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LAUNDRY AND KITCHEN 
APPLIANCE SATISFACTION 
STUDIES
The increasingly competitive home appliance industry has provided 
consumers with more options than ever before when shopping for 
a new appliance. The wide variety of models and features available, 
as well as a wide range of prices, makes it critical for appliance 
manufacturers to differentiate their brands and products in the 
marketplace. Manufacturers that understand their customers’ 
experiences, needs, and expectations are better positioned to target 
initiatives that may increase overall customer satisfaction, increase 
brand loyalty and advocacy, and grow market share.

The Solution
The J.D. Power Laundry Appliance Satisfaction StudySM and the  
J.D. Power Kitchen Appliance Satisfaction StudySM measure 
customer satisfaction in 11 segments of major home appliances: 
clothes washers (front-load washers and top-load washers are 
measured separately); clothes dryers; dishwashers; cooking 
appliances (cooktops, freestanding ranges and wall ovens are 
measured separately); over-the-range microwaves; and refrigerators 
(French door refrigerators, side-by-side refrigerators and top-mount 
freezer refrigerators are measured separately). The overall customer 
experience is examined across six key drivers of satisfaction: 
Ease of Use; Features; Performance and Reliability; Price; Styling/
Appearance; and Warranty. The studies, which provide the home 
appliance industry with insights into the evolving needs and 
demands of their customers, include the following objectives:

• Measure key drivers of satisfaction among customers who 
purchased a kitchen or laundry appliance

• Determine Path to Purchase: 
	— Steps taken to shop for kitchen and laundry appliance products
	— Research done online and information sought
	— Websites visited and website evaluation
	— Shopping behaviors

• Assess Loyalty
	— Likelihood to recommend
	— Likelihood to purchase again
	— Number of positive recommendations given
	— Number of negative comments made

Knowing how 
customers evaluate 
your company’s 
practices and services, 
compared with those 
of competitors, 
helps increase your 
competitive advantage.



3jdpower.com/business

LAUNDRY AND KITCHEN APPLIANCE SATISFACTION STUDIES

How It Works
Sampling
The Laundry Appliance Satisfaction Study includes the largest 
laundry appliance manufacturers that represent at least 67% 
of market share. The study is based on the responses of more 
than 4,000 evaluations from customers who purchased a clothes 
washer and/or clothes dryer during the past 12 months.

The Kitchen Appliance Satisfaction Study includes the largest 
kitchen appliance manufacturers that represent at least 67% of 
market share. The study is based on the responses of more than 
1,500 evaluations from customers who purchased a dishwasher; 
more than 3,000 evaluations from customers who purchased a 
cooking appliance; more than 1,200 evaluations from customers 
who purchased an over-therange microwave; and more than 3,500 
evaluations from customers who purchased a refrigerator during 
the past 12 months.

J.D. Power Index 
Based on data obtained from the survey, an overall index is created 
that quantifies the impact that the factors and the attributes within 
them have on customer satisfaction. Specifically, the relative 
weight that each attribute contributes to the factor index is first 
calculated, followed by calculating the relative weight that each 
factor contributes to the overall satisfaction index. The results of 
those calculations are used to predict overall satisfaction based on 
a weighted sum of the factors, which constitutes the overall index.

The overall customer 
experience is examined 
across six key drivers 
of satisfaction: Ease 
of Use; Features; 
Performance and 
Reliability; Price; 
Styling/Appearance; 
and Warranty.

INDEX DIAGNOSTICS

The “Index” is a
calculated roll-up 
of performance 

scores, weighted 
relative to the
importance of 
each factor to 

overall satisfaction. 

“Factors” are 
distinct

parts of the 
customer

experience that 
together 

encompass 
the entire 

experience. 

“Attributes” are 
specific elements 

that comprise
and drive 

satisfaction 
within a factor.

“Diagnostics” are critical
to quality elements that 
influence satisfaction 

within an attribute 
or factor.

FINANCIAL ROI
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Based on data obtained 
from the survey, an 
overall index is created 
that quantifies the 
impact that the factors 
and the attributes 
within them have on 
customer satisfaction.

