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Consumers’Needfor a RenovationAdvisory Service

Introduction

It is estimatedthatonein ten Canadiarhomess in need
of majorrepairor renovation.

However, most of the moneywhich Canadianspendon
renovationgocsto improvementgatherthan repairs. If
the nation’s housingstock is to be maintainedin good
condition, homeownerswill have to be encouragedo
devote more time, money and effort to repair and
maintenance.

One way to do this would be throughthe developmenbf
atechnicaladvisoryserviceforresidentialrenovation.An

advisoryservice would providean independensourceof
unbiasedinformation through suchmeansas generalor
specializednformation, evaluationof quotesprovided by
renovationcornractorsinspectionof renovationwork, or a

telephoneadvice service.

To evaluatetheconcept, CMHC commissioned study of
consumers decision-making processeswhen planning
renovations.

The studyconsistedof a seriesof focus groupsfollowed

by a telephonesurvey. The questionnaireused in the

survey was developedin consultationwith CMI-IC and

with the Association provinciale des constructeurs
d’habitationdu QuebedAPCHQ). Aboutone-thirdof the

intervieweeswereconsumersvho hadcontactedAPCHQ

for informationonrenovationstheremaindewerechosen
atrandom. In all, 601 peopleweresurveyed.

Results

About half of the surveyparticipantshad hadrenovation
work worth atleast$2000done over the last threeyears.
The work was mostoften doneby generalcontractorsor

by specializeaontractors. Most homeownershadasked
for quotedrom severalcontractors.

Theirbestsourceof information for finding a contractor
was their friends, closely followed by professional
associationgndthe Yellow Pages.

On average about six months elapsedoetweerthe first
discussionsabout renovation and the beginning of the
renovationwork. Whereproblemsoccurredthey usually
arose prior to the renovation work itself and usually

involvedestablishingthe costanddefining the work to be
done. Participantsfelt thatit was difficult to obtain a
reasonabl@ricequoteor to getagood ideaof the costof
thework to be carriedOut.

Once the work was completed, homeownerswere
relatively satisfiedwith 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 appreciatecan agency
which could inform andassisthem. They expressethe

mostconfidencan anagencymadeup of bothcontractors
and government. The servicewould most often be used
for renovation work exceeding$3000. The overall

probability of usingthe serviceof thistypeof agencywas

5.9] on ascaleof 10. Themostpopularservices;jn 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 renovationinvolved the outcome of the
work: quality of work, after-salesservice,and so on.
Factorsprior to thework— choice,costestimate gtc.—were
alsosignificant.

Clients of APCHQ were more likely than the general
publicto complainthatit wasdifficult to getanideaof the
costs,and to choosea contractorand materials. The
APCHQ'sclientsalsogive aslightly lowerranking for the
quality of servicesrendered. As a rule, the APCHQ's
clients sawthe creationof a renovationadvisoryserviceto
bemoreimportantthandid the generalpublic.

The resultsindicate strong support for the idea of a
renovationadvisoryservice. To avoidoverlapwith similar
servicesoffered by building-supply dealersand other
organizationsthetargetaudiencefor suchaserviceshould
be carefullyidentified.
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What type of work was it?

Roofing 176
Foundation 2.3
Structure 47
Basement 15.9
Exterior  cladding 11.0
Fenestration 20.6
Washroom 22.6
Kitchen 209
Balcony 113
Insulation 33
Plumbing 16
Electrical 7.6
Additions—solarium, greenhouse, garage, other 10.9
Other renovations 19.9

Was your last renovation done by...

yourself 24.6
parents and friends 143
general contractor 31.9
specialized contractor 29.2

Where did you get the names of these contractors?

Professional associations 24.8
Friends 255
Parents 33
Neighbours 46
Decorators 0
Designers 0
Newspapers 15.1
Trade magazines 20
Yellow Pages 235
Shows/Displays 59
Other 59

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

Not yet finished 72
Less than one month 54.1
1 to 3 months 28.7
4t06 months 55

More than 7 months 4.4

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

Certainly 28.0
| have some reservations 60.9
Absolutely not 111

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 21.2
Contractor association 19.7
Group made up of contractors and government 35.1

Government organization 23.9

What would be your second choice?

Private firm 19.2
Contractor association 24.9

Group made up of contractors and government 325

Government organization 23.3

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?

| Very unlikely 11.9
2 3.1

3 1.2

4 4.7
5 14.0
6 11.7
7 13.3
8 18.7
9 4.7
10 Very Likely 10.8
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Afull reporton thisresearctprojectis available
fromthe CanadiarHousinginformationCentreat
theaddresshelow.

HousingResearchat CMHC

Under Part IX of the National Housing Act, the
GovernmenbfCanadaprovidesundsto CMHCto
conductresearchinto the social, economic and
technicalaspectoofhousingandrelatedflelds andto
undertake the publishing and distribution of the
resultsof this research.

Thisfactsheetis one of a seriesintendedo inform
you of the nature and scopeof CMHC's technical
researctprogram.

The information in this publication representsthe latest knowledge availableto CMHC atthe time of publication, and has beenthoroughly
reviewed by expertsin the housingfield. CMHC, however,assumesno liability for anydamage,injury, expenseor lossthat may resultfrom use

of this information.




