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J.D. Power Reports:   
Appliance Brands and Retailers Can Impact Consideration and Purchase Behaviors through Their 
Websites 
 
GE Appliances and Best Buy Rank Highest among Appliance Brand and Retailer Websites 
 
WESTLAKE VILLAGE, Calif.: 14 November 2013 — The more useful a website is to appliance shoppers, 
the higher the likelihood they are to visit a physical store and consider additional purchases from the brand 
or retailer, according to the inaugural J.D. Power 2013 Appliance Shopper Website Evaluation StudySM 
released today.  
 
The study, which evaluates the usability of appliance brand and retailer websites, finds that approximately 
three in four shoppers are more likely to consider a specific brand or shop a specific retailer when they 
have an outstanding experience with the website.   
 
“Consumers find retailer and brand websites very helpful while shopping for major appliances,” said 
Christina Cooley, director of the home improvement practice at J.D. Power. “To maximize the online 
shopping experience, it is important to focus on the whole package in terms of content, navigation, 
appearance and speed. Understanding what information and website features are most important to 
shoppers is critical to drive consideration and conversion to purchase. It is also important to keep in mind 
that Internet research doesn’t just happen at home, with a high percentage of shoppers going online while 
at a physical store location.” 
 

KEY FINDINGS 
• Product ratings/reviews and pricing are the most important website features to shoppers. 
• While 75 percent of appliance shoppers’ online research takes place on a desktop/laptop computer, 42 

percent of shoppers indicate they have used a smartphone and/or tablet to research appliance product 
information while at the physical store location. 

• Tasks an appliance shopper would likely perform on a smartphone and/or tablet when accessing a 
retailer or brand site include finding a store location, followed by product pricing information and 
researching sales and promotions. 

• GE Appliances ranks highest among appliance brand websites, followed by Jenn-Air, Maytag and 
Kenmore, respectively. 

• Best Buy ranks highest among appliance retailer websites, followed by Lowe’s, The Home Depot and 
Sears, respectively. 
 

The 2013 Appliance Shopper Website Evaluation Study is based on responses from 3,037 major appliance 
purchase intenders who evaluated both brand and retailer websites. It was fielded in September 2013. 
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power 
as the publisher and the J.D. Power 2013 Appliance Shopper Website Evaluation 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/faqs. No advertising or other promotional use can be made of the information in this 
release or J.D. Power survey results without the express prior written consent of J.D. Power. 
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Ratings, visit jdpower.com/faqs. No advertising or other promotional use can be made of the information in this 
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