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"Auto service, maintenance, and repair are critical
components of vehicle ownership."
- Buddy Lo, Automotive Analyst

This report looks at the following areas:
•
•
•

Trust remains paramount for car owners
Advanced driver-assistance systems reduce collisions
Car owners still aren’t proactively scheduling service

Vehicles require regular maintenance and upkeep to ensure their longevity and use, and neglecting
such responsibilities can result in extremely costly repairs for consumers. Today’s consumers are aware
of the necessary service and maintenance they must perform but are still sensitive regarding pricing.
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This report is part of a series of reports, produced to provide you with a
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Older vehicles on the road will require even more maintenance
Figure 10: Average age of light vehicles in the US, 1995-2016
New-vehicle sales drive warranty work
Figure 11: Warranty percentage of fixed-ops sales, 2013-16
High consumer confidence promotes maintenance spending
Figure 12: Consumer confidence and unemployment, 2000-September 2017
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What’s Working?
Warranty work continues to grow
Figure 13: Warranty as a percentage of fixed-ops sales, 2013-16
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Figure 14: State Farm informational email, October 2017

What’s Struggling?
Service departments struggle to attract and retain talent
Franchise service centers have a pricey reputation
Figure 15: Location reasons, by service location, October 2017

What’s Next?
Insurance companies streamline claims process on mobile
Figure 16: Allstate informational email, October 2017
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Auto Maintenance or Repair Services
Nine out of 10 car owners had work professionally done in the past year
Figure 17: Auto maintenance or repair services, October 2017
Figure 18: Christian Brothers Automotive, direct mail, October 2017

Vehicle Model Year
One third of vehicles serviced over ten years old
Figure 19: Vehicle model year, October 2017
Figure 20: Vehicle model year, October 2017
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Older vehicles get slightly more work done
Figure 21: Auto maintenance or repair services, by model year, October 2017

Purchase Type
Majority of vehicles serviced were purchased new
Figure 22: Purchase type, October 2017
Purchase type correlated with age and income
Figure 23: Purchase type, by age and income, October 2017
Over 40% of new car purchases are five years old or older
Figure 24: Purchase type, by model year, October 2017

Service Location
Dealerships and independent repair shops most-used locations
Figure 25: Service location, October 2017
More than half of new vehicles are taken to dealerships
Figure 26: Service location, by purchase type, October 2017
Auto service chains over-index among urban residents
Figure 27: Service location, by area, October 2017

Location Reasons
Trust continues to be critical in choosing a service location
Figure 28: Location reasons, October 2017
Trust becomes more important as incomes rise
Figure 29: Location reasons, by income, October 2017
Newer-car owners go with brand and warranty
Figure 30: Location reason, by vehicle model year, October 2017
Independent repair shops chosen because of trust, location, and cost
Figure 31: Location reasons, by auto service location, October 2017
Location Reasons TURF Analysis
Figure 32: TURF analysis – Maintenance and repair reasons, October 2017

Auto Maintenance Behavior
Car owners tend to stick with the same location
Figure 33: Auto maintenance behavior, October 2017
Dealerships and independent repair shops get one-stop-shop customers
Figure 34: Auto maintenance behavior, by auto service location, October 2017
Younger car-owners more likely to book appointments same day
Figure 35: Auto maintenance behavior, by age, October 2017

Facility Amenities
Wi-Fi tops desired amenities
Figure 36: Facility amenities, October 2017
Figure 37: TURF analysis – Desired amenities, October 2017
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Appendix – Data Sources and Abbreviations
Data sources
Sales data
Fan chart forecast
Consumer survey data
Consumer qualitative research
Direct marketing creative
Abbreviations and terms
Abbreviations
Terms
TURF Methodology
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