
 

 
 
 
 
 
Enhancement of Smartphone Connections, Audio and Video Functions Are Key to Increasing 
Customer Satisfaction, J.D. Power Finds 
 
Alpine Ranks Highest among In-Dash Aftermarket Navigation Systems 
 

TOKYO: 26 Oct. 2018 — Understanding customers’ needs and developing products that meet their high 
expectations are crucial, according to the J.D. Power 2018 Japan Navigation Systems Customer Satisfaction 
Index StudySM—Aftermarket, released today. 
 
Now in its 11th year, the study measures customer satisfaction with aftermarket in-dash vehicle navigation 
systems. The redesigned study adds two new factors relating to design elements and connectivity 
functions, bringing the number of examined factors to six (listed in order of importance): navigation 
function (27%); audio and video function (19%); display screen (19%); design and texture (17%); ease of 
use (14%); and other functions, apps and services (5%). Satisfaction is calculated on a 1,000-point scale. 
 
“Customers who purchase aftermarket navigation systems tend to have stronger interest in navigation 
system and higher expectations than those who use factory- and dealer-installed navigation systems,” said 
Yuji Sasaki, Director of the Automotive Division at J.D. Power. “It is crucial to accurately understand a 
customer’s needs and to offer products with functions and performance that meet their desires. 
Manufacturers of aftermarket navigation systems should further improve and enhance not only the basic 
navigation function, but also the smartphone connections and audio and video functions.” 

 
Following are some of the key findings of the study:  
 

 Customer expectations of aftermarket navigation system are higher than factory- and dealer 
-installed navigations: The study also examines purchasing behavior and future intentions and 
finds 56% of aftermarket navigation system customers place importance on navigation function, 
while the percentage drops to 39% of OEM navigation system users. The percentages of customers 
who place importance on audio and video function are 41% of aftermarket navigation system 
customers and 22% of dealer-installed navigation system users.  
 

 Aftermarket navigation system customers more frequently use smartphone connections 
than factory- and dealer -installed navigation customers: More than half (56%) of aftermarket 
navigation system customers use smartphone connections, compared with 52% of OEM navigation 
system users. Additionally, the study finds that aftermarket navigation system customers more 
frequently transfer search data for destinations from their smartphones to their navigation systems 
or use audio- or video-related applications on their navigation systems than OEM navigation system 
users.  
 

* The data above is calculated based on respondents who purchased aftermarket or OEM navigation 
systems in the year. 
 

 
 



Study Rankings 
 
Alpine ranks highest, with a score of 666. Alpine performs above the industry average in all six factors and 
particularly well in display screen and design and texture. Alpine is followed by Pioneer (611) and 
Panasonic (603). 
 
The 2018 Japan Navigation Systems Customer Satisfaction Index Study—Aftermarket is based on 
responses from 2,105 vehicle owners who purchased an aftermarket navigation system from April 2016 
through March 2018. The survey was conducted via internet and was fielded in July 2018. 
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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 
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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. 

Note: Included in the study but not ranked due to insufficient sample size are Clarion and 
Mitsubishi Electric .
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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. 

Note: Percentages may not total 100 due to rounding.


