Airport-Located Rental Car Companies Earn Record-High Customer Satisfaction Scores in J.D. Power
Study
Enterprise Ranks Highest in Overall Customer Satisfaction for Fifth Consecutive Year
COSTA MESA, Calif.: 7 Nov. 2018 — Renting a car has officially become the most satisfying part of the
North American travel experience. According to the J.D. Power 2018 North America Rental Car Satisfaction
Study,SM released today, customer satisfaction with airport-based rental car companies has climbed to a
record high of 830 points (on a 1,000-point scale), topping satisfaction scores in J.D. Power 2018 studies for
hotels, airlines and airports.
“Rental car companies are doing a lot of things right when it comes to customer satisfaction, with some
brands making significant gains this year,” said Michael Taylor, Travel Practice Lead at J.D. Power.
“Lower prices continue to have a positive effect, but we’re also seeing increased satisfaction with the
vehicles themselves, the reservation process and mobile apps. This suggests that efforts to streamline the
rental process with technology are paying off, but study findings also show that positive interactions with
rental car company staff can have a positive effect on customer satisfaction.”
Following are some of the key findings of the 2018 study:
•

Record-high rental car customer satisfaction: Overall rental car satisfaction improves by 4 index
points to 830 in 2018, the highest level recorded in the 23-year history of the study. The
performance improvement is driven by increases in satisfaction in three factors: reservation, rental
car and cost & fees.

•

Satisfaction higher among app users: Overall satisfaction among customers who use a brand’s
mobile app is 58 points higher than among those who do not. Currently, just 30% of customers say
they use a rental car mobile app. Rental car apps are used most frequently for making reservations
(47%); getting information (42%); and check-in (40%).

•

Staff interactions still matter: Although mobile app usage is associated with higher levels of
overall satisfaction, staff interactions still matter. Positive staff touch points in the reservation and
return processes are associated with the highest levels of overall rental car customer satisfaction.

Rental Car Company Rankings
Enterprise ranks highest in overall customer satisfaction for a fifth consecutive year, with a score of 862.
Hertz (848), which has improved by 26 points from 2017, ranks second. National (846) ranks third.
The 2018 North America Rental Car Satisfaction Study is based on responses gathered from September
2017 through August 2018, from 12,068 business and leisure travelers who rented a vehicle at an airport
location from August 2017 through August 2018.

For more information about the North America Rental Car Satisfaction Study, visit
https://www.jdpower.com/resource/north-america-rental-car-satisfaction-study.
See the online press release at http://www.jdpower.com/pr-id/2018208.
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NOTE: One chart follows.

Year / Project / Study Name

J.D. Power
2018 North America Rental Car Satisfaction StudySM
Customer Satisfaction Index Ranking

JDPower.com
Power Circle RatingsTM
for consumers:

(Based on a 1,000-point scale)

Enterprise

862

Hertz

848

National

846

Industry Average

830

Avis

824

Alamo

822

Thrifty

Dollar

Budget

819

816

811

Note: Included in the study, but not ranked, are Advantage Rent A Car, ACE Rent A Car,
Fox Rent A Car and Payless.

Power Circle Ratings Legend
Among the best
Better than most
About average
The rest
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