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BACKRGROUND

In December 1989, 4200 questionnaires (a copy of the
questionnaire is included in Appendix #A”) were mailed out to a
sample of consumers who purchased Remington firearms in 1988
(obtained from product warranty card returns) to determine their
overall satisfaction with the gun they bought. Questions
included in the study concerned owner-satisfaction with wvarious
features of their quns, the importance of these features, their
likes (and dislikes) and repair experiences with their guns.
Demographic information about firearms buyers that is collected
on the product warranty card is also included in the study. Of
the 4,200 questionnaires sent out, 2177 (52%) were returned
completed.”

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

Model 870;

Model 870 Express:

Model 1187:

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

Model Seven;

Models 7400 and Four combined.

Customer satisfaction with the Model 870, the Model 700, and
Model 7400 have been tracked since inception of the study in
1982. However, prior to the 1988 study the sample for the Model
700 was limited to 600 purchasers randomly chosen from Models 700
ADL, BLD and Mountain Rifle combined. Although previous 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
M/700 sales. In 1988 the sample of purchasers of the Model 700
was expanded to 1200 buyers (300 buyers of M/700 ADL, 300 buyers
of M/700 BDL, and 600 buyers of M/700 MIN) to permit a comparison
of satisfaction with the three M/700 styles.

The M/1187, M/870 Express and M/66/77 were added to the study in
1988:; the M/552, M/1100, M/Seven, 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 customer satisfaction
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¢ make comparisons
meaningful. Another wave of the buyer satisfaction study is
planned for December, 1990.
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CONCLUSIONS AND RECOMMENDATIONS

Most purchasers of Remington guns are satisfied with the firearms
overall. Tén percent (10%) or less of the purchasers of any
model surveyed in 1989 (M/870, M/870 Express, M/1187, ¥/700,
M/Seven, M/4/7400) reported dissatisfaction. This is not to say
that there aren’t areas for improvement. The main dislikes or
areas of dissatisfaction varied by model, but the most common
responses centered on product quality (accuracy, gun Jjamming,
acticn smoothness) -and product features (location of safety,
overall safety, and weight). -

About one in ten Remington gun owners had had
repairs/modifications done on their firearms. In 1989 though a
trend which began in 1987, continued as a smaller percentage of
work done on Remington guns was repair work due to functional
problems while a larger percentage were nodifications (primarily
to the trigger). One must remember, however, that the 198%
sample was changed as the Nylon 66/77 was dropped and the M/Seven
was added. It is 1likely that the M/Seven would require more
modifications, and less repair work, than the Nylon 66/77.

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
Remington purchasers. For both of those models, though, the high
percentage of <first +time Remington owners represent large
increases over 1988 figqures (In 1988 27% of M/870 and 2%% of

M/4/7400 owners reported being first time Remington 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 of the M/870 Express and M/870
tend to be younger 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 job of addressing many of the areas which give rise to
dissatisfaction and over which they have control. (Due to safety
and legal concerns, some areas, such as triggers, may not be able
to be fixed). Future work should be focused on those areas which
are still causing dissatisfaction and which Remington owners
consider important (such areas would include accuracy, action
smoothness, ease of safety operation, and--for Remington
shotguns--choke tube quality.)
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FINDINGS

SATISFACTION

As in prior vears Remington gun owners
continue to express high levels of

overall satisfaction. 1In each of the eight
yvears that the study has been conducted,
nearly nine out of ten buyers were either
7extremely satisfied” or ”very satisfied.”
(1989=89%; 1988=87%) |[Table 1]

However, of the models which were included
in both the 1988 and 1989 studies, only the
M/1187 (1989=40% 7"extremely satisfied” in
1989 versus 39% "extremely satisfied” in
1988) and the M/700 MTN (1989=45%; 1988=43%)
exhibited improvements in buyer satisfaction
in 1989 versus 1988.

DISSATISFACTION

* Other than the Nylon 66/77 which was dropped from the study in

l989.

In 1989, as _in 1988, only about one in
twentyv Remington purchasers are dissatisfied
(either extremely or somewhat) with their
guns. Dissatisfaction is greatest for the
M/4/7400 combined (10%), and the M/1187

(6%). These models alsc 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 BDL.

