BARBER - PRESALE R 0118203

v

MEMO nspoa'!t%ﬁ w,

S
1989 REMINGTON FIREARMS ¥ &@*
BUYER SATISFACTION STUDY
AMONG 1990 FIREARMS PURCHASERS
(PGS0-018) NUall

C. S. DAVIS/S. K. KEISER
CORPORATE MARKETING RESEARCH
APRIL, 1990

CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER BARBER - PRESALE R 0118202 12191
KINZER V. REMINGTON



CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER
KINZER V. REMINGTON

BARBER - PRESALE R 0118204

b4

CKGRO

In December 1989, 4200 gquestionnaires (& <copy of the
questionnaire is included in Appendix *A”") vere mailed out to a
sample of consumers whe purchased Remington firearms in 1988
(cbtained from product warranty card returns) to determine their
overall satisfaction with the gun they boeught. Questions
included in the study concerned owner-satisfaction with wvarious
features of their gquns, the importance of these features, their
likes (and dislikes) and repair experiences with their guns.
Demegraphic information about firearms buyers that is collected
on the product wvarranty card is also included in the study. Of
the 4,200 questionnaires sent cut, 2177 (52%) were returned
completed.”

This study replicates studies done annually frem 1982-1988 and
tracks changes in the satisfaction levels of buyers of selected
nodels of Remington guns. In 1989, gquestionnaires were sent to
600 purchasers of each of the following models:

Model B870:

Model 870 Express:!

Model 1187;

Model 700 (ADL and BDL combined):
Model 700 MIN;

Model Seven:

Models 7400 and Four combined.

Customer satisfaction with the Model B70, the Model 700, and
Model 7400 have been tracked gince inception of the study in
1982. However, prior to the 1988 study the sample for the Model
700 was linited to €00 purchasers randemly chosen from Models 700
ADL, BLD and Mountain Rifle combined. Although previeus results
were reported for M/700 combined, most of these purchasers had
bought either an ADL or BDL as they account for the majority of
¥/700 sales. In 1988 the sample of purchasers of the Model 700
was expanded to 1200 buyers (300 buyers of /700 ADL, 300 buyers
cf M/700 BDL, and 600 buyers of M/700 MTN] ts permit a comparisen
of satisfaction with the three M/700 styles.

The M/1187, M/870 Express and M/66/77 were added to the study in
1588;: the M/552, M/1100, M/Saeven, M/Six, and M/7600 were dropped.
In 1989 the M/Seven was added back in, while the M/66/77 was
dropped. These changes in the models sampled in the past two
years should be kept in mind when comparing custcmer satistaction
in 1989 with that for prior years.

In attempting to track changes over ¢time for this study
information on models which were dropped from the 1988 and 1989
studies is still included for 1982-1987/1988 where the models
which replaced <them were similar enough to pake comparisons
meaningful. 2Another wave of the buyer satisfaction study is
planned for December, 1950.
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Most purchasers of Remington guns are satisfied with the firearns
overall. Tén percant (10%) or less of the purchasers of any
model surveyed in 1989 (M/870, M/870 Express, M/1187, NM/700,
M/Seven, M/4/7400) reported dissatisfaction. This is not to say
that there aren’t creas for inprovement. The nmain dislikes or
areas of dissatisfaction varied by model, but the most common
responses centered on product gQuality (accuracy, gqun Jjamming,
action smoothness) -and product features (location of safety,
overall safety, and weight).

About cne in ten Renmington gun owners haad had
repairs/modifications done on their firearms. 2In 1589 though a
trend which began in 1987, continued as a smaller percentage of
work done on Remington gquns was repair work due to functional
problems while a larger percentage were modifications (primarily
to the trigger). Cne =nust remember, however, that the 198%
sanple was changed as the Nylon 66/77 was dropped and the M/Seven
was added. It jis likely that the M/Seven would reguire more
modifications, and less repair work, than the Nylon 6§/77.

Once again it appears that the M/870 Express is effective at
attracting first time Remington purchases (42% of M/870 Express
owners report that it is their first Remington). The M/870 (40%)
and M/4/7400 (31%) also appear to be attracting first time
Remingten purchasers. For both of thosa models, though, the high
percentage of first time Remington owners represent large
increases over 1588 figures (In 1988 27% of NM/870 and 25% of
M/4/7400 owners reported being first time Remingten owners). For
comparison, in 1989 only about 20% of M/700 owners, 25% of M/1187
owners and 12% of M/Seven owners indicated that they were first
time Remington owners. Owners ©f the M/870 Express and M/870
tend to be ycunger than other Remington customers. M/870 Express
owners also tend to have a lower annual household income, as do
M/4/7400 owners.

