CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP
WITH THE RESIDENTIAL HOMEBUILDER

EXECUTIVE SUMMARY

Through a survey of homeowners who responded to an online survey between
June 5, 1998 and April 7, 1999, key expectations of the homeowner were determined to
include integrity, responsiveness, consstency, and organization of the builder. 1t was
found that there isa ggnificant corrdation between qudity of service and the willingness
of the homeowner to use the builder again and to recommend the builder to a potentia
homeowner.

The evidence from this survey strongly suggests thet, for this respondent group,
service provided by the builder is a differentiator among builders that provide equivaent
products. In addition, the respondents would be willing to pay, on average, 4.14% more
for the same home to receive excellence in customer service. This amount is equd to the

profit margin, before taxes, for many sngle-family home builders. (RMA, 1997)

RESEARCH FINDINGS

Seventy-seven completed or partidly completed surveys were received. Table |A
lists the 29 questionsin Section |: Perceptions and Expectations of the Homebuilder, the
number of responses, the count and percentages of each response, and the average of the
responses. All itemsin this section were Satisticaly sgnificant. Table 1B list the
questionsin rank order from most important to least important. Table |l litsthe 6
questionsin Section I1: Y our Experience, the number of responses, the count and
percentages of each response, and the average of the responses. Table Il liststhe 4
questionsin Section 11: Future plans, the number of responses, the count and percentages
of each response, and averages of the responses, where appropriate. Appendix A provides
acomplete listing of the responsesto Section IV: Comments. Table IV providesa
summary of response content to Section I'V: Comments. Figures | through IV provide a
summary of Section V: Demographics.
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP WITH THE RESIDENTIAL
HOMEBUILDER

TABLE IA
RESPONSESTO SECTION |I: PERCEPTIONSAND EXPECTATIONS OF HOMEBUILDER
Res\ﬁ)“r?ses Vi S N SU VU |Mean| VI SI N SU VU
P1 Being provided a handbook or
guide describing the building 76 46 23 7 0 0 |149|61% 30% 9% 0% 0%
process.
P2  Prompt return of my phone
calls by builder. 76 66 9 1 0 0 [114|87% 12% 1% 0% 0%
P3  Knowing what to expect
throughout the homebuilding 74 58 15 1 0 0 [123|78% 20% 1% 0% 0%
process.
P4 Being able to reach a “real
person” at the builder’s office 75 54 18 3 0 0 |132|72% 24% 4% 0% 0%
within normal business hours.
P5 Being notified if workers will
not be at the homesite on a 75 36 24 15 0 0 |1.72|48% 32% 20% 0% 0%
given day.
P6 Being asked to participate in
regular progress inspections 74 51 21 2 0 0 |134|69% 28% 3% 0% 0%
of the home while it is being
constructed.
P7  Having the builder
communicate with me at least 75 63 9 3 0 0 1.20 | 84% 12% 4% 0% 0%
once a week.
P8 Having the selection process
for options well organized. 75 58 14 3 0 0 127 | 77% 19% 4% 0% 0%
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP WITH THE RESIDENTIAL
HOMEBUILDER

TABLE IA (CONTINUED)
RESPONSESTO SECTION |: PERCEPTIONS AND EXPECTATIONS OF HOMEBUILDER

Valid

R VI SI N SU VU |Mean| VI SI N sU VU
esponses
P9 Being provided an invoice that
contains enough detail to 73 67 5 1 0 O0]110(92% 7% 1% 0% 0%
understand all of the charges.
P10 Having options explained to me in a
P11 Friendly builder's employees.
75 24 34 17 0 0 [191|32% 45% 23% 0% 0%
P12 Being welcome to drop in on the site
unannounced. 74 56 12 6 0 0 |1.32|76% 16% 8% 0% 0%
P13 Being notified of delays or changes
to overall schedule. 74 62 11 1 0 0 [118|84% 15% 1% 0% 0%
P14 Having trust in builder.
74 69 5 0 O 0 [107|93% 7% 0% 0% 0%
P15 Receiving a consistent level of
service throughout the building 73 52 19 2 0 0 |132|71% 26% 3% 0% 0%
process.
P16 Having a single point of contact,
such as a project manager or 73 46 24 3 0 0 |141|63% 33% 4% 0% 0%
account manager for the entire
building process.
P17 Builder keeps appointments.
74 61 13 0 O 0 [118|82% 18% 0% 0% 0%
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP WITH THE RESIDENTIAL
HOMEBUILDER