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

M/Four/7400

- Action Smoothness (12% dissatisfied,
93% consider action smoothness very
important). :

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

- Weight (9% dissatisfied, but only 68%
consider very important).
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’ ‘ - Overall Product Ouality (7% dissatis-~
) fied, 92% consider very important). 1In
particular, owners mentioned ”Gun jams
- when loading/firing” and “Failure of
shells to eject properly” as things that
they disliked about the guns.

M/700 MTN AND M/700 BDIT,

- Ease of Safety Operation was a concern
for both M/700 MTN. (11% dissatisfied,
82% consider very important) and M/700
BDL (12% dissatisfied, 80% consider very
important) owners.

- The trigger was also a concern for both
M/700 MTN (10% dissatisfied, 87% consider
very important) and M/700 BDL (11%
dissatisfied, 87% consider very
important) owners. 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

accuracy as a concern (6% dissatisfied,
98% consider very important).

M/Seven

- The trigger (10% dissatisfied, 88%
consider very important) and action
smoothness (6% dissatisfied, 21%
consider very important) were the
main areas of dissatisfaction.

- Woeod Finish (5% dissatisfied, 63%
consider very important.)

CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER BARBER - PRESALE R 01182858 12276
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' M/700 ADL
' - Wood Finish (7% dissatisfied, 59%
consider very important.)

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

M/1187

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

- Action Smoothness (6% dissatisfied,
93% consider very important.)

M/870 Express
-. Location of the Safety (12%

dissatisfied, 81% consider very
important.)

- Ease of Safetv operation (7%
dissatisfied, 85% consider very
important.)

- Wood Finish and Wood Quality (11%
and 9% dissatisfied respectively):;
_ also were areas of dissatisfaction,
. . However, less than half (46% in each
case) of owners considered these
areas to be very important.

M/870

- deétion of safety (8% dissatisfied,
69% consider very important.)

- Action Smoothness (6% dissatisfied,
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
while between 3% and 6% are dissatisfied.

CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER BARBER - PRESALE R 01182%29519277
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Most Remington _gun owners (87%) mentioned
something that theg particularly liked about their
gun. As in prev1ous Years “accurate gun/accuracy”
is still the most important reason for liking a
Remington. However, the percent of respondents
who mention accuracy has fallen steadily from 20%
in 1982 to 14% in 1989. Meanwhile, weight
(1982=4%; 1989=10%) has risen steadily and is now
the second most important reason for liking a
Renmington.

{Table 4]

As might be expected, the features liked, varied
significantly by model of gqun [Table 4A.] The
M/700 ADL, BDL and MTN are all liked primarily for
their accuracy (26% mentioned for ADL and BDL, 22%
mentioned for MIN). In addition M/700 BDL owners
like its overall looks/appearance (19%). Beyond
accuracy, M/700 MTN owners like the light weight
of the gun (51%) and the gun’s handling (25%).

The light weight of the gun was also important to
owners of an M/Seven (66% mention). Handling
(25%) and accuracy (17%) were also cited by
M/Seven owners. The M/4/7400 is liked for its
overall looks/appearance (22%) and product quality
(primarily accuracy = 29%). Product features
(36%) predominantly the ability to chamber
different sized shotshells and the choke tubes

- were the most frequently mentioned likes about the

M/1187. Both the M/B70 Express and the M/B70 are
liked for their price (M/870 Express=37%;
M/870=16%). In addition, product quality (M/870
Express=20%; M/870 =25%) and overall
looks/appearance (M/870 Express=25%; M/870=24%)
were important likes.

Sixty-three percent (63%) of Remington gun owners
in_1989 indicated that there was something in
gartlcular that_they disliked about their gun

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
gquality” continue to be the major dislikes

[Table 5]}
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The product features of greatest concern are
location of the safety (M/870 and M/870 Express)
safety (M/700 BDL, M/700 MTN, M/Seven) and weight
(M/1187 and M/4/7400). Major concerns with
product quality included gun jamming (M/4/7400 and
¥/1187) poor wood_to metal fit (M/700 MTN) and .

"lack of accuracy (M/700 MTN).

About one in ten (11%) Remington qun owners
reported having had repair work done on their
quns. 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 38% level recorded in
1989 represents a 7% decrease form 1988 (45%) and
a 16% decrease from 1987 levels. Modifications
(36%) primarily work done on triggers (22%) are
now almost as common a reason for repair work as
functional problems. However, one must keep in
nind that the sample was changed this year as the
Nylon 66/77 was dropped from the study and the
M/Seven was added. This may account for some of
the shift from repair work for functional problems
to modifications.

