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Proprietary Warning 

The information contained herein is proprietary to Tarion Warranty Corporation and may not be used, reproduced 
or disclosed to others except as specifically permitted in writing by the originator of the information. The recipient 
of this information, by its retention and use, agrees to protect the same and the information contained therein 

from loss, theft or compromise. Any material or information provided by Tarion Warranty Corporation and all data 
collected by Forum Research will be treated as confidential by Forum Research and will be stored securely while on 
its premises (adhering to industry standards and applicable laws). 
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Introduction 
 

This report highlights the results from a survey of new home owners who recently purchased and took 
possession of a newly constructed dwelling in Ontario (“homeowners”). The report is designed to help 
Tarion understand trends and identify the challenges and opportunities of maintaining and improving 
service to homeowners. 

 

Why the Need for Research? 
 

The primary goal of this research is to understand homeowners’ perceptions of Tarion’s service and 
image, among various other factors. Tarion will use the insights gained from this research to gauge 
perceptions of its corporate performance. In addition, the results will provide current data that can be 
used in decision-making about future homeowner communications and service improvement strategies.  

 

Research Approach 
 

Forum Research used a questionnaire provided by Tarion to survey new homeowners. 
 
In 2019, the research approach deployed multiple invitation methods requesting homeowners to 
complete our survey online. In all instances where Tarion had the homeowner’s email address on f ile, 
Forum sent the survey invitation by email. High-Rise purchasers for whom we did not have an email 
address on file received a full mail package containing a paper copy of the survey, and a postage paid 
return envelope. Freehold purchasers without email addresses received a postcard invitation. A series of 
reminders were sent to non-responders including email messages, postcards by mail, and telephone 
(Interactive Voice Response) messages. Paper copies of the survey were mailed to homeowners in 
response to requests callers made to a toll-free line available to survey invitees. All consumers in 
Ontario who took possession of a new home between October 1, 2018 and September 30, 2019 were 
invited to participate. In total, approximately 45,303 survey invitations were sent to new homeowners 
who purchased from a builder with 1 or more Freehold or High-Rise possessions in the period of the 
study. These homeowners represent the entire universe of all new home possessions in the period.  
 
The survey had two parts. The first part asked questions about the homeowners’ experiences with 
Tarion and the second part asked questions about their experience with their new home builder. The 
results of the second part were used to determine recipients of the 2020 Tarion Homeowners’ Choice 
Awards (formerly the Tarion Awards of Excellence) and are not covered in this report.  
 
Homeowners responded online by visiting a survey website provided in the invitation. The survey was 
offered in English, French, Mandarin, Punjabi, and Farsi. 
  
All homeowners received a personal identification number to permit access to the online survey and to 
prevent duplicate responses. Incentives (draws for one of five cash prizes of $500) were offered to 
encourage both overall and online participation. Tarion agreed not to discuss the contents of the survey 
with homeowners at any time while it was in the field. 
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Survey invitations were sent in October 2019 and the published deadline to complete the survey was 
January 15th, 2020. Forum Research accepted and tabulated all surveys received on or before January 
15th, 2020. 
 
In total, 8,500 completed surveys were received. The breakdown of the 8,500 completed surveys 
consisted of the following: 
 

• 2,609 purchased a High-Rise condominium (“High-Rise Homeowners”) 

• 2,632 purchased a home from a Large Volume builder (“Large Homeowners” i.e., bought from a 
builder that had 100+ possessions during the previous 12 months)  

• 1,906 purchased a home from a Medium Volume builder (“Medium Homeowners” i.e., bought 
from a builder that had 21-99 possessions during the previous 12 months) 

• 936 purchased a home from a Small Volume builder (“Small Homeowners” i.e., bought from a 
builder that had 5-20 possessions during the previous 12 months) 

• 417 purchased a home from a “Micro” builder (i.e., bought from a builder that had 1-4 Freehold 
or Low-rise condo possessions) 

 
The survey response rate was 19%, decreasing by 2% from the previous year. 
 
Results are accurate to within +/- 0.96%, 19 times in 20. Most measures are tracked against a survey of 
11,376 homeowners completed during the same period of 2018, which had similar statistical accuracy. 
Results for sub-samples by builder segment have a somewhat higher margin of error, as do questions 
asked among only a subset of homeowners (e.g. those reporting a claim or conciliation home inspection 
with Tarion). 
 