Overall, it would appear that the Remington business is doing a
good 36b o©of addressing many of the areas which give rise to
dissatisfaction and over which they have ceontrel. (Due to safety
and legal concerns, some areas, sSuch as triggers, may not be able
to be fixed). Future work should be focused on those areas which
are still causing dissatisfaction and which Renmington owners
consider important (such areas would include accuracy, actien
smoothness, ease of safety operatien, and--for Remington
shotguns--choke tube gquality.)

R2519193
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coptinue to express high Jevels of

overa)) satisfaction. In each of the eight
years that the study has been conducted,
nearly nine out of ten buyers were e;the:
~extrenmely satisfied” or “very satisfied.”
(1985=89%; 1988=87%) [Table 1]

- However, of the models which were included

. in both the 1988 and 1589 studies, only the
M/1187 (1989m40% “extrenmely satisfied” in
1589 versus 39% “extremely satisfied” in
1988) and the M/700 MIN (19B89=45%; 19B88=43%)
exhibited improvements in buyer satisfaction
in 1989 versus 1988.

- In 1589, as ip 1988, only about one in

W jss

e mewha w
guns. Dissatisfaction is greatest for the
M/4/7400 combined (10%), and the

(6%). These models also had the highest levels
of dissatisfaction in 1988+ (M/Four/7400=7%
dissatisfied in 1988; M/1187=6% dissatisfied)

- Only 1% of purchasers were dissatisfied
with their M/870 Express, their M/700 ADL,
or M/700 EDL.

- Dissatisfaction with the specific models
appears te be due to: [Tables 3 and 3A)

M/FQur/7400

- Agtion Smoothness (12% dissatisfied,
93% consider actzon smocthness very
important).

- Aceuracy (7% dissatisfied, 98% consider
accuracy very important).

- HWeiaght (9% dissatisfied, but only 6€8%
consider very important).

* Other than the Nylon é6/77 which wvas drepped from the study in
1589.
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Overa du (7% dissatis-
fied, 92% consider very important). In
particular, owners menticned “Gun jams
when loading/firing” and #“Failure of
shells to eject properly” as things that
they disliked about the gquns.

M/700 MIN AND M/700 EDL

Ease of Safetv Operation was a concern
for both M/700 MTN (11% dissatisfied,
B2% consider very important) and M/700
BDL (12% dissatisfied, 80% consider very
inportant) owners.

The trigger wvas also a concern for both
M/700 MIN (10% dissatisfied, 87% consider
very impertant) and M/700 BDL (11%
dissatisfied, 87% consider very
important) ewners. Specifically, owners
of both models mentioned that the
trigger being hard to pull was something
that they particularly disliked about
the guns.

M/700 MTN owners also mentioned
Bccuracy as a concern (6% dissatisfied,
98% consider very important).

M/Seven

The trigger (10t dissatisfied, 88%
consider very important) and action
groothness (6% dissatisfied, 51%
consider very important) were the
main areas of dissatisfaction.

o i (Ss dissatisfied, 63%
consider very important.)

R2519195
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M/700 ADL

Woed Finish (7% dissatisfied, 59%

consider very important.)

Amount of Recojl (6% dissatisfied,
40% consider very important.)

M 1287

- Weight (11% dissatisfied, 61% consider
very important.) )

- Action Smoothness (6% dissatisfied,

93% consider very important.)

M/270 Express

location of the Safety (12%
dissatisfied, 81% consider very
important.)

Ease of safety operation (7t
dissatisfied, 85% consider very
important.)

¥Wood Finish and Wood Ouality (11%
and 9% dissatisfied respactively):
also were areas of dissatisfaction,
Howevér, less than half (46% in each
case) of owners considered these
areas to be very important.

¥/8790

Location of safety (8% dissatisfied,
65% consider very important.)

aAction smoothnecs (6%t diesatisfied,
95% consider very important.)

For all of the shotgun models (M/870 Express, M/870 and M/1187)
the choke tubes appear to be a slight problem. In each case more
than 70% of owners feel that the choke tube is very important
vhile betwaen 3% and 6% are dissatisfied.

