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BACKGROUND

In December 1989, 4200 gquestionnajres (a «copy of the
questionnaire is included in Appesdix “A”) vere Bailed out to a
sample ©Of consumars vho purchased Remington firearms in 1988
(obtained from product warranty card returns) to determine their
overall satisfection wvith the gqgun they Dbought. CQuestions
included in the study concerned ovner-satisfaction with warious
features of their guns, the importance of these features, their
likes (and dislikes) and repair experiences with their guns.
Demographic information about firsarms buyers that is collected
on the product varranty card is alse included in the study. of

the 4,200 questionnaires sent out, 2177 (S28) were Irwturned
cozpleted.”

This study replicates studies deone annually froa 1982-1988 and
tracks changes in the satisfaction levels of bLuyers of salected
podels ©f Remington guns. In 1989, questionnaires vere sant to
€00 purchasers of each of the folloving models:

Model B70;

Model 870 Zxpress:

Y¥odel 1187;

Model 700 (ADL and BDL cambined):;
Hodel 700 MIN:

Model Seven:

Nodels 7400 and Four camdined.

Customer satisfaction wvith the Nodel EB70. ths Nodel 700, and
Model 7400 have been tracksd gince inception of the study in
1982. Howvever, prier to the 1988 study the sample for the Model
700 vas limited to 600 purchasers randomly chosen froes Models 700
ADL., BlD and Mountain Rifle combined. Although pravicus results
wvere reported for M/700 comdbined, most ©f these purchasars had
dought 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
wvas expanded to 1200 buyers (300 buyers of /700 ADL, 300 buyers
of M/700 BDL, and €00 buyers of M/700 MTN) to perait a camparison
of satisgaction vith the taree M/700 styles.

The M/1187, K/8070 Ixpress and ¥/66/77 vere added to the study in
1988: the M/552, M/1100, M/Sevan, M/Six, and M/7600 were dropped.
In 1989 the M/Seven was added back in, vhile the M/66/77 vas
dropped. These changss in the models eampled in the past tvo
ysars should ba kept in mind vhen comparing custamer satisfaction
in 1989 with that for prior years.

In attempting to track changes over ¢time for this study
infarmation on models which were dropped from the 1988 and 1989
studies is still included for 1982-1987/1988 vhere the nodels
which replsced them were similar enOugh to nake comparisons

meaningful. Another wave of the buyer satisfaction study is
plarmed@ for December, 1990.
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CONCLUSIONS AND RECOMMENDATIONS

Most purchasers of Raaington guns are satisfied with the firsarms
overall. Te¢n percent (108) or less of <the purchasers of any
model surveyed in 1989 (M/870, M/870 Bxpress, MN/1187, M/700,
M/Seven, M/4/7400) reported dissatisfaction. This is not to say
that there aren’t creas for inprovement. Ths =main dislikas or
areas of dissatisfaction varied by model, but the most common
responses osntered on product qQuality (accuracy, gun Jjamming,
ection smoothness) ‘and product features (leocation of safety,
overall ntcty. and wveight).

About one in tean Reni{ngton gun ouners had had
repairs/nodifications done on their firearas. In 1989 though a
trend vhich began in 19587, continued es a cmaller percentage of
vork done on Remington guns wvas repair veork due to functional
prodblens vhile a larger percentage vare modificetions (primarily
to the <trigger). One =must reaesmber, howvever, that the 1985
sapple vas changed as the Nylon 66/77 was dropped angd the N/Seven
vas added. It is likely that ths M/Seven would rsquirs nore
aodifications, and less repair vork, than the Rylon 66/77.

once again it appears that the ¥/870 Express is effective at
attracting first time Reaingtan purchases (42t of ¥/870 RBxpress
ovners report that it is their first Remingran). The M/870 (40})
and M/4/7400 (31%) also appear to be attracting first tize
Reanzington purchasars. For both of thoss modals, though, the high
percentage of tirst tins Rezington owvners Iepresant large
incTreases over 19880 figures (In 1908 27% of N/870 and 29% of
M/4/7400 owvners reported being first time Rexington owners). For
comparison, in 1989 only about 20% of M/700 owners, 25% of M/1187
ovners and 128 of M/Seven owners indicated that they vere first
time Remington ownhers. Ovners of the K/870 Dxpress and M/870
tend to be younger than other Remington customers. M/870 Express

ovners also tand to have a lower anmual househcld income, as do
M/4/7400 owners.

