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Consumers’Needfor a RenovationAdvisory Service
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Introduction
It is estimatedthatonein ten Canadianhomesis in need
of majorrepairor renovation.

However,most of the moneywhich Canadiansspendon
renovationgocsto improvementsratherthan repairs. If
the nation’s housingstock is to be maintainedin good
condition, homeownerswill have to be encouragedto
devote more time, money and effort to repair and
maintenance.
One way to do this wouldbe throughthe developmentof
atechnicaladvisoryservicefor residentialrenovation.An
advisoryservice wouldprovidean independentsourceof
unbiasedinformation through suchmeansas generalor
specializedinformation,evaluationof quotesprovidedby
renovationcornractors,inspectionof renovationwork, or a
telephoneadviceservice.
To evaluatetheconcept,CMHC commissionedastudyof
consumers decision-makingprocesseswhen planning
renovations.

The studyconsistedof a seriesof focusgroupsfollowed
by a telephonesurvey. The questionnaireused in the
survey was developedin consultationwith CMI-IC and
with the Association provinciale des constructeurs
d’habitationdu Quebec(APCHQ). Aboutone-thirdof the
intervieweeswereconsumerswho hadcontactedAPCHQ
for informationonrenovations;theremainderwerechosen
at random. In all, 601 peopleweresurveyed.

Results
About half of the surveyparticipantshadhadrenovation
work worth atleast$2000doneover the last threeyears.
The work was mostoften doneby generalcontractorsor
by specializedcontractors. Most homeownershadasked
for quotesfrom severalcontractors.

Theirbestsourceof information for finding a contractor
was their friends, closely followed by professional
associationsandtheYellow Pages.
On average,about six monthselapsedbetweenthe first
discussionsabout renovation and the beginning of the
renovationwork. Whereproblemsoccurred,they usually
arose prior to the renovation work itself and usually
6330
involvedestablishingthecostanddefining the work to be
done. Participantsfelt that it was difficult to obtain a
reasonablepricequoteor to getagood ideaof thecostof
thework to be carriedOut.

Once the work was completed,homeowners were
relatively satisfied with the quality. Even so, most
expressed only limited confidence in renovation
contractors.

The APCHQ’s public profile was very good, as was
CMIHC’s. Participantssaid they appreciatedan agency
which could inform andassistthem. They expressedthe
mostconfidencein anagencymadeup of bothcontractors
and government.Theservicewould most often be used
for renovation work exceeding$3000. The overall
probabilityof usingtheservicesof this typeof agencywas
5.9] on ascaleof 10. Themostpopularservices,in order,
would be a specializedtechnical appraisal service, a
general appraisalservice, a renovation work inspection
serviceanda telephoneservice.

The most important factors in consumers’ decision-
making about renovation involved the outcome of the
work: quality of work, after-salesservice,and so on.
Factorsprior to thework— choice,costestimate,etc.—were
alsosignificant.

Clients of APCHQ were more likely than the general
public to complainthat it wasdifficult to getanideaof the
costs,and to choosea contractor and materials. The
APCHQ’sclientsalsogiveaslightly lowerrankingfor the
quality of servicesrendered. As a rule, the APCHQ’s
clientssawthecreationof a renovationadvisoryserviceto
bemoreimportantthandid thegeneralpublic.

The results indicate strong support for the idea of a
renovationadvisoryservice.To avoidoverlapwith similar
servicesoffered by building-supply dealers and other
organizations,thetargetaudiencefor suchaserviceshould
becarefully identified.



What type of work was it?

Roofing

Foundation

Structure

Basement

Exterior cladding

Fenestration

Washroom

Kitchen
Balcony

Insulation
Plumbing
Electrical
Additions—solarium, greenhouse, garage, other

Other renovations

Was your last renovation done by...

yourself
parents and friends
general contractor
specialized contractor

17.6

2.3

4.7

15.9

11.0
20.6

22.6

20.9

11.3
3.3

7.6

7.6
10.9

19.9

24.6

14.3

31.9
29.2

Where did you get the names of these contractors?

Professional associations

Friends
Parents
Neighbours
Decorators
Designers
Newspapers
Trade magazines
Yellow Pages
Shows/Displays
Other

24.8

25.5

3.3

4.6

0
0

15.1
2.0

23.5

5.9

5.9

How much time elapsed between the time the work
started until the contractor had finished the work?

Not yet finished
Less than one month
1 to 3 months

4to6 months
More than 7 months

7.2
54.1

28.7

5.5
4.4
In general, do you believe that renovation contractors
can be trusted?

Certainly
I have some reservations
Absolutely not

If you were to choose an organization in Quebec to
help consumers who want renovations done, which
organization would be your first choice among the
following list:

Private firm
Contractor association
Group made up of contractors and government
Government organization
What would be your second choice?
Private firm
Contractor association
Group made up of contractors and government
Government organization

If such an organization existed in Quebec, can you
tell me, on a scale of 1 to 10 (1 being the lowest and
10 being the highest), what is the likelihood that you
would use it?

I Very unlikely
2
3
4
5
6
7
8
9
10 Very Likely

28.0

60.9
11.1

21.2
19.7
35.1

23.9

19.2
24.9

32.5

23.3

11.9
3.1
7.2

4.7
14.0
11.7
13.3
18.7
4.7
10.8
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HousingResearchat CMHC
Under Part IX of the National HousingAct, the
GovernmentofCanadaprovidesfundsto CMHCto
conduct researchinto the social, economic and
technicalaspectsofhousingandrelatedflelds,andto
undertake the publishing and distribution of the
resultsof this research.
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