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FOR IMMEDIATE RELEASE 
 

FADA Unveils Results of the 2024 Customer Experience Index in 
Collabora@on with Frost & Sullivan 

 
~ Kia and Audi Top the Charts in Mass Market and Luxury Brands Respec;vely~ 

 
 
September 3, 2024, New Delhi, INDIA: The Federa9on of Automobile Dealers Associa9ons (FADA), the apex body 
championing the interests of India's Automobile Retail Sector, in collabora>on with Frost & Sullivan, the Growth 
Pipeline Company, announces the results of the 2024 Customer Experience Index (CEI), an annual study. 
 
Study Background: 
 
The primary objec>ve of this comprehensive study was to assess and quan>fy customer experience across sales, 
aFer-sales service and product quality in the passenger vehicle category. The study highlights the key drivers of 
experience, providing valuable insights for the automo>ve industry. 
 
The respondents were carefully selected to represent a broad demographic of vehicle owners. The profile includes 
males and females aged 18 years and above, all of whom are primary users and primary or occasional drivers of 
personally owned vehicles. Importantly, the primary vehicle in ques>on must be 'new' at the >me of acquisi>on 
and the respondents must have been involved in the decision-making process for its purchase. 
 
The study further categorized respondents into two dis9nct groups: 

• vehicle bought from an authorized dealer within last 12 months (May’23 to May’24) for the "Sales & 
Product Quality" and 

• those who purchased their vehicle between 2021 and 2023, having availed aFer-sales services within the 
last six months, for the "AFer-Sales Service" category. 

 
CEI was conducted with a substan9al sample size of 8,685 respondents. The sample was divided into two 
primary categories:  

• 3,683 respondents provided insights into their experiences related to "Sales & Product Quality," 
• 5,002 respondents contributed to the "AFer-Sales Service" category. 

 
To further refine the analysis, the sample was stra9fied by market 9er, with: 

• 3,951 respondents from Tier 1 ci>es,  
• 3,925 from Tier 2 ci>es, and  
• 809 from Tier 3 ci>es.  
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Key Highlights: 
 
• Overall Customer Experience Index (CEI) considers 97 aXributes across Sales, Product and AZer-sales 

experiences, each having a weightage of 25%, 25% and 50%, respec>vely. 
o Mass Market Brands: Kia leads the mass market segment with a score of 45.84 
o Luxury Brands: Audi tops the luxury segment with a score of 48.93 

 
• Sales Experience Index (SEI)  

o Mass Market Brands: Kia ranks highest in sales experience with a score of 52.52 scoring most in test 
drive experience, responsiveness of sales team, customer rela>onship management, to name a few.  

o Luxury Brands: BMW leads with a score of 52.52, ranking highest in availability of roadside assistance, 
online adver>sements, amongst others.  

 
• Product Experience Index (PEI)  

o Mass Market Brands: Toyota scores highest in product experience with 45.40. Good resale value, 
gearshiF quality, quality of lights, contributed the most to its ranking. 

o Luxury Brands: Audi leads with a score of 46.35, ranking highest in vehicle suspension quality, engine 
power, amongst others. 

 
• AZer-Sales Experience Index (ASEI)  

o Mass Market Brands: Kia ranks highest in aFer-sales experience with a score of 44.15. It ranked 
highest in condi>on of the car delivered, technical knowledge of the aFer-sales team, responsiveness 
of the aFer-sales team, amongst others. 

o Luxury Brands: Audi leads with a score of 50.51, ranking highest in ease of accessing the team, 
technical knowledge of the aFer-sales team, amongst others. 

 
Mr. Vinkesh Gula9, Chairman – FADA Academy & Research commented, “The findings from the Customer 
Experience Index (CEI) study provides a clear picture of what customers priori>ze and value most in their 
automo>ve journey. It’s evident that aspects like service, comfort and reliability are at the forefront of customers' 
minds. These are the core areas where automo>ve brands are succeeding in mee>ng customer expecta>ons. 
 
Customers are par>cularly pleased with the responsiveness and knowledge of sales teams, the performance and 
reliability of their vehicles and the quality of aFer-sales workmanship. However, while these areas are currently 
excelling, they also set a high standard that must be maintained and con>nuously improved. Notably, customers 
are increasingly expec>ng greater reach and accessibility from automo>ve brands, rather than inves>ng in large 
infrastructure setups. As we move forward, it is crucial for the industry to not only uphold these strengths but also 
address the underlying areas of improvement to ensure a consistently excep>onal customer experience.” 
 
