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Dealer-Lender Relationships Play Critical Role as Vehicle Sales in Canada Keep Sliding, J.D. Power Finds 
 
Ford Credit and TD Auto Finance Rank Highest in Respective Segments  
 
TORONTO: 21 May 2019 – Against a backdrop of declining auto sales in Canada, dealers are expecting 
their lenders to go shoulder to shoulder with them in weathering the tightening market, and are looking for 
lenders to foster a dealer-lender relationship focusing on ease of doing business, according to the J.D. 
Power 2019 Canada Dealer Financing Satisfaction Study,SM released today. The top two reasons cited by 
dealers for sending business to a lender are people/relationships and easy to work with.  
 
“The constricting market presents both risk and opportunity for lenders,” said Patrick Roosenberg, Director 
of Automotive Finance at J.D. Power. “As dealers face headwinds, the pressure on lenders mounts not 
only to be price competitive but also to provide a high level of service. Every dealer-lender communication 
touch point, from the credit analysts to the sales representative, must be a value-add. Lenders who are 
engaged with their dealer partners are poised to protect market share and even grow it over the long-term.”   
 
The study also finds that dealers will seek the path of least resistance. Dealers who gave high marks (9 or 
10 on a scale of 1-10) on the reasonableness of the lender’s stipulation process, are twice as likely to 
increase their business with the lender compared with those who rated the process 8 or lower. 
 
Lender Rankings 
 
Ford Credit ranks highest in the captive lender segment with a score of 915. Toyota Financial Services 
(897) ranks second and Honda Financial Services (891) ranks third. 
 
Among non-captive lenders, TD Auto Finance ranks highest for the second consecutive year, with a score 
of 906. Bank of Montreal (890) ranks second and Scotiabank (888) ranks third. 
 
Overall satisfaction in the captive segment improves to 883 (on a 1,000-point scale), up from 875 in 2018. 
In the non-captive segment, overall satisfaction rises to 878, a 16-point improvement over 2018. 
 
The 2019 Canada Dealer Financing Satisfaction Study, now in its 21st year, captures 5,572 finance provider 
evaluations across the two segments from new-vehicle dealerships in Canada. The study was fielded in 
February 2019. 
 
For more information about the Canada Dealer Financing Satisfaction Study, visit 
https://canada.jdpower.com/business/resource/canada-dealer-financing-satisfaction-study 
 
See the online press release at http://www.jdpower.com/pr-id/2019073. 
 
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. 
 

https://canada.jdpower.com/business/resource/canada-dealer-financing-satisfaction-study
http://www.jdpower.com/pr-id/2019073


 
 

 

 

Media Relations Contacts 
Gal Wilder, Cohn & Wolfe; 647-259-3261; gal.wilder@cohnwolfe.ca 
Sandy Caetano, Cohn & Wolfe; 647-259-3288: sandy.caetano@cohnwolfe.ca 
Geno Effler; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
 
About J.D. Power and Advertising/Promotional Rules: http://www.jdpower.com/business/about-us/press-
release-info  

# # # 
NOTE: Two charts follow. 

 
 

mailto:gal.wilder@cohnwolfe.ca
mailto:sandy.caetano@cohnwolfe.ca
mailto:media.relations@jdpa.com
mailto:media.relations@jdpa.com
http://www.jdpower.com/business/about-us/press-release-info
http://www.jdpower.com/business/about-us/press-release-info


 
 

 

 

Year / Project / Study Name

915

897

891
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848

838

772

768

Ford Credit

Toyota Financial Services

Honda Financial Services

Captive Average

Kia Motors Finance

Nissan Canada Finance

GM Financial

Hyundai Motor Finance

Retail Credit Captive Satisfaction Index Ranking

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. 

Source: J.D. Power 2019 Canada Dealer Financing Satisfaction StudySM

J.D. Power
2019 Canada Dealer Financing Satisfaction StudySM

(Based on a 1,000-point scale)

NOTE: Hyundai Motor Finance is award-eligible based on equivalent sample size calculations.

 



 
 

 

 

Year / Project / Study Name
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851
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TD Auto Finance

Bank of Montreal

Scotiabank

Non-Captive Average

RBC Royal Bank

Caisse Populaire Desjardins

CIBC

National Bank of Canada

General Bank of Canada

Scotia Dealer Advantage

ATB Financial

AutoCapital Canada

IA Auto Finance

Carfinco

SCI Lease Corp.

Retail Credit Non-Captive Satisfaction Index Ranking

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. 

Source: J.D. Power 2019 Canada Dealer Financing Satisfaction StudySM
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(Based on a 1,000-point scale)

 


