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Customer survey

In a service industry, customer
satisfaction is the key to profitability. It
pays to know if your customers are happy.
Your emplovees might tell vou so, but
maybe they're covering up a mistake. The
customer might tell you so, but maybe
she is too nice to tell vou how she really
feels. (Then again, maybe not.)

This is where the customer survey
comes in, A lot of remodelers survey their
customers after a job is completed,
maybe even a second time a few months
down the line. Still, it's tough to tell how
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scores from five top remodeling firms prove it's possible

J in
- Homeowner

Award satisfaction

good is aood enongh. (1s it ever?) To muke the resulls 4 use-
ful us pussible, vou need to benchmark vour semodeling finn's
customer satiskaction scores agannist those of other firns,
That's why Professioncl Rentodeler and MRS Carp., a Madi-
son, Wis-based research fiom, bring vou our second ansual
national homeowner satisfiction research sucly, The follow-

ing pages reveal the customer service strategics of Tri-Lite
Builders Inc., which scored the hest in this ~111|:|l.. in addition
to top scorers in the under-30 and i“rp]l.s:- annal jobs classes
e resnlls of I|||,' -.-Iu-;h combinme an g 32

Ovorall Dverall
averige Under 50 50-plus oz
RAS g 1820 188.2 1745 1927
Overal
satisfaction 0.7 a93.2 BT 950
Willrgness
o recommend 9.3 95.0 8649 876

Thar MRS Indlied Sooe is reached by adding overad customer
satislacton to oustomer wilingness 10 recomemend, The 2003 msudts
show batler performance by comganids (oing lesaer than 50 jolbs.
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Bowa Builders

‘Our elients consider us to be
the Nordstrom of remodeling

Unlike most ronodeling com-
paries, Bowa Builders has o department
decdicated solely o costomer service, The
H‘-‘L“-ptr\rlll department serves dual func
tions: It takes over jobs once they near
ilmill'_; and is ||.'-]:|||:||'g||:|||_' for the final
walk-throngh and introducing the war-
vty phiase to the client, and it also assists
past clients, sen g as a 'ui':ll.'\clill.ll. (TR
temance arm for their small |:I1I:!||:";,'|,\
(within warranty coverizes and bevond)

“We felt like hiving the department
wizs a mecessity in order to take care of our
clients well, so it couldn’t be an after
lfll’l:hglll." savs Doug Horgan, Bowa's cus-
tomer service manager. “1's a different
level of hand halding, Warranty and serv-
ice can aften be the evil stepehild of our
industry, and we wanted to debunk that
and devole resonrees fo i

At Nordstrom, |.'|||]1|||:.g'ux are bound
to omie simiple rule: Use good judgment in

Bowa Builder:
NRS Index:

Typi of company:

and custam sk

Years in busi

Number of employes

& millioh

2002 remodaling sales:
2 jod volurme: 48 remod
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NRS Excellence in Class, 50-Plus

Praziogmpr: ©'Wiskam Geger

all situations, Similarly at Bowa, emples-
cesare expecled to be 100% accountable
for their work and should go to whatever
Jr.'!u:tlln necessary Lo mike the cnstomer
!!u.trlp'.. Far their daly intermal reports,
supenntendents have to answer, "What
hive v done today to help the client be
huppier?” Thev're also required o ask

luddbes within thear department to com-
mivmgite impoartant issaes, go over paoli-
cics and Bel advice on how 1o serve o

clients how the process can be made eas-
ter, and all r.'||||'|;||:|'{'-=:-\. participate in daily  tomers better,

Where Bowa stands oul from the pack

1. Number of walk-through ftems identified for correction

All larger jobs have an on-site supesintendent, who must file weekly reports and in doing 50
often catches Hems that othensise might have been overiookad,

2, Avallability/courtesy

Betore work begins, clients and their immediate neighbors receive a laminated casd with all
contact information for the site supsrintenden,

3. Adherence o production schedule

Whenewer a change order will affect the schedule by five or more days, more time is added to
account for the scope of work. Also, every Monday, superintendents must produce a detaied
schedule for the next two weeks,

4. Quality of workmanship

Ali carpentry is dong in-house. Craftsmanship awards ane given regularty,

5. Communication of progress

Customers recefve a wiithan weekdy client update (mainty via e-mail) throughaut the process,
from diesign to corstruction. Thay also have on-site weeldy mestings with the entine team
assignied to handla the project, including production and sales stalf.
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