This report begins with an Executive Summary outlining the key findings as well as the conclusions from 
the research, followed by a detailed analysis of the results. 

 

  

Note: Some percentages in this report may not add up to their individual parts due to rounding. Total 
percentages (e.g., % favourable) do accurately reflect their unrounded parts. “n/c” denotes no change. 
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Executive Summary 
 
This Executive Summary highlights the results from Tarion’s 2019 New Homeowner Survey. Detailed 
descriptions of the findings are provided in subsequent sections. A copy of the questionnaire is 
appended at the end of this report. 

 

Drivers of New Homeowner Satisfaction with Tarion 
 
An analysis was conducted to determine the service attributes that most drive homeowner satisfaction 
with Tarion (i.e., likelihood of willing to advocate for/say positive things about Tarion). The following 
factors are important drivers of satisfaction, and areas in which Tarion performs particularly well and 
not as well. 
 

Important Drivers of Homeowner Satisfaction with Tarion 
 

Tarion’s Performance is Strong 

Areas that Tarion Can Leverage/Promote 

Tarion’s Performance is Weaker 

Areas of Opportunity for Tarion 

• Enquiries by Telephone - Overall courtesy 

(73%) 

• Conciliation/Claim Inspection - Overall 

courtesy (66%)  

• Enquiries by Telephone - Ability to listen to 

and understand your needs (65%) 

• Enquiries by Telephone - Ability to answer 

your questions (64%) 

• Enquiries by Telephone - Timeliness of 

response (62%) 

• Stays focused on interaction, undisrupted by 

other goings on (59%) 

 

• Easily recognizes and provides required 

information (58%) 

• Conciliation/Claim Inspection – Ability to 

answer your questions (58%) 

• Satisfaction with interactions with Tarion 

(58%) 

• Gives sense inquiries taken seriously (57%) 

• Offers relevant information to questions 

asked (57%) 

• Shows patience and willingness (57%) 

• Conciliation/Claim Inspection – Ability to 

listen to and understand your needs (57%) 

• Conciliation/Claim Inspection - Ability to 

reach a fair and impartial decision (54%) 

• Conciliation/Claim Inspection- Sat. with 

overall service (regardless of final 

outcome) (54%) 

• Helpfulness of Construction Performance 

Guidelines (48%) 

• Satisfaction with final outcome of 

Conciliation/Claim Inspection (48%) 

• Informedness of warranty repair period 

timelines (47%) 

 
As indicated in the chart above, the green items are strengths that can be leveraged and promoted to 
homeowners for the greatest impact on satisfaction with Tarion. The items in red font are service 
attributes that homeowners are comparatively less satisfied with, and which therefore should be the 
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focus for improvement initiatives by Tarion. 
 
It should be noted that the Tarion’s KPI are not ranked as Key Satisfaction Drivers.  
 

Homeowner Impressions of Tarion 
 

• In general, homeowner impressions of Tarion have remained relatively stable, or decreasing 
slightly across some measures, in 2019. There has been little substantial change. 

 

• Overall impressions of Tarion remain positive.  
o More than 8-in-10 homeowners (82%) have a favourable impression of Tarion. 
o 2 in 3 homeowners (67%) are willing to advocate for/say positive things about Tarion. 
o Tarion’s Corporate Key Performance Indicator (KPI) used for measuring Homeowner 

Satisfaction is calculated using satisfaction scores based on three criteria: Tarion’s 
accessibility, Tarion listening to the needs and concerns of new homeowners, and Tarion 
being easy to do business with. In 2019, Tarion’s KPI is 81%, decreasing 3% from the 
highest KPI score of 84% in the previous year and being just below the SOI goal. 

o Impressions of specific service attributes are positive—about 8-in-10 homeowners agree 
that Tarion performs well on all attributes including its three KPIs: accessibility (85%), 
being easy to do business with (79%), and listening to the needs and concerns of new 
homeowners (78%). Accessibility remains Tarion’s greatest strength among those listed 
(85%). 
▪ Opinions of Tarion have decreased by 3%-4% from the previous year across all 

impressions of Tarion regarding: helping homeowners understand their warranty 
rights and obligations (79%), being open and transparent in its dealings with new 
homeowners and builders (78%), giving buyers confidence in the home buying 
experience (79%), ensuring fairness in overseeing the warranty rights and 
obligations of new home buyers and builders (78%), and ensuring builders fulfill 
their warranty obligations (77%). 