R2519196
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oS emingato owners 82 entioned

‘sem i t icula i b
gun. As in previous years “accurate gun/accuracy”

is still the most important reason for liking a
Remingten. However, the percent of respondents
who mention accuracy has fallen steadily from 20%
in 1982 to 14% in 1985. Meanwhile, weight
(1982=4%; 1985=10%) has risen steadily and is now
the second most important reason for liking a
Renington.

[Table 4)

As might be expected, the features liked, varied
sxgn;fxcantly by model of qun ({Table 4A.] The
are all liked primarily for
thexr accuracy (26% menticned for ADL and BDL, 22%
mentioned for MTN). In addition M/700 BDL owners
like its overasll looks/appearance (159%). Beyond
aceuracy, M/700 MTN owners like the light weight
of the gun (51%) and the gun’s handling (25%).
The light weight ©f the gun was also important to
owners of an M/Seven (66% mention). Kandling
(25%) and accuracy (17%) were also cited by
M/Seven owners. The M/4/7400 is liked for its
overall looks/appearance (223%) and product quality
(primarily accuracy = 29%). Product features
(36%) predominantly the ability to chamber
different sized shotshells and the cheke tubes
were the most frequently mentioned likes about the
¥M/1187. Both the M/B70 Express and the M/870 are
liked fer their price (M/870 Express=378%:
M/870=16%). In addition, product quality (M/870
Express=20%; M/870 =25%) and overall
locks/appearance (M/870 Express-zs%. M/870=24%)
were important likes.

- emingt o
. ) o - =
3n-1252—3DQ35555ﬂ—Sh557353:33—55-59—225439-13

This is comparable to levels over the past few
years (1988=65%; 1987=60%). Also, as has been the
case in past years, there was little change in the
composition of specific negative comments. The
categories “product features”’ and “product
guality” continue to be the major dislikes.

[Table 5}

R2519197
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The product features of greatest concern are
location of the safetv (M/870 and M/B70 Express)

(M/700 BDL, M/700 MTN, M/Seven) and weight
(M/1187 and M/4/7400). Major concerns with
product quality included gupn jamming (M/4/7400 and
M/1137) poor wood to metal Lit (M/700 MTN) and
lack of accuracy (M/700 MIN).

About one in ten (11%) Remington gun owners
4 ir w
guns. This level is consistent with levels
recorded in previous years [Table 6). Also
consistent with recent years, functional problens,
as a category, continue to be the major reason for
repairs (38%). However, the 3BX level recorded in
1889 represents a 7% decrease form 1988 (45%) and
a 16% decreage from 1987 levels. Modifications
(363) primarily work done on triggers (22%) are
now almest as common a reason for repair work as
functional problems. However, one must keep in
nind that the sample wvas changed this year as the
Nylon 66/77 was dropped from the study and the
M/Seven was added. This may acecount for sone of
the shift from repair work for functional problems
to medifications.

Among the different Remington models in the 1989
survey, the highest reperted incidence of repair
vork was for the M/700 MIN (18%) and the M/Seven
(14%). [Tables 8 and 8A). The 18Y level recorded

. for the M/700 MTN in 1989 represents an increase

over the 15% level recorded in 1988.

Modifications to the M/700 MTN accounted for the
bulk of repairs. Meanwhle, both the M/700 ADL and
M/700 BDL registered major decreases in the
incidence of repair work done in 1989 (M/700
ADL=7%; M/700 EDL=10%) versus 1988 (M/700 ADL=20%;
M/700 BDL=21%). As in the casa of the M/700 MTN,
the bulk of the repair work done by M/Seven owners
represented modification.

As in prior years, Remington owners continue to
stress product performance criteria in their
purchase decisions with about nine of ten owners
considering “accuracy,” ~workmanship/overall
quality,” *action smoothness,” and “action
strength® to be very “important.” In addition,
more than eight of ten owners reported that the
ffee)l of the gun” and the “ease pf safety

Sggfisigg:"yere 'veiy important.” [ -3A)
R2519199
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Some important differences by model include:

Sights are of relatively more importance to
purchasers of shotguns (M/870, M/8970 Express and
M/1187) than purchasers of centerfire rifles
(Model 700 and M/Seven). The exception in this
case is M/4/7400.

Weight is a more important consideration to /700
MIN and M/Seven purchasers.

BUYER RECOMMENDATION
- e [3 -] S w WO
recommend the Remington model thev bought o 3
iend (o6 a
throughout the eight vears that this satisfaction
study has beep copducted. Further, this level eof

recomnendation was uniformly high for all madels.

