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Millennials Drive Surge in Rental Car Customer Satisfaction 
  
Enterprise Ranks Highest for Second Consecutive Year  
In 20th Anniversary J.D. Power North America Rental Car Satisfaction StudySM 
 
WESTLAKE VILLAGE, Calif.: 11 November 2015 — Millennials are driving a surge in rental car customer 
satisfaction, according to the J.D. Power 2015 North America Rental Car Satisfaction StudySM released today. 
Study findings show that, industry-wide, rental car satisfaction has reached its highest index score since J.D. 
Power began its current methodology in 2006, with Enterprise claiming the top spot among car rental 
brands for the second straight year. 
 
Now in its 20th year, the study measures overall customer satisfaction with rental cars at airport locations 
by examining six factors (listed in order of importance): cost & fees; pick-up process; return process; rental 
car; shuttle bus/van; and reservation process. Satisfaction is calculated on a 1,000-point scale. 
 
Millennials—also known as Gen Y1—who have earned the distinction in countless studies as one of the 
most fickle generations of consumers, have the highest level of satisfaction among the generational groups 
for both business travel (834) and leisure/personal travel (809). Millennials are the second largest group 
of renters overall (34%), behind Boomers (40%), and the second largest proportion of business travelers 
(39%), behind Gen X (43%). Keeping this audience of Millennial customers happy has become a big priority 
for rental car companies, since 47% of these young renters post reviews online vs. just 27% of Gen Xers 
and 10% of Boomers. 
 
“Conventional wisdom says that Millennials are perpetually dissatisfied, but that clearly is not the case,” 
said Rick Garlick, global travel and hospitality practice lead at J.D. Power. “Younger consumers are 
often more difficult to please, but as they get older—whether it’s because of maturity, experience, more 
income or all three—their satisfaction across many studies improves. We definitely see differences in the 
satisfaction of Gen Y consumers now that many are in their mid- to late 20s and 30s, compared with when 
they were in their late teens and early 20s.” 
 
Following are some of the key findings in this year’s study: 
 

 Record High Customer Satisfaction Scores: After plateauing in 2014, overall customer 
satisfaction reaches its highest level (798) since J.D. Power began its current methodology in 2006. 

• Millennials Make Big Impact: In addition to being the most satisfied generation in the study, 
Millennial customers are the most likely to share their experiences via the Internet. Millennials who 
are delighted with their rental car experience (providing a rating of 10 on a 10-point scale) make an 
average of 5.83 positive recommendations; yet when they’re disappointed (5 or lower), they make 
an average of only 1.46 negative comments about their experience. 

 
                                                           
1   J.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 (1995-2004). Because respondents must be 18 years old to participate in the study, the analyses for Gen Z 
includes only those born between 1995 and 1997. 



 
• The Shuttle Bus Is Vital Component of Customer Experience: The greatest gains in satisfaction 

in this year’s study are realized in the shuttle bus/van (+37 points), cost & fees (+29) and pick-up 
process (+26) factors. 

 Business Travelers Getting Happier: Business customer satisfaction is 802, a 30-point 
improvement from 2014, while leisure/personal customer satisfaction is 796, up 22 points. This 
marks the first time under the current methodology business customer satisfaction surpasses that 
of leisure customers. 

• Navigation and Heated Seats Add Most to Perceived Value: While the majority of rental car 
customers do not expect to find in-car navigation systems or heated/cooled seats, these features 
tend to drive the most premium value. 

• Charting the Impact of Problems: The study finds that 14% of customers have a problem during 
their rental car experience, up 1 percentage point from 2014. The most frequent problems are with 
the vehicle functionality, such as a dead battery or poor alignment, vehicle upkeep, pick-up process, 
staff service and billing. Overall satisfaction drops 93 points to 717 when customers experience a 
problem, compared with 810 when they don’t experience any problems. 

Rental Car Satisfaction Rankings 
Enterprise ranks highest in satisfaction among rental car companies for the second consecutive year, with a 
score of 831, a 26-point improvement from 2014. Enterprise performs particularly well in all six factors. 
National ranks second with a score of 818, followed by Alamo with 807, reflecting 21- and 31-point 
improvements, respectively, from 2014. 
 
The 2015 North America Rental Car Satisfaction Study is based on responses gathered from September 
2014 through August 2015 from 12,101 business and leisure/personal customers who rented a vehicle at 
an airport location from August 2014 through August 2015. 
 
Learn more about J.D. Power travel studies at http://www.jdpower.com/industry/travel. 
 
Media Relations Contacts 
Jeff Perlman; Brandware Public Relations; 818-317-3070; jperlman@brandwarepr.com 
John Tews; J.D. Power; 248-680-6218; media.relations@jdpa.com 
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Note: Two charts follow. 
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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 th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 

Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

J.D. Power
2015 North America Rental Car Satisfaction StudySM

JDPower.com
Power Circle RatingsTM

for consumers:

Power Circle Ratings Legend
Among the best
Better than most

The rest
About average

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

 



Award-Eligible Rental Car Companies Included in the Study
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Company Name CEO Name Company Address

Avis Budget Group, Inc. Ronald Nelson Parsippany, N.J.

Enterprise Holdings Pamela Nicholson Clayton, Mo.

The Hertz Corporation John Tague Park Ridge, N.J.

 


