J.D. Power and Associates and McGraw-Hill Construction Reports:
Lennox Industries Inc. and Bradford White Rank Highest among HVAC and Water Heater/Boiler
Manufacturers in Satisfying Subcontractors
WESTLAKE VILLAGE, Calif.: 5 September 2006 — Lennox Industries Inc. ranks highest among HVAC
manufacturers and Bradford White ranks highest among water heater and boiler manufacturers in satisfying
subcontractors, according to the J.D. Power and Associates/McGraw-Hill Construction 2006 HVAC and Water
Heater/Boiler Subcontractor Satisfaction StudySM released today.
The inaugural study focuses on how subcontractors evaluate and rate manufacturers of HVAC and water
heater/boiler systems.
“Warranty and repair service play a particularly important role in customer satisfaction in these industries, due in
part to the fact that both types of systems are complicated and need ongoing maintenance and replacement of
parts,” said Burleigh Morton, senior director of research and analytics at McGraw-Hill Construction.
“Understanding what is important to subcontractors is critical to success for these manufacturers. Fewer than onefourth of subcontractors purchase products exclusively from one manufacturer, so problems will lead customers to
seek out other substitutes for their current supplier.”
Overall subcontractor satisfaction with HVAC manufacturers is based on performance in seven factors. They are
(in order of importance): warranty and repair service (23%); sales and marketing support (18%); ordering process
(16%); product (14%); credit/billing (11%); delivery (11%) and price (9%).
Lennox Industries Inc. ranks highest in subcontractor satisfaction among HVAC manufacturers, receiving the
highest ratings in four of the seven factors: warranty and repair service; sales and marketing support; product and
credit/billing. Lennox Industries Inc. is followed in the rankings by Goodman, Trane (a division of American
Standard) and York International, respectively.
The order of importance of the seven factors contributing to subcontractor satisfaction with water heater/boiler
manufacturers is: warranty and repair service (22%), ordering process (20%); credit/billing (13%); delivery (13%),
price (12%); sales and marketing support (12%); and product (10%).
Bradford White ranks highest among water heater/boiler manufacturers, with the highest ratings in four factors:
warranty and repair; ordering process; credit/billing and product. Bradford White is followed in the rankings by
Rheem/Ruud.
“Subcontractor satisfaction is greatly impacted by the accuracy and timeliness of receiving products ordered,”
said Jim Howland, senior director in the real estate industries practice at J.D. Power and Associates. “Overall, 80
percent of subcontractors received their HVAC order on time and as ordered, and 93 percent received their water
heater/boiler order on time and as ordered. This is a positive reflection on the importance the industry is placing
on satisfying their customers.”
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The study includes responses from 559 subcontractors evaluating HVAC manufacturers, and 323 subcontractors
evaluating water heater/boiler manufacturers.
J.D. Power and Associates and McGraw-Hill Construction have also collaborated on three other related studies:
2006 Residential Window and Patio Door Architect Satisfaction Study, 2006 Residential Window and Patio Door
Builder and Remodeler Satisfaction Study, and the 2006 Commercial Window and Door Subcontractor
Satisfaction Study.
About J.D. Power and Associates
Headquartered in Westlake Village, Calif., J.D. Power and Associates is an ISO 9001-registered global marketing
information services firm operating in key business sectors including market research, forecasting, consulting,
training and customer satisfaction. The firm’s quality and satisfaction measurements are based on responses from
millions of consumers annually. J.D. Power and Associates is a business unit of The McGraw-Hill Companies.
About McGraw-Hill Construction
McGraw-Hill Construction, part of The McGraw-Hill Companies (NYSE: MHP), connects people, projects and
products across the design and construction industry. Backed by the power of Dodge, Sweets, Engineering NewsRecord (ENR), Architectural Record, and Regional Publications, the Company provides information, intelligence,
tools, applications and resources to help customers grow their business. McGraw-Hill Construction serves more
than one million customers within the $4.6 trillion global construction community. For more information, visit
www.construction.com
About The McGraw-Hill Companies
Founded in 1888, The McGraw-Hill Companies is a leading global information services provider meeting
worldwide needs in the financial services, education and business information markets through leading brands
such as Standard & Poor’s, McGraw-Hill Education, BusinessWeek and J.D. Power and Associates. The
Corporation has more than 290 offices in 38 countries. Sales in 2005 were $6.0 billion. Additional information is
available at http://www.mcgraw-hill.com.
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J.D. Power and Associates/McGraw-Hill Construction
2006 HVAC and Water Heater/Boiler
Subcontractor Satisfaction StudySM
Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

HVAC Manufacturers
Lennox Industries
Inc.

809

Goodman

807

American Standard
(Trane)

795

York International

793

Study Average

791

Carrier Corporation

766

Water Heater/Boilers Manufacturers
Bradford White

Rheem/Ruud

Study Average

A.O. Smith

812

804

799

788

Source: J.D. Power and Associates/McGraw-Hill Construction 2006 HVAC and Water Heater/Boiler Subcontractor
Satisfaction StudySM

Charts and graphs extracted from this press release must be accompanied by a statement identifying
J.D. Power and Associates/McGraw-Hill Construction as the publisher and the J.D. Power and
Associates/McGraw-Hill Construction 2006 HVAC and Water Heater/Boiler Subcontractor Satisfaction
StudySM as the source. 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.

