The McGraw-Hill companies

J.D. Power and Associates Reports:
AstheHousing Market Continuesto Fluctuate, Customer Satisfaction with Real Estate Companies
Fallsamong Both Home Buyersand Sellers

Keller Williams Ranks Highest in Customer Satisiattamong Both Home Buyers and Sellers

WESTLAKE VILLAGE, Calif.: 15 August 2012 — With home-buyer satisfaction at an all-time lomddome-
seller satisfaction declining as well, real estatmpanies are challenged to manage customer ekipastas the
housing market continues to fluctuate, accordinipéo].D. Power and Associates 2012 Home BuyeeiSell
Satisfaction Studf) released today.

The study, now in its fifth year, measumestomer satisfaction of home buyarsisellerswith the largest
national real estate companies. Overall satisfaétialetermined by examining three factors of thmé&-buying
experience: agent/salesperson; office; and vaoiesglditional services. Four factors are examiioedhe home-
selling experience: agent/salesperson; marketiffigepand variety of additional services.

Overall satisfaction among home buyers is at itgekt level in the history of the study, averagi8§ on a 1,000-
point scale, compared with 797 in 2011. Satisfactimong sellers has declined as well, averagingct§@pared
with 779 in 2011.

“Although home buyers and sellers are aware ofigoirtg challenges in the real estate market, ar&agon
satisfaction is down is that customer expectatarrsnot being met, either in terms of sellers hgtin
compromise on their listing price, or for buyersondre compromising on the home’s condition and, s&ad
Christina Cooley, senior manager of the real egtetetice at J.D. Power and Associates. “This teustandably
frustrating all around. However, we also find tredl estate companies that set themselves aparms of
working closely with their customers and meetingiitmeeds may play an important role in both mamggi
expectations, but more importantly, exceeding them.

Keller Williams ranks highest in customer satisifactin both the home-buyer and home-seller segméntsher,
Keller Williams achieves the highest scores irfadtors across both segments, including agentfsaissn,
which is the most important aspect of the custoemgerience for home buyers and sellers. In the Hounyer
segment, Keller Williams is followed in the rankinlgy Prudential. In the home-seller segment rarskikgller
Williams is followed by Coldwell Banker.

The study finds that the highest-performing retdtescompanies are more consistent at capturimgadey
proportion of the listing price. On average, ssll@port receiving 89 percent of their listing pric

Higher levels of customer satisfaction also traesiiato higher levels of customer loyalty. Notatdithough the
agent/salesperson has the largest impact on oeestbmer satisfaction among both home buyers eliets
customer loyalty is stronger toward the real estatapany than toward the agent. Less than 20 peofen
customers say they “definitely will” switch realta® companies if their agent moves to another eomp
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“As customers continue to feel anxious about tireecit housing market, it requires a combinatioa bfgh-
performing company, process and resources alorgantituly exceptional agent to put home buyerssatiérs at
ease,” said Cooley. “At the end of the day, retdtescompanies may best satisfy their customekebping
them informed, educating them on comparable safesmation and following up with them after the silag.”

Additional Industry Findings
» The study finds that the majority of home buyerd sellers are experienced with the process, with 60
percent indicating they are repeat buyers and féepeindicating they are repeat sellers.
» Approximately one-third (33%) of customers indictitey are likely to consider buying or selling arteo
in the next 12 months.
* Among home buyers, 17 percent purchased a foreel@nd 14 percent purchased a short sale. Among
sellers, 14 percent of sales were short sales.

The 2012 Home Buyer/Seller Study includes more th880 evaluations from more than 2,790 respondeinds
bought or sold a home between March 2011 and 2pdiP. The study was fielded between March and MHR22

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing performance improvement, sociadlia and customer satisfaction insights and saistio
The company’s quality and satisfaction measurenmemetdased on responses from millions of consumers
annually. For more information aar reviews and ratingsar insurancehealth insuranceell phone ratingsand
more, please visiDPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill Companies.

About The McGraw-Hill Companies:

McGraw-Hill announced on September 12, 2011, tisntion to separate into two companies: McGraw-Hill
Financial, a leading provider of content and anedyto global financial markets, and McGraw-Hillugdtion, a
leading education company focused on digital lewyaind education services worldwide. McGraw-Hill
Financial’s leading brands include Standard & Po&atings Services, S&P Capital 1Q, S&P Dow Jonegcks,
Platts energy information services and J.D. PowdrAssociates. With sales of $6.2 billion in 20tk
Corporation has approximately 23,000 employeessaarmre than 280 offices in 40 countries. Additiona
information is available dtttp://www.mcgraw-hill.com/

J.D. Power and Associates M edia Relations Contacts:
Jeff Perlman; Brandware Public Relations; Woodldiil$, Calif.; (818) 598-1115periman@brandwarepr.com
John Tews; J.D. Power and Associates, Troy, M{@4.8) 680-6218media.relations@jdpa.com

No advertising or other promotional use can be nwddlee information in this release without the egs prior
written consent of J.D. Power and Associatesw.jdpower.com/corporate

Follow us on Twittet@JDPOWER
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2012 Home Buyer/Seller StudySM as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings,
visit jdpower.com/fags. No advertising or other promotional use can be made of the information in this release or
J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power
and Associates as the publisher and the J.D. Power and Associates 2012 Home Buyer/Seller StudySM as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings,
visit jdpower.com/fags. No advertising or other promotional use can be made of the information in this release or
J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.



