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Customers Appreciate Aftermarket Service Providers for Their Convenience, J.D. Power Finds

Christian Brothers Automotive Corp.; Express Oil Change and Tire Engineers; and Jiffy Lube Rank Highest
in Respective Segments

TROY, Mich.: 30 April 2024 — After experiencing year-over-year slumps last year, overall satisfaction
rebounds across the three segments examined in the J.D. Power 2024 U.S. Aftermarket Service Index (ASI)
Study,SM released today. Full-service maintenance and repair sees the greatest improvement (+12 points on
a 1,000-point scale), followed by tire replacement (+5) and quick oil change (+4). Boosts in all three
segments are largely driven by improved service advisor performance and courtesy, along with
enhancements in service facilities and time to complete service.

Amid record-high appointment wait times at franchised dealerships,’ customers are finding it easier to do
business with aftermarket service providers due to no-appointment drive-in service or a small number of
days wait for an appointment.

“This is a key opportunity for aftermarket providers to not only compete with franchised dealers on price,
but also to add customer value with a quicker and easier service experience,” said Leonard Martin, director
of automotive retail at J.D. Power. “Aftermarket service providers should continue to focus on service
advisor performance, courtesy and creating a welcoming environment for customers who wait at the
facility. In addition, technology utilization can inspire transparency, trust and strong advocacy for the
service provider.”

The study, now in its fifth year, measures customer satisfaction with aftermarket service facilities,
providing a numerical index ranking of the highest-performing facilities in the U.S. aftermarket.
Performance in three segments—full-service maintenance and repair; quick oil change; and tire
replacement—is based on the combined scores for seven factors that comprise the vehicle owner service
experience. These factors are (in alphabetical order): ease of scheduling/getting vehicle in for service;
fairness of charges; service advisor courtesy; service advisor performance; service facility; time to
complete service; and quality of work.

Following are key findings of the 2024 study:

¢ Younger customers are harder to please: Gen Z? customers have lower satisfaction than do Gen'Y
customers with tire replacement (-15 points) and full-service maintenance and repair providers (-6).
Service advisors are the key to turning this around. “Younger customers are less likely to have a
service provider with whom they are familiar, and they may need more guidance from advisors in
order to build a trusting relationship,” Martin said. “This is an opportunity for aftermarket providers
to create new long-time loyal customers when they have been provided with satisfying
experiences.”

e Photo/video documentation for recommended repairs: Multi-point inspections (MPI) are routine,
but fewer than one-fourth (23%) of customers receive any kind of accompanying photo or video
documentation. While doing so is more time-consuming for service staff, providing photo/video

1).D. Power 2024 U.S. Customer Service Index (CSI) StudysM
2J.D. Power defines generational groups as Pre-Boomers (born before 1946); Boomers (1946-1964); Gen X (1965-1976); Gen Y (1977-1994);
and Gen Z (1995-2006). Millennials (1982-1994) are a subset of Gen Y.
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evidence of recommended repairs has a significant payoff, especially for tire replacement
providers. Of the customers who receive an MPI with photo/video, 51% have the recommended
work done. Without photo/video, only 24% of customers who receive an MPI have the work done.

¢ Franchised dealerships more trustworthy in some areas: Dealerships have a higher level of
customer trust than do aftermarket service facilities. For example, ratings by dealership customers
for the use of technology to make service more efficient average 6.09 (on a 7-point scale),
compared with ratings by tire replacement customers, which average 5.90. Ratings by dealership
customers for the ability to perform complex repairs on the vehicle average 6.12, while the average
by customers of full-service maintenance and repair providers is 5.83. Across each segment in the
study, aftermarket service customers continue to find their provider easier to do business with
(average of 6.26), while franchise dealer customers rate their service provider an average of 6.09.

Study Rankings

Christian Brothers Automotive Corp. ranks highest in satisfaction for full-service maintenance and repair
for a fifth consecutive year, with a score of 825. Meineke Car Care Centers (810) and Midas (810) each
rank second in a tie.

Express Oil Change and Tire Engineers ranks highest in satisfaction for quick oil change for a second
consecutive year, with a score of 841. Take 5 (818) ranks second and Valvoline Instant Oil Change (815)
ranks third.

Jiffy Lube ranks highest in satisfaction for tire replacement for the first time with a score of 842. Meineke
Car Care Centers (834) ranks second and Midas (829) ranks third.

The 2024 U.S. Aftermarket Service Index (ASI) Study is based on responses from 10,264 vehicle owners.
Survey data collection was conducted online from January through March 2024. Survey respondents were
initially selected from online consumer panels. New for the 2024 study, respondents who indicated in
previous J.D. Power Customer Service Index (CSI) studies that they had taken their vehicle to an
aftermarket provider were mailed a paper invitation letter asking for participation in the online ASI survey.
Respondents were screened for having had aftermarket service performed in the past 12 months.

For more information about the U.S. Aftermarket Service Index (ASI) Study, visit
https://www.jdpower.com/business/automotive/us-aftermarket-service-index-asi-study.

See the online press release at http://www.jdpower.com/pr-id/2024032.

About J.D. Power

J.D. Power is a global leader in automotive data and analytics, and provides industry intelligence,
consumer insights and advisory solutions to the automotive industry and selected non-automotive
industries. J.D. Power leverages its extensive proprietary datasets and software capabilities combined with
advanced analytics and artificial intelligence tools to help its clients optimize business performance.

J.D. Power was founded in 1968 and has offices in North America, Europe and Asia Pacific. To learn more
about the company's business offerings, visit JDPower.com/business. The J.D. Power auto-shopping tool
can be found at JDPower.com.
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J.D. Power
2024 U.S. Aftermarket Service Index (ASI) Satisfaction Study®™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-pointscale)

Full-Service Maintenance and Repair
Christian Brothers Automotive Corp. 825
Meineke Car Care Centers 810
Midas

810

Goodyear Auto Service 804

Segment Average 801
Firestone Complete Auto Care 798
Pep Boys 797
Tires Plus 792
Mavis Discount Tire

785

Monro Auto Service and Tire Centers 784

Source: J.D. Power 2024 U.S. Aftermarket Service Index (ASl) Satisfaction StudysV

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated 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 survey results without the express prior written consent of J.D. Power.



J.D. Power
2024 U.S. Aftermarket Service Index (ASI) Satisfaction Study®™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-pointscale)

Quick Oil Change

Express Qil Change and Tire Engineers 841

Take 5 818
Valvoline Instant Oil Change 815
Segment Average 797

Grease Monkey 793

Jiffy Lube

793

Walmart

Source: J.D. Power 2024 U.S. Aftermarket Service Index (ASl) Satisfaction StudysV

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated 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 survey results without the express prior written consent of J.D. Power.



J.D. Power

2024 U.S. Aftermarket Service Index (ASI) Satisfaction Study>"

Overall Customer Satisfaction Index Ranking

(Based on a 1,000-point scale)

Tire Replacement

Jiffy Lube

Meineke Car Care Centers

Midas

Goodyear Auto Service

Discount Tire

Pep Boys

Les Schwab Tire Centers

Costco

Segment Average

Big O Tires

Firestone Complete Auto Care

Tires Plus

Mavis Discount Tire

Walmart

Source: J.D. Power 2024 U.S. Aftermarket Service Index (ASl) Satisfaction StudyM
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Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated 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 survey results without the express prior written consent of J.D. Power.



