
 

  
 
 
 
 
 
 
 
Mobile Apps Become New Battleground for Auto Lender Customer Satisfaction, J.D. Power Finds 
 
Captive Finance Arms of Lincoln and Mercedes-Benz Rank Highest in Luxury Segment; World Omni 
Financial Corp. Ranks Highest in Mass Market Segment 
 
COSTA MESA, Calif.: 12 Nov. 2018 — A well-designed mobile app has become one of the most critical 
drivers of customer satisfaction with auto lenders. According to J.D. Power 2018 U.S. Consumer Financing 
Satisfaction Study,SM released today, growing numbers of auto loan customers are interacting with their 
lenders via a mobile app, and when they do overall satisfaction surges. 
 
The annual study was significantly redesigned based on industry input to capture the full auto finance 
customer journey throughout the shopping, origination and servicing processes. The study measures 
overall customer satisfaction in five factors (listed alphabetically): billing and payment process; mobile app 
experience; onboarding process; origination process; and website experience. Satisfaction is calculated on a 
1,000-point scale. 
 
“As the auto shopper journey becomes increasingly digital, it’s critical for auto lenders to get the mobile 
app formula just right,” said Jim Houston, Senior Director of Automotive Finance at J.D. Power. “While 
mobile app utilization is still highest among younger generations, older customers who interact with auto 
lenders via mobile app experience even higher overall satisfaction than their younger counterparts. Mobile 
is no longer a generational or niche offering; it is now the window into the auto lending experience.” 
 
Following are key findings of the 2018 study: 
 

• Mobile app is biggest driver of satisfaction when customers experience all five aspects of the 
auto loan process: Overall, 23% of auto loan customers indicate completing a loan application 
digitally (website or mobile app). Among that group of customers, overall satisfaction scores are 55 
points higher than among those who complete an application via traditional paper or verbal means 
(884 vs. 829, respectively). When loan customers use a combination of website and mobile app for 
all facets of the loan application, onboarding and payment process, mobile app accounts for 32% of 
the overall satisfaction score, making it the single largest factor in the customer satisfaction 
equation. 
 

• Auto shoppers look online for financing options: Nearly half (47%) of auto loan customers 
shopped online for vehicle financing prior to visiting a dealership. Within that group, 42% selected 
an indirect financing option offered by their dealer and 12% selected direct financing through a 
financial institution. Overall satisfaction scores are highest among customers who secured direct 
financing outside the dealership (867) and among those who shopped ahead of time but selected 
the dealer-offered option (857). Satisfaction scores are lowest among passive shoppers who did not 
research a loan online prior to visiting the dealership (833). 
 



• High levels of satisfaction among auto loan mobile app users: Overall satisfaction is high among 
customers currently using auto-finance apps (874); however, customer use is generally limited to 
monthly transactions. There is an opportunity to extend auto finance mobile app capabilities to 
features desired by customers, thus providing greater value. 

 
Study Rankings 
 
Lincoln Automotive Financial Services and Mercedes-Benz Financial Services rank highest in a tie 
among luxury brands, with a score of 877. GM Financial (867) ranks third. 
 
World Omni Financial Corp. ranks highest among mass market brands, with a score of 870. Volkswagen 
Credit (863) ranks second and Ford Credit (862) ranks third. 
 
The 2018 U.S. Consumer Financing Satisfaction Study is based on responses from nearly 14,000 customers 
who financed a new- or used-car through a loan or lease within the past four years and was fielded in July-
August 2018. 
 
For more information about the 2018 U.S. Consumer Financing Satisfaction Study, visit 
https://www.jdpower.com/business/resource/us-consumer-financing-satisfaction-study.  
 
See the online press release at http://www.jdpower.com/pr-id/2018212. 
 
Media Relations Contacts 
Geno Effler; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
John Roderick; St. James, N.Y.; 631-584-2200; john@jroderick.com 
 
About J.D. Power and Advertising/Promotional Rules https://www.jdpower.com/business/about-
us/press-release-info  
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844
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Lincoln Automotive Financial Services

Mercedes-Benz Financial Services

GM Financial

Chase Automotive Finance

Infiniti Financial Services

Lexus Financial Services

Luxury Average

Acura Financial Services

BMW Financial Services

Volvo Car Financial Services

Audi Financial Services

Bank of America

Jaguar Land Rover Financial Group

Ally Financial

Wells Fargo Dealer Services

US Bank

Luxury Brand Customer Satisfaction Index Ranking

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. 

Source: J.D. Power 2018 U.S. Consumer Financing Satisfaction StudySM
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Power Circle RatingsTM

for consumers:

Among the best
Better than most
About average
The rest

Power Circle Ratings Legend

(Based on a 1,000-point scale)
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World Omni Financial Corp.

Volkswagen Credit

Ford Credit

Toyota Financial Services

Capital One Auto Finance

Bank Of America

Honda Financial Services

Hyundai Motor Finance

GM Financial

NMAC

Mass Market Average

Chase Automotive Finance

Kia Motors Finance

SunTrust Bank

Ally Financial

BB&T/RAC

Subaru Motors Finance

Chrysler Capital

US Bank

TD Auto Finance

Mazda Capital Services

Wells Fargo Dealer Services

PNC Bank

Fifth Third Bank

Huntington National Bank

Citizens One Auto Finance

Santander Auto Finance

Mass Market Brand Customer Satisfaction Index Ranking
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