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Overall Customer Satisfaction with Dealer Service Has Slightly Deceased since Last Year,  
J.D. Power Finds 
 
Lexus Ranks Highest in Luxury Segment for 13th Consecutive Year; MINI Ranks Highest in Mass Market 
Segment 
 

TOKYO: 29 Aug. 2019 —Increasing support and communication for customers that have booked 
appointments effects customer service satisfaction, according to the J.D. Power 2019 Japan Customer 
Service Index (CSI) StudySM, released today.  
 
“More customers like to schedule service systematically,” said Koichi Urayama, Senior Director of the 
Automotive Division at J.D. Power. “Dealer staff, including sales and service representatives, need to not 
only perform follow-up activities to help their customers make smooth service appointments but also 
enhance the system to meet customers’ demand for early appointments, encouraging them to use the 
online reservation systems which have not yet been broadly utilized. In addition, it is important to 
establish a system to communicate with customers efficiently and smoothly at every touchpoint, 
including explanations about service content and making contact on a regular basis.” 
 
Following are some of the key findings of the 2019 study: 
 

• Overall satisfaction decreases: Overall satisfaction has decreased slightly by 3 points to 668 (on 
a 1,000-point scale) in 2019 from 671 in 2018. Satisfaction among mass market brands declined 
3 points to 665, while satisfaction among luxury brands decreased by 3 points to 729. 
 

• Satisfaction in service initiation deteriorates: Among the five factors, the largest decrease in 
satisfaction year over year is in service initiation (-6 points).  
 

• Customers are booking appointments sooner: In 2019, more than one-third (37%) of customers 
indicate that they made an appointment for less than a week ahead, compared with 55% in 2014. 
On the other hand, 20% of customers indicate that they made an appointment 14 days or more in 
advance, a gradual increase from 10% in 2014. In particular, the percentage of customers who 
had their service performed during the morning on weekends/holidays and made an appointment 
14 days or more in advance increased to 27% in 2019 from 12% in 2014. However, customers 
who made an appointment 14 days or more in advance indicate lower satisfaction than 
customers who made an appointment less than a week ahead, especially driven by the ease of 
scheduling service visit attribute. 

 
• Most preferred method of scheduling service is via phone: More than half (56%) of the 

customers phoned the dealer to make an appointment, while 21% directly contacted the 
salesperson or service representative; 14% made an appointment when they were contacted by 
the salesperson/selling dealer; and 4% used the dealer website. However, satisfaction is the 
lowest among customers who phoned the dealer (653), while customers who directly contacted 
the salesperson or service representative indicate the highest satisfaction (699). 
 

Study Rankings 
 
Luxury 
Among the five luxury brands included in the study, Lexus ranks highest for the 13th consecutive year, 
with a score of 778—almost 50 points higher than the segment average. Lexus performs particularly well 
in all five factors. 
 



 
 

Mass Market 
Among the 10 mass market brands included in the study, MINI (707) ranks highest for the first time in 
two years. MINI performs particularly well in the factors of vehicle pick-up; service quality; service 
representative; and service initiation. 
 
 
The 2019 Japan Customer Service Index (CSI) Study measures overall satisfaction with after-sales 
service among new-vehicle owners after 15-50 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%). 
 
The study, now in its 18th year, includes responses from 9,139 respondents who registered their new 
domestic and import vehicles between April 2015 and March 2018. The online survey was fielded in May 
and June 2019. Satisfaction is based on the percentage of importance of each of five factors and 
owners’ evaluation of multiple attributed included within these factors. 
 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power has offices serving North America, South America, Asia Pacific and 
Europe. 
 
Media Relations Contacts 
Kumi Kitami; Tokyo; 81-3-4570-8410; release@jdpa.com 
Geno Effler; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
 
About J.D. Power and Advertising/Promotional Rules www.jdpower.com/business/about-us/press-
release-info 
 

# # # 
NOTE: Three charts follow. 

 
  

mailto:release@jdpa.com
mailto:release@jdpa.com
mailto:media.relations@jdpa.com
mailto:media.relations@jdpa.com
file:///C:/Users/jillian.breska/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/8BFIEX2I/www.jdpower.com/business/about-us/press-release-info
file:///C:/Users/jillian.breska/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/8BFIEX2I/www.jdpower.com/business/about-us/press-release-info
file:///C:/Users/jillian.breska/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/8BFIEX2I/www.jdpower.com/business/about-us/press-release-info
file:///C:/Users/jillian.breska/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/8BFIEX2I/www.jdpower.com/business/about-us/press-release-info


 
 

  

J.D. Power
2019 Japan Customer Service Index (CSI) StudySM

Source: J.D. Power 2019 Japan Customer Service Index (CSI) StudySM

Customer Satisfaction Index Ranking
Luxury Brands

(Based on a 1,000-point scale)

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. 

778

729

722

716

706

701

500 600 700 800

Lexus

Luxury Brands
Average

Mercedes-Benz

Audi

Volvo

BMW

NOTE: Included in the study but not ranked due to small sample size are Porsche and Land Rover. Included in the study 
but not ranked due to insufficient sample size is Alfa Romeo.



 
 

 
 

NOTE: Included in the study but not ranked due to small sample size are Jeep, Citroen, Fiat, Peugeot and Renault. 

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. 

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

Source: J.D. Power 2019 Japan Customer Service Index (CSI) StudySM
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Factors Contributing to Overall Satisfaction

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. 

NOTE: Percentages may not total 100 due to rounding.

Source: J.D. Power 2019 Japan Customer Service Index (CSI) StudySM
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