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Rising inflation and interest rates have impacted
every aspect of the homebuilding business,

In last year’s report, we looked at

but the largest effect is seen by your customers homebuyer experience data and trends
spanning 2018 to 2022, giving five years
- the homebuyers- of insights to understand the landscape

facing builders and key areas for improving

. . . customer satisfaction.
The Homebuyer Experience Trends Guide is

based on verified survey data from hundreds of There were five key takeaways:

new homeowners and provides insights into: © 1n 5 time of considerable market
uncertainty, there was a clear downward

trend in the perceived homebuyer
How buyer satisfaction is being impacted by rising experience as 2023 began.

inflation and interest rates e Communication issues, rather

than construction quality, stood
out as the leading cause of poor

The most significant buyer satisfaction changes in the last customer satisfaction.

18 months and how they compare with historical results 9 An annual end-of-year swoon was
apparent, with homebuyer experience
scores falling in the winter months.

How the homebuyer experience might change in the O Homebuilders that had embraced

months ahead technology to modernize parts of
their customer experience saw happier
homebuyers and lower service request

: t costs.
Actions you can take today to ensure happy homebuyers Management costs

going forward 5]

Accessing and responding to

OROBORS)

customer experience data has enabled
homebuilders to quickly observe
trends and opportunities, leading

The Impact of Rising Inflation and Interest Rates to better satisfaction rates and more

. . homebuyer referrals.
on Buyer Satisfaction /

With data capturing homebuyer experiences
into the end of 2022, the overall analysis
wasn’t heavily impacted by important factors
that emerged in 2022 and 2023, where rising
interest rates and inflation began having

an important effect on the cost of home
ownership and how buyers saw their journey.

Rising inflation and interest rates have increased the cost of home ownership,
and that burden is translating into higher buyer expectations and poorer
customer satisfaction. A historic low was reached in March 2023, though
customer satisfaction upon move-in has moderately improved since then.

Like most matters of data, the big picture can change depending on your
viewpoint. Our analysis shows different trends, challenges, and opportunities
for homebuilders, and makes it clear how valuable ongoing data is to optimize
the homebuyer experience.
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The Latest Homebuyer Experience Trends

Changes in Customer Experience Over Time

While customer satisfaction has rebounded somewhat from the low point
seen in March 2023, today’s buyers are much less satisfied with their
homebuyer journey than they were in the past. (link to 2023 trends report)

Lower satisfaction rates directly impact homebuilder margins and outlook,
specifically with an increase in service requests, negative word-of-mouth,
and fewer referrals - a valuable sales and marketing source.

Erasing Gains Made Before 2023

Many of the customer experience areas that scored well prior to 2023 have
since seen declines. These two metrics in specific performed well in the past
but have since seen dramatic downtrends.

When buyer expectations are high, generally we see lower satisfaction rates,
even in the areas that had previously earned builders their highest scores.
Itis unlikely that builders are leaving homes significantly dirtier or are far
less responsive to homebuyer concerns. Rather, with buyers spending more
on homes, they are also more easily dissatisfied with the experience they
receive — despite the gains builders had made in these areas.

Positive Signs Going Forward

The inflationary and interest rate environment has been challenging for
homebuilders to navigate - but many signs suggest that they have found a
way. Builders have achieved some major improvements in scores since the
low point was reached in March 2023, and the subsequent changes builders
have implemented could enhance their scores further when economic
conditions change.

These results provide evidence that the hard work builders have put into the
customer experience is paying off. Buyers moving into their new homes are
showing rapid gains in satisfaction. They are feeling confident in their move-
in date, are appreciated by the homebuilder, and are more likely to make
referrals compared to the March 2023 lows.
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Satisfaction with Overall Home Quality
Before Jan. 2023:
Since Jan.2023:

Satisfaction with Overall Experience
Before Jan. 2023:
Since Jan. 2023:

Home Cleanliness
Before Jan. 2023:
Since Jan. 2023:

Accountable to Resolve Concerns
Before Jan. 2023:
Since Jan. 2023:

Home Ready on Agreed Date
March 2023:
Now:

Builder Appreciates Me
March 2023:
Now:

Likelihood to Refer
March 2023:
Now:
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Survey results show that the customer is most satisfied in surveys taken upon move-in.

Anniversary surveys taken a year later tell a different story, with the ongoing expense

of home ownership making for smaller gains.

Builder Communication
During First Year

March 2023:
June 2024:

Management of Service
Requests:

March 2023:
June 2024:

Gains are not as clear in anniversary surveys, with some dissatisfaction carrying over from taking possession
of their new home during the peak of the market changes. Still, areas that builders can impact - such as frequent
and effective communication - reflect positively in the buyers’ ongoing experience.
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Key Takeaways for 2024 and Beyond:
Actions Builders Can Take Today

1. The Correlation in Customer Satisfaction: Ensuring happy buyers in one aspect of their experience can pay off across the board.
Upon move-in and up to a year later, scores correlated well through each of our metrics, whether high or low. This shows the
importance of making improvements, as small changes can lead to large, widespread benefits.

2. Economic Shock: Rising inflation and interest rates caused a sudden collapse in customer satisfaction as their buyers
dealt with the new realities of home ownership. With so many positive changes otherwise occurring in the industry, homebuyer
experience metrics could be poised to only improve from here.

3. Improvements for New Owners: Since reaching that low point in March 2023, homebuilders have quickly turned the tide
around, especially for those moving into their new homes. This is likely to carry over to the experience they have in their first years
of ownership, and lead to stronger homebuyer referrals going forward.

4. Real-Time Data Really Pays Off: The sharp decline and rise of customer satisfaction metrics shows us why frequent access to real-
time data is so critical. When it came to the emerging negativity buyers were facing in late-2022 and early-2023, builders could see that
change was needed and accessing data helped tell them where they should be focused. This has led to many of the gains since.

5. The Value in Communication: With technology available to facilitate communication and engagement between builders and
buyers becoming more prevalent, it’s no surprise to see this leading to better buyer experiences. With improved communication,
buyers receive ongoing updates during construction on the project schedule, they feel appreciated by the builder, and rate this
outreach as the most positive part of their experience after moving in.
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