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Customer Loyalty Battles ===
Markets

Car Rentals

Airport Rentals

+ Dominated by major brands
+ Have to pay concession fees as well as fixed fees
- Early mornings and late night collections

- A service based industry

- In 2009 total market revenue for the rental car business o R
industry fell 6.5% from 2008 + Local offices including car dealerships and repair shops
- Revenue was up by 2.5% in 2010 — - —

Competitors

- In 2011-2012 the growth rate went up to 2-3% per year
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Customer Loyalty Battles

Markets
Car Rentals

Airport Rentals

+ Dominated by major brands
+ Have to pay concession fees as well as fixed fees
- Early mornings and late night collections

- A service based industry
. Local Rentals
- In 2009 total market revenue for the rental car business

inclustry fE.'" 6.5% from 2008 « Local offices including car dealerships and repair shops

- Revenue was up by 2.5% in 2010

Competitors

- In 2011-2012 the growth rate went up to 2-3% per year
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Car Rentals

- A service based industry

- In 2009 total market revenue for the rental car business
iIndustry fell 6.5% from 2008

- Revenue was up by 2.5% in 2010

- In 2011-2012 the growth rate went up to 2-3% per year




Markets

Airport Rentals
- Dominated by major brands

- Have to pay concession fees as well as fixed fees
- Early mornings and late night collections

Local Rentals

- Local offices including car dealerships and repair shops

Segments
NN Competitors

-



I

- High entry barriers

Market

- In 2002 there were nine national car rental companies
- By 2012 there were just four major national car rental companies

- High levels of competition

Market Share

4

w Hertz 30%
w Avis 26%

' - Enterprise 20%

. I & Olympic 8%




Segments

- More likely to rent a compact car than any other vehicle
class

- Likely to earn points during business trips and spend in
leisure locations

Table A Rental car customer segments

% of All Business % of Industry
Travelers Revenues
“Heavy” Business Travelers 37 55
“Medium” Business Travelers 45 20
“Light” Business Travelers 18 5
Leisure Travelers 15

Other 5




Olympic Rent-A-Car

- Car rental business
- Struggling to compete with competitors
- Do not hold a large market share

- Customers are not loyal to their business



