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J.D. Power and Associates Reports: 

Amid Continuing Credit Scarcity, Customer Satisfaction with the  

Mortgage Origination Process Increases from 2010 
 
Quicken Loans Ranks Highest in Primary Mortgage Origination Customer Satisfaction 
For a Second Consecutive Year 
 

WESTLAKE VILLAGE, Calif.: 17 November 2011 — Overall customer satisfaction with primary mortgage 
lenders has increased considerably from 2010, according to the J.D. Power and Associates 2011 U.S. Primary 
Mortgage Origination Satisfaction StudySM released today.  
 
The study measures customer satisfaction in four key factors of the mortgage origination experience: 
application/approval process; loan representative; closing; and contact. Customer satisfaction in 2011 averages 
747 on a 1,000-point scale, up 13 points from 2010. 
 
“The increase in customer satisfaction is driven by improvements in many of the key best practices, including 
proactive status updates, providing a time frame to expect and meeting it, and providing follow-up contact after 
the application is submitted,” said David Lo, director of financial services at J.D. Power and Associates. 
 
According to Lo, this increase in satisfaction is in stark contrast to the mortgage servicing industry, in which 
homeowner satisfaction has declined significantly from 2010.  
 
“The reality today is that it’s a lot harder to get credit than it was a few years ago,” said Lo. “Many homeowners 
are stuck in their current mortgage and are unable to refinance due to credit or equity challenges, and they’re not 
happy about it—thus the drop in satisfaction for mortgage servicing. But on the mortgage origination side, among 
customers who are able to get credit, lenders are taking the extra steps needed to please their customers, and it 
shows.” 
 
Quicken Loans ranks highest among primary mortgage lenders for a second consecutive year with a score of 818, 
and performs particularly well in the application/approval process and closing factors. SunTrust Mortgage follows 
in the rankings with a score of 791, performing particularly well in the loan representative and closing factors. 
ING Bank ranks third with a score of 789. 
 
The study finds that lenders that have improved in customer satisfaction tend to experience increases in market 
share. Among the lenders that have experienced a substantial increase in overall mortgage origination satisfaction 
since 2009, overall satisfaction improved an average of 35 index points, and their collective market share has 
increased by nearly 5 percent. In contrast, among brands that have declined substantially in satisfaction from 2009 
to 2011, satisfaction has dropped 25 index points, and their collective market share declined by nearly 5 percent. 
 
“In this current environment, the perception among some is that what’s good for the customer isn’t necessarily 
good for the lender,” said Lo. “However, we see a clear relationship between a lender’s ability to deliver a 
superior customer experience and the relative impact on higher loyalty, retention and advocacy.” 



 
Lo offers the following tips for consumers when selecting and working with a mortgage lender: 

• Make your preferences for contact known—i.e., if you only want to be reached via email, let your 
representative know. 

• Expect the process to take longer than it did a few years ago. The average time frame is currently 50 days, 
so keep that in mind when beginning the process. 

• Ask for status updates and timeline estimates to give you a better idea of how long the process will take. 

• Research and understand the different types of loans available, and realize that you should be shopping 
for more than just the interest rate. 

• Understand the difference between the interest rate and the APR. 

• Certain institutions may waive fees for current customers, so look into the mortgage options at your 
current banking or investment firms. 

• Ask for the closing documents prior to the loan closing and have your representative thoroughly explain 
them. 

 
The 2011 U.S. Primary Mortgage Origination Satisfaction Study is based on responses from more than 3,600 
customers who originated new mortgages. The study was fielded between July and September 2011. 
 
About J.D. Power and Associates 

Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services 
company providing forecasting, performance improvement, social media and customer satisfaction insights and 

solutions. The company’s quality and satisfaction measurements are based on responses from millions of 
consumers annually. For more information on 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 

McGraw-Hill is a leading global financial information and education company that helps professionals and 
students succeed in the Knowledge Economy. Leading brands include Standard & Poor’s, S&P Capital IQ, S&P 
Indices, Platts energy information services and McGraw-Hill Education. With sales of $6.2 billion in 2010, the 
Corporation has approximately 21,000 employees across more than 280 offices in 40 countries. On September 12, 
2011, the Corporation announced its intention to separate into two public companies – McGraw-Hill Markets 
(working name), primarily focused on global capital and commodities markets and McGraw-Hill Education 
focused on digital learning and education services worldwide. Additional information is available at 
http://www.mcgraw-hill.com/.  
 

Media Relations Contacts: 

Bonnie Berkes; Brandware Public Relations; Atlanta, Ga.; (770) 649-0880; bonnie@brandwarepr.com 
 
John Tews; J.D. Power and Associates; Troy, Mich.; (248) 312-4119; 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: One chart follows. 
 



 

Source: J.D. Power and Associates 2011 U.S. Primary Mortgage Origination 

Satisfaction StudySM
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Included in the study but not ranked due to small sample size are 

AmTrust/NYCB, Franklin American Mortgage, Regions Mortgage and 

Sovereign Bank.
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for consumers:

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 2011 U.S. Primary Mortgage Origination 
Satisfaction 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 and Associates survey results without the express prior written 
consent of J.D. Power and Associates. 


