
 
 
 
 
 
 
Responsive Relationship, Effective Marketing Crucial for Home Buyer-Seller Satisfaction, J.D. Power 
Finds 
 
Century 21 Ranks Highest among First-Time Home Buyers and Sellers for Fourth Consecutive Year 

 
COSTA MESA, Calif.: 1 Aug. 2017 — Realtors who invest time and effort in their relationship with home 
buyers and those who effectively market on behalf of sellers earn the highest levels of customer satisfaction, 
according to the J.D. Power 2017 Home Buyer/Seller Satisfaction Study,SM released today. 
 
According to the National Association of Realtors (NAR), current home sales reflect the best quarterly 
existing sales pace in a decade and are poised to climb 3.5% in 2017,1 a strong indicator that now is the 
time to capitalize on the market, especially with first-time buyers. 
 
The study, now in its 10th year, measures satisfaction with the nation’s largest real estate companies 
among customers in four segments: first-time buyers; repeat buyers; first-time sellers; and repeat sellers. 
Overall satisfaction is measured across four factors of the home-buying experience: agent/salesperson; real 
estate office; closing process; and variety of additional services. In the home-selling experience, the same 
four factors are evaluated plus a fifth factor, marketing. Satisfaction is measured on a 1,000-point scale. 
 
“With the real estate market remaining strong, it is more important than ever that agents, buyers and 
sellers focus on the trade basics, especially for first-timers,” said Greg Truex, senior director of the at-
home practice at J.D. Power. “When agents remain transparent, informative and responsive, they can 
greatly impact customer satisfaction and increase agent reputation and recommendations.”  
 
Following are some key findings of the study: 
 

 Updated and consistent marketing strategies are key: An agent’s relationship with a buyer is 
the most important factor in determining customer satisfaction. For sellers, marketing of the home 
is the most important factor, as it is the most visible way for the seller to gauge the agent’s support. 

 First-time buyers are most impressed: Overall satisfaction with real estate companies is higher 
among first-time buyers, compared with satisfaction among repeat buyers or sellers. The average 
overall satisfaction score among first-time home buyers is 857, and is slightly lower (842) among 
first-time home sellers. 

 Hand-holding is worth it: Satisfaction is strongly influenced by the amount of time agents invest 
in keeping customers informed vs. when they are not kept informed. Among first-time buyers and 
sellers, satisfaction is 117 points higher among buyers (874 vs. 757, respectively) and 93 points 
higher among sellers (859 vs. 766, respectively). Among repeat buyers and sellers, satisfaction is 
210 points higher among buyers and 192 points higher among sellers when they receive a timely 
response to questions and concerns vs. when they do not (870 vs. 660 and 862 vs. 670, 
respectively). 

 Word-of-mouth is still vital: First-time home buyers and sellers report good reputation and 
recommendations from friends, family and colleagues as the two main reasons for selecting a real 

                                                           
1 Source: National Association of Realtors 

http://www.jdpower.com/resource/us-home-buyerseller-satisfaction-study


estate company. More than one-third (35%) of first-time buyers and 44% of first-time sellers 
indicate they chose their real estate company based on its reputation, while 24% of first-time 
buyers and 17% of first-time sellers made their selections based on recommendations. 

 
First-Time Home-Buyer Satisfaction Ranking 
Century 21 (867) ranks highest for a fourth consecutive year and performs particularly well in the 
agent/salesperson, closing process and variety of additional services factors. Berkshire Hathaway 
HomeServices (862) ranks second and performs particularly well in the real estate office factor. 

 
Repeat Home-Buyer Satisfaction Ranking 
Keller Williams (863) ranks highest and performs particularly well in the closing process, real estate 
office and variety of additional services factors. Coldwell Banker (857) ranks second. 

 
First-Time Home-Seller Satisfaction Ranking 
Century 21 (859) ranks highest for a fourth consecutive year and performs particularly well in all five 
factors in the segment.  

 
Repeat Home-Seller Satisfaction Ranking 
Berkshire Hathaway HomeServices (858) ranks highest and performs particularly well in the 
agent/salesperson, marketing and closing process factors. Century 21 (846) ranks second and performs 
particularly well in variety of additional services. 
 
The 2017 Home Buyer/Seller Satisfaction Study includes 5,117 evaluations from 4,170 customers who 
bought and/or sold a home between March 2016 and April 2017. The study was fielded in March-April 
2017.  
 

For more information about the J.D. Power Home Buyer/Seller Satisfaction Study, visit 
http://www.jdpower.com/resource/us-home-buyerseller-satisfaction-study. 
 
See the online press release at http://www.jdpower.com/pr-id/2017120. 
 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power is headquartered in Costa Mesa, Calif., and has offices serving North/South 
America, Asia Pacific and Europe. J.D. Power is a portfolio company of XIO Group, a global alternative 
investments and private equity firm headquartered in London, and is led by its four founders: Athene Li, 
Joseph Pacini, Murphy Qiao and Carsten Geyer. 
 
Media Relations Contacts 
Geno Effler; Costa Mesa, Calif.; 714-621-6224; media.relations@jdpa.com 
John Roderick; St. James, N.Y.; 631-584-2200; john@jroderick.com 
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Award-Eligible Real Estate Companies Included in the Study

Company Key Executive Company Location

Berkshire Hathaway HomeServices Gino Blefari Minneapolis, Minn.

Century 21 Rick Davidson Madison, N.J.

Coldwell Banker Charlie Young Madison, N.J.

Keller Williams Chris Heller Austin, Texas

RE/MAX David Liniger Denver, Colo.

 