Among the different Remington models in the 1989
survey, the highest reported incidence of repair
work was for the M/700 MTN (18%) and the M/Seven
(14%). [Tables 8 and BA]. The 18% 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
¥/700 BDL registered major decreases in the
incidence of repair work done in 1989 (M/700
ADL=7%; M/700 BDL=10%) versus 1988 (M/700 ADL=20%;
M/700 BDL=21%). As in the case 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 7action
strength” to be very ”important.” 1In addition,
more than eight of ten owners reported that the

‘7feel of the gun” and the ”ease_of safety

operation” were ”very important.” [Tabte-3A}
‘————_—-‘d—’—‘ = -

~—
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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 M/700
MTN and M/Seven purchasers.
- A\

BUYER RECOMMENDATION

The percentage of Reminaton purchasers whe would
recommend_ the Remington model they bought to a
friend (96%) has remained virtually unchanged
throughout the eight years that this satisfaction
study has been_conducted. Further, this level of
recommendation was uniformly high for all models.

Likewise, the percentage of Remington gun owners
who indicated that they would recommend a
Remington gun to a friend (99%) has remained
unchanged over the eight years that the study has
been conducted. In addition, this 1level is
consistent regardless of the current model owned.

CHARACTERISTICS OF BUYERS

Owners of both the M/870 Express and M/870 are

more likely to be first-time owners of Reminegton

guns than owners of other Remington models.

In addition, M/870 and M/870 Express owners tend
to be slightly younder = and in the case of
M/870_ Express = have a lower annual household
income for both the M/700 ADL and M/4/7400 owners
also _tends to be skewed lower, while that of
M/1187 owners tends to be skewed higher.

[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 householad
income for M/700 ADL owners is $32,917, and the
M/4/7400 owners it is $33,171.
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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. In 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 Remington
owners have children living at home.

Almost half (45%) of M/Seven owners live in the
Northeast Region, the bulk of these being in
Pennsylvania. 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).
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BASE?

EXTREMELY
SATISFIED (+3)

VERY
SATISFIED (+2)

SOMEWHAT
SATISFIED (+1)

SOMEWHAT
DISSATISFIED (-1)

VERY
DISSATISFIED (-2)

TOTAL

WEIGHTED MEAN

TABLIE 1

OVERALL SATISFACTION WITH MODEL BOUGHT AFTER FIRING

1982 1983 1984 1985# 1986 - 1987 1988%% 19894+
(1,201) (2,069) (2,061) (2,102) (2,188) (2,127) (1,994) (2,121)

43% 43% 44% 44% 415% 42% 42%
87% ///es% 88% ///88% //,aa% 88% 87% 89%

a4 45 44 44 43 46// 45 47

7 7 7 7 8 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
**MODELS USED IN SAHPLING CHANGED - SEE BODY OF REPORT FOR DE'I'AILS
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TOTAL

M1187

M/11002

M870
M870 EXPRESS
14_700:

ADL

BDL

MTN

M/FOUR/7400

M/5222

M/SEVENY

TABLE 2

PERCENT EXTREMELY SATISFIED AFTER FIRING

J‘WAS DROPPED FROM 1988 SAMPLE AND ADDED BACK INTO 1989 SAMPLE

2

DROPPED FROM SAMPLE IN 1988

1982 1983 1984 1985 1986 1987 1988 1989 1982 1988
' vS. vS.
1989 1989
43% 43% 44% 44% 45% 42% 42% 42% (1%) -
N/A N/A N/A N/A N/A N/A 39% 40% N/A 1%
A4 44 42 42 44 41 N/A N/A ‘N/A N/A
45 49 45 46 52 44 43 43 (2) -
"N/A N/A N/A N/A N/A N/A 41 36 N/A . (5)
45 a5 51 47 51 49 N/A N/A N/A N/A
N/A N/A . N/A N/A N/A N/A 48 45 N/A (3)
N/A N/A N/A N/A N/A N/A 51 48 N/A (3)
N/A N/A N/A N/A N/A N/A 43 45 N/A 2
43 41 45 37 34 37 40 37 (6) . (3)
32 34 39 41 10 39 N/A N/A N/A N/A
N/A N/A N/A N/A N/A N/A N/A 42 N/A N/A

2628110 4 3IVSINd - yIGUVE
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TABLE 2A

