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I. An opening address & Outline of Automobile Syndicated Study

1. An opening address
2. Outline of Automobile Syndicated Study

3. Features & Sample Size by Major Indices



Jin-KooK Kim CEO



2. Outline of Automobile Syndicated Study

Consumer Insight(Former Marketing insight) has been conducting annual mega-size Automobile
Syndicated Study (ASS) in 100,000 sample size from 2001 without a cease.

R Car owners & New car purchase
espondents . e
intender within 2 years 1,690,945
Samolin Random sampling with quota from IBPs S 105,672
pling (Invitation Based Panel) of Consumer Insight 2014 101,821
Frame & Major portal site members 2013 101701
Sampling . 2012 95,012
Method Quota sampling by gender/age 2011 97356
2010 106,291
Data collection Ny SURTIRSY 2009 91,129
2008 95472
2007 105,149
Sample Size Average 100,000 each year r—» 2006 106.088
2005 139,825
Study U&A (Usage and Attitude) Information & 2004 171.499
Contents CEQ (Consumer Experienced Quality) 2003 118,195
Study Every July each year 2D 2T
Period y dly y | 2001 126458
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3. Features & Sample Size by Major Indices

Sales Satisfaction  New car buyers within 1 year of
(SSI) ownership

Service

Service Satisfaction Service center visitors within

(CSD (Official/Affiliated/Authorized)

Product Quality
(TGW)

Product
Attractiveness
(TGR)

New car buyers within 1 year of
ownership

Design Evaluation Purchase intenders within next
(Design) 2 years

Quality Stress
(QSI: Overall Customer
Satisfaction)

New car buyers within 1 year of

Overall ownership

Overall Satisfaction New car buyers within 1 year of
of Maker ownership

7,627

last 1 year 45,268

* 3MIS:4,081
New car buyers since 2012 * 6MIS:7,540
* 3YIS: 7,223

7,882

8,151

7,627

7,773

Evaluation on Sales outlet, Salesperson, Delivery,
process, Post-sales customer-care
(4 division, 22 items)

Consumers’ evaluation on Customer service use
experience(Access, Process, Environment, Result,
Accumulated experience[Maker]_5 divisions, 27

Number of trouble, problem & defect
experienced

while using car

(13 areas 177 items, 542 locations/occasions)

Measure the level of satisfaction for product such
as Design, Performance, Function
(8 areas, 56 items)

Evaluate Interior & Exterior designs of selling car
from the perspective of potential customers
(4 areas, 28 items)

Measure the number of dissatisfaction experience
while using car
(Discomfort, Anxiety, Loss, Anger)

Evaluate overall Marketing - Service - Quality of
purchased brand

s303lqns uonejuasaid s Aepojl
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II. Changes of Korean Automobile Market (2002~2015)

Y



1. Sales M/S of Domestic brand - Imports 2002~2015

» There was a big change before and after the Global Financial Crisis in 2009. M/S of HMC has declined from 2009 by over
10%p.

» From 2014, KMC & SYM had increased among Domestic Makers but the increase margins were not that large.

» Imports has continued the rapid growth with exception in 2009.

[% (at the end of each year)]

GMK —e—HMC =—0—KMC :--©:-RSM :--®--SYM —@—Imports
Global
Financial Crisis

\ 4
443 440 438 441 43, A3

33.6 HMC
29.6 KMC

13.9
111 122 12.2 12.2 11.9 ] 16.3Import

1.3 1.9 27 3.3
2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

* Source: Korea Automobile Manufacturers Association (KAMA), Korea Automobile Importers & Distributors Association(KAIDA),
KAMA/KAIDA (2015 figure of MS is based on YTD of Aug. 2015) Consume .
** Based on Sedan/RV Sales volume 7 J“SIgh‘I’
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2. Brand with the Highest Purchase Intention rate among Domestic Cars & Imports

¥l Imports’ Purchase intention rate surpassed KMC in 2014 and continuously increasing after entering in 2" place.

] Recent purchase intention rates of Domestic Brands are mostly in declining trend with the rising effect of Imports, among
which HMC had the largest margin of decrease.

[Base: New car purchase intender within 2 years, %]

GMK —8—HMC —0—KMC --0:-RSM --#--SYM —@—Importes
Global
489 479 476 Financi;l Crisis
471
441 438 .
41.0 42.3 Design Kia
38.3 37.9
363 353 355
N =
583 32.9 HMC
32.1 ] L] n ”, ------- ~<
20.5 20.1 19.8 21.5 27.8 221 212 [/ 23.7Import \\l
s 17.3 184 ' - - —\—0 214 J
162 149~_ 1438 - 162 e, 3 Lo 208 e
O-.... ' ' = " 14.3.7 5.2 14.4 13.7 19.9 S TTEeeT
""" o..... N 13 7.,.-00----....0-]:;11 u ".o veessO-.. 124 10.0 10.2
.......... @t g ) . ‘O™ ) .
i 1757 R S 121 132 ... o103 84 10.2
. 7.1 S ' 6.7 10.9 : 8 8
T &—730 Tl 28 46 537102l 68,91 "0 7.3 RSM
s P S o R Ml PR * 45 sym
36 42 a2 39 48 37 N3 7 300 33 33
2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

* Source: Consumer Insight Automobile Syndicated Study ‘2002~2015’
Q. What is your most preferred maker/model to buy as the next car?
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3. Purchase Intention Rate and Actual M/S of Imported Cars 2002~2015

» Asked 1st & 2nd in purchase intention for Domestic or Imports.