▪ Satisfaction amongst those homeowners who contacted Tarion via phone were 
significantly less likely to be satisfied with Tarion’s timeliness of response, 
decreasing by 5% from the previous year to 62% in 2019. Similarly, those who 
contacted Tarion via phone were less satisfied with Tarion’s ability to listen to and 
understand needs as well as their ability to answer questions, decreasing 4% in both 
measures. There continues to be room to improve on the satisfaction scale for those 
who contacted Tarion via Email or the CCI process regarding all measures, as 
satisfaction amongst those homeowners decreased by 2%-7%. 
 

• Tarion performs well on all broad aspects of helping homeowners with the warranty process . 
Almost 8-in-10 owners are satisfied with Tarion in terms of: helping them understand their 
warranty rights and obligations and increasing their confidence (79%), ensuring that builders 
fulfill their obligations (77%), and ensuring fairness in the rights of both parties (78%). 
 

• Tarion continues to have room for improvement when it comes to informing homeowners 
about their warranty repair timelines. The measure on being informed has remained stagnant 
compared to 2017 and 2018 results with no significant changes in scores. In 2019, 47% feel 
Extremely or Very well informed 
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Contact with Tarion 
 

• In 2019, 87% of homeowners report some contact with Tarion by telephone, e-mail/mail, 
visiting the website, registering for “MyHome”, having a claim or conciliation inspection, or 
submitting a warranty service form. 
o In 2019, the main points of contact that homeowners had with Tarion were either by: 

registering with the “MyHome” portal (55%), by submitting a statutory warranty form 
(53%), or by visiting Tarion’s website (47%). 

o The proportion of survey respondents that have registered for the Tarion “MyHome” 
interactive warranty management site steadily grew since 2012 but dropped significantly 
by 8% from 2016 to 2018. This year’s score has increased from the previous year.  

o “MyHome” users have historically been more satisfied with their interactions with Tarion 
than non-users and this continues to hold true for 2019 (63% vs. 57% satisfied). 

 

• Satisfaction with overall interactions among homeowners who reported contact with Tarion has 
decreased by 2% from 2018 to 2019 (58%). Further improvement in this area would positively 
impact overall satisfaction with Tarion.  
o Tarion’s performance has decreased in 2019 in all areas of telephone and e-mail/mail 

interactions since last year. For telephone interactions, satisfaction with interactions 
decreased by 2%-5%. Satisfaction amongst e-mail/mail interaction also decreased by 2%. 

o In 2019, courtesy is, again, the highest rated service attribute for telephone enquiries (73% 
extremely/very satisfied). More than 6-in-10 homeowners are satisfied with all other 
aspects of their telephone and e-mail/mail interactions (62%-65%).  

 

Conciliation or Claim Inspections 
 

• The proportion of homeowners reporting Tarion conciliation or claim inspections in recent years 
is relatively static and small (7% of the total number of homeowners having CCI interactions 
with Tarion in 2019). This is an area that has been identified as an opportunity for improvement, 
specifically in terms of satisfaction with the outcome, satisfaction with the overall service, and 
ability to reach a fair and impartial decision. 
o Less than half of those reporting a Tarion conciliation or claim inspection (CCI) are satisfied 

with the outcome (48%) and this has decreased by 5% since the previous year. 
o Over half of homeowners reporting they had a CCI are satisfied with the overall service 

regardless of the final decision outcome. Satisfaction with this measure decreased from 
the previous year by 5% (59%→54%). 

o Satisfaction with the CCI process decreased in all focus areas in 2019 by 5%-7%. In 2019, 
satisfaction is relatively consistent across most attributes (over half satisfied), with 
courtesy generating the highest satisfaction level (66%).  