Likewise, the percentage of Remington gun ownears
who indicated that they would recommend a
Remington gun to a friend (55%) has remained
unchanged over the eight years that the study has
been econducted. In addition, this 1level is
consistent regardless of the current model owned.

CHARMCTERISTICS OF BUYERS
- W I3 e s a 87
1iked - e : -
guns than owners of other Reminagton models,
additi 7 s T a
i - a a
7 - 1V 1
income for both the M/700 ADL and M/4/740Q qwners
skew W i
M/1187 owvners tends to he skewed highex.
[Table 10)

M/870 Express owners have a median household
income of $33,017 and a median age of 37; M/1187
owners have a median age of 43 and a median
household income of $40,750. The median household
income for M/700 ADL owners is $32,917, and the
M/4/7400 owners it is $33,171.

KINZER V. REMINGTON
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Gun shops (35%) and sporting goods stores (27%)
account for the majority of Remington gun
purchases. However, both of these sources are
less important for M/700 ADL and M/4/7400
purchases. 1In their case department stores (M/700
ADL=26%, M/4/7400=31%) and discount stores (M/700
ADL=26%, M/4/7400=22%) account for the majority of
sales.

Most Remington gun owners are married (79%), own
their own home (82%), and one of two Remingten
owners have children living at honme.

Almost half (45%) of M/Seven owners live in the
Northeast Region, the bulk ©f these being in
Fennsylvania. This contrasts with the M/4/7400
owners of whom only 14% live in the Northeast
Region (nearly a third [29%] live in the Southeast
Region).

R2519201
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EXTREMELY
SATISFIED (+3)

VERY
SATISFIED (+2)

SOMEWHAT
SATISFIED (+1)

SOMEWHAT
DISSATISFIED (-1)

VERY :
DISSATISFIED (-2)

TOTAL
WEICHTED MEAN

TABLE 1

OVERALL SATISFACTION WITH MODEL DOUGHT APTER FIRING

1982

19063 1984 1985 1986 + 1987 1980 1989
(2,201) (2,069) (2,061) (2,102) (2,188) (2,127) (1,994)  (2,121)
PEY 4t 44t a4t a5t a2t 2% a2%
87% /88' 88s /88¥ /83 89%
" 45 44 4 43 // /// a7
7 ‘7 7 7 [:} 7 8 7
4 3 3 3 3 3 3 3’
2 2 2 2 2 2 2 2
100 100 100 100 101 100 100 101
2.16 2.20 2.19 2.19 2.20 2.18 2.16 2.16

* MODEL SEVEN SUBSTITUTED FOR MODEL 788
#¢NODELS USED IN SAMPLING CHANGED - SEE BODY OF REPORT FOR DETAILS

v128L10 H 3TVSIUd - daguvd
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TADIE 2

PERCENT EXTREMELY SATISPIED AFTER FIRING

1982 1983 1984 1985 1986 1987 . 1988 1989 1982 1988
) V8. va.
1989 1989
TOTAL 4% A3 a1t 448 ast a2 a2 Azt (1%) -
M1187 N/A N/A N/A N/A N/A N/A 9% a0t N/A 13
M/11002 a a4 42 a2 a4 “n N/A N/A R/A N/A
M870 45 49 45 46 52 a“ 4 ¥ (2) -
MB70 EXPRESS N/A N/A N/A N/A N/A N/A a 36 N/A (5)
M700: as 45 51 a7 51 49 H/A n/A N/A N/A
ADL N/A N/A.  N/A n/A N/A N/A 48 45 N/A (3)
BDL N/A N/A N/A N/A N/A N/A 51 48 N/A ()
MTH N/A N/A N/A N/A /A N/A 4 45 N/A .2
M/FOUR/7400 43 41 45 37 34 37 40 37 {6) (3)
n/s222 32 34 39 " 10 39 n/A N/A W/A N/A
H/seven? N/A N/A N/A N/A N/A N/A N/A 42 N/A N/A

l'HAS DROPPED FRON 1988 SAMPLE AND ADDED BACK INTO 1989 SAMPLE

2DROPPED FROM SAMPLE IN 1988

9128110 4 TTVSIUd - ¥y3guvd
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TABLE 2A
" PERCENT DISSATISFIED APTER PIRING