Overall, it would appear that the Remington business is doing a
good 3job of addressing many of the areas vhiech give rise to
dissatisfaction and ever wvhich they have oontrol. (Due to safety
and legal concerns, scae ereas, such as triggers, may not be able
to be fixed). Puture vork should be focused on those arsas vhich
are still causing dissatisfaction and which Reaington ewvners
consider important (such areas would include accuracy, action
smoothness, eass ©f safety operation, and--for Remington
shotguns~-=choke tubdba guality.)
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- As in prior vears Reminoton gun owners

cverall satisfacticn. 1In each of the eight
years that the study has been conducted,
nearly nine out of tan buyers vere either
“axtrenely satisfied” or ®very satisfied.”
(1989=89%; 1988=378) [Table 1]

- Hovever, of the models vhich were includsd

: in both the 1988 and 1989 studies, only the
M/1187 (1989=40% “axtrunely satisfied” in
1989 versus J)5% “extrerxely satisfied” in
1988) end the M/700 XIN (1989=4S3: 1988=413%)
exhidbited improvemants in buyer satisfaction
in 1989 versus 19%8a.

- In 1989, =g in 1988, only about one in
twenty Remington purchasers are Qlgsatisfied

Jsither exyremely Or somewnat) with their
‘ gung. Dissatisfaction is greatest £0Tr ths
combdbined (10%), and the
(6%). These models also had the highest levels
of dissatisfaction in 1988* (M/Four/7400=7%
dissatisfied in 1988) M/1187=63 dissatisfied)

- only 1% of purchasers vers dissatistied
with their M/870 Express, their }M/700 ADL,
or M/700 BDL.

- Dissatisfaction with the specific models
eppears to be Gue to: ([Tables 3 and 3JA)

%& (128 dissatisgiez,
93% consider action gmoothness very
important).

= Accuracy (7% dissatisfied, 988 consider
accuracy very important).

= Weight (9% dissatisfied, but only 68%
consider very important).

e« Other than tha Nylon 66/77 vhich vas dropped froa the study in
1989.
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= Overall Product Ouality (7% dissatis-
fied, 92% consider very important). 1In
particular, ovners mentioned °Gun jans
when loading/firing” and “railure of
shells to eject properly” as things that
they disliked about the guns.

/700 MIN AND M/700 EDL

- Ease of Safety Operation was a concarn
for both M/700 MTR (118 dissatisfied,
82% consider very important) and M/700
BDL (12% dissatisfied, 80% consider very
irmportant) owners.

= The.trigger was alsc a concern for both
M/700 MIN (10% Qissatisfied, 87% consider
very important) and NM/700 BDL (118
dissatisfied, 87% consider very
inportant) ovners. Specifically, owners
of both models mentioned that the
trigger being bard to pull was sonething

. that they particularly disliked about

the guna.

= M/700 MTN ovners also mentioned
accuracy as a concern (6% dissatisriea,
98% consider very important).

M/Seven

= The trigaer (10t dissatisfied, 88%
consider very important) and
groothness (6% dissatisfied, 91%

consider very izportant) wvere the
sain arees of dissatiszaction.

- ¥Wood Fipish (5% dissatisfied, 63%
cansider vary impariant.)
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For all of the shotgun podels (M/870 Express, M/870 and ¥/1167)
the choke tubes appear to be a slight problea.
ovners

than 70% of

M/100 ADL

Wood Finish (7% dissatisfied., $9%
consider very important.)

Anrcunt (6% dissatisfied,
40% consider very important.)

.74%1-54

¥eight (11% dissatisfied, 61% consider
very important.)

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

M/8J0 Express

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

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

¥ood Finish and Food oOuality (11%
and 9% dissatisfied respectively):
also wers areas of dissatisfaction,
Hovever, less than half (463 in each
case) of owners considered these
sreas to be very important.

MZR70

lecation of Safety (8% dissatistfied,
69% congider very importsant.)