 

Tarion’s Communication Materials 
 

• In terms of communication materials… 
o Ease of understanding the Homeowner Information Package (HIP) deceased this year from 

2018 (down 2% to 82%). 
o About 6-in-10 homeowners who submitted a statutory warranty service form are satisfied 

with the timeliness of response (62%) and follow-up correspondence (58%). 
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o One-third of homeowners (34%) used Tarion’s Construction Performance Guidelines in 
2019, and this score is consistent with the previous year. 48% of users found the guidelines 
to be helpful. This is 3% lower than the previous year. Improvement in this area would 
impact overall satisfaction with Tarion. 

 

Differences Among Homeowner Possession Groups 
 

• There are some differences in impressions of Tarion between homeowner possession groups.  
 
o High-Rise owners have historically been the least satisfied of any buyers and this remains 

prevalent in 2018. This is consistent across many key measures (likelihood to recommend, 
customer service before/after move, scheduling services, warranty coverage satisfaction, 
builder accessibility, listening and understanding needs, overall customer service, 
communication effectiveness, ability to follow through, and ability to instill confidence in 
work and service). 
 

o Micro homeowners have remained the most satisfied with Tarion this year and this is 
consistent across many key measure (meeting expectations, likelihood to recommend, 
customer service before/after move, scheduling services, builder accessibility, completing 
repairs, listening and understanding needs, overall customer service, communication 
effectiveness, ability to follow through, overall quality of service and repairs, ability to 
instill confidence in work and service, response timeliness, and home readiness). 
 

o It should be noted however that overall impressions of Tarion are consistent across all 
homeowner categories with the smaller categories having slightly less favourable 
impressions of Tarion (79% for Micro, compared to 84% for High-Rise). 
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The Builder Experience 
 

• Generally, there has been little change in satisfaction amongst homeowners with builders in 
2019. Small homeowners tend to be the most satisfied with most aspects of the builder process, 
and High-Rise owners are consistently the least satisfied. This is a trend that remains consistent 
year after year. 
 

• As seen each year, the homeowners experience with the builder has a direct and significant 
impact on their impressions of Tarion. When builders fall below expectations, homeowners are 
more likely to have an unfavourable view of Tarion. 
 

• An analysis was conducted to determine the service attributes that most drive homeowner 
satisfaction with builders (i.e., likelihood of recommending them). The following factors are 
important drivers of satisfaction, and areas in which builders perform comparatively less well 
and may be negatively impacting perceptions of Tarion. These present leverage points and 
advocacy opportunities for Tarion. 
 

Builders Performance is Weaker - Areas of Opportunity for Tarion 
• Customer service AFTER moving in (45%) 
• Ability to instill confidence in work and service (46%) 
• Overall quality of service and repairs (46%) 
• Ability to follow through on commitments (46%) 
• Timeliness of response to service and repair requests (43%) 
• Experience with new home and builder expectations (27%) 
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Builder Outreach Opportunities 
 
The opportunities for Tarion to further foster relationships with homeowners through 2019 and beyond 
are summarized below. 
 

• The chart included in the Executive Summary lists the strengths of Tarion that can be leveraged 
and promoted with homeowners for the greatest impact on satisfaction with Tarion. These 
mainly revolve around the enquiry process and the CCI. 
 

• The chart also summarizes the service attributes that homeowners are comparatively less 
satisfied with, and which therefore should be the focus for improvement initiatives by Tarion. 
These mainly include (but are not limited to) enquiries, CCI, Tarion interactions, and customer 
service aspects. Continued improvement in these areas would positively impact overall 
satisfaction with Tarion. 

 
• Although accessibility remains a key strength of Tarion, it should be monitored to avoid any 

significant declines. 
 

• A continued focus on improving processes and relations with homeowners in the High-Rise 
possession group is required. Despite stabilized perceptions this year, this sizeable segment of 
the housing market remains the most dissatisfied with their builders and with Tarion.  
 

• Extra focus should be put on the High-Rise homeowner group in assisting them with their 
builder experience. They are consistently the least satisfied builder category. Leveraging and 
advocating for the various aspects of the homeowner and builder experience will ultimately 
yield the most positive outcome for Tarion.  
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Detailed Findings 
 
This report is divided into five broad sections. The first and second sections explore homeowners’ 
impressions of and interactions with Tarion. The third section presents homeowners’ evaluations of the 
home inspection process. The fourth section evaluates the effectiveness of Tarion’s communication 
materials. The fifth and final section addresses the relationship between the builders and Tarion.  
 