1 38.2% of purchase intenders considered Imports as 1st or 2nd, while 1/4 (23.7%) considered Imports as 1st.

1 15.5% preferred Imports as 1st & 2nd, which is not different from actual M/S of past 14 years (Except Financial Crisis period)
®» It's a good leading indicator of actual Imports M/S.

[Base: New car purchase intender within 2 years, %]

A+C —— A —0— A+B+C «=:0 -+ Imports M/S
1]
Preferred 38.2 nn
1st selection 341 : u d
ImportsDomestic 321 (:IL:] o(;rfsr‘)d,
Global i
Preferred | PO a b 26.7 Financial Crisis 27.9
2nd B
selection | Domestic| ¢ d ‘ 24 .9 (1, Imports)
230 e 221 a b
. 21.2 23.7
*T ey d
Imports
18:8 s
. 2 e
- - L
7.0 0 ’ . i ) \Vcod/
. \\ /l
(1st and_2”d,
3.6 Imports)

R 25 33

2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

* Source: Consumer Insight Automobile Syndicated Study ‘2002~2015’, KAMA/KAIDA(2015 figure of Imports M/S is YTD by Aug. 2015)
Q. What is your most preferred maker/model to buy as the next car? What is the next most preferred brand/model?

: C""‘2”_”“9Insigh’r
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4. Preference Rate by Imported Brand(Rate of the Highest Purchase Intention)

» Imported brands’ purchase intention fluctuated largely and tend to follow sales volume.
» Since 2002, Imported car preference Trend has followed German—Japanese—German (after Global Financial Crisis)
1 Since 2013, German Brands are competing fiercely with one another in chaos ®BMW : 1st —2nd —2nd 'YW ; 2nd st 3rd |
Benz : 3rd —3rd —]st
) Japanese Brands at the bottom had increased altogether in this year.
[Base: New car purchase intender within 2 years, %]

BMW —e—Benz —0O—VW :--0:-Audi ---®--Toyota ---®--Llexus Honda
331 331
29.6 29.6
- Global
279 234 Financial Crisis 24.5

