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J.D. Power and Associates Reports: 
Despite “Buyers’ Market” Conditions, Real Estate Company Satisfaction Improves among Sellers, 
But Declines among Buyers 
 

RE/MAX Ranks Highest in Customer Satisfaction among Both Home Buyers and Home Sellers 
 

WESTLAKE VILLAGE, Calif.: 27 July 2011 — Although conditions in the real estate market point to the 
continued existence of a buyers’ market, home buyers indicate they are less satisfied with real estate company 
services, compared with 2010, while home-seller satisfaction has improved during the same time period, 
according to the J.D. Power and Associates 2011 Home Buyer/Seller StudySM released today.  
 

The study, now in its fourth year, measures customer satisfaction of home buyers and sellers with the largest 
national real estate companies. Overall satisfaction is determined by examining three factors of the home-buying 
experience: agent/salesperson; office; and variety of additional services.  Four factors are examined for the home-
selling experience: agent/salesperson; marketing; office; and variety of additional services. 
 

Home-Buyer Satisfaction 
Overall satisfaction among home buyers averages 797 on a 1,000-point scale in 2011—a decrease of six points 
from 2010. The decrease is primarily due to lower satisfaction with the agent/salesperson, which is the most 
influential aspect of buyer satisfaction with the real estate company. Agent/salesperson satisfaction averages 814 
in 2011, compared with 828 in 2010. 
 

“Although the current real estate market—with the confluence of low home prices and historically low interest 
rates—creates the perception of a buyers’ market, there are still traditional barriers to purchase in place, which 
could be negatively affecting buyer satisfaction with their agent,” said Jim Howland, senior director of the real 
estate and construction practice at J.D. Power and Associates. “Agents who properly manage client expectations 
around the home buying process and communicate with clients about potential challenges—such as higher 
requirements for down payments, tighter loan standards and additional costs on top of the monthly mortgage—
may be better able to keep clients satisfied.” 
 
In the home-buyer segment, RE/MAX ranks highest with a score of 805. Following RE/MAX in the rankings are 
Coldwell Banker (802) and Better Homes & Gardens (801). Coldwell Banker performs particularly well in the 
agent/salesperson factor while Better Homes & Gardens performs well in the variety of additional services factor. 
 

Home-Seller Segment 
Among home sellers, satisfaction with real estate companies has improved substantially to an average of 779 in 
2011 from 742 in 2010. While satisfaction with each of the factors has improved from 2010, the greatest gain has 
occurred in the marketing factor, which has increased by 62 points in 2011. 
 
In 2011, the variety of additional services and office factors have increased in importance to overall satisfaction, 
while the importance of the agent/salesperson and marketing factors have declined. According to Howland, many 
real estate companies have made cutbacks in additional services and offices during recent years, and the 
increasing importance of these areas reflects that sellers may be missing these amenities, which provides an 
opportunity for companies to improve satisfaction. 
 



Among home sellers, RE/MAX ranks highest with a score of 791 and performs particularly well in the 
agent/salesperson and office factors.  Following RE/MAX in the rankings are Prudential (786) and Century 21 
(785). Century 21 performs particularly well in the variety of additional services factor. 
 
The 2011 Home Buyer/Seller Study includes more than 4,200 evaluations from more than 3,680 respondents who 
bought or sold a home between March 2010 and April 2011. The study was fielded between March and May 2011. 
 
Additional Industry Findings 
The study findings include the following key trends: 

 Recommendations and referrals play a key role for both buyers and sellers in choosing an agent and real 
estate company. In 2011, six in 10 buyers and sellers say their agent asked for a referral or 
recommendation—up from 47 percent in 2010. 

 The average number of homes that buyers were shown prior to making a purchase is 9.0 in 2011, down 
notably from 17.5 in 2010. 

 The average number of home showings in 2011 is 8.6, on average, prior to sale, down considerably from 
an average of 12.1 showings in 2010. 

 In 2011, just 58 percent of sellers indicate using a website listing to market their home, compared with 82 
percent in 2010. 

 
About J.D. Power and Associates 
Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services 
company operating in key business sectors including market research, forecasting, performance improvement, 
Web intelligence and customer satisfaction. For more information on home building and home improvement, car 
reviews and ratings, car insurance, health insurance, cell phone ratings, and more, please visit JDPower.com.  
J.D. Power and Associates is a business unit of The McGraw-Hill Companies.  
 

About The McGraw-Hill Companies 
Founded in 1888, The McGraw-Hill Companies is a leading global financial information and education company 
that helps professionals and students succeed in the Knowledge Economy.  With leading brands including 
Standard & Poor’s, McGraw-Hill Education, Platts energy information services and J.D. Power and Associates, 
the Corporation has approximately 21,000 employees with more than 280 offices in 40 countries.  Sales in 2010 
were $6.2 billion.  Additional information is available at http://www.mcgraw-hill.com. 
 
J.D. Power and Associates Media Relations Contacts: 
John Tews; Troy, Mich.; (248) 312-4119; media.relations@jdpa.com 
Syvetril Perryman; Westlake Village, Calif.; (805) 418-8103; media.relations@jdpa.com 
 

No advertising or other promotional use can be made of the information in this release without the express prior 
written consent of J.D. Power and Associates. www.jdpower.com/corporate 
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NOTE: Two charts follow.
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