Comparisons of the current survey findings to previous results from Tarion’s 2019 New Homeowner 
Satisfaction Survey are included. 
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Homeowner Impressions of Tarion 
 

Overall Impression of Tarion 
 
A key overall impression measure in our survey assesses how favourable homeowners view Tarion. 
Homeowners view Tarion positively, with the majority (82%) having a favourable impression  
(46% Somewhat favourable + 36% Very favourable). However, the overall 2019 favourability score rating 
is lower than the previous year, decreasing by 3%. The favourability score has also decreased for each 
builder categories in the current year compared to the previous year.  
 
In 2019, homeowners in all builder categories have favourable impressions of Tarion. Homeowners of 
the High-Rise builder category had the highest favourability towards Tarion (84%) compared to the 
other builder categories. This score for the High-Rise builder category is 3 percentage points higher than 
the next closest builder category (small and large at 81%), which is a statistically significant difference. 
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Homeowner Advocacy of Tarion 
 
Overall, Tarion’s advocacy measure (likelihood to recommend an organization or to say positive things 
about it to others) has remained relatively constant since 2014, ranging between 67%-70% (67% 
definitely/probably saying positive things about Tarion in 2019). However, this score has decreased by 3 
percentage points from 2018. 
 
Large and High-Rise builders had the highest advocacy score (69% for both), and High-Rise builders had 
the smallest decrease in 2019, where the score dropped 1 percentage point from 2018.  
 
In contrast, Micro builders had the lowest advocacy score, with 61% who would likely say positive things 
about Tarion, and had the greatest decrease from the previous year, dropping 7 percentage points from 
2018 to 2019. 
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Specific Impressions of Tarion 
 
Homeowners were offered the opportunity to agree or disagree with several statements about Tarion. 
Overall, homeowners’ specific impressions of Tarion are positive, with roughly 8-in-10 agreeing that 
Tarion delivers on each of the service attributes listed below (77%-85%). 
 
As the following figure shows, opinions of Tarion decreased in all areas compared to the previous year, 
including opinions on the three Key Performance Indicators (KPIs): being accessible (down 2%, 
87%→85%), being easy to do business with (down 3%, 82%→79%) and listening to the needs and 
concerns of new homeowners (down 4%, 82%→78%).  
 
Accessibility continues to be Tarion’s top strength (85%) and this remains consistent year after year. 
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Specific Areas of Listening and Understanding 
 
Those who have had contact with Tarion report about the same level of satisfaction with Tarion’s ability 
to listen and understand as they did in 2018, with small decreases of 1%-2%. Over half of the 
respondents are satisfied with Tarion in each of the areas of “listening and understanding” listed below.  
 
Almost 9 in 10 homeowners were satisfied (Extremely satisfied, Very satisfied, or Somewhat satisfied) 
with Tarion’s ability to listen and understand (86%-89%). 
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Homeowner Evaluation of Tarion’s Service Capabilities 
 

Nature of Contact and Engagement Levels with Tarion 
 
In 2019, the main points of contact that homeowners had with Tarion were either by registering to use 
the “MyHome” portal (55%), by submitting a statutory warranty form (53%), or by visiting Tarion’s 
website (47%). This hierarchy remains unchanged from the previous year but scores have increased 
from 2018. 
 
Use of the “MyHome” portal was steadily growing from 2012 to 2016, dropped significantly by 7% in 
2017, and continued to decrease in 2018. This year, the downward trend of the “MyHome” usage has 
stopped, with usage increasing by 4% from 51% in 2018 to 55% in 2019. Similarly, statutory warranty 
form submissions increased 3% in 2019 to 53% and visiting the Tarion website increased 2% to 47% this 
year. 
 
Newly measured since 2018, 11% of homeowners contacted Tarion when downloading the Tarion 
MyHome Planner app in 2019, which was a 3% increase from 8% in 2018. 
 
13% did not have contact with Tarion via any of the avenues measured. 
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Overall Interactions with Tarion 
 
Overall, satisfaction with Tarion interactions decreased for all types of builder categories compared to 
the previous year. Although, the majority stated they were at least somewhat satisfied with interactions 
with Tarion (90% T3B). 
 