17.8 Benz \\\
17.0 !
. 159vw
‘.\..-O 13.8 Audi /

~~~~~~

Cd ,, ’ \\

.1 Toyota ¥y
.1 Lexus !
1 Hondall

"
NWD

3.8

——————

0.7 0.7
2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

* Source: Consumer Insight Automobile Syndicated Study ‘2002~2015’

. What is your most preferred maker/model to buy as the next car? a
Q y p y . Consumeplns|gh.|.



5. Results of Competition Structure at Purchase Time of Domestic Cars & Imported Cars

» Cross tabulation result of purchased model (Domestic/Imports) and compared model (Domestic/Imports) while purchasing.

I The rate of purchasing Domestic after comparing with Domestic (a) became dramatically low (97.2% in 2002 % 68.9% in
I2015). In other words, 31.1% of new car purchasers considered Imports, meaning largely widened comparison rate with
mports.

¥2 The main competitor of Imports since 2012 clearly became Imports.
Il Domestic purchase (c) rate after considering Imports/Domestic has largely increased from the previous year to 13.1%.

[Base: New car buyers within a year, %]

Compared with Imports-Purchased Imports d —8— Compared with Imports-Purchased Domestic ¢ ={J=Compared with Domestic-Purchased Imports b
a

n Domest!c
972 955 954 942 937 907 890 883 891 872 822 771 745 689 P

Domestic

14.1 Imports
12.7 d| Imports

Purchase

Domestic Imports

Global

C
13.1 Financial Crisis E

14 78
6.4

Imports

13.1 Imports

B € Domestic

Eliminated
Maker after
Comparison

Imports Domestic

Domestic

94

b Domestic
Imports

4.0

Imports

o— 1.3 1.5 1.3 1.6

0o 04 o3 o5 08 10

2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015
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III. Result of Automobile Quality and Consumer Satisfaction(2015)

1. Sales Service Satisfaction (SSI)
A/S Satisfaction(CSI)
Initial Quality Problems(TGW-3MIS, 6MIS, 3YIS)

> W N

Product Satisfaction(TGR)
5. Quality Stress(QSI)

6. Automaker Overall Satisfaction(OSI)



\./ ‘7 P :
1. Sales Service Satisfaction(ssi : sales Service Index) _ @ Index ca'iculétlon method

» Satisfaction of new car buyers within 1 year of ownership
- Sales outlet, Salesperson, Delivery Process & the whole process of Post-sales customer care

« 22 items (Yes or No) in 4 divisions experience evaluation (10-Points scale),
1 Overall experience evaluation (10-Points scale)

Composition of
measuring scale

D VERNGIIERT - 4 Divisions: Sales outlet / Salesperson / Delivery Process / Post sale customer care

Post-sales customer

Sales Outlet Salesperson Delivery Process care

24% 12% 20% 44%

« SSI (Sales Service Index) : Reflect influence on the responses for 22 items

& calculate in 1,000-points scale

13 CO“WI nsig ht
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1. Sales Service Satisfaction(SSI) _ @ 2002~'15 Domestic vs ﬂnports

! Domestic car’s SSI has been behind of Imports in every year but the gap has been narrowed since 2011 and improved to the
same level at 1 point gap in 2015.

“Imports’ SSI has been in declining trend since 2013 with larger declining margin of European & USA cars than Japanese.
» SSlis in the order of Japanese>Korean>European>USA from the highest, while Korean surpassed European for the first time.

[Base: New car buyers within a year, 1,000 pts. Scale]

880
==0O==Korean  =fll=Imports ~<°#-°European <<O-<Japanese <+ USA
852 Global
860 o Financial Crisis
R ‘ Measurement
..' ., Revised
840 829 829 [y
Q. : o)
... 8127 816
820 e, o
800
780 76 o 771 Japanese
753 Imports
g0 A 752J(0reaﬂ
“751 Eurdgean
740| 744 745 747 \ 7j1_4_ usa/H

&
2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

Q. How much are you satisfied when considering the overall sales activity of the company such as sales outlet you visited,
salesperson you met while purchasing the car, delivery process and post-sales customer-care?

14 CO“WI nsig ht
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1. Sales Service Satisfaction(SSI) _ ® Analysis by brand B

» Among domestic brands, 4 brands scored over the industry average.

» Among Imported brands, Benz & BMW in European and Toyota & Lexus in Japanese, and Ford in USA scored over
the industry average.

[Base: New car buyers within a year, 1,000 pts. Scale]]

I BT T Y

(Average i (Average i (Average ' (Average
752) ! 751) | 771) L 744)
| | 812 |
Industry | 799 : 808 |
Average | :  775*%
sy 170 70 o i s | i
] ; 743 742* ; 730" | [
| 718 | |
Compared i i i
to previous i i i
ear . | |
gl I_Iﬁiu_u_w CUiCg N B
RSM GMK HMC  SYM A | Benz B c* D ! Toyota Lexus E* | Ford*

> Ranking evaluation includes over the average satisfaction by country of origin and over 60 cases only,
while not presenting bel low the average by country of origin and under 30 cases.

* Less than 60 cases C
. onsumeplnsigh.l.

- Presented 5 Domestic & 9 Imports brands’ evaluation (Over 30 cases)



1. Sales Service Satisfaction(SSI) _ @ 2015 Outstanding \Branfl'/%

@
» Outstanding brands in SSI of Industry total & Imports were Toyota at 1%t place, Lexus at 2"d place and Benz at 3™
place, in order.

» Among Domestic, RSM and GMK took tied 1t place, followed by HMC at 3™ place.

Industry Total

= ¥ —

y TOYOTA = <> A 1ovoTA o
1l . Ny RSM*  GM 812pts, D

770pts.  770pts.

812pts.

e I
5 LEXUS LEXUS
2"0' 808pts. & 808pts. ©
e |
3 BENZ BENZ
rd 799pts. 799pts.
] B

* RSM took 1st place in SSI of domestic for 14 straight years

" C°“2”_Wlnsigh’r



phSwEgar—
2. A/S Service Satisfaction(CSI : Customer Service Index) @ Index calculation method

» A/S Satisfaction of vehicle owners who visited Official - Authorized - Affiliated service centers (Official only for
Imports) of the automaker within past 1 year

