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HOME IMPROVEMENT RETAILER 
SATISFACTION STUDY 
Consumers rely on home improvement retailers in their efforts to 
maintain and update their homes. As a retailer, you must be able 
to provide an environment that makes it easy for your customers 
to get the merchandise and guidance they need. As a result, you 
are more likely to gain a larger share of your customers’ wallets. 
To achieve customer loyalty, you must understand your customers’ 
needs and experiences and focus on continual performance 
improvement to increase customer satisfaction, grow advocacy, 
and maximize sales.

The Solution
The J.D. Power Home Improvement Retailer Satisfaction StudySM 
measures key drivers of satisfaction among customers who 
purchased home improvement-related products from a home 
improvement retailer. The overall customer experience is based 
on five key drivers of satisfaction: merchandise; price; sales and 
promotions; staff and service; and store facility. The study, which 
provides the home improvement retailer industry with insights 
into the evolving needs and demands of customers, includes the 
following objectives:
• Measure key drivers of satisfaction among customers who 

purchased home improvement-related products from a home 
improvement retailer

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

• Evaluate Primary Retailers 
 — Respondents rate the retailer they shop at and spend the most 

money with 

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

 
 
 

The overall customer 
experience is based 
on five key drivers 
of satisfaction: 
merchandise; price; 
sales and promotions; 
staff and service; and 
store facility.
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How It Works
Sampling

The Home Improvement Retailer Satisfaction Study includes the 
largest home improvement retailers that represent at least 67% of 
market share. The study is based on the responses of more than 
2,400 customers who purchased a home improvement-related 
product from a home improvement retailer within the previous 12 
months. 
 
J.D. Power Index

Based on data obtained from the survey, an overall index is 
created that quantifies the impact the factors that measure the 
entire customer experience 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.

Award Criteria

A minimum of 100 completed surveys must be received to be 
award eligible. The highest-ranked home improvement retailer 
receives a trophy. With a subscription to the study, which provides 
a full understanding of customer insights regarding your brand, the 
highest ranked brand has the opportunity to publicly leverage their 
award through J.D. Power’s award licensing program.

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

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.
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Leveraging J.D. Power Data to Better Understand 
Competitive Position
Satisfaction Drivers

The index for the Home Improvement Retailer Satisfaction Study 
segments the customer experience into five factors and 16 
attributes:
• Store Facility

 — Availability of parking 
 — Cleanliness of store
 — Convenience of store location
 — Ease of finding desired merchandise on my own
 — Store layout and design

• Merchandise
 — Availability of desired merchandise
 — Availability of product information
 — Selection of brands available 
 — Variety of merchandise offered

• Staff and Service
 — Availability of sales staff 
 — Concern for your needs
 — Courtesy of sales staff
 — Knowledge of sales staff
 — Speed of checkout

• Price
 — Overall rating of the price paid for the products and services 

received 

• Sales and Promotions
 — Overall rating of sales and promotions 

The study provides 
access to the insights 
and tools needed to 
gain a comprehensive, 
in-depth understanding 
of how your company 
is performing and 
to identify key areas 
needing improvement. 
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J.D. Power offers a 
proprietary oversample 
opportunity allowing 
companies that are not 
currently profiled in the 
syndicated study to 
obtain competitive.

Subscription Details

The Home Improvement Retailer Satisfaction Study provides access 
to the insights and tools you need to gain a comprehensive, 
in-depth understanding of how your company is performing in key 
areas that need improvement.

Study deliverables include:

• Data Set (SPSS)
• Client Presentation
• Executive Briefing
• Summary of Results
• Methodology
• Questionnaire
• Press Release
• Verbatim File 

Oversampling

J.D. Power offers a proprietary oversample opportunity allowing 
companies that are not currently profiled in the syndicated study 
to obtain competitive data sets in order to benchmark their 
performance against competitors that are profiled in the study. 
This opportunity is also available for profiled companies that 
want to dive deeper into a specific topic covered in the study. 
The same questionnaire used for the syndicated study is used 
for the proprietary oversample study.
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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 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. 

Home Improvement Retailers 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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