TABLE IA (CONTINUED)
RESPONSESTO SECTION |: PERCEPTIONS AND EXPECTATIONS OF HOMEBUILDER

valid VI, SI N SU VU|Mean| VI SI N SU VU
Responses
P18 Builder follows through on promises.
74 73 1 0 0 0101 ]|99% 1% 0% 0% 0%

P19 Builder corrects minor problems as

soon astheyare |dent|f|ed 74 43 24 7 0 0 1.51 |58% 32% 9% 0% 0%
P20 Being kept well-informed about the

decisions that need to be made. 74 67 70 0 0]109|91% 9% 0% 0% 0%
P21 Builder is responsive to change

requests. 73 49 23 1 0 0| 134 |67% 32% 1% 0% 0%
P22 Builder provides assistance

understanding the operation of my 74 31 30 13 0 O | 1.76 |42% 41% 18% 0% 0%

home.
P23 Builder has an effective process for

handling service requests. 73 41 29 3 0 0| 148 |56% 40% 4% 0% 0%
P24 Being treated by builder in a

courteous and respectful manner. 74 52 19 3 0 0| 134|70% 26% 4% 0% 0%
P25 Minimal surprises in construction

process. 74 38 33 3 0 0153 |51% 45% 4% 0% 0%
P26 The builder's employees treat my

home as well as if it were their own. 74 46 26 2 0 0| 141 |62% 35% 3% 0% 0%
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP WITH THE RESIDENTIAL

RESPONSESTO SECTION |: PERCEPTIONS AND EXPECTATIONS OF HOMEBUILDER

HOMEBUILDER

TABLE IA (CONTINUED)

valid - |y ) N sU VU|Mean| VI SI N SU WU
Responses
P27 The builder has a good relationship with
trade and specialty contractors. 73 47 23 3 0 0 |140|64% 32% 4% 0% 0%
P28 Being provided an owner’s manual for the
home. 73 22 27 24 0 0 |[203|30% 37% 33% 0% 0%
P29 Builder performed needs analysis.
72 24 26 22 0 0 [197|33% 36% 31% 0% 0%
VI Sl N SuU VU
: Very Important Somewhat Neither Somewhat Vey
Key toResponsesas Listed on Table Important Important or Unimportant Unimportant
Unimportant
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP WITH THE RESIDENTIAL
HOMEBUILDER

TABLE IB
RANKS OF RESPONSESTO SECTION I: PERCEPTIONS AND EXPECTATIONS OF HOME BUILDER
Iltem Description Rank
P18 |Builder follows through on promises. 1
P14 [Having trust in builder. 2
P20 [Being kept well-informed about the decisions that need to be made. 3
P9  |Being provided an invoice that contains enough detail to understand all of the charges. 4
P2 Prompt return of my phone calls by builder. 5
P17 |Builder keeps appointments. 6
P13 [Being notified of delays or changes to overall schedule. 7
P3 Knowing what to expect throughout the homebuilding process. 8
P7  |Having the builder communicate with me at least once a week. 9
P10 [Having options explained to me in a way that | understand. 10
P8 Having the selection process for options well organized. 11
P21 |Builder is responsive to change requests. 12
P15 [Receiving a consistent level of service throughout the building process. 13
P6 Being asked to participate in regular progress inspections of the home while it is being constructed. 14
P4 Being able to reach a “real person” at the builder’s office within normal business hours. 15
P24  |Being treated by builder in a courteous and respectful manner. 16
P26 |The builder's employees treat my home as well as if it were their own. 17
P27 |The builder has a good relationship with trade and specialty contractors. 18
P16 [Having a single point of contact, such as a project manager or account manager for the entire building process. 19
P12 [Being welcome to drop in on the site unannounced. 20
P23 |Builder has an effective process for handling service requests. 21
P25 [Minimal surprises in construction process. 22
P1 Being provided a handbook or guide describing the building process. 23
P19 |[Builder corrects minor problems as soon as they are identified. 24
P22 |Builder provides assistance understanding the operation of my home. 25
P5 |Being notified if workers will not be at the homesite on a given day. 26
P11 |Friendly builder's employees. 27
P29 [Builder performed needs analysis. 28
P28 |Being provided an owner’s manual for the home. 29
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP WITH THE RESIDENTIAL

