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Automotive Consumer Trends 2007

SCC Analysis 6-2 Customer Handling:
Service Center (MH|A NH)
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[ Figure 1. HIA MIE 018

ZYE Visit Rate of Each Service Center ]
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Where did you have your vehicle serviced for a check-up, defect, or accident repair? (Plural Answers)
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[ Table 1. MH|A MIH 0|2 BB E Visit Rate of Each Service Center ]

Q. /[ A3/ ANl 82 0I1R= X1 FHIE ©0F 2 -0 Y= A2 o= YU (E53H)
Where did you have your vehicle serviced for a check-up, defect, or accident repair? (Plural Answers)

(Unit: %)

Gas Station Insurance Independent
Service Company Auto Repair
Franchise Franchise Shop

(Base) Direct Authorized Affiliated
Service Center | Service Center | Service Center

No Service
Experience

I MHIANH

PN3
(=]

HHZHIYH

2t JHE

o
38 23

SHIHIES3
Total (94,479) 31.3 24.0 26.5 14.0 7.1 44.1 10.0
HMC (43,602) 24.6 22.0 28.8 14.9 7.6 48.1 10.1
Kia (22,568) 26.8 26.6 27.9 14.8 7.3 46.3 10.3
GMDAT (14,494) 41.9 22.7 21.5 14.7 7.9 46.1 8.2
RSM (6,454) 42.7 30.5 23.3 10.1 4.8 20.7 13.9
SYM (5,859) 52.6 25.8 25.1 8.5 4.9 34.6 7.0
Imports (1,502) 61.5 16.8 6.2 3.5 2.7 16.1 154
7th Syndicated Research (2007)
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[ Figure 2. MHIA HIE 018 HEE (2, XY, B SHIL)

Overall Satisfaction with Service Center (Direct/Authorized/Affiliated Service Centers) ]

Q. MHIA MHE HEOIHM FRI0EAL L2 HES 14 M, 1 MHU 108 PE £ R &2 FAXSUIR (107 BtE = 8,9,10F HIE)
Considering what you have experienced while visiting the service center, how do you rate it using a scale from 1 to 10?
(8~10 from 10-point scale)

(Unit: Top3 Box %, Satisfied)
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Overall Satisfaction with Service Center (Direct/Authorized/Affiliated Service Centers)

[ Table 2. AjH|A HIE 018 HEE (K, XY, B FHIX)

Overall Satisfaction with Service Center (Direct/Authorized/Affiliated Service Centers) ]

Q. MHIA MHE HEOIHM FRI0EAL L2 HES 14 M, 1 MHU 108 PE £ R &2 FAXSUIR (107 BtE = 8,9,10F HIE)
Considering what you have experienced while visiting the service center, how do you rate it using a scale from 1 to 10?
(8~10 from 10-point scale)

(Unit: Top3 Box %, Satisfied)

4th (2004) ‘ 5t" (2005) ‘ 6" (2006) ‘ 7" (2007)
RSM 83.7 81.5 2.1 [ 77.4
SYM 55.9 59.9 c2.7 [N 6.1
GMDAT 58.5 59.2 63.c NN 0.5
Kia 58.6 57.7 4.5 NG 5.7
HMC 61.4 60.0 65.7 GGG 55
Imports 66.3 68.8 733 N 72.1
(Base *) (34,624) (34,188) (20,640) (21,543)

(* Customers who have visited Direct/Authorized/Affiliated Service centers)
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