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J.D. Power and Associates Reports: 

The Sales Experience, Product and Cost of Ownership  

Help Drive Improvement in Overall Motorcycle Customer Satisfaction  
 
Owners Spending More on New Motorcycles, Including Parts and Accessories  
 
WESTLAKE VILLAGE, Calif.: 16 December 2011 — Overall motorcycle customer satisfaction has increased 
notably from 2010, driven by marked improvements in the sales experience, the products, and cost of ownership, 
according to the J.D. Power and Associates 2011 U.S. Motorcycle Competitive Information StudySM released 
today.  
 
The study, now in its 14th year, measures owner satisfaction with new motorcycles in six major factors of the 
overall ownership experience: product; build quality; cost of ownership; sales; service; and warranty. 
 
Among the factors, satisfaction with the sales experience has improved most, increasing to 856 (on a 1,000-point 
scale) in 2011 from 838 in 2010. Satisfaction with the product and cost of ownership also improves significantly, 
compared with 2010.  
 
The study also finds that motorcycle build quality improves to 122 problems per 100 motorcycles (PP100) from 
an average of 133 PP100 in 2010. One-half of owners say they have experienced zero problems with their new 
motorcycle, and among these owners, satisfaction with build quality averages 963. However, among owners who 
say they experienced two problems with their motorcycle, satisfaction with build quality declines considerably to 
an average 871. 
 
Among the five problem categories examined in the study, problems with engines account for the greatest 
proportion of problems experienced (27%), although the incidence of engine-related problems has improved 
slightly in 2011—a decline of 5 PP100 from 2010. Problems with excessive heat from engine, unusual engine 
noises, and excessive engine vibration account for 51 percent of all engine-related problems reported.  
 
Issues with fit/finish comprise the second-largest proportion of problems, followed by problems with braking/ride. 
 
“The increase in overall satisfaction and the improvements in five of the six factors are very positive news for the 
industry, which is still trying to fully recover from the blow the economy has delivered in recent years,” said 
Brent Gruber, senior manager of the powersports and commercial vehicle practice at J.D. Power and Associates. 
“Improving the quality of motorcycles, as well as the sales and service experience, certainly positions the 
manufacturers and their dealerships well for market recovery.” 
 
According to Gruber, motorcycle owners are already showing signs that they are willing to spend again. 
Customers spent considerably more for their motorcycle in 2011, compared with 2010. The average owner-
reported price paid in 2011 is $16,125, nearly $2,000 higher than in 2010. On average, owners spend an additional 
$1,340 on parts and accessories and $439 on riding gear—also considerably more than in 2010. 
 



“As satisfaction increases, so does owner loyalty and advocacy,” said Gruber. “Manufacturers that focus on 
delivering high quality and superior service now will experience a long-term positive financial impact from their 
efforts.” 
  
The study finds that as satisfaction increases, the likelihood that an owner will repurchase their motorcycle brand 
and recommend their brand to others also increases. Among owners with high levels of satisfaction (scores 
averaging 900 or higher), 97 percent say they are willing to recommend their motorcycle brand to others and 81 
percent indicate intent to repurchase the same brand for their next motorcycle. In contrast, among owners who are 
less satisfied (scores averaging 700 or less), only 43 percent say they are willing to recommend their brand to 
others and 31 percent indicate repurchase intent. 
 
The 2011 U.S. Motorcycle Competitive Information Study is based on responses from 8,123 owners who 
purchased their new motorcycle between September 2010 and May 2011. The study was fielded between 
September and October 2011. 
 
About J.D. Power and Associates 

Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services 
company operating in key business sectors including market research, forecasting, performance improvement, 
Web intelligence and customer satisfaction. The company’s quality and satisfaction measurements are based on 
responses from millions of consumers annually. For more information on car reviews and ratings, car insurance, 
health insurance, cell phone ratings, and more, please visit JDPower.com. J.D. Power and Associates is a business 
unit of The McGraw-Hill Companies. 
 
About The McGraw-Hill Companies 
McGraw-Hill is a leading global financial information and education company that helps professionals and 
students succeed in the Knowledge Economy. Leading brands include Standard & Poor's, S&P Capital IQ, S&P 
Indices, Platts energy information services and McGraw-Hill Education. With sales of $6.2 billion in 2010, the 
Corporation has approximately 21,000 employees across more than 280 offices in 40 countries. On September 12, 
2011, the Corporation announced its intention to separate into two public companies – McGraw-Hill Markets 
(working name), primarily focused on global capital and commodities markets and McGraw-Hill Education 
focused on digital learning and education services worldwide. Additional information is available at 
http://www.mcgraw-hill.com/.  
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Syvetril Perryman; J.D. Power and Associates; Westlake Village, Calif.; (805) 418-8103; 
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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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