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Rental Car Customers Who Skip the Airport Counter Are Significantly More Satisfied and
Experience Shorter Pick-Up Times

Despite Saving Nearly Eight Minutes by Going Straight to the Lot, 80% of Customers Still Visit
the Rental Counter First

TROY, Mich.: 8 Oct. 2025 — What would you do with an extra seven minutes and 57 seconds
tacked onto your next vacation or business trip? According to the J.D. Power 2025 North
America Rental Car Satisfaction Study,SM released today, that’s the average amount of time
rental car customers gain by skipping the airport car rental counter and going directly to the lot
to fetch their vehicle. Despite the time savings and a better overall customer experience,
however, 80% of airport rental car customers still visit the counter first.

Overall satisfaction among customers who bypass the rental counter is 704 (on a 1,000- point
scale), compared to 662 among those who stop at the counter. Additionally, bypassing the
counter—compared with visiting the counter—also results in notably higher satisfaction with the
pick-up/drop-off experience (722 vs. 667, respectively) and ease/convenience of securing the
rental (722 vs. 663, respectively). The study also finds that customers who skipped the counter
saved time, with an average time to complete the rental pick up of 14 minutes and 6 seconds,
compared to 22 minutes and 3 seconds for those who visited the counter.

“Given options of loyalty programs, kiosks and rental car company apps, there are more ways
than ever to bypass the rental car counter and customers who take advantage of that added
convenience are enjoying the benefits,” said Azari Jones, rental car practice lead at J.D. Power.
“But for one reason or another, many customers are choosing to take the extra time to engage
with representatives at the rental car counter. The key for rental car companies looking to
maximize customer satisfaction is to clearly communicate the value of direct pick-up for time-
pressed travelers, and to add value at the counter by delivering personalized service and more
fully addressing customers’ questions and concerns.”

Study Ranking

Enterprise ranks highest in overall customer satisfaction with a score of 734. National (721)
ranks second. Advantage Rent A Car and Sixt rank third in a tie, each with a score of 711.

The North America Rental Car Satisfaction Study examines the customer experience with rental
car companies across seven core dimensions (in order of importance): ease of rental; pick-
up/drop-off; level of trust; vehicle; staff; value for price paid; and digital tools. It is based on
responses gathered from 8,263 business and leisure travelers who rented a vehicle at an airport
location during the past year. The 2025 study was fielded from August 2024 through August
2025.



For more information about the North America Rental Car Satisfaction Study, visit
https://www.jdpower.com/business/travel-and-hospitality/north-america-rental-car-

satisfaction-study.

To view the online press release, please visit http://www.jdpower.com/pr-id/2025122.

About J.D. Power

J.D. Power is a global leader in consumer insights, advisory services, and data and analytics. A
pioneer in the use of big data, artificial intelligence (Al) and algorithmic modeling capabilities to
understand consumer behavior, J.D. Power has been delivering incisive industry intelligence on
customer interactions with brands and products for more than 55 years. The world's leading
businesses across major industries rely on J.D. Power to guide their customer-facing strategies.

J.D. Power has offices in North America, Europe and Asia Pacific. To learn more about the
company's business offerings, visit JDPower.com/business. The J.D. Power auto-shopping tool
can be found at JDPower.com.
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J.D. Power
2025 North America Rental Car Satisfaction Study"

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Enterprise 734
National 721
Advantage Rent A Car 711
Sixt 711
Hertz 702
ACE Rent A Car 701
Alamo 695
Study Average 691
Avis 672
Budget 669
Thrifty 658
Payless 650
Fox Rent A Car 643
Dollar 641

Source: J.D. Power 2025 North America Rental Car Satisfaction Study*"

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.