" PERCENT DISSATISFIED AFTER FIRING

TOTAL 5%
M1187 7
M870 4
M870 EXPRESS 1
‘ M700:
ADL 1
BDL 1
MTN 6
M/FOUR/7400 10
M/SEVEN 6
R2519286
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RATING ON CHARACTERISTICS ~ ALL MODELS
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TABLE 3A

PERCENT EXTREMELY SATISFIED

1989
S M/700 M/FOUR/
M/870E M/870 M/1187 ADL BDL MTN MODEL 7 7400
% % 5 % 3 3 3 %
39% 55 46 54 49 60 68 48
FEEL OF GUN (84)** (86) (89) (83) (86) (89) (89) (83)
APPEARANCE/ 32 54 40 40 57 50 53 63
STYLING (41) (56) (57) (50) (62) (56) (53) (63)
’ 36 48 40 47 47 56 72 43
EASE OF HANDLING (29) (32) (39) ( 8) (11) (28) (26) (26)
42 44 41 57 60 47 45 47
ACCURACY (91) (92) (93) (97) (99) (98) (96) (98)
38 39 39 46 45 43 43 45
1OC. OF SAFETY  (81) (69) (72) (76) (74) (75) (78) (76)
‘ 31 41 35 42 46 38 41 42
OVERALL QUALITY (88) (90) (87) (89) (91) (91) (88) (92)
24 35 48 34 41 37 45 40
AMOUNT RECOIL - (45) (47) (55) (40) (45) (43) (46) (59)
18 36 32 28 51 40 34 42
WOOD FINISH (46) (65) (64) (59) (73) (e8) (63) (75)
18 37 31 33 50 39 35 43
WOOD QUALITY (46) (69) (65) (68) (75) (69) (68) (74)
43 38 42 339 39 35 34 45,
EASE SAFETY (85) (80) (83) (79) (80) (82) (86) (89)
OPERATION '
36 41 48 48 54 51 44 39
ACTION STRENGTH (88) (86) (89) (84) (87) (90) (89) (89)
: 52 38 34 43 44 35 33 37
A GOOD VALUE (75) (68) (66) (63) (70) (64) (57) (73)
19 31 24 29 28 63 €9 27
WEIGHT (58) (64) (61) (56) (46) (71) (77) (68)
34 36 36 38 28 34 33 39
TRIGGER (77) (70) (74) (79) (87) (87) (88) (79)
31 34 44 38 38 36 33 33
ACTION SMOOTH-  (91) (23) (1) (86) (89) (92) (91) (93)
NESS
25 34 as 33 43 37 34 39
METAL FINISH (55) (72) (68) (56) (69) (64) (64) (68)
. , 23 34 31 35 45 37 34 38
METAL BLUING (56) (69) (67) (60) (71) (66) (64) (72)
24 31 28 34 34 33 27 36
WOOD~TO-METAL (69) (75) (69) (76) (81) (84) (81) (82)
FIT
29 37 36 32 32 28 25 34
SIGHTS (73) (74) (73) (58) (48) (45) (49) (78)
46 44 53 60 40 50 22 50
CHOKE TUBE (S) (71) (73) (78) N/A N/A N/A N/A N/A
* % EXTREMELY SATISFIED
** 3 WHO CONSIDER CHARACTERISTIC VERY IMPORTANT
R2519287
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CHARACTERISTICS

FEEL OF GUN

. APPEARANCE/STYLING

EASE OF HANDLING
ACCURACY

1oC. OF SAFETY
OVERALL QUALITY
AMOUNT RECOIL
WOOD FINISH
WOOD QUALITY

EASE SAFETY
OPERATION

ACTION STRENGTH
A GOOD VALUE
WEIGHT

TRIGGER

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

TABLE 3

PERCENT DISSATISFIED ON CHARACTERISTICS BY MODEL (1989)

M/870

‘M/1187 M/870 M/700 M/700 M/700 M/FOUR/ M/SEVEN
EXPRESS ADL BDL MIN 7400 _

x * * 0 * * 2 *

| 2 * 2 2 2 * * ' *
2 * 1 0 * * % *
5 4 * 1 1 3 7 3
4 8 12 4 3 3 6 4
4 2 2 2 2 5 7 2
0 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
3 1 0 * 0 * 6
4 1 1 1 * 4