Award Criteria
A minimum of 100 completed surveys must be received in their 
given segment to be award eligible: clothes washers (front-load 
washers and top-load washers are measured separately); clothes 
dryers; dishwashers; cooking appliances (cooktops, freestanding 
ranges and wall ovens are measured separately); over-the-range 
microwaves; and refrigerators (French door refrigerators, side-by-
side refrigerators and top-mount freezer refrigerators are measured 
separately). The highestranked brand in each segment receives 
a trophy. Award recipients that subscribe to the study have the 
opportunity to publicly leverage their awards through J.D. Power’s 
award licensing program. 

Leveraging J.D. Power Data to Better  
Understand Competitive Position
Satisfaction Drivers 
The Laundry Appliance 
Satisfaction Index segments 
the customer experience into 
six factors:

• Performance and Reliability
	— Noise level during 

operation
	— Energy and water 

efficiency (clothes washer 
only)

	— Efficiency of dryer 
	— Effectiveness of cleaning 

clothes (clothes washer 
only)

	— Effectiveness of drying 
clothes (clothes dryer 
only)

	— Durability

• Ease of Use
	— Ease of opening/closing
	— Ease of using buttons, 

dials, or controlss
	— Ease of cleaning
	— Ease of loading/unloading

• Features
	— Variety of washing/drying 

cycles

	— Usefulness of cycle 
options

	— Capacity
	— Cycle time

• Styling/Appearances
	— Attractiveness of color 

and finish
	— Exterior styling

• Price
	— Overall rating of the price 

paid

• Warranty
	— Length of warranty
	— Reasonableness of 

coverage

The Kitchen Appliance 
Satisfaction Index segments 
the customer experience into 
six factors

• Performance and Reliability
	— Drying performance 

(dishwasher only)
	— Effectiveness of washing 

(dishwasher only)
	— Effectiveness of freezer/

refrigerator (refrigerator 
only)
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The study also 
examines consumer’s 
pathway to purchase 
with full shopping and 
purchase funnel market 
data.

	— Durability
	— Noise level during 

operation
	— Efficiency
	— Effectiveness of heating 

food (Range, Cooktop, 
Oven, and Microwave only)

• Ease of Use
	— Ease of cleaning
	— Ease of unloading/loading 

(Diswasher, Range, Oven, 
and Microwave only)

	— Ease of using buttons, 
dials, or controls

	— Ease of opening/closing 
(Dishwasher, Range, 
Oven, Microwave, and 
Refrigerator only)

• Features
	— Flexibility of rack/tines/

basket configuration 
(Dishwasher, Range, 
Oven, Microwave, and 
Refrigerator only)

	— Variety of washing cycles 
(Dishwasher only)

	— Capacity
	— Cycle time (Dishwasher 

only)
	— Usefulness of cycle 

options (Dishwasher only)
	— Usefulness of temperature 

and timer settings 
available (Range, Cooktop, 
Oven, and Microwave only)

	— Variety of cook/timer 
settings (Range, Cooktop, 
Oven, and Microwave only)

	— Variety of features 
(Refrigerator only)

• Styling/Appearance
	— Exterior styling
	— Attractiveness of color and 

finish

• Price
• Warranty

	— Length of warranty
	— Reasonableness of 

coverage

Subscription Details
The Laundry and Kitchen Appliance Satisfaction Studies, 
respectively, provide access to the insights and tools you 
need to gain a comprehensive, in-depth understanding of how 
your company is performing and identify key areas that need 
improvement.

Study deliverables include: 

• Data Set (SPSS) 
• Client Presentation 
• Executive Briefing 
• Summary of Results 

• Methodology 
• Questionnaire 
• Press Release 
• Verbatim File 
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For more information about J.D. Power products and services,  
please contact: 

Christina Cooley at 805-279-0354 or Christina.Cooley@jdpa.com

ABOUT J.D. POWER

OUR EXPERIENCE

J.D. Power is a global leader in consumer insights, advisory services, 
and data and analytics to help clients measure and improve the key 
performance metrics that drive growth and profitability. Established in 
1968, J.D. Power is headquartered in Troy, Michigan, and has locations 
serving North America, Asia Pacific and Europe.

J.D. Power has been capturing and analyzing the Voice of the 
Customer for more than 50 years. Through our proprietary index 
model, the many drivers of the customer experience are identified, 
accurately measured, and linked to business results. Based on 
our findings, we provide clients with insights that can lead to an 
improvement in their financial performance. 

Companies that subscribe to the study will be better able to 
understand their competitive position at a detailed level, allowing 
them to pinpoint critical areas for improvement and make prudent 
investments in the service attributes that matter most to customers.
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