HOMEBUILDER

TABLE IB
RANKS OF RESPONSESTO SECTION |I: PERCEPTIONS AND EXPECTATIONS OF HOME BUILDER

TABLE I1: RESPONSES TO SECTION I1: YOUR EXPERIENCE

Valid
Responses VP  SP N SN VN |Mean| VP SP N SN VN
E1 How would you rate your overall
homebuilding experience? 70 17 20 6 24 3 266 | 24% 29% 9% 34% 4%
E2 How would you rate your
satisfaction with the appearance 70 39 19 5 7 0 171 | 56% 27% 7% 10% 0%
of your finished home?
E3 How would you rate your
satisfaction with the functionality 70 40 21 3 5 1 166 | 57% 30% 4% 7% 1%
of your finished home?
E4 How would you rate your
satisfaction with the service 69 17 20 6 13 13 | 278 | 25% 29% 9% 19% 19%
provided by your builder?
Valid 1y st N SU W [Mean| ML SL N SU WU
Responses
E5 How likely would you be to use
this builder again? 68 20 12 8 8 20 | 294 | 29% 18% 12% 12% 29%
E6 How likely would you be to
recommend this builder to a 68 20 16 3 7 22 | 293 | 29% 24% 4% 10% 32%
friend?
VP SP N SN VN
Very Positive Somewhat Neither Positive Somewhat Very Negative
. Positive or Negative Negative
Key to Responses as Listed on Table VL SL N SU VU
Very Likely Somewhat Likely Neither Likely or Somewhat Very Unlikely
Unlikely Unlikely
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP WITH THE RESIDENTIAL
HOMEBUILDER

valid |y 5 3 4 5 |Mean| 1 2 3 4 5
Responses

F1: If you were to build another home, rank how important each of the following factors would be, from most important (1)

to least important (5).
Appearance of Home 41 8 14 12 5 2 (249 ]120% 34% 29% 12% 5%
Cost of Home 41 12 7 7 10 5 273 129% 17% 17% 24% 12%
Functionality of Home 41 14 14 5 6 2 222 (34% 34% 12% 15% 5%
Length of Time to Build Home 41 1 1 5 4 30 449 | 2% 2% 12% 10% 73%
Service Provided by Builder 41 6 5 12 16 2 |3.07|15% 12% 29% 39% 5%

Valid - 1\) g N SU VU |Mean| VL SL N SU WU
Responses

F2 If all other factors were equal
between two builders, including
cost, appearance, and
functionality of home, how 73 62 8 1 0 2 |125|85% 11% 1% 0% 3%
likely would you be to select
the builder that had a
reputation for excellence in
customer service?

. VL SL N SuU VU
Key to Responses as Listed on : . . .
y P Table I Very Likely Somewhat Neither Likely Somewhat Very Unlikely
Likely or Unlikely Unlikely
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP WITH THE RESIDENTIAL

HOMEBUILDER

Valid

01 23456 7 8 9Meanjf0 1 2 3 45 6 7 8 9
Responses
F3 If you had the choice between
two builders that build homes
of exactly the same
appearance and functionality,
how much more would you 36 3814104 16 6 2 0 10(4.14(4111914 522 8 3 0 14
pay to use the builder that
had a reputation for
excellence in customer
service?
Valid 02 35 57 >8 02 35 57 >8
Never |Mean Never
Responses | yrs yrs yrs yrs yrs yrs yrs yrs
F4 How soon would you build
another home? 72 24 12 10 19 7 N/A [33% 17% 14% 26% 10%
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP
WITH THE RESIDENTIAL HOMEBUILDER

TABLE IV

SUMMARY OF RESPONSES TO SECTION IV: COMMENTS

Comment Topic Number of % of
Comments Respondents*

Quiality of Workmanship 9 30%
Subcontractors 6 20%
Communication 5 17%
Owner Involvement 5 17%
Trust in Builder 4 13%
Homeowner Preparation 4 13%
Corrections/Repairs/Warranty Work 3 10%
Schedule 3 10%
Reputation of Builder 3 10%
Owner Inspections 3 10%
CR(()a(I)itéc;gtsng (adversarial or 3 10%
Responsiveness of Builder 2 7%
Selection of Options 2 7%
Selection of Builder 2 7%
Government Agencies 1 3%
Organization of Builder 1 3%
Changes to Project 1 3%
Contract Terms and Conditions 1 3%
Budget 1 3%
Delivering on Promises 1 3%
Attention to Detalil 1 3%
Customer Service 1 3%