11 4 7 3 4 9
3 * 2 4 11 10 4 10
6 6 4 4 4 12
3 2 6 * 1 2
3 4 7 2 1 2
5 2 3 4 3 4
3 6 - 4 N/A N/A N/A N/A N/A

*LESS THAN 1 PERCENT.
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BASE:

IRED SO ING
(NET)

PRODUCT OUALYTY
(NET)

ACCURATE GUN/
ACCURACY

RELIABLE/WON’T
FAIL

EXCELLENT/GOOD
QUALITY

GOOD WORKMANSHIP
HANDLING (NET)
EASE OF HANDLING

GOOD FEEL/LIKE
THE FEEL

IOORS /APPEARANCE
(NET)

LOOKS/APPEARANCE
STYLE

DESIGN/STOCK DESIGN

FINISH
FIRING (NET)

SMOOTH ACTION

THE "ACTION
(GEN’L)

LESS RECOIL
ERICE (NET)

GOOD FRICE
RODUCT FEATURES

THE WEIGHT
LIGHT WEIGHT
LIKE NOTHING
NO ANSWER
TOTAL

*LESS THAN 0.5%

BARBER - PRESALE R 0118301

TABLE 4
LIKES

-
j

1982

1983

1984

1985

1986 1987

1988

1989

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

84 843

213 33%
20 20
5 4
4 4
4 4
24 25 .
12 12
8 10
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'I’ : ' TARLR 4A .
. LIKES BY MODEL
M/870 M/870 M/1187 M/700 M/700 M/700 M/SEVEN M/FOUR/
EXTRESS ADL BDL  MTN 7400

PRODUCT OQUALITY

(NET) 208 25%  17% 358 423 283 233 29%

ACCURATE GUN/

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

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

QUALITY 5 73 6 6 3 2 5
GOOD WORKMANSHIP -~ 3 1 1 4 1 - 2

LING (NET) 14 21 17 16 15 27 25 23

THE HANDLING/ -

EASE OF HANDLING 6 S 7 2 4 15 17 8
GOOD FELL/LIKE _ i .

THE FEEL 8 7 2 10 5 11 7 1
LOOKS /APPEARANCE - |

. (NET) 25 24 17 11 19 20 12 22

LOOKS /APPEARANCE
STYLE 3 12 6 8 17 12 7 19
DESIGN/STOCK

DESIGN . 1 2 1 1 1 6 7 1
FINISH 13 - 6 6 1 2 2 - 2
FIRING (NET) 9 1 17 14 11 o 6 o
SMOOTH ACTION 4 5 5 4 1 4 1 2
THE ACTION |

(GEN’L) 2 2 2 1 1 1 1
1ESS RECOIL 1 1 1 1 1 1 2
PRICE (NET) 37 16 9 13 4 2 . 10
GOOD PRICE y 2 - 2 2 - - 1

ODUCT FEATURES

(NET) 22 23 36 18 11 51 66 15
THE WEIGHT 1 4 2 3 - 3 26 29 2
LIGHT WEIGHT 1 2 1 6 1 18 20 1

R2519290
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TABLE &

DISLIKES
1982 1983 1984 1985 1986 1987 1988 1989

BASE: (1,241) (2,153) (2,132) (2,179) (2,188) (2,191) (2,070) (2,121)
DISLIKED SOMETHING

(NET) 603 58% 59% 58% 59% £0% £5% 633
PRODUCT OUALITY .

(NET) ; a5 S 14 s 17 18 20 i6
GUN JAMS WHEN 4 _

LOADING/FIRING 4 P 3 3 4 3 3 4
WOOD-TO-METAL -

FIT 3 2 2 2 2 2 2 2
SHELLS DON’T i

EJECT PROPERLY 2 * 3 2 2 2 1 1
STOCK CRACKED 2 * 1 1 1 1 2 1
GUN IS NOT ACCUR-

ATE 2 2 2 2 2 3 3 3
LOOKS /APPEARANCE

(NET) _ 10 10 ) s ) ) 1o 12
PREFER OIL FINISH 4 4 2 * * * * *
DON’T LIKE FINISH 2 2 1 1 3 3 2 1
SCRATCHES/MARKS ON

BARREL 2 * 1 * 1 1 1 1
PRODUCT FEATURES 24 17 25 22 22 24 26 23
TOO HEAVY 6 3 5 3 2 3 5 4
SAFETY LOCATION 5 3 4 4 3 a4 4 4
SAFETY (GEN‘L) 4 3 3 5 6 6 5 5
PRICE (NET) 1 s S i p s i x p A
EANDLING (NET) Y ‘3 1 g i R i pi
FIRING (NET) p ] i2 2 s 8 8 8 3
TRIGGER SHOULD

BE ADJUSTABLE 3 * 2 * * L o* * *
TRIGGER PULL .

