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Background and Methodology

* Tarion commissioned Ipsos to conduct an online survey among first-year homeowners to
better understand consumer experiences and satisfaction with Tarion and their builders.

* 311,104 invitations were sent via email where an email address was present on file.

* Surveys were completed online between September 6 to October 22, 2024.

YEAR COMPLETES SAMPLE COMPLETION RATE
2016 7,059 26,432 26.7%
2017 10,835 68,708 15.8%
2018 14,053 114,409 12.3%
2019 16,147 147,317 11.0%
2020 11,120 181,565 6.1%
2021 13,842 217,717 6.3%
2022 13,842 253,039 5.4%
2023 10,796 283,888 3.8%
2024 19,370 311,104 6.2%
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Homeowners interact with Tarion in a variety of ways — the most common being submitting
warranty forms, using MyHome and visiting the website.

TYPE OF CONTACT WITH TARION

TOTAL CHANGE
2023 VS. 2023

57% 63% -6%

Submitted a Tarion statutory warranty form

Registered to use the Tarion “MyHome” homeowner
online service

55% 59% -4%

Visited the Tarion website 45% 50% -5%

Enquiries by e-mail and/or mail

32% 36% -4%

Enquiries by telephone - 21% 24%, -3%
Had a Tarion claim or conciliation inspection - 19% 21% -2%
None of these . 5% 10% -5%,

Base: Total n=19,370
A4. What contact, if any, have you had with Tarion?
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Contact with Tarion remains the highest amongst Year 2 and 3 homeowners

PAST YEAR CONTACT WITH TARION (% YES)

m2024 w2023 m2022 m2021 =2020 =2019 =2018
70%41%0%
4%64°
619 /64%
50% 53%1961%
429 3%29%
37% 36%
3%
28Y%
22% 60/240/22"/ 25%
o [\
17°/21/ SA9% 70, o 20%20% 4o, o o 17%
96%  15% 6% 149, 16%46%4 5% 5% 5% " "45%
Y2 Y3 Y7

Y4 Y5 Y6

Base: Had contact with Tarion in the past year with a valid response Y2 n=3,308, Y3 n=3,723, Y4 n=3,902, Y5 n=2,609, Y6 n=2,133, Y7 n=1,762
A5. Have you had contact with Tarion in the past year?
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Impressions of Tarion

Overall impressions have remained stable or trended upward across all categories.

IMPRESSIONS OF TARION
m STRONGLY AGREE = SOMEWHAT AGREE = SOMEWHAT DISAGREE m STRONGLY DISAGREE TOTAL TOTAL CHANGE
Accessible to new homeowners 81% 81% 0%
Open & fransparent n fts dealings with new 3%  T2% 1%
homeowners
rielps new homeowners undersiand herr ° ° 2% 72%  0°
warranty rights & obligations pbito ubite o o o
Easy to do business with %  70%  +1%
Listens to the needs & concerns of new ) ) 0
%
HOMeOWNers A A 16% 70% 70% 0%
BIVES MeRome DLy ers o I eremes 0%  67%  +3%
buying experience = s . - 0 0 0
SheLes Tamess In overseeing he Wartenty ° y ; y
rights/obligations of new home buyers/builders S5l St (L 69% 66% +3%
s e e Do B et 67%  65%  +2%

warranty obligations

Base: Had contact with Tarion in the past year with a valid response n=6,126-6,489
A9. Based on your impressions of Tarion, to what extent do you agree or disagree with the following statements?
A10. Based on your impressions of Tarion, to what extent do you agree or disagree with the following statements?
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Homeowners across Years 2-7 have the most positive sentiments regarding Tarion’s

accessibilty

IMPRESSIONS OF TARION (% STRONGLY/SOMEWHAT AGREE)

85%

81%

76% )
|‘ 1/72/7‘

70%

78%
“ 65%5%56% 647,

Open & transparent in its
dealings with new
homeowners

Accessible to new
homeowners

mY?2

7% 77%

69% 69%

67%
||63. | I./GZ%

Easy to do business with

Helps new homeowners
understand their warranty
rights & obligations

Base: Had contact with Tarion in the past year with a valid response n=6,126-6,489
A9. Based on your impressions of Tarion, to what extent do you agree or disagree with the following statements?
A10. Based on your impressions of Tarion, to what extent do you agree or disagree with the following statements?
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mY3 mY4

Y5 mY6 mY7

76%

67%
| 63%11

%

Listens to the needs &
concerns of new
homeowners

,55%39

76%
650/83%

‘llrﬁzy‘.%

Gives new home buyers
confidence in the home
buying experience

74%

65%
0,
‘l | Ajgo/s7° 9%

73%

63%

59’i%37577.

Makes sure new home
overseeing the warranty builders fulfill their warranty

Ensures fairness in

rights/obligations of both obligations

new home buyers/builders



Comparison of impressions of Tarion by year of possession

OVERALL IMPRESSION OF TARION

TOTAL TOTAL CHANGE
= VERY FAVOURABLE = SOMEWHAT FAVOURABLE = SOMEWHAT UNFAVOURABLE = VERY UNFAVOURABLE FAVOUR- FAVOUR- VS. 2023
ABLE 2024 ABLE 2023
Y1 84% 83% 1%
Total Y2-7 72% 70%  +2%
Y2 78% 78%  +0%
Y3 66% 70%  -4%
Y4 64% 61% +3%
Y5 63% 58%  +5%
Y6 63% 64% 1%
Y7 63% 60%  +3%

Base: Had contact with Tarion in the past year with a valid response Total n=6,803, Y2 n= 3,583, Y3 n=1,355, Y4 n=832, Y5 n=441, Y6 n=320, Y7 n=272
A11. Overall, is your impression of Tarion ...?
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Overall impressions reflect improvement over 2023 with the greatest increase being for
Years 5 and 7

WILLINGNESS TO SPEAK POSITIVELY OF TARION

TOTAL TOTAL  ~LANGE
= DEFINITELY WOULD = PROBABLY WOULD # MIGHT OR MIGHT NOT = PROBABLY WOULD NOT = DEFINITELY WOULD NOT WOULD  WOULD

2024 2023 | ¥S-2023

Y1 73% 72% +1%

Total Y2-7 63% 61% +2%
Y2 68% 69% 1%

v3 59% 61% 2%

v4 56% 54%  +2%

Y5 55%  50%  +5%

Y6 55% 56% 1%

Y7 55%  50%  +5%

Base: Had contact with Tarion in the past year with a valid response Total n=6,803, Y2 n= 3,583, Y3 n=1,355, Y4 n=832, Y5 n=441, Y6 n=320, Y7 n=272
A12. If asked by potential new homeowners, how likely would you be to say positive things about Tarion?
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Perceptions of Tarion’s commitment to customer service show incremental improvement over
time

CHANGE OVER TIME IN TARION’S COMMITMENT TO CUSTOMER SERVICE

TOTAL TOTAL
IMPROVED IMPROVED
= MUCH IMPROVED = SOMEWHAT IMPROVED = REMAINED THE SAME = SOMEWHAT WORSE = MUCH WORSE ISAME ISAME CIéIANGE
2024 2023 VS. 2023

Tota 82%  79%  +3%
Y2 86%  86% 0%
v3 80%  78%  +2%
Y4 5%  74%  +1%
& 7% 70%  +7%
Ye 6% 7% R
Y7 e

Base: Had contact with Tarion in the past year with a valid response Total n=6,803, Y2 n= 3,583, Y3 n=1,355, Y4 n=832, Y5 n=441, Y6 n=320, Y7 n=272
A13. Based on your experiences, how has Tarion’s commitment to customer service changed over time?
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