
 

  
 
 
 
 
 
 
Smart Home Features Emerge as Key Opportunity to Drive Customer Satisfaction with Home 
Security Systems, J.D. Power Finds 
 
Brinks Home Security Ranks Highest in Home Security Customer Satisfaction  
 
 
COSTA MESA, Calif.: 25 Oct. 2018 — Integration with internet-connected smart home technologies has 
become the new frontier for home security system operators and, according to the J.D. Power 2018 Home 
Security Satisfaction Study,SM that functionality is creating the opportunity to meet more needs and provide 
added convenience. Overall customer satisfaction with home security systems is 834 (on a 1,000-point 
scale), up 3 points from last year, making home security the fourth highest-scoring product industry of all 
service industries evaluated by J.D. Power this year. 
 
“Sleek touch-screen control panels and the ability to operate the system through mobile devices have 
become the two most popular home security system interfaces for consumers and they are playing a key 
role in driving higher levels of customer satisfaction because they simplify the use of the system,” 
said Christina Cooley, Director, Home Improvement and Technology Practice at J.D. Power. “When 
compared with other connected services that come into the home—such as cable TV, telephone and 
utilities—home security is far and away the leader in customer satisfaction, indicating that this industry 
understands the needs of consumers and is evolving quickly to address changing preferences.” 
 
Following are some key findings of the 2018 study: 
 

• Availability of smart home features becomes elemental in driving satisfaction: A total of 49% 
of home security system customers have smart home features integrated with their systems, up 
from 44% last year. Among all home security system providers evaluated in the study, overall 
satisfaction is higher when customers have smart home features integrated with their systems. 
 

• Touch screens and mobile phone operation improve usability: The two most common methods 
of operating a security system are touch-screen control panels installed in the home (56%) and 
mobile devices (40%). Customers whose system uses either of these methods say they are “less 
complicated” to use than other ways of controlling the system. 
 

• Peace of mind and property protection are top purchase drivers: The primary reasons 
customers purchase home security systems are “peace of mind” (60%) and to “protect property” 
(56%). These reasons far exceed such incentives as “discounts on insurance” (20%) and “wanted to 
get a newer, more up-to-date system” (21%). 

 
Study Rankings 
 
Brinks Home Security (852) ranks highest in customer satisfaction among home security brands. AT&T 
Digital Life ranks second with score of 847 and Vivint Smart Home ranks third with a score of 839. 
 



The 2018 Home Security Satisfaction Study measures customer satisfaction with professionally installed 
and monitored home/residential security brands by examining four factors (in alphabetical order): billing 
and payment; customer service; enrollment; and usage. 
 
The study is based on responses from 1,983 customers who own a professionally installed and monitored 
home/residential security system and was fielded in August-September 2018. 
 
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. 
 
For more information on the J.D. Power Home Security Satisfaction Study, visit 
https://www.jdpower.com/business/resource/home-security-satisfaction-study  
 
See the online press release at http://www.jdpower.com/pr-id/2018188. 
 
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 
 
About J.D. Power and Advertising/Promotional Rules https://www.jdpower.com/business/about-
us/press-release-info  
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Year / Project / Study Name

852

847

839

834

833

821

Brinks Home Security

AT&T Digital Life

Vivint Smart Home

Industry Average

ADT

Xfinity Home Security

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying 
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores, 
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in th is 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 
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