(GEN’L) 1 2 1 1 1 2 1 1
TRIGGER PULL

TOO HARD 1 1 * 2 2 2 3 3
SICHT/ATMING

(KET) s 4 2 4 4 3 5 3
DON’T LIKE ' :

SIGHTS 2 2 2 1 1 * 2 1
DISLIKED

NOTHING 15 15 14 15 15 - 16 13 10
NO ANSWER 25 25 27 27 26 25 22 27
TOTAL 100 100 100 100 100 100 100 100

*LESS THAN 0.5%
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‘ : TABLE 6
INCIDENCE OF REPATR WORK

: 1982 1983 1984 1985 1986 1987 1988 1989
BASE: (1,178) (2,153) (2,042) (2,073) (2,188) (2,095) (1,980) (2,062)

NO, EAVE NOT
HAD THE GUN -
REPAIRED 92% 91% 91% 90% 90% 91% B8% 89%

YES, HAD THE

GUN REPAIRED 8 9 9 10 10 S 12 11
TOTAL 100% 100% 160% 100% 100% 100% 100% 100%
CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER BARBER - PRESALE R 0118302 | 2292
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FUNCTIONAL PROBLEMS

JAMMING
EJECTION/EXTRACTION
FAILURE TO FEED

REPLACING FIRING PIN/

BENT FIRING PIN
MISFIRES
CLIP INSERTION/
SEATING
MAGAZINE SCREW
STIFF/HARD ACTION .
REPAIR/REPLACE
BOLT
REPLACE "O" RING

COSMETIC PROBLEMS

BROKEN/CRACKED
FORE-END

CRACKED BUTT STOCK

POOR BLUING

ALL OTHER

MODIFICATION

TRIGGER MODIFIED/
REWORKED
SHORTEN/ADJUST STOCK

ADDED SLING

ADDED RECOIL PAD
ADDED SCOPE
REPLACE/ADJUST
SIGHTS

ALL OTHER

NO_ANSWER

* LESS THAN 0.%%

TABLE 7
REASONS FOR REPAIR WORK
1982 1983 1984 1985 1986 1587 1988 1989
(97) (166) (148) (229) (239) (236) (270) (282)
542 46% 56% 52% 53% 54% 45% 38%
(4%)** (4*)** (4%)** (4%) *& (6%) *& (6%) E £ (6) ®& (5%)**
15 11 9 6 S 5 3 4
7 10 11 9 11 9 6 7
2 2 3 3 4 5 2 3
2 3 4 2 2 3 1 &
2 - 1 2 2 1 * 1
3 1 2 2 * 1 1 *
3 1 1 * 1 * * *
2 3 2 3 1 1 1 *
2 7 4 4 7 5 2 k]
N/A N/A 2 * 1 5 1 *
18 13 14 2 4 2 . 1 13
(23) x4+ (1) *# (12) %% (=) 2%  (<13)tr (<L) *2 (13) 2% (23) %+
6 3 3 1 1 1 5 8
4 3 7 - * * -3 3
4 2 1 - 2 * 1 1
4 5 3 * 2 * 1 2
25 35 30 32 35 31 s 36
(2%) 4+ (32) & (22) 2% (3%) 2> (43) 2% (33) *& (53)*% (5%
6 11 16 13 15° 4 24 22
3 8 4 2 3 4 2 2
6 3 1 1 1 3 * *
4 7 3 - 3 3 3 2
4 3 3 1 2 4 4 1
3 4 3 2 2 2 3 4
5 8 2 19 16 6 5 11
o 13 28 15 11 15 13 16
(03) == (13) %% (232 (2%)2% (1) *E (23) A% (23)R% (2%)*+
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TABLE 8

INCIDENCE OF REPAIR WORK BY MODEL

MB870

TOTAL  M1187 M870 EXPRESS
1989 1989 1989 1989
NO, HAVE NOT
HAD THE GUN
REPATIRED 89% 88% 92% 95%
YES, HAVE HAD
THE GUN
REPAIRED =~ 11 12 8 -5
TOTAL - 100% 100% 100% 100%