*Note: arespondent may have made comments in more than one ares, this
column will not total to 100%
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP
WITH THE RESIDENTIAL HOMEBUILDER

FIGURE |

SIZE OF HOME (IN SQUARE FEET) OF RESPONDENTS
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FIGURE 11
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CUSTOMER EXPECTATIONS OF THE OWNER-BUILDER RELATIONSHIP
WITH THE RESIDENTIAL HOMEBUILDER

TABLEV

LOCATION OF RESPONDENTS (LISTED ALPHABETICALLY)

State or Province Total Responses
ALABAMA 1
ALBERTA
ARIZONA
CALIFORNIA
COLORADO
CONNECTICUT
DELAWARE
FLORIDA
GEORGIA
IOWA
ILLINOIS
INDIANA
KENTUCKY
MARYLAND
MICHIGAN
MISSOURI
MONTANA
NORTH CAROLINA
NEBRASKA
NEW HAMPSHIRE
NEW JERSEY
NEW YORK
OHIO
ONTARIO
OREGON
PENNSYLVANIA
QUEBEC
SOUTH CAROLINA
SOUTH AFRICA
TENNESSEE
TEXAS
UTAH
VIRGINIA
WASHINGTON

wlolkRr|lar|(kRrkR|kRr|MwkR|IN|w| oMk |WR[wR|R[R[N[RIRR NP RN (NP
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APPENDIX: RESPONSESTO SECTION IV:
COMMENTS

Note: Each section beginning with “ Comment:” below represents the comments
from a single respondent.

Comment: Trug is critical. Open, honest communication is key. Last house we built was
in NJin 1983-4. Next house will bein N.C. -now dearing lot

Comment: After re-habbing 3 houses, my husband and | thought we had acquired
sufficient understanding to warrant building. From the beginning this was our house.
After designing it, we chose a contractor who agreed to a certain amount of "micro-
management”. Unfortunately, we were not prepared for the leve of frugtration due to
"disconnects' and stoppages beyond our control. Networks (county, city, health
departments, sub-contractors suppliers) Smply do not wishto work together in atimely
manner.

It has taken amogt 1 year to complete our smal, smply designed home. As a paper
pusher, | am gppdled at the amount of time that is wasted, and amazed by the fact that
people in power positions do not have the imagnation to solve problems.

Along the way, my husband and | have learned some very vauable lessons.

1.Communication is the key: Even with regular mestings, written messages, "true’
understanding does not aways happen. Snafus are possible even with dl "1"'s dotted and
al "T"s crossed. Sdective listening/understanding is practiced. To get everything in
writing before progressing requires much patience and fortitude, and creates avery dow
project, therefore it doesn't always happen. Besides, some decisions have to be made
quickly, on site. However, without written evidence there is no protection if legd action
is required. Even with documentation, our impression is thet thereislittle protection, and
no advocacy on behdf of individuas building homes currently in place. "Builders Risk™
are the catch-al words that are used cover everyone dse's backside. Our mistakes taught
usthat it wastruly in our best interest to be as knowledgesable and active in dl phases of
our project as we could possibly be.

2. Create and stick to atime frame, with pendtiesif dates are not met. We began building
in October, and our contractor would not agree to this. We have been paying the price
ever since. To date, we have not been able to uncover a method to keep our contractor on
schedule, and so we are dill being held hostage by his inability to schedule workersin

and timely and organized manner. (His"last" movein day was May 22nd, today is June
11th. We are pay high rent, and the dog is kenneled, as we coordinated the sde of our
house to an earlier move-in day. We are currently living in temporary housing.)

3.Keep changes to a minimum. Changes muddy the agreement. They open the doors wide
open for sdective underganding.



This project was to be adry run for our retirement home in another state. At this point |
am very serioudy thinking of trying to persuade my husband to sell our wonderful lot on
the lake, asthis project has been an dl consuming nightmare.

Comment: Our home was built with 75% of the wals, both interior and exterior, out of
plumb by as much as 4". Our framing sub, subbed the job to someone ese, who, when
faced with the problems, walked off the job. Repairs would mean tearing down the house
and going bankrupt. We have filed a 400,000 lawsuit againg the Liability insurance of

our sub.

Comment: Asalicensed architect it is gpparent that the biggest problem with the
resdentiad congtruction industry, in our areg, isalack of incluson of the homeowner in
the process once the contract is Sgned. This basicdly comes down to alack of
communication!