« 27 items (Yes or No) in 5 Divisions experience evaluation (10-points scale),

mposition ; i i
Compositio 1 Overall experience evaluation (10-Points scale)

of measuring
scale

Division « 5 Divisions: Reception - Access / Service center facility / Service process / Repair outcome / Maker
Influence

Repair outcome

9% 6% 29% 37% 19%

CSI (A/S Service Satisfaction)

: Reflect influence on the responses for 27 items

Core Index

& calculate in 1,000-points scale

17 CO“WI nsig ht
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2. A/S Service Satisfaction(CSI) _ @ 2002~'15 Domestic vs Imports

H1A/S service satisfaction of Japanese is different in class. It has never gone below 810 points.
1 Domestic car’s A/S surpassed Imports for the first time in 2012, and continuing to widen the gap.
] European lost the top by Domestic in 2010 and the gap between them gradually became widened.

900

880

860

840

820

800

780

760

740

[Base: : Official/Authorized/Associated Service center visitors within past 1 year, 1,000 pts. scale]

==0O==Korean  =fll=Imports ~<°#-°European <<O-<Japanese <+ USA
860 860 860 Rl
.‘o ........ O soococe o... $
842 835 .o.. Global ., 841
.O-..... O,-" Financial Crisis Ko} 828

-----

..0766'...... ......;63 ............... é.. 76é ....... A 756 European

761 ST, o .,.I:l 746 UsA

751751 o tteee o =3 751 "~
..U..

v@ 721

2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

Q. When comprehensively considering overall, how much are you satisfied with the service center and the service of the company
you experienced during the past 1 year210 Points scale)

18 CO“WI nsig ht
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2. A/S Service Satisfaction(CSI) _ ® Analysis by Brand \

! Japanese achieved overwhelming performance with over 20 points higher score than Domestic.

1 Among Domestic cars, GM Korea, Renault Samsung and Ssangyong are competing at over the industry average
level in A/S service satisfaction.

1 The average of European car was much lower than the lowest of Domestic, while Volvo & Benz scored over the
industry average.

[Base: : Official/Authorized/Associated Service center visitors within past 1 year, 1,000 pts. scale]

S e e

(Average 792) (Average 756) [El

819
industy 817  go9
-4 1 TR

Compared
to previou

a8 A

GMK RSM SYM A

Honda Toyota Lexus Nissan | L* Mm*

¢ [l

- [N

- FE :

- [

» BN :

- FE :

G R
d
€
<
-

s EN |

(Average 815) 8 (Average 746)
D> Ranking evaluation includes over the average satisfaction by country of origin and over 60 cases only,
while not presenting bel low the average by country of origin and under 30 cases.

772
J K*
* Less than 60 cases

- Presented 5 Domestic & 17 Imported brands’ evaluation (Over 30 cases) » Consumeﬂnsighf



~3rd place ranks by Japanese cars.

Industry Total

L. e

2 TOYOTA &
s 822pts

{

- GMK | '5:—;
5 rd 819pts

\/g\z//.;\ Consum II ht
2. A/S Service Satisfaction(CSI) _ @® 2015 Outstanding Brand. | - Jﬂnsg

» Outstanding Brands in A/S of Industry Total were Honda at 1t place, Toyota at 2"d place and GM Korea at 3™ place.

» Among Domestic cars, GM Korea took 1st place, followed by Renault Samsung at 2" place and Ssangyong at 319,
while among Imports, Honda took 1st place, followed by Toyota at 2"d place and Lexus at 3 place, taking all 15t

GMK** =

819pts

RSM
817pts

O

SYM
809pts
e

HONDA* w
831pts W

TOYOTA &
822pts N

D

LEXUS

&)

812pts L
&

* HONDA took 1st place in CSI of Industry total/Imports for 3 straight years
** GMK took 1¢t place in CSI of Domestic for 4 straight years

20
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3. TGW(Quality) Evaluation ;

» The number of defect or problems of the car that were actually experienced after purchase.
By ownership length, divided into Initial quality & Durable quality

- TGW-3MIS : New car buyers within 6 months of ownership who purchased car during Jan. & Jun. in study year
(Initial Quality)

- TGW-6MIS : New car buyers within 1 year of ownership who purchased car from Jul. of the previous year to Jun. of
study year (First official calculation)

- TGW-3YIS : New car buyers after 3 years of ownership (Durable Quality)

Composition 542 L&O (Location & Occasion), 177 item in 13 categories
of measuring
scale

m * PPH (Problem Per Hundred)

: Average number of experienced problems per hundred car
- TGW-i(Things Gone Wrong - i) = IQS = 3MIS, 6MIS

- TGW-d(Things Gone Wrong — d) = VDS = 3YIS

21 CO“WI nsig ht
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3-1. Initial Quality Problems(TGW-3MIS) _ @ 2005~'15 Domestic vs Imports

» It asked the consumers who purchased new car within 6 months to ‘Select all experienced problems while using the car
(including trouble, defect)’ and expressed the number of problems as problems per 100 cars.

» Domestic & Imports both had decreased number of problems from the previous year, but Domestic car had more problems
than Imports.

» Initial quality (3MIS) problems of Japanese car has decreased to the level that can threaten European cars, while

USA is still underperformed.

[Base: New car buyers within 6 months, Average number of experienced problems per car (Problems)]

350“@
=O=Korean =@—Imports --#&--European --O--Japanese --@O--USA
Global
300 Financial Crisis
1 208 264 f Worse
g | B
250 ? ke o ‘ etter
200 O 196 USA
=0 152 Korean
150 152 Imports
Japanese
122 European
100 B
81 ...‘. 95 93 el o-' 90
t
50 O' 63 Measurement
Revised
33
VV
2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

Q. Please select all the trouble and problems of the car you have experienced until now from 177 items in 13 divisions.

Consumepln Sig hil
