Canadian Auto Dealers Seek More ‘Consultative’ Relationship with Financing Companies
To Navigate Potential Economic Headwinds, J.D. Power Study Says
BMW Financial Services Ranks Highest in Dealer Satisfaction in the Prime Retail Credit Segment
TORONTO: 26 May 2015 — New-vehicle dealers in Canada are reporting record sales but are
trying to increase profitability while facing some economic headwinds. Now more than ever they
want their auto finance providers to be a business partner rather than just a lender, according to
the J.D. Power 2016 Canadian Dealer Financing Satisfaction Study,SM released today.
Vehicle sales in Canada continue to rise, with some of the growth being aided by low interest rates
and extended terms, which have improved consumer affordability. While low rates and extended
terms are supporting dealership sales, each has the potential to negatively impact lenders’ margins
and portfolio risks. Low interest rates and extended terms have supported the dealer sales growth,
as the average amount financed (vehicle manufacturer's suggested retail price—MSRP) has
increased to $37,794 CAD in 2016, up from $27,566 in 2010, according to data gathered by the
Power Information Network® (PIN) from J.D. Power. Additionally, average loan terms from bank
lenders has increased over the same period to 78 months from 69 months, while term lengths from
captive financing companies have extended to 69 months from 59 months, according to PIN.
While the dealer sales volume has increased, new-vehicle profitability has declined, and the
economic horizon for Canada has some headwinds from declining oil prices and purchasing power.
“Faced with declining profitability and the economic headwinds, dealers want their lenders to be
collaborative business partners that will help them focus on the things that drive profitable growth
without impairing their ability to sell vehicles,” said Mike Buckingham, senior director of the
automotive finance practice at J.D. Power.
From that business partnership, dealers want personalized service from their
underwriting/funding and sales teams to help them manage their credit and expedite consumer
applications and funds. Dealers are increasingly concerned about customer satisfaction and rely on
their lender partners to aid them in speeding up the sales, financing and vehicle delivery processes.
“Sales representatives are integral to the dealer-lender relationship,” said Buckingham. “To make
that relationship strong requires that the lender’s rep make frequent contacts with the dealership,
understand their business, provide insights on current programs and help the dealer resolve
financing issues.”
The study finds that 60% of dealers say their prime retail credit (PRC) sales reps facilitate contract
problem resolution. When that occurs, overall dealer satisfaction with their PRC lender increases by
97 points (on a 1,000-point scale). Similarly, nearly half of dealers say their sales reps provide
dealership performance consulting and facilitate restructuring of applications, which lift PRC
satisfaction by 95 and 93 points, respectively. Additionally, 69% of dealers indicate that they are
always able to reach their credit staff when needed, which boosts PRC satisfaction by 104 points.
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Dealers want problem solvers in both the sales reps and underwriters. For finance and insurance
(F&I) managers, that means occasionally granting exceptions to get their customers the financing
needed to make the sale. These requests don’t often occur; in fact, dealers request exceptions an
average of 10% of the time. When those dealer requests are granted at least 50% of the time, it lifts
satisfaction by 80 points.
When lenders automatically approve applications, satisfaction increases by 75 points, and when
lenders are able to fund error-free contracts within the same day of submission, satisfaction jumps
by 72 points.
“In a highly competitive market like Canada, time is of the essence,” said Buckingham. “Dealers
want to be able to get quick funding, as any delay can lead to a lost opportunity, with the customer
walking out the door.”
The study, now in its 18th year, measures dealer satisfaction with finance providers in four
segments: prime retail credit; retail leasing; floor planning; and non-prime retail credit.1 Dealer
satisfaction in the prime retail credit segment is 858, and in the non-prime retail credit segment,
satisfaction is 825. Dealer satisfaction in the retail leasing segment is 860, while in the floor
planning segment, satisfaction is 930.
Prime Retail Credit Segment Rankings
BMW Financial Services ranks highest in the prime retail credit segment for a fourth consecutive
year, improving 35 points to 971. BMW Financial Services performs particularly well in the
application/approval process, product offerings and sales representative relationship factors.
Mercedes-Benz Financial Services ranks second (922), followed by Ford Credit Canada (918).
The 2016 Canadian Dealer Financing Satisfaction Study captures nearly 6,400 finance provider
evaluations across the four segments. These evaluations were provided by more than 1,200 newvehicle dealerships in Canada. The study was fielded from January through March 2016.
For more information about the 2016 Canadian Dealer Financing Satisfaction Study, visit
http://canada.jdpower.com/resource/canadian-dealer-financing-satisfaction-study.
See the online press release at http://www.jdpower.com/press-releases/2016-canadian-dealerfinancing-satisfaction-study.
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Note: One chart follows.

No awards are presented in the retail leasing, floor planning and non-prime retail segments due to insufficient market
representation of the respective segments in the 2016 study.
1

Year / Project / Study Name

J.D. Power
2016 Canadian Dealer Financing Satisfaction StudySM
Overall Satisfaction Index Score Ranking
(Based on a 1,000-point scale)

Prime Retail Credit
BMW Financial Services

971

Mercedes-Benz Financial Services

922

Ford Credit Canada

918

Honda Financial Services

896

Bank of Montreal

885

TD Auto Finance

858

Industry Average

858

Nissan Canada Finance

854

Scotiabank

851

National Bank

842

Toyota Financial Services

835

Desjardins/Caisse Populaire

827

RBC Royal Bank

815

Kia Motors Finance

787

GM Financial

706
400

1000

On a 1000-point scale
NOTE: BMW Financial Services and Mercedes-Benz Financial Services are award eligible based on equivalent sample size
calculations; Included in the study but not ranked due to small sample size is Hyundai Motor Finance
Source: J.D. Power 2016 Canadian Dealer Financing Satisfaction StudySM
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.
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