TOTAL 5%
M1187 7
¥B870 4
Y870 EXFRESS 1
® oo
ADL 1
BDL 1
MTN 6
M/FOUR/7400 10
¥M/SEVEN 6
R2519205
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FEEL OF GUN

APPEARANCE/
STYLING

EASE OF HANDLING

ACCURACY

LOC. OF SAFETY
OVERALL QUALITY
AMOUNT RECOIL
WOOD FINISH
WOOD QUALITY

EASE SATETY
OPERATION

ACTION STRENGTH
A GOOD VALUZ
WEIGHT

TRIGGER

ACTION SMOOTH-
NESS

METAL TINISH
METAL BLUING

WOOD-TO-METAL
FIT

SIGHTS
CHOKE TUBE (S)

* § EXTREMELY SATISFIED

""BARBER - PRESALE R 0118218

TRBLE 3A

RATING ON CHARACTERISTICS - ALL MODELS

PERCENT EXTREMELY SATISFIED

1989

M/870E M/870
% %

46
(89)

40
(57)
40
(39)

—_Ms700 M/FOUR/
M/1187 ADL BDL MTN NMODEL 7 7400
3 T 3 & % %
54 49 60 €8 48
(83) (86) (89) (89} (83)
40 £7 so 53 €3
(50) (62) (56)  (53) ~ (63)
47 47 56 72 43
( 8) (1) (28) (26)  (26)
57 60 47 45 47
(97) (99) (%8) (s6) (98)
46 45 43 43 45
(76) (74) (75) (78) (76)
42 46 k]| 41 42
(85) (81) (9%1) (88} (92)
34 41 37 45 40
(40) (45) (43)  (46)  (59)
28 51 40 34 42
(59) (73) (68) (63) (75)
33 S0 3% 35 43
(68) (75) (69) (68) (74)
39 39 35 34 45
(79) (80) (B2) (86) (89)
48 54 51 44 3%
(84) (87) (50) (89) {88)
43 44 35 a3
(63) (70) (64) (57) (73)
29 28 63 €9 27
(56) (46) (71) (77) (68)
38 28 34 33 39
(79) (87) (87) (88) (79)
38 38 33 a3
(86) (89) (92) {51) (93)
33 42 37 34 3%
(56) (69) (64) (64) (68)
s 45 kiri 34 ig
(60) (71) (66) (64) (72)
34 34 33 27 lé
(7€) (81) (84)  (81)  (82)
32 32 28 25 34
(58) (48) (45) (49) (78)
60 40 50 22 so
N/A N/A N/A N/A N/A

** § WHO CONSIDER CHARACTERISTIC VERY IMPORTANT

CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER
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CHARACTERISTICS
FEEL OF GUN

APPEARANCE/STYLING

EASE OF HANDLING
ACCURACY

LOC. OF SAFETY
OVERALL QUALITY
AMOUNT RECOIL
WOOD ‘'FINISH
HWOOD QUALITY

EASE SAFETY
OPERATION

ACTION STRENGTH
A GOOD VALVE
WEIGHT

TRIGGER

ACTION SMOOTHNESS
HETAL FINISH
METAL BLUING
WOOD-TO-METAL FIT
CHOKE TUBES

*LESS THAN 1 PERCENT.

TADIE 3

PERCENRT DISSATISFIED ON CIIARACTERISTICS BY MODEL (1989)

N/1187 M/870 M/870 M/700 M/700 M/700 M/PFOUR/ WM/SEVEN
EXPRESS ADL BDL MTN 7400

* [} * 0 * * 2 *
2 a 2 2 2 » & -
2 * 1 0 * * * *
5 ] . 1 1 6 7 3
4 B 12 4 3 3 6 4
4 2 2 2 2 5 7 2
o 4 3 6 6 3 3 3
6 4 11 7 4 5 3 5
7 2 9 3 * ‘2 4 3
2 4 7 5 12 11 5 11
J 1 0 ® 0 & 6
4 1 1 1 * 4 4

11 4 7 3 4 o 9
3 * 2 4q 11 10 4 10
6 6 4 4 4 12
3 2 6 * 2
3 4 7 2 2 k]
5 2 3 4 6 4 4
3 3 4 N/A N/A ‘N/A N/A N/A

