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J.D. Power and Associates Reports:
Coaching of Customer Satisfaction Survey Responses by Home Builders
Can Have a Significant Negative Impact on Index Scores

FOR IMMEDIATE RELEASE: January 12, 2005
WESTLAKE VILLAGE, Calif—While attempts to coach customers on how to respond to satisfaction
surveys is uncommon in the homebuilding industry, when it does happen, it tends to have a significant
negative impact on overall index scores, according to a recent follow-up survey to the J.D. Power and
Associates 2004 New-Home Builder Customer Satisfaction Study.*™

Results of the survey found that while one-quarter of respondents said their builder encouraged
them to respond to the J.D. Power and Associates customer satisfaction survey, only 6 percent of
respondents said the builder attempted to influence the way they filled out the survey. Although the
majority of these respondents said this attempt to coach their survey answers had no impact on their
satisfaction, their actual overall satisfaction scores were significantly lower than those who said they
were not coached. Respondents who said the builder attempted to influence them gave an average
satisfaction index score of 99, compared to 112 among those who said they were not coached.

“Having a reputation for strong customer satisfaction can be a differentiating factor for
consumers in the highly competitive homebuilding industry, and satisfaction surveys play an important
role in helping builders distinguish their strengths,” said Dale Haines, director, real estate industries at
J.D. Power and Associates. “However, consumers tend to resent transparent attempts by builders to
influence their responses to satisfaction surveys, especially if a builder seems more interested in the
survey ratings than in genuine efforts to build strong customer relationships.”
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Findings on survey coaching in the homebuilding industry closely mirror those in the automotive
industry, where just 6 percent of respondents for the J.D. Power and Associates 2004 Customer Service
Satisfaction Study,*™ which measures satisfaction of new-vehicle buyers with the dealer service
department, said the dealer attempted to influence their responses to a customer satisfaction survey.
Respondents who were coached tended to give significantly lower satisfaction scores to the dealer,
similar to survey results for the homebuilder industry.

Survey results are based on responses from 7,036 new-home owners who originally participated
in the 2004 New-Home Builder Customer Satisfaction Study, which was released in September 2004.
Fielding for the 2005 study will begin this spring, and results will be released in September.

Headquartered in Westlake Village, Calif., J.D. Power and Associates is an ISO 9001-registered
global marketing information services firm operating in key business sectors including market research,
forecasting, consulting, training and customer satisfaction. The firm’s quality and satisfaction
measurements are based on responses from millions of consumers annually. Media e-mail contact:
michael.greywitt@jdpa.com or john.tews@jdpa.com

No advertising or other promotional use can be made of the information in this release without
the express prior written consent of J.D. Power and Associates. www.jdpower.com
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J.D. Power and Associates
2004 New-Home Builder Customer Satisfaction Study’
Follow-Up Coaching Survey
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The Negative Impact of Survey Coaching by Builders on
Overall Satisfaction Index Scores

Average score of
respondents who said
they were not coached

by their builder

111 112

Overall Study
Average

99

Average score of
respondents who said
their builder attempted to
influence their ratings

Source: J.D. Power and Associates 2004 New-Home Builder Customer Satisfaction Studys“ Follow-Up Coaching Survey

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2004 New-Home Builder Customer Satisfaction StudysM
Follow-Up Coaching Survey as the source. No advertising or other promotional use can be made of the information in this
release or J.D. Power and Associates study results without the express prior written consent of J.D. Power and Associates.