Mr. Shylesh Narayanan, Country Head, Frost & Sullivan India, added, "The Customer Experience Index (CEI), 
developed in collabora>on with FADA, is unique due to its unbiased random sampling which reflects customer 
perspec>ves. This data-driven analysis highlights cri>cal areas for OEMs and dealers to refine their strategies and 
adapt to evolving customer expecta>ons. This index will also help guide the industry towards a future where 



 

 3 

brands are dis>nguished by their feature-rich offerings, excep>onal service, and reliability, ul>mately fostering 
superior customer experiences and therefore, loyalty.” 
 
The voice of the customer highlighted the key factors that resonate most with vehicle owners: 

• "Service" stands out as a dominant priority, indica>ng that customers place a high value on the quality and 
reliability of service experiences. 

• Other important aspects include "Comfortable," "Mileage," and "Features," emphasizing that customers 
seek vehicles that are not only efficient but also provide a comfortable and well-equipped driving 
experience. 

• Words like "Innova>ve," "Technology," and "Reliable" suggest that customers appreciate cujng-edge 
advancements and dependability in their vehicles. 

• The focus on "Brand" and "Premium" highlights the importance of brand reputa>on and perceived value, 
while "Affordable" and "Popular" indicate that customers are also mindful of cost and market trends. 

 
Overall, the voice of the customer calls for a balanced blend of performance, innova>on and service excellence in 
the automo>ve sector. 
 
The study also iden9fied key factors or delighters, within each category that significantly enhance customer 
sa9sfac9on: 
 
Sales Delighters: Among the top delighters in the sales category are the test-drive experience, which allows 
customers to evaluate the vehicle’s fit and performance firsthand and the responsiveness and knowledge of the 
sales team, which fosters trust and confidence throughout the purchasing process. Addi>onally, the ease of 
transac>on and payment processes contributes to a seamless and stress-free buying experience. 
 
Product Delighters: In terms of product akributes, performance and reliability stand out as top priori>es, ensuring 
the vehicle meets expecta>ons in terms of power and dependability. Seat comfort and legroom are also cri>cal, 
providing a comfortable and enjoyable driving experience. Furthermore, fuel efficiency and good resale value are 
essen>al considera>ons, offering both financial benefits and long-term sa>sfac>on. 
 
AZer-Sales Delighters: The aFer-sales experience is enhanced by high workmanship quality, ensuring service and 
repairs are completed to the highest standards. The ease of appointment scheduling and effec>ve post-service 
follow-up further improve customer sa>sfac>on by providing convenience and reassurance. Addi>onally, fair 
pricing and a straighlorward complaint registra>on process contribute to a transparent and suppor>ve aFer-sales 
environment. 
 
The collabora>on between FADA and Frost & Sullivan underscores a shared commitment to advancing the Indian 
Passenger Vehicle industry, ensuring it remains compe>>ve and aligned with global best prac>ces. 

 
Overall and Category wise rankings can be found in Annexure 1, Page No. 05. 

 
---End of Press Release--- 
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About Federation of Automobile Dealers Associations (FADA) 
Founded in 1964, Federation of Automobile Dealers Associations (FADA), is the apex national body of Automobile Retail 
Industry in India engaged in the sale, service and spares of 2 & 3 Wheelers, Passenger Cars, UVs, Commercial Vehicles 
(including buses and trucks) and Tractors. FADA India represents over 15,000 Automobile Dealerships having over 30,000 
dealership outlets including multiple Associations of Automobile Dealers at the Regional, State and City levels representing 
the entire Auto Retail Industry. Together we employ ~5 million people at dealerships and service centres. 
 
FADA India, at the same time also actively networks with the Industries and the authorities, both at the Central & State levels 
to provide its inputs and suggestions on the Auto Policy, Taxation, Vehicle Registration Procedure, Road Safety and Clean 
Environment, etc. to sustain the growth of the Automobile Retail Trade in India. www.fada.in 
 
About Frost & Sullivan 
Frost & Sullivan’s Growth Pipeline Engine, transformational strategies and best-practice models drive the generation, 
evaluation, and implementation of powerful growth opportunities. Is your company prepared to survive and thrive through 
the coming transformation? www.frost.com 
 
Media Contacts: 

Dentsu Creative PR (On behalf of FADA):  
Dheeraj Rai   
9958417322 
Dheeraj.rai@dentsu.com  
 

For Frost & Sullivan:  
Aishwarya Nair/Nimisha Iyer 
9599021706/9820050519 
aishwarya.nair@frost.com/nimisha.iyer@frost.com    
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Annexure 1 
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