls and displays; vehicle interior; audio,
entertainment and navigation (AEN); and seats.

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 has offices serving North America, Asia Pacific and Europe.

Media Relations Contacts
Gordon Shields; J.D. Power; Singapore; 65-3165-0100; gordon.shields@jdpa.com
Geno Effler; J.D. Power; Costa Mesa, Calif., USA; 001-714-621-6224; media.relations@jdpa.com

About J.D. Power and Advertising/Promotional Rules www.jdpower.com/business/about-us/press-release-
info

#Hit#
NOTE: One chart follows


mailto:gordon.shields@jdpa.com
mailto:gordon.shields@jdpa.com
mailto:media.relations@jdpa.com
mailto:media.relations@jdpa.com
http://www.jdpower.com/business/about-us/press-release-info
http://www.jdpower.com/business/about-us/press-release-info
http://www.jdpower.com/business/about-us/press-release-info
http://www.jdpower.com/business/about-us/press-release-info

J.D. Power
2019 India Initial Quality Study>V(1QS)

Top Three Vehicles per Segmentin Initial Quality

Lower score reflects better quality performance

Problems per 100 Vehicles (PP100)
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Compact Segment
Hyundai Santro 54
Maruti Suzuki Celerio NN 56
Maruti Suzuki Wagon R I 64
Compact Segment Average 65
Premium Compact Segment
Hyundai Elite i20/ Active 57
Volkswagen Polo/ Cross Polo/ Polo GT [ 61
Maruti Suzuki Swift I -2
Premium Compact Segment Average 64
Entry Midsize Segment
Honda Amaze 75
Maruti Suzuki Swift Dzire I 73
Tata Tigor NG s3
Entry Midsize Segment Average 84
Midsize Segment
Hyundai Verna 63
Maruti Suzuki Ciaz [N 68
Midsize Segment Average 75
Honda City N /8
MUV/ MPV Segment
Maruti Suzuki Ertiga 49
Toyota Innova Crysta [N 50
Mahindra Marazzo I 57
MUV/ MPV Segment Average 60
Compact SUV Segment
Hyundai Venue 52
Tata Nexon [N 66
Honda WR-V I 60
Compact SUV Segment Average 69
SUV Segment
Hyundai Creta 63
SUV Segment Average 74
Mahindra Scorpio NG /5
Mahindra XUV 500 I o0

Note: Only the top three vehicles per segment are shown. There must be at least three models in any given award segment,
and at least one with an 1QS score better than segment average for an award to be presented. In the entry compact, upper
compact and premium SUV segments, these criteria were not met, thus no awards have been issued.

Source: J.D. Power 2019 India Initial Quality Study>M(1QS)

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



