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Toyota set to suffer long term brand damage following vehicle recalls

Unsurprisingly the Toyota brand has been tarnished by its recent series of recalls and its failure
to react quickly to address the serious concerns of consumers and the government about the
safety of its vehicles. Just how far the brand has fallen in such a short period of time is
highlighted by Brandindex, YouGov's daily brand perception tracker. Going back to January
2008, the Toyota brand has consistently ranked among the top automotive brands tracked in
BrandIindex and the top 10% of ALL brands tracked over the last two years.

Since late January 2010, when the car manufacturer announced a recall of several million
vehicles across the world, its brand perception scores have dropped dramatically. Figure 1 plots
the overall Index (average of Quality, Value, Satisfaction, Recommend, Impression and
Corporate Reputation) scores for Toyota in the UK, USA and Germany over the past three
months, with the brand in a near freefall over the past ten days in all three markets.

Figure 1: Toyota Index scores last 3 months (1 week rolling average)

Index: average of Quality, Value, Satisfaction, Recommend, Impression and Reputation scores
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Toyota’'s market share varies significantly across these three geographies. In the USA the car
manufacturer commands about 16% of the market, while in the UK and Germany, its share is
approximately 5% and 3%. Even so, Brandindex Attention scores (measuring the percentage of
consumers who have heard recent news about the brand) have skyrocketed over the past ten
days - well above normal levels seen over the last two years. In the USA, 78% of consumers
say they have heard recent news about the brand versus a two year norm of about 45%. The
spikes are even greater in the UK (47% today versus 15% over the past two years) and
Germany (47% today versus 10% over the past two years).

Figure 2: Toyota’s Attention scores last 3 months (1 week rolling average)

Attention: the percentage of consumers who have heard recent news about the brand
0.0
E0.D
T0.0
60.0 1

0.0

300 4
200
—— _-____,.-/“"'—\ M
| -__.ﬂ\_"‘__,.-—--" ,-"'--._______ _\_-_'-.-J

_ i) o Ee) ) [=] [=] 2 (=] =2
£ § &8 8 8 § & @ ®# £ § & = %
= = x z z 2 e a 2 =
o o 5 a8 = E S b= = = E 5 2

—UK —USA Gamany

And BrandIindex Buzz scores (measuring the positivity of media coverage / word of mouth)
demonstrate that all of that Attention is driving consumer sentiment down for the brand. Figure 3
plots Buzz scores in five countries around the world: UK, USA, Germany, Sweden and
Denmark. In all of these markets except Sweden, Toyota Buzz has turned sharply negative in
the last ten days. Ted Marzilli, Global Brandindex Managing Director commented, “One possible
reason for more positive consumer sentiment towards Toyota in Sweden is the problems their
local car manufacturers are experiencing, which currently dominate media headlines in the
region.”
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Figure 3: Toyota's Buzz scores last 3 months (1 week rolling average)

Buzz: positivity of media coverage / word of mouth
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Ted Marzilli, Global Brandindex Managing Director continued, “While the dramatic decrease in
Buzz may not be surprising, the more important question for Toyota and its competitors is the
likely duration of the dent in consumer perception.”

“Following safety violations at Southwest Airlines in March 2008 resulting in nearly a thousand
cancelled flights and a $10.2MM fine from the FAA, Buzz scores took over 6 months to recover.
The Toyota crisis is similar in magnitude and we wait to see whether there will be a similar
recovery period, providing no additional issues or missteps occur over the next several weeks
and months.”
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Notes to editors

All figures were taken from Brandindex, 05/11/2009 — 05/02/2010 and all surveys were carried out online.

These figures were taken prior to today’s announcement by Toyota about the recall of a further 436,000
hybrid vehicles worldwide, including its latest Prius model. YouGov will continue to monitor Toyota'’s
brand perception over the coming days to see if the latest announcements have had any further effect.

BrandIindex enquiries:

Ted Marzilli, Global Brandindex Managing Director
T: +1 646 723 4646

E: brandindex@yougov.com

W: www.brandindex.com
For general YouGov enquiries in the UK, please contact:

T: +44(0)20 7012 6000
E: info@yougov.com

W: www.yougov.com

About BrandIndex

Brandindex is the only daily measure of public perception. Globally, Brandindex tracks thousands of
consumer brands across a broad range of industry sectors, scoring 6 key indicators of brand health, and
2 measures of recent brand awareness. General Impression, Quality, Value, Corporate Reputation,
Customer Satisfaction and Recommend, measure brand health. Attention and Buzz are measures of
recent brand awareness. Brandindex interviews nearly 10,000 adults 18+ each day, resulting in more
than 2 million interviews per year. Respondents are drawn from our online panels of over 2,000,000
consumers. BrandIndex takes high-quality, high-relevance data and puts it straight into the hands of
decision-makers, so the reporting tool has been designed to suit the style of decision-makers: it's clear,
it's easy and it's instant.

About YouGov

YouGov plc is a professional research and consulting organisation, pioneering the use of the Internet and
information technology to collect high quality, in-depth data for market research and stakeholder
consultation; providing companies with a rounded view of their staff, customers, brands and investors as
well as assessing opinion amongst the general public and the media.
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Since YouGov was launched in 2000, the Group has developed its engagement with people and online
market research activities into an international research network with online panels of 2.2 million people in
over thirty countries. YouGov currently has 15 offices worldwide, providing geographic coverage in the
United Kingdom and Southern Europe, Germany, Central and Eastern Europe, Scandinavia & Northern
Europe, Middle East and North Africa and USA and Canada.

For further information visit www.yougov.com