6128110 Y ITvSTud - ¥3guve
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TABLE 4
LIKES
. 1982 1883 1984 1985 1986 1987 1988 1989
BASE: (1,241) (2,153)(2,132)(2,179)(2,188) (2,1%1) (2,070) (2,121)
LIRED SOMETRHING
(NET) B4z 843 ESY 853 873 B7% h-1:1 1 87%
PRODDCT QUALTTY '
(NET) 213 a3% 213 263% 27% 28% 29% 283
ACCURATE GUN/
ACCURACY 20 20 19 ¢ i1s 14 14 14
RELIABLE/WON'T
FAIL : 5 4 3 4 4 4 é 4
EXCELLENT/GOOD
QUALITY 4 4 4 4 4 5 . s 4
GOOD WORXKMANSHIP 4 4 3 2 3 _ 3 2 1
HBANDLING (NET) 24 23 24 23 24 23 29 21
EASE OF HANDLING 12 12 12 12 i2 12 10 9
GOOD FEEL/LIKE
THE FEEL 8 10 8 8 7 8 7 -]
120KS /APPEARANCE
. (NET) , 43 23 23 20 20 29 21 pi:)
LOOKRS/APPEARANCE 12 13 13 il 11 11 9 7
STYLE 5 6 [ 5 5 4 3 3
DESIGN/STOCK DESIGN 3 2 1 1 < 1 2 2
FINISH s s 3 1 2 3 5 4
FIRING (NET) aZ p & a2 a2 il a2 2 a0
SMOOTH ACTION 5 4 4 5 3 3 3 3
THE ACTION
(GEN’L) 4 3 2 1 2 2 2 2
1ESS RECOIL 3 2 2 2 1 1 1 3
ERICE (NET) 8 £ 4 £ a a a 2
GOOD PRICE 4 3 2 1 - 1 3 2
FRODUCT PPATURES 29 8 A8 28 rud 28 29 a3
THE WEIGHT 4 4 4 8 7 7 6 10
LIGHT WEIGKET 3 4 2 6 [ - 4 ? 7
LIXKE NOTHING - . * * . * - *
NO ANSWER 16 16 15 14 13 13 12 13
TOTAL 100 . 100 100 100 100 100 100 100
¢LESS THAN 0.5%
R2519208
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TABLE 4A
LIKES BY MODEL
-

M/870 M/B70 M/1187 M/700 M/700 M/700 M/SEVEXR M/FOUR/
EXPRESS

ADL BDL  MTN 7400

PRODUCT QUALITY

(NET) 208 25%¢  17% 35%  42%  28% 23t 25%
ACCURATE GUN/

- ACCURACY 4 6 4 26 26 22 17 16
RELIABLE/WON’T _

FAIL 3 7 6 2 3 1 1 3
EXCELLENT/GOOD

QUALITY 5 7 3 6 6 3 2 5
GOOD WORKMANSEIP = 3 1 1 ¢ 1 - 2
HEANDLING (KET) 4 21 17 16 15 27 25 23
TEE HANDLING/

EASE OF HANDLING 6 ) 7 2 4 15 17 8
GOOD FELL/LIKE

THE FEEL 8 7 7 10 ) 11 7 1
LOORS/APPEARANGE

. “(XET) 25 24 17 11 19 20 12 22

LOOKS/APPEARANCE '

STYLE 3 12 6 8 17 12 7 18
DESIGN/STOCK

DESIGN 1 2 1 1 1 3 7 1
FINISH 13 € [ b3 2 2 - 2
PIRING (NET) ) 11 17 14 a1 9 6 )
SMOOTH ACTION 4 5 5 4 1 4 1 ]
THE ACTION

(GEN’L) 2 2 2 4 1 1 1
LESS RECOIL 1 1 9 1 1 1 2 2
PRICE (NTT) 37 16 4 9 13 4 2 10
GoOD PRICE 7 2 - 2 2 - - 1
PRODOCT. _FPATURES

(NET) 22 23 36 18 1 51 66 15
THE WEIGHT 1 4 2 3 3 26 29
LIGHT WEIGHT 1 2 1 6 1 18 20 1

DER R2519209
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BASE:
S
(¥ET)

PRODUCT QUALITY
(NET)

GUN JAMS WHEN
LOADING/FIRING

WOOD~TO-METAL
FIT

SHELLS DON'T
EJECT PROPERLY

STOCK CRACKED

BARBER - PRESALE R 0118222

TABLE S
DISLIKES

1982

1983

1984

1985
(1,241)(2,153)(2,132) (2,179) (2,188) (2,191) (2,070)(2,121)

