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J.D. Power Asia Pacific Reports:  

New-Vehicle Quality in India Improves Significantly from 2010 

 

Models from Maruti Suzuki and Toyota Each Receive Two Initial Quality Awards 
 

SINGAPORE:  30 November 2011 — The incidence of initial quality problems reported by new-vehicle owners in 
India has decreased by 16 percent in 2011 compared with 2010, according to the J.D. Power Asia Pacific 2011 India 
Initial Quality StudySM (IQS) released today.  
 
The study, which measures problems owners experience with their new vehicles during the first two to six months of 
ownership, examines more than 200 problem symptoms covering eight vehicle categories. These categories, listed in 
order of frequency of reported problems, include engine and transmission; vehicle exterior; driving experience; 
features, controls and displays; HVAC; vehicle interior; seats; and audio, entertainment and navigation. All 
problems are summarized as the number of problems per 100 vehicles (PP100). Lower PP100 scores indicate a 
lower rate of problem incidence and higher initial quality. 
 
Overall initial quality in India improves to 119 PP100 in 2011 from 142 PP100 in 2010—an improvement of 23 
PP100. The number of owner-reported initial quality problems has decreased in all categories except audio/ 
entertainment/ navigation. 

“As an industry, manufacturers in India have consistently delivered improving levels of initial quality over the 
years,” said Mohit Arora, executive director at J.D. Power Asia Pacific, Singapore. "Ensuring high initial quality is 
particularly important within the current challenging market climate. Delivery of initial quality is one of the first 
steps in building a brand’s reputation and reliability among customers, which leads to positive word of mouth in the 
market.” 

The study finds that more than one-third of all initial quality problems reported by vehicle owners in India are 
related to the engine/ transmission.  
 
“Cost of operation is a strong driver of model consideration and purchase in India,” said Arora. “However, when 
owner expectations of fuel economy—which are often set during the purchase process—are higher than what is 
actually achieved after purchase, it often leads to reports of fuel economy problems. As the expectations for 
optimum fuel efficiency rise in the market, each manufacturer will need to strive to bridge this gap between 
expectation and reality.” 
 
The study also finds that customers who indicate they have experienced more initial quality problems than they 
expected intend to replace their current vehicle within three years—much sooner than the industry average of five 
years.  

 
Two Maruti Suzuki models and two Toyota models rank highest in their respective segments. The Maruti Suzuki 
Swift Dzire ranks highest in the entry midsize segment for a second consecutive year, while the Estilo ranks highest 
in the compact segment. The Toyota Innova ranks highest in the MUV/ MPV segment for a fifth consecutive year, 
and the Corolla Altis ranks highest in the premium midsize segment. 
 
Also receiving awards are the Ford Endeavor (SUV); Honda City (midsize car) for the ninth consecutive year; and 
the Volkswagen Polo (premium compact car). 
 
The study also finds that the number of quality problems experienced has a strong impact on owner loyalty and 
advocacy.  Among owners who indicate they experienced no problems with their new vehicle, 77 percent say that 



they “definitely would” recommend their vehicle to a friend, relative or colleague.  Among vehicle owners who 
report experiencing two or more problems, the recommendation rate declines to 56 percent.   
 
“Loyalty and advocacy intentions are negatively impacted by quality problems,” said Arora. “It is therefore 
important to provide a problem-free experience, which enhances owner perceptions of brand reliability and may 
positively influence purchase decisions for many consumers.” 
 
The 2011 India Initial Quality Study (IQS), now in its 15th year, is based on evaluations from more than 8,000 
owners who purchased a new vehicle between November 2010 and July 2011. The study includes 71 vehicle models 
from 16 makes. The study was fielded from May to September 2011 in 20 cities across India. 
 
About J.D. Power Asia Pacific 
J.D. Power Asia Pacific has offices in Tokyo, Singapore, Beijing, Shanghai and Bangkok that conduct customer 
satisfaction research and provide performance analytics services in the automotive, information technology and 
finance industries. Together, the five offices bring the language of customer satisfaction to consumers and 
businesses in Australia, China, India, Indonesia, Japan, Malaysia, Philippines, Taiwan and Thailand. Information 
regarding J.D. Power Asia Pacific and its products can be accessed through the Internet at www.jdpower.com. 
Media e-mail contact: xingti_liu@jdpower.com.sg.  

About J.D. Power and Associates 

Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services 
company providing forecasting, performance improvement, social media and customer satisfaction insights and 
solutions. 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/. 

 

Media Relations Contacts: 

Xingti Liu; J.D. Power Asia Pacific; 08-Shenton Way, #44-02/03/04; Singapore, 068811; Phone +65-67338980; 
xingti_liu@jdpower.com.sg  
 
John Tews; Director, Media Relations; J.D. Power and Associates; 5435 Corporate Drive, Suite 300; Troy, MI, 
48098 U.S.A.; 001 248-312-4119; media.relations@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. http://www.jdpower.com/corporate 
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Source: J.D. Power Asia Pacific 2011 India Initial Quality StudySM (IQS)

Charts and graphs extracted from this press release must be accompanied by a statement identifying 
J.D. Power Asia Pacific as the publisher and the J.D. Power Asia Pacific 2011 India Initial Quality StudySM

(IQS) 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 Asia Pacific study results without the express prior written consent of J.D. Power Asia Pacific.

Note: Only the top three vehicles per segment are shown above. Official rankings are published only for segments with at least
three models with sufficient sample and at least one with an IQS score better than segment average. No official rankings are

published for the entry compact car, entry luxury car, luxury car and van segments.
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