Electric Vehicle

surveys
October 2024

(N

CUSTOMER
EXPERIENCE

-

D leteren



’ EV survey (N=1.639)

- N=1.639 « Split Fleet vs private

- Average car age: 1,6 years »  Fleet: N=1367
* Private: N= 272

» Split per province

Brussels-Capital region 3,29%
Province of Antwerpen 19,59%
Province of Brabant Wallon 4,64%
Province of Hainaut 4,76%
Province of Liege 5,19%
Province of Limburg 10,25%
Province of Luxembourg 0,98%
Province of Namur 3,48%
Province of Oost-Vlaanderen 19,28%
Province of Vlaams-Brabant 15,74%
Province of West-Vlaanderen 11,84%
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P Key findings

Global EV Satisfaction: 80% of EV customers are globally satisfied of their vehicle

Private drivers have a higher satisfaction than the fleet drivers

+ Main Reasons for Satisfaction:
Pleasant driving experience (performance, acceleration & quiet driving)
Comfort
Interior space
Reduced environmental impact
Low maintenance costs

Main Reasons for Dissatisfaction:
Limited range (especially in the winter period)
Long charging times
Software and electronic issues
After-sales services

D leteren



Global EV satisfaction

80% of EV customers are globally satisfied (=7/10) of their vehicle but only 32% are fully
satisfied (=9/10).

31%

Electric vehicles

”rijcomfort, heel fijne auto”

: . 23%
m Electric vehicles . ” Rijgemak en heel wat bijkomende "comfort"
18% functies”
9% . . N
7% "Het is telkens een plezier om te rijden”
3% o 4%
1% 1% 1% 2% | | .
— r— e - - ” Zou geen hybride of benzine meer willen.”
0 1 2 3 A4 8
qlo “aangenaam rijden + voldoende rijbereik.”
X
A
Al “Elektrisch rijden was een morele keuze voor

mij, maar nu ik ermee rijd is het gewoon veel
aangenamer rijden..”

”Erg comfortabel. Enige wat beter kan, is de
range.”

Base: CX EV Survey Total sample (N=1.639)
Calculation: Frequency
Question: Pouvez-vous indiquer votre satisfaction par rapport a votre voiture électrique

>
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P Main reasons of the satisfaction score

Why did you give this score?

Pleasant driving experience: Users appreciate the driving
comfort, smoothness, and power of electric vehicles. The quiet
ride and lack of vibrations are also frequently mentioned positives.

Comfort and interior space: Users appreciate the seat comfort
and interior space of electric vehicles. The quality of the interior
and comfort features are often mentioned as positives.

Users also mention positive aspects such as reduced
environmental impact and low maintenance costs.

>
D Ie'l'eren Q: Pour quelle raison avez-vous donné ce score?

Range and charging issues: Many users complain about the
limited range of electric vehicles, especially in winter. Long
charging times and difficulties finding reliable charging stations are
also common

Some complaint about high costs of electric vehicles.




P Global EV satisfaction Fleet vs private

Almost 1/2 of Private customers are fully satisfied of their EV and only 12% of them are
disappointed. Fleet customers less satisfied than Private customers.
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Base: CX EV Survey Total sample (N=1.639); Fleet (n=1.367); Private (n=272)
Calculation: Frequency & Average

D’I -I- r n Question: Pouvez-vous indiquer votre satisfaction par rapport a votre voiture électrique ?
e e e Source: Medallia 11 2024



Performance, acceleration & comfort are strongly put in highlight.
Autonomy & after-sales score clearly less satistying.

TOP 2
=2 m3mq w5 / (N/A excl.)

Acceleration 93,9%
Performance
Comfort
Maintenance 81,9%
Easy charging 78,7%
Reliability
Costs
After-sales service
& assistance
Autonomy 49,2%

Base: CX EV Survey Total sample (N=1.639)
Calculation: Frequency (5 stars question)

>
D Ieteren Question: Pouvez-vous, indiquer votre satisfaction par rapport aux éléments suivants?

Source: Medallia 11 2024




What consolidate them in their choice

Fiscality — Comfort — Ecology are the main satisfaction drivers

4 \
1

Avantageux d’un point de vue fiscal

52%

Confort de conduite (conduite plus fluide).

1
I
1
I
I
1
1
I
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Meilleur pour I'écologie (réduction de I'empreinte carbone).

____________________________________________________

Silence de conduite (peu de bruit par rapport aux véhicules thermiques). I /0%
Possibilité de recharger a domicile (praticité, autonomie). I 3500
Accélération rapide et souple (meilleure réactivité grace au couple instantané). IIIIIIININGNGNGEGEGEGEGEGEGEGEGEGEEEEGENEEGEGEGEGE 3400
Le c6té avant-gardiste de la conduite électrique [IIINIIIEIEIGEGEGEGEGEGEGEGEGGE 0500
Le design de mon modele me plait GGG 2600

Codt de fonctionnement réduit (économie sur le carburant). |IIIIIIIIEIENENGEGEGEGGEGE 220

Cout d’entretien réduit [ INNGIGNGTGTGEGEGNGEGEG 200

Le fait que les véhicules électriques (contrairement aux voitures thermiques) pourront toujours circuler dans

: I 1596
les grandes villes

Technologies embarquées avancées (systemes d'infodivertissement, aides a la conduite). I 17°

Les processus de rechargement sont de plus en plus rapides [ 8% Company (_:ar & per_sonal leasing
/ | mainly mentioned

Autres N 00 - 000000000 TTTTTTTTTmmUooTTTTm

0% 10% 20% 30% 40% 50% 60%

Base: CX EV Survey Total sample (N=1.639)

> .
D I t Calculation: Frequency
e e re n Question: Quels sont les éléments qui vous conforte le plus dans votre achat d’'un véhicule électrique ? 8
Source: Medallia 11 2024
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The next car will be also an electric one. EV drivers are
convinced by their choice even more for the B2C!

Previous car Current Next car
was In most cases a combustion car will remain 1n most cases an electric one
No

i If not : hybrid is mainly mentioned E
! with 60,1% !

1 1

iMain reason to not want an electric:

. 1

' for the next one: autonomy issue !
with the stress associated

_______________________________
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. This conclusion is aligned with the i
i results of the Touring surveys: |
“Un constat intéressant de
I'enquéte est que ceux qui
conduisent déja une voiture
i électrique choisiraient & nouveau |
! une voiture électrique dans 83,15 E
% des cas »

Yes

Private

D leteren Yes 9

Q: Conduisiez-vous un véhicule thermique avant votre voiture électrique? Q: Est-ce que ce serait de nouveau un véhicule électrique ?



Comparison between EV and combustion vehicle : except the recharge time &
autonomy, for every items EV is better evaluated than combustion vehicle

D leteren

Noise

Impact of environment

Global Performance

Comfort

Cost of maintenance

Overall satisfaction with the car

Cost of use

Daily use

In-car technology

Recharge time

Base: CX EV Survey Total sample (N=1.639)
Calculation: Frequency

Autonomy

@ worse M Equivalent [l Better than combustion car

Question: Si vous deviez comparer votre ancien véhicule thermique a votre nouvelle voiture électrique comment évaluerez-vous les différents points ci-dessous :

Source: Medallia 11 2024
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