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"Car rental revenues have been increasing steadily and are
expected to continue growing through 2020 as

consolidation in the market drives up prices and as travel
participation/expenditures rise. New technologies and

service model adjustments should help companies
maintain sales growth, as should improved loyalty
offerings and more streamlined rental processes. "

- Lindsey Rogers, Consumer Research Analyst

This report looks at the following areas:

• Relatively few are members of a car rental loyalty program
• Renters are not confident in their choices
• Pain points lead to dissatisfied customers

For the purposes of this report, car rentals are defined as rentals and car sharing of light-duty
passenger vehicles, including, but not limited to, midsize/large vehicles, SUVs, light-duty pickups, and
hybrid/alternative power vehicles. The report does not cover vehicle leases. The market size is limited
to US car rental operations.
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DID YOU KNOW? This report is part of a series of reports, produced to provide you with a
more holistic view of this market
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The percentage of adults renting cars increased slightly in 2014

Few are members of car rental loyalty programs

Renters want to engage with brands online

Many renters are frustrated by inconveniences in the process

Vehicle renting is back on upswing
Figure 25: Share of adults and total adults who rent vehicles, 2004-14

Most car renters rent for personal/leisure purposes
Figure 26: Past 12 month vehicle rental use, by purpose (business versus personal), 2004-14

Though fewer rent for business, business travelers rent more often
Figure 27: Number of times rented a vehicle in the past 12 months, percentage all and business versus personal (mean), November
2013-December 2014

Enterprise is most popular; travelers tend to use Hertz, Avis for business
Figure 28: Brands used by car renters in the past 12 months, business use versus personal use, November 2013-December 2014

Only two in 10 are members of car rental loyalty programs
Figure 29: Membership in a car rental loyalty program, March 2015

Most renters think rewards are too difficult to earn
Figure 30: Attitudes toward car rental loyalty programs, March 2015

Figure 31: Hertz, email advertisement, January 2015

Car renters prefer engagement via email, online portals
Figure 32: Avis, “Avis What Drives You – Blake Mycoskie,” online video, Feb. 24, 2015

Figure 33: Best tactics for prompting engagement with travel loyalty programs, March 2015

Ideas for improving the online user experience:

Millennials more likely to want information via mobile devices
Figure 34: Best tactics for prompting engagement with travel loyalty programs, index to average by age, March 2015

Nearly half of car renters want to earn free rentals
Figure 35: Interest in specific types of loyalty rewards, by car loyalty program membership, March 2015

Older renters want freebies, younger renters want convenience
Figure 36: Interest in specific types of loyalty rewards, by age, March 2015

Half of recent car renters booked directly on a company site
Figure 37: Methods used for reserving a rental vehicle in the past two years, March 2015

Loyalty program members less likely to need guidance when booking
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Figure 38: Methods used for reserving a rental vehicle in the past two years, by car loyalty program membership, March 2015

Midsize/large vehicles are most commonly rented, preferred type
Figure 39: Types of vehicles rented in past two years and preferred type of rental vehicle, March 2015

Younger consumers tend to prefer smaller, less expensive vehicles
Figure 40: Top five preferred rental vehicle types, by age, March 2015

No pain, no gain? Renters want companies to streamline the rental process
Figure 41: Car rental pain points, March 2015

Loyalty members tend to expect more from companies
Figure 42: Car rental pain points, by car loyalty program membership, March 2015

Green Machines: Many renters seek out environmentally friendly cars
Figure 43: Attitudes toward fuel efficiency and going green, March 2015

Alternative lifestyles: Renters use multiple forms of transportation to get around
Figure 44: Attitudes toward fuel efficiency and going green, March 2015

Paradox of Choice: Renters may need a helping hand when selecting car rental services
Figure 45: Attitudes toward findings deals, March 2015

Figure 46: Car rental consumer segments, March 2015

Segment 1: As Needed (43%)
Figure 47: Demographics for the As Needed car rental segment, March 2015

Car rental profile

Segment 2: Hunter Gatherers (35%)
Figure 48: Demographics for the Hunter Gatherers segment, March 2015

Car rental profile

Segment 3: Free Upgrades (22%)
Figure 49: Demographics for the Free Upgrades segment, March 2015

Car rental profile
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Figure 50: Total US car rental revenues and forecast, at inflation-adjusted prices, 2010-20
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2013-December 2014
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