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Problems & Improvements of Imported Car 

After Sales Services 

-2016 Automobile Consumer Report- 

 

 

 

[16/17-02] Car After Sales Service Process Improvement : 

Reservation Process Comparison 

 

- Phone reservation process and long waiting days as weakness for imported cars  

- Imported cars with high after sales service level showing no difference from 

domestic cars in phone reservation process 

- Night/weekend after sales service wanted by most customers and wished more for 

imports  

 

After sales services have been pointed out as the only weakness of imported cars. 

Imported car after sales services started to fall behind domestic cars starting in 2012, and they 

have been on the decline for the five consecutive years and have remained some 20 points 

short compared to domestic cars in the past three years (Appendix 1). However, not all 

imported car brands are as such. The Japanese cars, which boasts an excellent service level, 

have stayed above 20 points higher than the domestic cars for the four consecutive years even 

though the gap has greatly diminished. Consumer Insight will look into any difference between 

high vs low after sales service brands in a few steps, going forward while having compared 

‘reservation process,’ first below. 
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Consumer Insight's 2016 "Annual Automobile Syndicated Survey" compared the 

reservation process of over 38,000 customers who have received after sales services from 

vertical/authorized/partner service centers in the past year. According to the results of 2016 

after sales service evaluation (CSI), domestic and imported car brands were put into high 

(above average) vs low (below average) after sales service group and then evaluated for any 

difference among the two groups.  

 

Prior to the comparison of the after sales service between imports and domestic cars, it 

needs to be taken into account that there is a difference in service demand handling between 

the imports and domestic cars. Only vertical service centers were considered for imported cars 

while the same accounted for only 12% of domestic car service centers examined. So, to be 

fair to say, it should be noted the actual comparison between the two car groups was done on 

authorized/partner car centers for domestic and vertical service centers for imports.    

 

First of all, domestic cars were ahead of the imported cars almost in all aspect other than 

reservation rate. The reservation rate was 96% for the imports, with 89% of them done by 

phone reservations, but the same was significantly low for domestic cars with 75% reservation 

rate and some 45% of them having used phones to book their services [Table 1]. The finding 

is attributed to the fact that domestic cars are serviced through many small-medium sized 

service providers, but the actual phone reservation of the domestic cars at vertical service 

centers was similar to the imported cars’. 
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Regarding the reservation process, the imported cars were by far inferior. 17% of the 

imported car customers said they had experienced inconveniences during reservations, which 

was close to three times the domestic’s (6%), and 25% of the import car customers and 19% 

of domestic car customers claimed that they had to ‘call more than once’ for the reservations. 

Imported cars’ on-the-day reservation rate was only 12% (59% for domestic), and 72% and 

20% of the customers for imports and domestic cars, respectively, answered on ‘able to book a 

reservation 3 or more days later’ with the average waiting days standing at 7.5 days vs 4.4 

days for each customer group, respectively. Of ‘reserved on the earliest day possible,’ the study 

earned 57% and 52% for imports and domestic cars, respectively, and imported cars stood 

higher on ‘no night/weekend after sales service available at all’ than their domestic 

counterpart. As a whole, the after sales service process of imported cars tend to be provided 

with more inconveniences and take longer time than domestic cars’, and the biggest problem 

is the long waiting time for imported cars, which is because imported car companies do not 

have enough infrastructure to handle the service demand.  

 

The study put imported car brands into high vs low after sales service group to find any 

difference between the two. The biggest difference between the two groups was found in 

phone reservation handling. The study saw a big difference in the two groups as to 

‘reservation inconveniences experienced’ with the results standing at 11% and 21% for imports 
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and domestic cars, respectively, and the high performance group was by far ahead of the low 

service group on ‘called more than once’ with 17% and 30%, respectively, and the average 

number of calls was 1.3 times vs 1.7 times for the respective groups. In addition, the high 

service performance group was below the low service group (61%) with 50% response rate on 

‘reserved the earliest day possible,’ but its service handling was evaluated as faster with the 

average waiting period of 6.6 days (8 days for domestic). Overall, there was a big difference 

between the high vs low service group of imported cars. The best discriminating factor 

between the two groups of imported cars was 'phone reservation processing'. 

 

Domestic cars did not show as big a difference as imported cars between their high vs 

low service performance group. What was characteristic was that ‘on-the-day reservation rate' 

was higher for the poor service group, but their waiting days excluding on-the-day reservation 

were longer with 4.9 days than the high after sales service level group (3.6 days). This means 

that the after sales centers of the poor service brands are receiving reservation requests that 

are hard for them to handle on the day, by increasing waiting days. 

 

Rather, it is well known that imported car customers are more sensitive to time. Of the 

reservation process, the phone reservation process is the biggest differentiator between high 

vs low after sales service group of imported car brands, followed by waiting days. What is 

noticeable is there is almost no difference between imported cars with high after sales service 

level and domestic brands in the phone reservation process. Above all, improving phone 

reservation process appears to be a shortcut to the entry of the imports with low after sales 

service level into the high performance group. 

 

This study results came from the 16th wave (conducted in July 2016) of a large-scale 

annual ‘Automobile Syndicated Study’ with 100,000 samples, which was launched from 2001 by 

Consumer Insight, an automotive specialized research firm. 
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[Appendix 1] 
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==============================================================  

 

◈ Reference: 「Consumer Insight」 Annual Automobile Syndicated Study Outline  

The contents was excerpted and summarized from the results of annual ‘Automobile 

Syndicated Study’ conducted by Consumer Insight Inc. in every July since 2001. 

 

 

 


