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J.D. Power and Associates Reports: 
Customer Satisfaction with Home Equity Line of Credit/Loan Origination is Up, 
Despite Turmoil in the Housing and Lending Markets 
 
Bank of America Ranks Highest in Customer Satisfaction with Home Equity Line of Credit/Loan Origination 
 
WESTLAKE VILLAGE, Calif.: 29 May 2008 —Despite an economy affected by a stagnant housing market, 
decreasing home values and upheaval among lenders, overall customer satisfaction with the home equity line of 
credit/loan origination process has improved since 2007, according to the J.D. Power and Associates 2008 Home 
Equity Line/Loan Origination StudySM released today. Overall customer satisfaction in 2008 averages 780 on a 1,000-
point scale, increasing by 14 points from 766 in 2007. 
 
“Ongoing troubles in the housing and mortgage lending markets have had the effect of lowering customer 
expectations around the home equity loan and line of credit origination process.  Since homeowners may have 
feelings of uncertainty toward property values and lenders, they may associate the loan application process with 
hassle and frustration,” said Tim Ryan, senior research director of the finance and insurance practice at J.D. Power 
and Associates. “As a result, customers who obtained a home equity product report being more satisfied with the 
process in 2008, compared with 2007, even though measures of service—such as the average length of time for 
application approval—have remained consistent during the past year.” 
 
Now in its third year, the study measures customer satisfaction with home equity lenders. Four factors are examined 
to determine overall satisfaction. They are, in order of importance: application/approval process (36%); closing 
(35%); loan officer/representative or banker (26%); and problem resolution (4%).1 

 
For consumers shopping for a home equity loan or line of credit lender, closing costs and price—including interest 
rates and fees—are particularly important considerations. Understanding and comparing terms from various lenders 
may help homeowners obtain a better deal. 
 
“One tip for consumers who are shopping for a home equity loan or line of credit is to contact several lenders and 
allow them to compete for your business,” said Ryan. “Shoppers may be able to secure lower fees and points and 
better interest rates as a result. In addition, shoppers should make sure they completely understand the terms of their 
loan before signing the closing papers. If anything is unclear or unexpected, shoppers have the right to receive an 
explanation, as well as to re-negotiate the terms or to walk away.  Another approach is for shoppers to work with their 
existing lender. Through this lender, shoppers may be able to consolidate multiple accounts, as well as negotiate for—
and obtain—a competitive interest rate.” 
 
Bank of America ranks highest in satisfying customers who recently obtained a home equity product, receiving an 
overall index score of 811 and performing particularly well in the application/approval process factor. SunTrust (809) 
and Wachovia (807) follow Bank of America in the rankings. SunTrust performs particularly well in the loan 
officer/representative or banker factor while Wachovia performs well in the closing factor. 
 
“Bank of America, SunTrust and Wachovia all perform well in specific areas that are important to customers, 
including having problem incidence rates and application approval times that are better than the industry average,” 



said Ryan. “With high levels of service provided by these and other lenders who have performed well at fulfilling 
customer expectations, now may be an opportune time for homeowners who qualify to apply for a home equity 
product. However, those homeowners with lower credit scores or who are in an area where property values have 
declined may have a more difficult time qualifying for a home equity product under the current circumstances.” 
 
The study finds that there are five key performance indicators for lenders that are critical to satisfying customers. 
These indicators include: approving applications and providing customers with access to their funds quickly; setting 
and meeting expectations during the application approval process; avoiding surprising the customer during the 
origination process; being versatile and flexible in the location of the closing; and being mindful of the pitfalls of 
using a mortgage broker.  
 
The study also finds that lenders that perform well in these performance indicators will increase their percentage of 
highly committed customers, who are more than twice as likely to recommend their lender to others and to reuse their 
current lender for their next home equity or mortgage product. In turn, this growth can help these lenders outperform 
their competitors over time. 
 
The 2008 Home Equity Line/Loan Origination Study is based on responses from 3,176 customers who originated a 
home equity line/loan between February 2007 and January 2008. The study was fielded in February and March 2008. 
 
About J.D. Power and Associates 
Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services 
company operating in key business sectors including market research, forecasting, performance improvement, training 
and customer satisfaction.  The company’s quality and satisfaction measurements are based on responses from 
millions of consumers annually.  For more information on car reviews and ratings, car insurance, health insurance, 
cell phone ratings, and more, please visit JDPower.com. J.D. Power and Associates is a business unit of The McGraw-
Hill Companies.  
 
About The McGraw-Hill Companies  
Founded in 1888, The McGraw-Hill Companies (NYSE:  MHP) is a leading global information services provider 
meeting worldwide needs in the financial services, education and business information markets through leading 
brands such as Standard & Poor’s, McGraw-Hill Education, BusinessWeek and J.D. Power and Associates. The 
Corporation has more than 280 offices in 40 countries. Sales in 2007 were $6.8 billion. Additional information is 
available at http://www.mcgraw-hill.com. 
 
Media Relations Contacts: 
Jeff Perlman  Syvetril Perryman 
Brandware Public Relations J.D. Power and Associates 
Agoura Hills, Calif. Westlake Village, Calif. 
(818) 706-1915 (805) 418-8103 
jperlman@brandwaregroup.com syvetril.perryman@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/corporate 
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J.D. Power and Associates 
2008 Home Equity Line/Loan Origination StudySM

Included in the study, but not ranked due to small sample size, are: Beneficial, 
Capital One, CitiFinancial, CitiFinancial Mortgage, Citizens Bank, Fifth Third Bank, 
First Horizon Home Loans, GMAC Mortgage, HSBC Mortgage Corporation, and 
U.S. Bank.

Customer Satisfaction Index Scores
(Based on a 1,000-point scale)

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 2008 Home Equity Line/Loan Origination StudySM as the source. Rankings 
are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle Ratings™ are derived 
from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit jdpower.com/faqs. No 
advertising or other promotional use can be made of the information in this release or J.D. Power and Associates survey results 
without the express prior written consent of J.D. Power and Associates.
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