Building ahome is the largest investment most people make in their lifetime, and should
be afun and enjoyable process, one that everyone should recommend to their friends; not
come out of the process with an attitude of, "Well never build again!"

Comment: Asawhole, | was pleased with the performance of the contractor and his
employees. The actud built home has been ajoy to live in, and we have had no mgor
problems with anything.

Comment: You have to camp out in the back yard and watch these guys like a hawk. If
you want your house built right. Better ill if you can build your own, DO IT!

Comment: Our most negative experiences have been in getting subcontractors to come
back and fix problems that have surfaced after moving in.

Comment: | just sold ahome | had built in 1990 and am planning to build anew one. |
used aframing sub that had access to a contractors license. He was able to build this
house for 10 to 20% less than my other bids and was easier to ded with. He was asingle-
point contact for the entire job except landscaping.

| watched the construction of another house he was building and spoke to the owners
before | signed a contract with him. | bought most of the lights and gppliances and was
reimbursed when a draw was presented.

Thiswas thefirg cusom home | have had built and | think it went well because we had a
good contract. | have heard so many horror stories that | researched many contracts and
put the best parts in the contract | used. | thought that we had a pretty good meeting of the
minds when it was signed.

| have had severd spec homes built and have persondly done most of the tasks required
to build ahouse in the past s0 | am probably more experienced than most home buyers. |
have taken the time to write this with the hope that you will do something that will help
take the terror out of the home buying experiences of others.
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16
If you could make available asmple checklist for a new home buyer with a
comprehensive builder contract, | think that it would help many people. you might be
able to charge a smdl amount for the service if you mail browsers a professondly
printed copy.

Comment: Though builders are people, they need to be well organized, honest people.
My builder used my money to get his smdl development rolling, then used various
tactics to try to get me to back out, so he could sdl my house at a higher price.

Comment: We hired a contractor to do the framing of the house, exterior walls, roof and
roof shingle only. He was supposed to do the insde walls and the stairs. We laid him off
before that. He was paid on an hourly basis.

Comment: Since | am an owner-builder who built 15 years ago on Whidbey Idand with
a contractor/carpenter friend as job boss | could not answer some of your questions. | do
not expect to build again, especidly as part of the crew. | hope this helps.

Comment: The worst thing about my experience was, as owner/designer of my
house/studio, | found my builder quickly cameto view me as an adversary rather than a
partner in the process. He was skeptical of and often ignored my knowledge of design
and of the building process, even after it had been proved time and again that | had
thought things through very thoroughly. He passed on his attitude to his employees.

Comment: Our builder's expertise, integrity, and willingness to work cooperatively with
us were essentid. We selected our builder specifically because of his expertise and
responsiveness to our goas for our house. His initid estimate was highest among the five
builders we contacted. Y et we chose him (without another round of bids) because he had
best responded to what we wanted in the house. We felt we could work with him to
balance desired features and overdl cost. We would work with him again in a heartbest.

Comment: The person having the house built should not rely on the builder for an
educeation. He should have researched and become familiar with the process long before
he sgned the first deposit check.

Comment: We researched and designed our own home, than hired a builder to construct
it. One of uswas on Site dmogt daily either - obsarving, negatiating with builder on
detals, occasondly helping, or working on other aspects of site development. With the
builders blessing, we worked directly with several subcontractorsi.e. plumbing/hesting -
choosing fixtures, qudity of system (copper pipe/plagtic) location of utility concentration,
and heating consderations (closed loop, ground source heat pump). dectricd - fixture
choicellocation, Szing of main pand. Only problem was with flooring co. in handling a
barrier free shower ingdlation.

Comment: | have built severd new homes and the most important qudity in a builder to
me is doing what he says he will do WHEN he saysit will be done. | have found project
delays to be the most costly and aggravating part of building. | would pay much more for
a contractor who had the job finished when he promised to have it finished.
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Comment: We have alot, abuilder, an architect and plan to start construction late
November. The ste plans are being drawn up and house plans will follow shortly. I'm
excited and optimistic because the builder is incredible and working with the architect

and my husband and | throughout the design process. Contact me if you like at <deleted>.

Comment: | had avery negative experience since my builder went "bugt" when my
project was 1/2 done. | found that on a $160,000 project the builder had under-bid the
project by $40,000. The architect, the bank, the inspectors, had dl highly recommended
this particular builder, then when things fell gpart, their response was "you picked him”. |
am older, wiser, and poorer for the experience, but | am adso going to do it again, if for
nothing more than to prove | learned from my mistakes.

