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J.D. Power and Associates and AUTO TESTS Report: 
Honda Ranks Highest for a Second Consecutive Year in Satisfying Vehicle Owners in Germany 
 
Toyota’s Prius Remains the Most Satisfying Model to Own in Germany 
 
Munich: 20 June 2008—For a second consecutive year, Honda ranks highest among automotive brands in 
satisfying new-vehicle owners, according to the J.D. Power and Associates 2008 Germany Customer Satisfaction 
Index (CSI) StudySM released today in cooperation with AUTO TESTS. 
 
Now in its seventh year, the study examines customer satisfaction with new vehicles and vehicle service after 
two years of ownership. Owners provide detailed evaluations of their vehicles and dealers, which cover 77 
attributes grouped in four measurements of satisfaction. In order of importance, they are: quality and reliability 
(30%); vehicle appeal (25%), which includes performance, design, comfort and features; dealer service 
satisfaction (23%); and ownership costs (22%), which includes fuel consumption, insurance and costs of 
service/repair. 
 
In the nameplate rankings, Honda leads with a customer satisfaction score of 849 on a 1,000-point scale. Honda 
performs particularly well in service satisfaction. Following Honda in the rankings is BMW with 845, an 
increase of 13 index points from 2007. BMW performs well in appeal, and quality and reliability. Toyota, Audi, 
Mazda, Daihatsu, Mercedes-Benz, Skoda, Volvo and Nissan also perform above the industry average in overall 
customer satisfaction.  
 
“Overall satisfaction is at its highest level since the launch of the study in 2002, improving by 48 index points 
from 2002 to 815 in 2008,” said Martin Volk, senior research manager at J.D. Power and Associates in Europe. 
“More customers report being ‘delighted’ rather than merely satisfied, which could lead to financial benefits for 
manufacturers. For example, customers who are particularly pleased with an exceptional product and service 
experience are more than twice as likely to repurchase the same vehicle brand compared with those with lower 
satisfaction levels.” 
 
With an index score of 888, the Toyota Prius ranks highest among all models in the study for a second 
consecutive year. The Prius performs particularly well in the ownership costs, and quality and reliability 
measures.  
 
“A hybrid car leading the customer satisfaction rankings for a second year indicates the industry’s shift to more 
environmentally friendly vehicles,” said Olaf Schilling, chief editor of AUTO TESTS. “The Toyota Prius receives 
high ratings from customers in fuel consumption, which will become more of a factor in overall satisfaction as 
fuel prices increase.” 
 
Toyota captures three top model awards, while Honda and BMW each earn two.  
 
The highest-ranked models in each of the study’s seven segments are: 

• Toyota Aygo (basic car) 
• Honda Jazz (small car) 



• Honda Civic (lower medium) 
• Toyota Prius (upper medium) 
• BMW 5 Series (executive/luxury), which earns an award for a second consecutive year 
• Toyota Corolla Verso (MPV), which earns an award for a fourth consecutive year 
• BMW X3 (SUV) 

   
The 2008 Germany Customer Satisfaction Index (CSI) Study is based on the evaluations of more than 19,000 car 
owners in Germany after an average of two years of ownership. The study includes 23 brands and 103 models.  
J.D. Power and Associates conducts CSI studies around the world, including Europe (France, Germany, United 
Kingdom); North America (Canada, Mexico, United States); Asia Pacific (China, India, Indonesia, Japan, 
Malaysia, New Zealand, Philippines, Taiwan, Thailand); and Africa (South Africa).  
 
A summary overview can be found in the June 20, 2008 edition of AUTO BILD. More comprehensive study 
results are published in the June 25, 2008 issue of AUTO TESTS. 
 
About J.D. Power and Associates 
With European offices in Guildford, UK, for research operations, and Munich, Germany, for client support and 
consulting solutions, and world headquarters in Westlake Village, California, U.S.A., J.D. Power and Associates is 
a global marketing information services company operating in key business sectors including market research, 
forecasting, performance improvement, training and customer satisfaction. The company’s quality and satisfaction 
measurements are based on responses from millions of consumers annually. J.D. Power and Associates is a 
business unit of The McGraw-Hill Companies. 
 
About The McGraw-Hill Companies  
Founded in 1888, The McGraw-Hill Companies (NYSE: MHP) is a leading global information services provider 
meeting worldwide needs in the financial services, education and business information markets through leading 
brands such as Standard & Poor’s, McGraw-Hill Education, BusinessWeek and J.D. Power and Associates. The 
Corporation has more than 280 offices in 40 countries. Sales in 2007 were $6.8 billion. Additional information is 
available at http://www.mcgraw-hill.com. 
 
About AUTO TESTS 
AUTO TESTS is a member of the international AUTO BILD group published by Axel Springer. Since 2003, AUTO 
TESTS has been the leading special interest magazine for readers who are planning to buy a new car. More than 
500 cars are tested each year, with more than 1.8 million kilometers driven to provide readers with detailed and 
objective model reviews to help them choose the best car for their money. Readers can also find tips on cutting 
running costs, used cars, service, finance and accessories. 
 
Media Relations Contacts: 
Britta-Julia Reimund    Tom Mackey    John Tews 
Cohn & Wolfe     Cohn & Wolfe     J.D. Power and Associates 
D-60327 Frankfurt am Main    United Kingdom   Troy, MI, 48098 
Germany      Mobile: +44 (0)7793 902348  U.S.A., 
Phone: +49 (0)69 7506 1508   Phone: +44 (0)20 7331 5372 x 5424 Phone: +1 248 312-4119  
britta-julia_reimund@de.cohnwolfe.com Tom_mackey@uk.cohnwolfe.com  john.tews@jdpa.com 
 
No advertising or other promotional use can be made of the information in this release without the express prior 
written consent of J.D. Power and Associates. www.jdpower.com/corporate
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NOTE: Three charts follow.



Overall CSI Nameplate Ranking
(Based on a 1,000-point scale)
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Source: J.D. Power and Associates 2008 Germany Customer Satisfaction Index (CSI) StudySM

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

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 2008 Germany Customer 
Satisfaction Index (CSI) StudySM 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.



Top Three Models per Segment
Overall CSI
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Composition of the 2008 Germany Customer Satisfaction Index
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Vehicle Quality and Reliability
30%

Vehicle Appeal 
25%

Service Satisfaction 
23%

Ownership Costs
22%

• Fuel consumption
• Insurance
• Cost of service/repairs

• Service initiation 
• Service adviser
• Dealership facility
• Vehicle pick-up
• Service quality

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

• Engine and transmission
• Ride, handling and braking
• Cockpit and instrument panel
• Comfort and convenience
• Seats
• HVAC (heating, ventilation

and cooling)
• Sound system
• Vehicle styling/exterior

Problems experienced with 
the vehicle across nine areas:

• Engine
• Transmission
• Ride, handling and braking
• Vehicle interior
• Features and controls
• Seats
• HVAC (heating, ventilation 

and cooling)
• Sound system
• Vehicle exterior

 