M700ADL M700BDL M700MTN M/SEVEN M/FOUR/

7400
1989 1989 1989 1989 1989
NO, HAVE NOT
HAD THE GUN
REPAIRED 93% 90% 82% 86% 89%
YES, HAVE HAD
THE GUN '
REPAIRED 7 10 is 14 i1
TOTAL 100% 100% 100% 100% 100%
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INCIDENCE OF REPATIR WORK BY MODEL

TABLE 8A

e e .~.-.o¢.!_-'.‘:=;'2-;».~. e

1582 1983

1984 1985 1986 1987 1988 1989

YES, HAVE HAD

THE GUN

REPAIRED

M1187 N/A
M1100 11

MB70 S

M870 EXPRESS K/A

. M700 6

ADL N/A
BDL N/A
MTN N/A
M/FOUR/7400 11
M/SEVEN N/A

N/A

10

N/A

N/A

R/A

N/A

N/a

N/a

12

N/A

N/A

N/A
N/A
10

N/A

N)A

10

N/A
12

N/A
N/A
N/A

12

12

N/A

11

N/A
11

N/A
N/A
N/A
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‘ TABLE 9

PERCENT WHO WOULD RECOMMEND MODEL BOUGHT TO A FRIEND

1982 3983 © 1984 1985 1986 1987 1988 1989

BASE: (1,176) (2,209) (2,027) (2,036) (2,068) (2,075) (1,961) (2,052)
YES, WOULD

RECOMMEND THIS

MODEL TO A : « »
FRIEND 96% 096% 95% 96% 96% 95% 96% 96%

'NO, WOULD NOT
RECOMMEND THIS

MODEL TO A .
FRIEND 4 4 5 4 4 5 4 4
TOTAL 100% 100% 100% 100% 100% 100% 100% 100%

PERCENT WHO WOULD RECOMMEND A REMINGTON GUN TO A FRIEND

1982 1983 1984 1985 - 1986 1987 1988 1989
. BASE: (1,181) (2,040) (2,132) (2,061) (2,086) (2,085) (1,973) (2,060)
YES, WOULD
RECOMMEND A
REMINGTON GUN ,
TO & FRIEND 99% 99% 98% 99% 99% 99% 99% 993

NO, WOULD NOT
RECOMMEND A
REMINGTON GUN

TO A FRIEND 1 1 2 1 1 2 1 1
TOTAL 100% 100% 100% 100% 100% 1008  100% 100%
CONFIDENTIAL-SUBJECT TO PROTECTIVE ORDER R2519297
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' TABLE 10 .
o CHARACTERISTICS OF REMINGTON B
BY MODEL :
M/870 M/870 M/1187 M/700 M/700 M/700 M/SEVEN M/FOUR/
EXPRESS ADL BDL MTN 7400
IS THIS GUN YOUR
FIRST REMINGTON?
YES 42% 40% 24% 24% 21% 22% 12% 31%
No 58 60 76 76 79 78 88 69
BASE: 256 267 324 141 165 340 288 318
AGE
<18 ' 2% 4% 1% 2% 1% 3% 43 2%
18 - 24 a3 11 4 8 6 4 2 9
25 - 34 29 20 22 28 32 26 17 28
35 - 44 32 37 31 35 36 36 33 28
45 - 54 15 14 24 20 15 20 is 17
55 - 64 7 9 13 4 7 9 15 9
>65 3 5 7 4 4 3 11 8
. BASE: 253 263 318 142 163 326 287 318
INCOME
<$10,000 5% 4% 1% 6% 5% 2% 2% 2%
$10,000-514,999 3 5 2 7 5 1 5 7
$15,000-519,999 S 5 6 7 7 8 8 10
$20,000-$24,999 14 9 6 11 10 11 8 11
$25,000-529,999 13 9 12 s 11 10 10 12
$30,000-534,999 12 12 12 o 12 13 11 13
$35,000~$39,999 10 11 11 9 13 10 8 9
$40,000-%$44,999 6 12 10 15 8 8 10 10
$45,000-549,999 8 10 6 5 6 7 8 5
$50,000+ 22 22 36 17 24 31 29 22
MEDIAN  $33,017 37,586 40,750 32,917 32,250 37,661 37,976 33,171
BASE: 251 258 317 138 156 325 277 312
R2519298
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