1986

1987

1988

1989

€0 58 523 583 2593 2 60% €3y 633

b4

4

GUN IS NOT ACCUR-

ATE

(XNET)

a0

PREFER OIL FINISH 4
DON'T LIKE FINISH 2
SCRATCHES/MARKS ON

BARREL

FRODUCT FEATURES

TOO HEAVY
SAFETY LOCATION
SAFETY (GEN'L)
ERICE (NET)
EANDLING (NET)
EIRING (NET)

TRIGGER SHOULD
BE ADJUSTABLE

TRIGGER PULL
(GEN‘L)

TRIGGER PULL
TOO HARD

{XET)

DON’T LIKE
SIGHTS

PISLIKED
NOTHING

ND ANSWER
TOTAL

*LESS TEAN 0.5%
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TABLE 6
INCIDERCE OF REPAIR WORK

1582 1983 1984 1985 1986 1887 1588 1589
BASE: (1,178) {2,153) (2,042) (2,073) (2,188) (2,095) (1,980) (2,062)

NO, EAVE NOT
HAD THE GUN
REPAIRED 923 91% 91% 0% 90% 913 88% 89%

YES, HAD THE

GUN REPAIRED 8 9 9 10 10 9 12 11
TOTAL 100% 100% 100% 100% 100% 100% 100% 100%
R2519211
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TADIE 7
REASONS FOR REPAIR WORK
1982 1982 1904 1985 1986 1987 1988 1989
(97) (166) (1428) (229) (239) (236) (270) (282)
FUNCTIONAL PROBLEMS 543 46% 56% 52t 53¢ 543% 458 st
(43) o0 (4t)an {at)ean (a3)as (6t)an (62) 22 (6) ne (5%) o
JAMMING 15 11 9 6 5 5 3 - 4

EJECTION/EXTRACTION 7 10 11 9 11 9 6 7
FAILURE TO FEED 2 2 3 3 4 5 2 3
REPLACING FIRING PIN/

BENT FIRING PIN 2 3 4 2 2 3 1 *
MISFIRES 2 - 1 2 2 1 * ) |
CLIP INSERTION/

SEATING k] 1 2 2 d 1 1 *
MAGAZINE SCREW 3 1 1 * 1 hd * *
STIFF/HARD ACTION 2 3 2 3 1 1 1 *
REPAIR/REPLACE

BOLT 2 7 4 4 7 5 2 3
REPLACE "0O" RING N/A N/A 2 * 1 5 1 .
COSMETIC_PROBLFMS 18 13 14 1 4 2 A a3

) (28) 2e (1Y) e (13) as (~)8%  (<1T)enr  (<13) 0@ (13) 8% (2%)es
BROKEN/CRACKED

FORE-END 6 k] 3 1 1 1 5 8
CRACKED BUTT STOCK 4 J 7 - * . : | 3
PoOR BLUING 4 2 b | - 2 * 1 1
ALL OTHER 4 5 =) . 2 * 1 2
MODIPICATION 23 a3 -30 232 35 n a8 36

(2%) oo (3y)nr (28) s (2%)ae {43) 2 (J‘,QQ (5%) 2 (58)as
TRIGGER MODIFIED/

REWORKED 6 11 16 13 15 14 24 22
SHORTEN/ADJUST STOCK 3 8 4 2 3 4 2 2
ADDED SLING 6 3 1 1 1 3 * .
ADDED RECOIL PAD 4 7 3 - J k | 3 2
ADDED SCOPE 4 k) k] 1 2 L 4 1
REPLACE/ADJUST .

SIGNTS 3 4 J 2 2 2 J 4
ALL OTHER 5 8 2 19 16 6 5 11
NO _ANSWER L] 1 24 15 11 15 a3 16

(o%) #e (13) 0 (23)%e  (2%)4% (1F)44 (2%)4e (2F)4e (23) 40

* IFSS TNAN 0_K2

P22Z8L1L0 ¥ TVSIAd - H3auve
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TABLE 8

INCIDENCE OF REPAIR WORK BY MODEL

TOTAL  M1187 MB70  MB70 EXPRESS
1989 1989 1989 1989
NO, HAVE NOT
HAD THE GUN
REPAIRED g9t 88% 92% 95y
YES, HAVE HAD
THE GUN
REPAIRED 11 12 8 -5
TOTAL 100% 1008  100% 1003

M700ADL NM700BDL M700MTN M/SEVEN M/FOUR/

7400

‘ 1589 1589 1589 1989 1989
NO, HAVE NOT
HAD THE GUN
REFAIRED 93% 90% szt g6} g9t
YES, HAVE EAD
THE GUN
REPAIRED 7 10 18 14 1
TOTAL 100% 100% 1008  100%  100% .

CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER
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IRCIDENCE OF REPAIR WORK BY MODEL

BARBER - PRESALE R 0118227

TABLE BA

- *u§~

1982 1983 1584 1985 1586 1987 1988 1589

YES, HAVE HAD

THE GUN
REPAIRED
M1187 N/A
M1100 11
M870 5
‘ MB70 EXPRESS N/A
M700 6
ADL K/A
BDL K/A
MIN K/A
M/FOUR/7400 11
¥/SEVEN /A

CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER
KINZER V. REMINGTON

K/A
o

N/A

N/A

N/A

N/A

N/A

R/A
a2

N/A

N/A
N/A
N/A
10

N/A

N/A
1o

N/A
12
N/A
N/A
N/A
12
12

R/A
ES 8

N/A
1
N/A
N/A
N/A
1s

N/A
11

N/A
12
N/A
N/A
N/A
10
12

15%
N/A

N/A
20
21
1s
10
R/A

12%
N/A

N/A

10
is
11
14

R2519215
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TABLE 9
PERCENT WHOQ WOULD RECOMMEND MODEL BQUGHT TO A FRIEND

1982 1983 1s84 1985 1986 1987 1988 1888

BASE: (1,176) (2,209) (2,027) (2,038) (2,068) (2,075) (1,961) (2,052)
YES, WOULD

RECOMMEND THIS

MCDEL TO A

FRIEND 96% 96% 5% 96% 96% 5% 96%  96%

KO, WOULD NOT
RECOMMEND THIS

MODEL TO A _
FRIEND 4 4 5 4 4 5 4 4
TOTAL 1008 1003  100% 1008  100% 2008 100%  100%

PERCENT WHO WOULD RECOMMEND A REMINGTON GUN TO A FRIEND

‘ 1582 1983 1584 1985 1986 1987 1988 1589
BASE: (1,181) (2,040) (2,132) (2,061) (2,086) (2,085) (1,573) (2,060)

YES, WOULD

RECOMMERD A

REMINGTON GUN

TO A FRIEND 99% 99% 98% 95% 95% 95% 99% 93%

NO, WOULD NOT

RECOMMEND A
REMINGTON GUN
TO A FRIEND 1 1 2 1 1 1 1 1
TOTAL 100% 10Q¥ io00% 100‘% 100% 1008 100% 100%
R2519216
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IABLE 10 :
CHARACTERISTICS OF REMINGTON BUYERS
BY MODEL

M/870 M/870 M/1187 M/700 M/700 M/700 M/SEVEN M/FOUR/
s

EXPRES ADL BOL MTN 7400
I5 THIS GUN YOUR
FIRST REMINGTON?
YES 42%  40% 243 249 21% 22% 223% 313
Xo 58 €0 76 76 79 78 88 69
BASE: 256 267 324 141 165 340 288 318
AGE
<18 2t 4% 1% 2% 1% as 4% 2%
18 - 24 13 11 4 8 6 4 2 9
25 - 34 29 20 22 28 32 26 17 28
315 - &4 a2 37 21 35 36 36 33 28
45 - 54 15 14 24 20 15 20 18 17
55 - 64 ? 9 13 4 7 9 15 9
l >65 3 5 7 4 I 3 11 8
BASE: 253 263 218 142 163 326 287 318
INCOME
<$10,000 5% 4% 1% 6% 5% 2% 2% 23
§10,000-514,599 3 s 2 7 5 1 5 : 7
515,000-$15,998 9 5 6 7 7 8 9 10
$20,000-524,999 14 9 6 11 10 11 8 12
$25,000-529,999 13 9 12 15 11 10 .10 12
$20,000-534,959 12 a2 12 9 12 13 11 13
$35,000-539,999 10 11 11 9 13 10 8 s
$40,000-544,959 '3 12 10 is 8 8 10 10
$45,000~549,959 B 10 6 5 6 ? 8 5
$50,000+ 22 22 36 17 24 31 29 22

MEDIAN $33,017 37,586 40,750 232,917 32,250 37,661 37,976 33,171

BASZ: 251 258 317 138 156 328 277 312

CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER BARBER - PRESALE R 01182%29519217
KINZER V. REMINGTON



