
AUTOMOTIVE

Driving loyal owners

Benchmarking 
loyalty performance
# of makes per loyalty rate range

Certified pre-owned customers 
lift a brand’s loyalty rate by

Owners that finance their vehicle 
through a captive lender have 
a make loyalty rate that is

Understand what “type” of loyal customers are returning to market

8.3 million 
customers returned to market 
in the 2016 model year

52.8% 
of those customers repurchased 
from a brand they already own
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Percentage of return to market population

Loyal to 
manufacturer

Lift CPO 2015 2016

56% 57%
47% 48%

76% 64%
52% 58%

Non-Captive Captive

8.2 percentage points 9 percentage points over non-CPO buyers
higher than those who finance 
through a non-captive lender

Super Loyalists
16%

Loyalists
26%

Unspecified 
19%

Nomads
39%
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