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3-1. Initial Quality Problems(TGW-3MIS) _ @ Analysis by Brand -

» The brands with sufficient cases of 60 for new car buyers within 6months include 5 Domestic and 4 Imported
brands only. New guideline for expanding the comparison is required.

» The brands with less 3MIS problems than Industry average include 3 Imported and 1 Domestic brands only.

[Base: New car buyers within 6 months, Average number of experienced problems per car (Problems)]

(Average 152) (Average 122)

(Average 126)

171
Ind : | |
e 150 - : : i f Worse
148p 136 1 i i i
i i 5 ‘ Better
| 100 | |
s | |
Compared i I I i i
to prewou i i i
S B aAEENE

HMC KMC GMK A BMW Audi Benz C

> Ranking evaluation includes over the average satisfaction by country of origin and over 60 cases only,
while not presenting bel low the average by country of origin and under 30 cases.

* Less than 60 cases C
. onsumeplnsigh.l.

- Presented 5 Domestic & 4 Imported brands’ evaluation (Over 30 cases)
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3-1. Initial Quality Problems(TGW-3MIS) _ ® 2015 Outstanding Brand

» In Initial quality (TGW-3MIS) of Industry total & imports, BMW took 15t place, followed by Audi at 2" place and
Benz at 3" place, while among Domestic cars, Hyundai took 1t place, followed by Kia at 2" place and GM Korea at
3rd place.

Industry Total

GMK .+ BENZ
171 N 102

=
e

* BMW took 1st place in TGW-3YIS of Industry total/Imports for 5 straight years.
* HMC took 1t place in TGW-3MIS of Domestic for 4 straight years.

o C°“2”_Wlnsigh’r
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3-2. Initial Quality Problems(TGW-6MIS) _ @ 2005~'15 “Dontestirys Imports

“1In 6MIS problems experienced by new car buyers within a year (average 6 months of use), Imports still have lower problems
than Domestic, but the gap has been reduced gradually to 19PPH in 2015.

» By country of origin, European(142PPH), Japanese(146PPH) wee high in order from the highest, but the gap with European
car became narrowed because of Japanese cars’ quality improvement.
Following were Korean and USA, in order, while 6MIS problems of USA appears to be unstable because of insufficient
samples.

N [Base: New car buyers within a year, Average number of experienced problems per car (Problems)]

300
@ =O=Korean =@—Imports --#&--European --O--Japanese --@O--USA

Global
Financi;l Crisis . 241 Worse
250 234 231
‘ Better
Docoveoss . D'

198 7 | .3 206 USA
200 ., 0= 189

. g
............
......
® o

. . > 166 Korean
139 e A5 165 165 .. 1630 1700 Tt 147 ImportE}
150 /e A8 T T Aeeeeeeeee T e 146 Japanese
............ 142 European
A e
127 - o 131 137 140 141
...O ..... 1
00 L. 108 P t
0-‘ Measurement
84 Revised
1©
2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

Q. Please select all the trouble and problems of the car you have experienced until now from 177 items in 13 divisions.

25 CO“WI nsig ht
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3-2. Initial Quality Problems(TGW-6MIS) @ Analysis by brand |

» The pattern of TGW-6MIS mostly matches with TGW-3MIS.

» Among domestic brands, Hyundai’s only had lower problems than the Industry average,
while BMW, Audi & Benz among European cars, and Lexus & Toyota among Japanese cars, had lower number of
problems than the Industry average.

[Base: New car buyers within a year, Average number of experienced problems per car (Problems)]

T Cusa
(Average 166) (Average 142) (Average 146) (Average
206)
Worse
232
Better
205 206 *
Industry
Average

1630 145

113 114
104
35 95
Compared
to previous
0 S e e e g
HMC BMW Audi Benz c* D Lexus Toyota F*

> Ranking evaluation includes over the average satisfaction by country of origin and over 60 cases only,
while not presenting bel low the average by country of origin and under 30 cases.

* Less than 60 cases C
i, onsumepInSIQh.I.

— Presented 5 Domestic & 9 Imported brands’ evaluation (Over 30 cases)



3-2. Initial Quality Problems(TGW-6MIS) _@® 2015 Outstanding Brand

» In Initial quality(TGW-6MIS) of industry total & imports, Lexus took 1%t place, followed by To.yota at 2" place and
BMW at 3" place.

Among Domestic cars, Hyundai took 1t place, followed by Kia at 2"d place and GM Korea at 3" place.

Vg\z//\%g/i’ﬁﬂnslg’;m
g

Industry Total

- LEXUS 77\ HMC  —. LEXUS (77
;st A 145 &L AR
I

- TOYOTA (&> KMC
P o D 165 KD
B

GMK ~ Wt
181

. C0“2”_"@Insigh’r
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3-3. Durable Quality Problems(TGW-3YIS) _ @ 2005~'15 Domestic vs Imports

» Durable quality (TGW-3YIS) problems experienced by the consumers who passed 3 years from purchased (average
3 years of use) has been reduced for both Domestic and Imports in every year, but Imports is still leading ahead
with over 100PPH.

» Unlike Initial quality, Japanese ca is leading European cars in Durable quality.

[Base: New car purchasers after 3 years of ownership, Average number of experienced problems per car (Problems)]

6307 @
=O=Korean =@—Imports --#&--European --O--Japanese --@O--USA
. Glgbal .
- Flnancil Crisis Worse
530 498
45248 476 Measurement ‘ Better
465 W B 462 Revised
< e B $ 440
430 : u]
446
368 Korean
330
Ble 938 .. . 255 USA
230 2;-5' KA ~:.. o 248 European
217 7 . 214 .. . 245 Imports
‘o’ O 198 e 231 Japanese
v (o)
2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

Q. Please select all the trouble and problems of the car you have experienced until now from 177 items in 13 divisions.

28 CO“WI nsig ht




than European cars.

N—
3-3. Durable Quality Problems(TGW-3YIS) _ @ AnaIyS|s\by bran\

» Among domestic brands, Renault Samsung & Hyundai had less durable quality problems than industry average,