Almost 6 in 10 (58%) homeowners who interacted with Tarion in 2019 are extremely or very satisfied 
with their interactions. This is slightly lower than the previous year (down 2%, 60%→58%). 
 
Large homeowners had the highest reported satisfaction (60%) compared to other builder categories, 
followed by Small homeowners (59%). 
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Enquiries by Telephone and e-Mail/Mail 
 
Tarion’s performance has decreased in all areas of telephone and e-mail/mail interactions. 

• Overall courtesy is, again, the highest rated service attribute for telephone enquiries but it has 
decreased by 2% this year (73% extremely/very satisfied). 

• Timeliness of response saw the greatest decrease for telephone enquiries, dropping 5% this year 
(62%). 

• Roughly 6 in 10 are satisfied with areas of e-mail/mail interactions; however, performance has 
decreased by 2% this year for each area of e-mail/mail interactions. 62% are satisfied with the 
timeliness of response. 61% are satisfied with Tarion’s ability to listen to and understand their 
needs, and 61% are satisfied with Tarion’s ability to answer questions.  

 
TELEPHONE 

 

E-MAIL/MAIL 
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Conciliation or Claims Inspections 
 

Overall Satisfaction with the Service Experience 
 
The proportion of homeowners reporting Tarion conciliation or claim inspections in recent years has 
been relatively static and small (7% of the total number of homeowners having interactions with Tarion 
in 2019). Among those reporting a Tarion conciliation or claim inspection (CCI), over half (54%) are 
satisfied with the overall service regardless of the final decision outcome , which is 5% lower than 2018. 
 
Large homeowners had the highest level of satisfaction in 2019 (59%) compared to the other categories.  
 
Almost all builder categories are significantly less satisfied compared to last year with the overall service 
of the claims or conciliation inspection process regardless of the final outcome. Micro homeowners are 
the only exception, with a 12% increase this year (45%). In contrast, Medium homeowners had the 
greatest decrease in satisfaction this year, dropping 14% to 45% this year. 
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Satisfaction with Home Inspection Decisions 
 
A little less than half of homeowners are extremely or very satisfied with the outcome of their home 
inspection (48%), which is a 5% decrease from the previous year. 
 
Large homeowners are most satisfied with the decision (53%) and Small homeowners are least satisfied 
(37%). 
 
Satisfaction with the inspection decision for almost all types of homeowners has decreased in 2019, 
except for Micro homeowners. Satisfaction for Micro homeowners increased 13% since the previous 
year to 40% in 2019. In contrast, satisfaction decreased the most for Medium homeowners, from 55% in 
2018 to 43% in 2019, which was a 12% decrease. 
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Satisfaction with Specific Aspects of the Inspection Experience 
 
Homeowner satisfaction with the claims and conciliation inspection process decreased in 2019 by 
roughly 5-7% for all statements from the previous year. 
 
Overall courtesy continues to have the highest satisfaction among homeowners (66%). In contrast, 
timeliness of written report and the ability to reach a fair or impartial decision has the lowest 
satisfaction, with 54% of homeowners satisfied with both aspects.  
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Perceptions of the Warranty Assessment Report  
 
4 in 5 (80%) of homeowners who had a Tarion conciliation or claim inspection, agree that their Warranty 
Assessment Report is easy to understand. This is 4% higher than the previous year. 
 
It should be noted that significantly more Small-volume homeowners (including Micro) agreed with this 
statement in comparison to last years’ results, jumping 20% from 2017 (49%→69%). 
 
A quarter (75%) of homeowners who had a Tarion conciliation or claim inspection agree that their 
Warranty Assessment report is easy to understand, which is 5% lower than the previous year. 
 
Scores for almost all homeowner categories has decreased this year, apart from Micro homeowners, 
whose scores increased by 6% to 59% in 2019. Although more Micro homeowners are agreeing that the 
report was easy to understand, this remains the lowest score in 2019 compared to other homeowner 
categories. 
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Perceptions of Tarion Communication Materials 
 
Perceptions of the ease of understanding Tarion communication materials have decreased this year by 
2% in each area, but this measure remains strong with scores above 80% for all areas.  
 
The Tarion website continues to be the top area with the highest level of agreement among 
respondents that it is easy to use and understand (85% in 2019).  
 

  
























