
 

 

 
 
 
 
 
Dealers Can Keep Customers Satisfied while Increasing Revenue by Offering Additional Services, J.D. 
Power Finds 
 
Volkswagen Ranks Highest among Mass Market Brands; Lexus Ranks Highest among Luxury Brands 
 

TOKYO: 31 August 2018 — Overall satisfaction in all five factors has improved since 2017, according to 
the J.D. Power 2018 Japan Customer Service Index (CSI) Study,SM released today. Overall customer 
satisfaction has improved by 13 points to 671 points in 2018.  
 
The study, now in its 17th year, measures overall satisfaction with after-sales service among new-vehicle 
owners after 15 to 50 months of ownership. The study surveys owners who visit an authorized service 
center for maintenance or repair work and is based on five factors (in order of importance): vehicle pick-up 
(21%); service representative (21%); service quality (21%); facility (19%); and service initiation (18%).  
 
Following are some of the key findings of the study:  
 
 Satisfaction on the rise: Satisfaction has improved by 10 points or more in all factors since last year: 

vehicle pick-up (up 12 points to 647); service representative (up 14 points to 703); service quality (up 
16 points to 667); facility (up 16 points to 668); and service initiation (up 11 points to 666).  
 

 Initial customer service experience substantially increases: The percentage of service 
representatives who explained the service fees before beginning the work has increased to 70% in 
2018 from 64% in 2014 and has resulted in a 11-point increase in satisfaction from 2014 to 694 
points.  

 
 Offering services beyond initial reason for visit boosts satisfaction: Since 2014, the number of 

customers who were given suggestions about products, maintenance, or repairs other than what they 
ordered has increased by 6 percentage points from 34% in 2014 to 40% in 2018, and satisfaction has 
improved to 691 points (up 16 points from 2014). Rather than getting unhappy that dealers are 
suggesting extra services, customers satisfaction improves. 

  
“Customers are now more likely to make an appointment in advance for after-sales service.” said Koichi 
Urayama, Director of the Automotive Division at J.D. Power. “The percentage of customers who make an 
appointment within a week in advance has decreased to 42% from 55% in 2014. On the other hand, the 
percentage of customers who make an appointment more than 14 days in advance has increased to 19% 
from 10% in 2014. Taking countermeasures for earlier appointment for after-sales service will be one of 
kay lead to further improvements in customer satisfaction.” 
 
Study Rankings 
 
Luxury Market 
Lexus ranks highest with a score of 772, which is 40 points higher than the segment average. Lexus 
performs particularly well in all five factors. Lexus is followed by Mercedes-Benz (725) and BMW (724). 
 



 

 

Mass Market 
Volkswagen ranks highest with a score of 699. Volkswagen performs particularly well in all five factors. 
Volkswagen is followed by MINI (693) and Nissan (682). 
 
 
The 2018 Japan Customer Satisfaction Index (CSI) Study measures passenger-vehicle owner satisfaction 
with after-sales service obtained during the most recent one-year period at an authorized dealership. The 
study is based on data collected from 9,161 respondents who registered their new domestic and import 
vehicles between April 2014 and March 2017. The online survey was fielded from May through June 2018. 
 
Media Relations Contacts 
Kumi Kitami; J.D. Power; Tokyo; 81-3-4570-8410; cc-group@jdpa.com 
Geno Effler; J.D. Power; Costa Mesa, Calif., USA; 001-714-621-6224; media.relations@jdpa.com 
 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. Those 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power is headquartered in Costa Mesa, California, and has offices in Tokyo, 
Shanghai, Beijing, Tokyo, Singapore and Bangkok serving the Asia Pacific region. J.D. Power is a portfolio 
company of XIO Group, a global alternative investments firm headquartered in London, and is led by its 
four founders: Athene Li, Joseph Pacini, Murphy Qiao and Carsten Geyer.  
For more information, please visit http://japan.jdpower.com 
 
About J.D. Power and Advertising/Promotional Rules www.jdpower.com/about-us/press-release-info 
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NOTE: Three charts follow. 
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