Comment: | am an individuad who has been turned down by the Colorado Supreme court
for hisright to be heard in front of ajury. This house has been re-assessed to the negative
of over 65% alc structural damage which the builder denies responghility. | have beenin
the lega system over 3 years and the house was new 12/93!

Comment: During the building process, we found that atention to detail pays more than
anything ese. The reputation of the builder in terms of the quality of homes that he/she
buildsis very important and is worth the extramoney. After hearing bad experiences
from severd family and friends, we found that the best way to approach the building
processisto am yoursdf. We were congtantly gathering information to make better
decisons. We chose to only consder banks who would not pay the builder unless we
sgned off that it was OK. We would only talk to builders who had an open access policy
during the congtruction. We aso hired an engineer to perform ingpections of the home at
severd key points, including a spec review before we signed anything with the builder.
To make the experience positive, it takes alot of work. (Probably even more than we

were expecting in the beginning.)

Comment: Our problems with our builder would keep us from ever using another builder
asthe generd contractor. Our future home will be built as the genera contractor being
mysdlf, doing as much of the work as | can do mysdf. Any subswill totally checked ot.
If I find any unwarranted complaints that sub will be scratched. 1t seems, unfortunately,
there seems to be very little attention to quality work by most contractors these days, but
how fast it can be done and how fast they can get a check! A few months after we moved
into our home one of our therma windows in our bedroom cracked. | called the builder
and hetold me it was a stress crack which made sense to me as we were no where near
the window when it cracked. He had me go in, while he waited on the telephone, and
measure the window so as he sated "1 can get it taken care of right away"”. That was 1
year and 5 months ago. A totd of 11 phone cdlsin that period of time have produced
nothing. Each time he indicates total unbdlief that the problem has not been taken care of.
The house is now out of warranty. | caled FHA from whom | thought | would get some
support and was told there was nothing they could. Thisis not an isolated case on our
home but one of many including water standing under our house when it rains. Builder
told me what needed to be done but that as was as far as it goes. Anyway there should be
some genuine protection somewhere againgt builders backing their work but | am clueess
asto whereit exigts.
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Comment: | know of few builders that place the emphasis on customer service thet they
should. Very disgppointing.

Comment: A written outline or schedule of the building process was not provided. We
fed that would have helped. Also, when sdlecting finish materids, the builder's presence
in the showroom would dleviate confusion and help communication. We had to make the
effort to call to get the latest status. Then our builder was very responsive, but was not
sdf-motivated to update us weekly. Our knowledge of building process came from a
friend with experience.

Comment: Contractors need to emphasize quality to the workers. With the current robust
economy, builders have more work than they can handle if quality of work is the number
one consideration.

| fed builders just want to throw together your house and move on to the next job.

Comment: We had a very pleasant home building experience. We built a custom house
in central NJ. The builder kept us involved through every step. Sometimes too involved.
Sometimes it seemed as though we were being asked to make too many decisions that we
had never considered. However, the builder was very patient and would use these
opportunities to educate us, suggest dternatives, and determine our rea needs. In the end,
we redly ended up with a home that we can say is exactly what we wanted and exactly
what we expected.

This builder was very keen on unannounced customer visits and would often show
potentia customers other homes he was congtructing. He would take time to point out
construction techniques that were more expensve, but also the preferred way of building
adtructure that would last.

As abuyer this gave me greet confidence that nothing was being hidden or "swept under
the carpets' once the innards (plumbing, dectrica, framing, etc) were covered up with
sheetrock and paint.

Just a note on your questions. Regarding the " Perceptions and Expectations Group*
Please don't take offense to this, but | felt that the questions steered the answers. Is it
likely that a reasonable person would answer anything but "Very Important” or
"Somewhat Important” on most of those questions? For example, would it make sense for
areasonable person to tdll you that it is unimportant to them if the builder does not return
their cals? Or if the builder's subs are rude and discourteous?

Comment: Thereisavery high need to have postive minded people on thejob ste. .
.especidly sub-contractors. These people should have a sense of ownership when
congructing a home for someone. Also, use their best skill and workmanship to perform
their job(s).

Comment: builder never caled, builder went bankrupt after house
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Comment: The building experience has been very sressful. It is more involved in this
project then one can ever imagine.

Comment: Friends who are builders are not good business associates. Strangers are the
best.

Comment: | don't have any experience, but | would like to be the contractor for my next
home.
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