while evaluation subject 4 European brands had lower number of problems than industry average.

¥l Japanese cars are not presented due to insufficient samples, but overall durable quality of Japanese cars was better

[Base: New car purchasers after 3 years of ownership, Average number of experienced problems per car (Problems)]

(Average
368)
450
Industry 382 382
Average
356p

<

E

Compared I
to prewou
N e

RSM HMC KMC GMK SYM

BMW

(Average

w!

A A

Benz

248)

2

e

(Average Y
231)

260

Audi

vw

(Average
255)

Toyota —

> Ranking evaluation includes over the average satisfaction by country of origin and over 60 cases only,
while not presenting bel low the average by country of origin and under 30 cases.

* Less than 60 cases
— Presented 5 Domestic & 5 Imported brands’ evaluation (Over 30 cases)
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3-3. Durable Quality Problems(TGW-3YIS) _ ® 2015 0utstand|n rand

» In Durable quality of industry total & imports, BMW took 1t place, followed by Benz at 2" place and Audi at 3
place.
Among Domestic cars, Renault Samsung took 1st place, followed by Hyundai at 2" place and Kia & GM Korea at
tied 3rd place.

il BMW RSM
st 206 345
I
2 BENZ HMC
gnd 216 350 &

AUDI ey D S

23 33 (LD kmc GMK
382 382

I E—

* BMW took 1st place in TGW-3YIS of Industry total/Imports for 3 straight years.
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4. Product Satisfaction(TGR : Things Gone Right) _ @ Index calculation' method

» Evaluating the level of satisfaction for Product by consumers who purchased new car within a year in 8 divisions
including Feature - Performance - Design - Maintaining cost.

» - TGR-1 Year : New car purchaser within a year who purchased car from Jul. of the previous year to Jun. of study
year

Composition « 56 Items in 8 Categories, 1 Overall satisfaction (10-points scale)
of measuring

scale
Division 8 divisions : Overall Design / Driving Performance / Ease of Use / Comfort / Versatility /
Importance Safety - Security / Maintenance - Operating cost / A/V System
Overall .
Design Driving - Safety- Malnten:imce~
RO o formance Ease of Use Comfort Versatility Security Operating = A/V System
Interior) (e
17% 9% 12% 9% 10% 16% 9%
Key « TGR (Product satisfaction) : Reflect Importance to the responses on 56 items in

LEELEULE 3 divisions to calculate in 1,000 points scale.
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4. Product Satisfaction(TGR) _ @ 2008~'15 Domestic vs Imports

“1It's the weakest area of domestic car but the gap became narrowed by the rise of domestic car and declining of
Hlmports in 2015.

» Among Imports, US has increased with large margin in Product satisfaction, while Japanese has slightly increased
and European cars has declined, changing the ranking from European—American—Japanese in 2014 to
American—Japanese—European in 2014.

[Base: New car purchasers within a year, 1,000-point scale]

S
" =O—Korea =l=Imports --4--Europe *+O--Japan <-0--US
738
750 725 A,
""""" oo, Measurement
699 i 703 T Revised
700 667 .
Global 664 ........................... o 660 US E
650 financial crisis 663 0 Tteeen N © o 640 Japan
656 & LS e TSy 640 Imports
638 Europe
0.6-006.-
600 — - —0 585 Korea
590 586
576
550 547
2 539
: 4
,&)53
2008 2009 2010 2011 2012 2013 2014 2015

Q. When considering all the evaluated Feature, Performance, Design in overall, how much do you like the car?
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4. Product Satisfaction(TGR) _ ® Analysis by Brand

» All 5 Domestic brands had weak Product Satisfaction below Industry average.

» Among European cars, 4 German brands’ Product Satisfaction was excellent but declined in overall from the
previous year.

» Among Japanese cars, Lexus & Toyota had excellent Product Satisfaction and increased from the previous year.

[Base: New car purchasers within a year, 1,000-point scale]

T e e e s

(Average E (Average E (Average E (Average
585) 5 638) 5 640) | 660)
678 %
| 656 ! . 662
Industry i 637 628 40" ! . 639 633 | .
A"e;‘;g‘; 593 591 582 581 - B O e
to previous i i i
genr : : :
OSoa80YESYaL 18
HMC RSM  SYM A B ! Benz Audi VW Mini* Lexus Nissan* Toyotai Ford*

* Excluded the brand with 30~59 cases from ranking and take a caution to interpret. Not presented below 30 cases.
- Presented 5 Domestic & 9 Imported brands’ evaluation (Over 30 cases)
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4. Product Satisfaction(TGR) _ @ 2015 Outstanding branhs P

» Outstanding brands in Product Satisfaction of Industry Total & Imports were Lexus at 15t place, Benz at 2" place
and BMW at 3rd place.

» Among Domestic cars, Hyundai took 1st place, followed by Renault Samsung at 2nd place and Ssangyong at 3rd
place.

] LEXUS 7y HMC . LEXUS 7

y i 678 & 593 & 678 &
B I

2 BENZ RSM BENZ

4« nd 656 £91 656
B .

3 BMW SYM BMW

gy 'd 639 582 =/ 639
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5. Quality Stress Evaluation(QSI : Quality Stress Index) _ @ I?%calcu'latlon method‘

» Number of experienced stress from car by consumers who purchased new car within a year.
Average per 100 cars experienced by consumers in 4 divisions (20 items) of ‘Discomfort’,
‘Anxiety’, ‘Loss’ and ‘Anger’.

« 20 items, overall evaluation (10 pts.) in 4 divisions,
1 Overall stress (10 pts.) evaluation

Composition
of measuring

scale
Division
Importance * 4 divisions: Discomfort / Anxiety / Loss / Anger
Discomfort Anxiety Loss
12% 25% 21% 42%
Key * SPH (Stress Per Hundred vehicles) : number of experienced stress per 100 vehicles

measurement
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5. Quality Stress Evaluation(QSI) _ @ 2005~'15 Domestic vs Imports

%! Domestic car’s Quality Stress(QSI) experiences has been more than Imports but decreased in 2015.

“IImports’ QSI experience has slightly increased from the previous year, while number of experiences for American &
) European had especially increased.

» Japanese car's QSI had leas number of experience with a large gap.

[Base: New car purchasers within a year, Number of experienced stress per 100 cars]

450
@ =0O-Domestic average —{@i—Imports average «*A-*Europe

Measurement
400 f Revised
Worse
350 oo 324 . O 348 uUs
,‘lll’,tieftEV' = oot
300

O 289 Korea H
3 272 Europe
268 Imports H

250

Global
financial crisis "-..

200 N (o JLTRTRLLLY O 202 Japan H

204

131 e
150] o. \2.. 115 |
. e 00 0 e

112 R gg =& O .96,

*O..... 80 ..o 86 o)
....... 82
50 71 62 ° 61
v 41
2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

Q. How much stress from car have you experienced in overall until now?
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5. Quality Stress Evaluation(QSI) _ ® Analysis by brand

» In Quality Stress(QSI) of Domestic cars, GM Korea was the only brand with below Industry average number of
experience.

» Among Imports, Japanese had the least number of experiences, while Toyota & Lexus had below Industry average
number of experiences.
Among European cars, Benz, BMW, Audi & VW had least number of experienced stress in order.

[Base: New car purchasers within a year, SPH]

(Average (Average (Average
289) 272) 343)
Industry 302 305 314 303*
Average 287
285p 261 261 257"

231

Compared
to previous

year @

GMK HMC RSM

!

1E)

Toyota Lexus Nissan*

43

B

Benz BMW Audi

=
!
. D
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* Excluded the brand with 30~59 cases from ranking and take a caution to interpret. Not presented below 30 cases.
- Presented 5 Domestic & 9 Imported brands’ evaluation (Over 30 cases)
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5. Quality Stress Evaluation(QSI) _ @ 2015 Outstanding brands s |~

» Outstanding brands in Quality Stress(QSI) of Industry Total & Imports were Toyota at 1st place, Lexus at 2nd place
and Benz at 3rd place.

» Among Domestic cars, GM Korea took the 1st place, followed by Hyundai at 2nd place and Renault Samsung at 3rd
place.

[SPH]

= TOYOTA &= GMK .., TOYOTA &5

;st 01 S 231 e 01 W
B R

= LEXUS HMC —. LEXUS

P 185 & 287 X 185 (&
N R e

3 BENZ RSM : BENZ

) 'd 217 302 217

* GM Korea took 1st place in QSI among Domestic cars for 2 straight years
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6. Automaker Overall Satisfaction(OSI : Overall Satisfactio\n'ﬁ{ndex)

_ @ Index calculation method

» Overall evaluation on satisfaction for purchased Product & service during entire
ownership period of new car purchasers within a year that can be called as Overall
Satisfaction for purchased brand.

- All divisions of Sales/Marketing, Customer service & Quality

# Question : When considering all (Sales/service/quality) the above, how do you grade
the Maker () in overall? Please check-mark the answer.
You graded Sales 00 points, Service O points and Quality O points.

+ 3 divisions: Sales/Marketing, Customer service, Quality (10 pts.),

Configuration loverall satisfaction(10 pts.)

of

measurement
scale

Key * Overall Customer Satisfaction (for purchased brand) : 1,000 points
measurements
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6. Automaker Overall Satisfaction(OSI) _ @ 2008~'15 Domestic vs Imports

%% Domestic car’s Overall Satisfaction (OSI) had been in steady declining trend since 2005 but upturned in 2015
2 Imports’ OSI has been in continuous declining trend since 2010 that has been led by European & American cars.
» In OSI by country of origin among Imports, the higher ranking trend of Japanese—European—American is

continuing.
[Base: New car purchasers within a year, 1,000-point scale]
900
==O=Korea ==Imports °-#--Europe *+O-+Japan <-@--US
Global
350 338 842 financi;l crisis
833
A 826 .0, 820
812 | O-....... 815
goo| & ~— O
7% 82 Sg—a— ., 766 766
A0 o 760 ... .‘O ................. O 766 Japan
.......... 728 Imports
> 736 738 s 724 Europe
o 71 O T T o 703 US
650 686 Korefl

&

2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2013 2014 2015

* Not presented 2012, due to change in measurement method.
Q. When considering all (Sales/service/quality) the above, how do you grade the Maker () in overall?
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6. Automaker Overall Satisfaction(OSI) _ ® Analysis by}ran'd

» Among Domestic cars, Renault Samsung & GM Korea 2 brands only had over the Industry average OSI.

» Among Imports, Benz, BMW, Audi & VW in European, and Lexus & Toyota in Japanese had over the Industry
average OSL

N |
e |

[Base: New car purchasers within a year, 1,000-point scale]

T e e e s

(Average i (Average i (Average ' (Average

686) | 724) | 766) 1 703)

| | | 766+
728 | | |
Industry | | |
Average - i i i
693 ) : i |
Compared i i i
to previous i i i

year ml I : : Iﬁl

RSM ' Benz BMW  Mini* i Toyota Nissan*' Ford*

* Excluded the brand with 30~59 cases from ranking and take a caution to interpret. Not presented below 30 cases.
- Presented 5 Domestic & 9 Imported brands’ evaluation (Over 30 cases)
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6. Automaker Overall Satisfaction(OSI) _ @ 2015 Outst%diﬁﬁf%ds

» Outstanding brands in Automaker Overall Satisfaction of Industry Total & Imports were Lexus at 1st place, Toyota
at 2nd place and Benz at 3rd place.

» Among Domestic cars, Renault Samsung took the 1st place, followed by GM Korea at 2nd place and Ssangyong at

3rd place.

[1,000-point scale]

LEXUS 7~ RSM : LEXUS
303 A 728 803 @
B P e
TOYOTA GMK .« TOYOTA .~
800 @ 722 = 800 z
I P e
BENZ SYM BENZ
760 687 = 760
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Summary & Insight

» In 2015 study, strengthened competitiveness of Domestic car against Imports appeared in all areas of
Quality & Customer Satisfaction.
Service(Sales, A/S) has grown to be same with or dominant over Imports.
In Quality & Product Satisfaction, Domestic cars’ rising tend can be seen but still the gap with Imports is

large.

Sales
(SSI)

Service

A/S
(CSI)

Initial Quality
(TGW)

Durable Quality
(TGW-3YIS)

Product
Satisfaction

m (TGR)

Quality Stress
(QSI)

Overall

Improved Decllned U
[
o . 9
Maintained Declined
Improved Improved @
* W (o)

Improved Improved S

»
o
(D ¢

Improved Declined

D
D

Improved
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h-~Surpassed European for the 1st time in 2015

Y (o
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/

/
[

© (@
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Insight by Origin

« Achievements from putting efforts are seen in all areas of Service - Quality - Product.

Domestic g Along with maintaining competitiveness in Service area (Sales, A/S) against Imports, additional
car competitiveness strengthening in Quality(Initial /Durable) & Product Satisfaction(TGR) area are
necessary.

« Beside of Quality, Satisfaction had declined in Service & Product areas from the previous year.
Service had enlarged gap with Japanese, while being surpassed by American & Japanese in Product
Satisfaction area.

» European, especially German cars has growing threat factors in mid-to-long term Korean market
management.

« Declined from the previous year in Service area (Sales A/S) but still at the top in ranks. Quality
competitiveness has somewhat declined but the traditional weakness of Japanese, Product
Satisfaction(TGR), has improved.
= Need to raise additional Product Satisfaction for comparative advantage in Imports market.

+ Still at bottom Service (Sales A/S) require urgent competitiveness strengthening.

» Product Satisfaction(TGR) had noticeable improvement.
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IV. Diesel Engine Related Urgent Opinion Poll
Result

Y



Ne————
1. Development of event = %

2015.9.18 US Environmental Protection Agency (EPA) disclosed
EA189 engine related issue

2015.9.22 vy acknowledged & apologized EA189 engine related problem

ZVNLR VLB 15t Urgent opinion survey conducted

2015.9.29~30 gLt Urgent opinion survey conducted
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2. 1st & 2nd Urgent opinion survey design =

« Sample size : 105,672 persons

« Consumer Insight’s Automobile Syndicated Study respondents
conducted in Jul.~Aug. 2015

__, Total 105,000

Purchase intenders within a year 1,219

Purchase intenders within a year 1,211
Random sampling from Total 521

Total 2,951

Data collection « Online/Mobile survey
method
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3. Main survey contents

Awareness on diesel & emission gas S/W problem

Range of responsible automakers

Same problem on domestically manufactured diesel
engine

04 Purchase intention change by fuel type

Purchase intended change by country of origin

06 Purchase intended fuel type
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4. Main survey result

1t (9.24) 2" (9.29~30)

A. Intender(N=1,219) B. Intender(N=1,211) C. Random(N=521)

1 Know of emission gas issue? ----- Knew 93% 96% 93%
2 Responsible automaker? - ------- VW only 10 7 7
L---- All VW Group 38 34 35
L---- All German cars 10 12 11
R All European cars 42 48 4 47
3 Domestic diesel cars? ----------- Seems to have 80 77
4Any change in  ----- To---- Hybrid* +27%p +38%p 4 +32%p
purchase intention? |
(Increase%-Decrease%) r---- Gasoline +26 +28 +23
E—---- Electric +18 +25 # +18
----- Diesel 44 @ -38
5Any change in ~ ----- To--- Domestic +22%p +26%p A +18%p
purchase intention? |
(Increase%-Decrease%) r---- Japan -23 -21 -23
""" Europe 35 34 -34

(Excluding Germany)

----- German 55 @ 54

*Increase buying hybrid car 37% - 'Decrease buying hybrid car 10%'= +27%
Consume nsiaht
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4. Major Survey Results_Changes in Purchase Intended Fuel T%e /

[Base: New car purchase intender within a years]

1°' survey (N=1,219) 2" survey (N=1,211%)

2015.7
Syndicated study* 1% survey 2" survey

Gasoline 45% 40% ¥ 35% §
Diesel 40% 21% ¥ 19%
(Inc'l"uydbi:"g . 10% 29% 4 35% 4
LPG 5% 6% 6%
Electric - 5% * 6%

Total 100% 100% 100%

Purchase intention by fuel type in last survey (July, August)
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Implications

 In overall, they have critical judgement about emission gas issue.
* Purchase intenders within a year had more critical tendency than general consumer.

- Consumers’ attitude on this issue is getting more critical throughout the Chuseok
holiday.

« The problem is considered not only of VW but also of all European automakers.
Domestic is considered not as an exception.

« By country of origin, declining of Germany and rising of Korea is expected.

« Over 50% of diesel purchase intenders had intention to opt-out,
and hybrid is emerging as an alternative but whether that can lead to a benefit to
Japan is unknown.

« Current attitude of consumers is early response of generated event.
Systematic reputation management, risk management & strategy are required.
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Any Questions?



Thank you

Contact : Managing Director Tae-Sun Yoon Consumer Insight
. yoonts@consumerinsight.kr

R, 02-6004-7655