Action Smoothnems (683 dissatictied,
95% consider very important.)

wiile betveen 3% and 6% are dissatisfied.
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- Most _Remington gun owners (87%) mentioned

somathing that thev particularply liked aboyt their
qun. As in previous years “accurate gun/agcuracy’
is still the most important reason for liking a
Remington. Hovever, the percent of respondents
vho mention accuracy has fallen steadily frum 20%
in 1982 to 14% in 1%989. MNeanwvhiles, weight
(1982=48%; 1989=10%) hes Tisan steadily and is nov
the second most important raasaen for liking a
Renington.

[Table 4)

- As might de expected. the fesatures likxed, varied
significantly by model of gun ([Tadble 4A.] The
M/700 ADL. BOL and MIN are all liked primarily for
their accuracy (2¢% mentioned for ADL and BDI, 22%
mentioned for NTN). In addition M/700 BDL ownhers
l1ixe its overell looks/appearance (198%). nd
accuracy, M/700 MIN owners like the light weight
of the gun (351%) and the gun‘’s handling (25%).

The light weight of the gun vas also iamportant to
owners of an M/Seven (66% mention). Eandling
(25%) and accuracy (17%) vere also cited by
M/Seven owners. The M/4/7400 is liked for its
overall looks/appsarance (22%) and product quality

. (primazily accuracy = 29%). Profuct features
(36%) predominantly the adbility to chamber
different sized shotshells and the choke tubes
were the most freguently menticned likea about the
WM. Both the M/B70 Express and the N/B70 are
liked for their price (M/870 Expruss=37%;
M/870=16%). In addition, prodQuet quality (M/870
Expresa=203; M/870 =25%) and overall
locks/appeerance (M/870 Express=25%; M/870=24%)
vere inportant likes.

- Sixty-three percent (63%) of Remington gun owners

. in 1989 indicated that there was something in
particular that they gisliked about their gun.
This is cozparable to levels over the past few
years (1988=65%; 1937=60%3). Also, as has bean the
case in past years, there wvas little change in the
composition of specific negative comments. The
categories “product features’ and “product

quality’ continue to be the aajor disliker.
[Table S)

;
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- The proeduct featuzres of grestest concern are
(M/870 and M/870 Express)
(¥/700 BDL, M/700 MTN, M/Seven) and veight
(M/1187 and M/4/7400). Major concerns with
. product quality included gun djammipg (M/4/7400 and
M/1137) poor wood to metal Lit (M/700 MTN) and
lack of accuracy (M/700 MIN).

i Abgut one in ten [11%) Remington gun owners

qUNS. This lavel is congistent with levels
recorded in previous years [Table 6). Also
congistent with recent years, functional problems,
as a category, continue to be the major reason for
repairs (38%). Howvwver, the 38% level recorded in
1989 reprasents a 7% decresase form 1988 (45%) and
a 16% decrease from 1987 levels. Modifications
(36%) primarily vork done on triggers (22%) are
nov almost as comson a reasonh for repair vork as
functional probleas. Howvever. one must keep in
mnind that the sample vas changed this year as the
Nylon 66/77 was dropped from the stady and the
¥/Seven was added. This may account for some of
the shift frem repair vork for functional problens
to modifications.

. - Among the different Remington models in the 1989
survey, the highest reported incidence of repair
vork was for the M/700 MIN (18%) and the M/Seven
(148). ([Tables 8 and AA). The 1682 level recorded
for the M/700 MIN in 1989 represents an increase
over the 15% level recorded in 1388.
Modifications to the N/700 MTN accounted for the
bulk of repairz. Meamvhla, both the ¥/700 ADL and
N/700 BOL registared major decreases in the
incidence of repair vork done in 1989 (M/700
ADL=7%; M/700 BDL=10%) versus 1988 (M/700 ADL=20%;
M/700 BDL~21%). As in the casa of ths M/700 MTN,
the bulk of ths repair vorR done by M/Seven owners
represented modification. )

- As in prior years, Remington owvners continue to
stress product performance criteria in their
purchase decisions with about nine of ten ovners
considering “accuracy,” "vorimanship/overall
quality.” *action sacothness,” and “action
strength” to be very “iaportant.” 1In addition,
more than eight of ten owvners reported that the
"feel of the gqun” and the "ease of safety

- Ll -
operation® were “very important. [ 3A)

R2519199
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Some important differences by modal include:

- Sights are of relativaly more importance to

purchasers of shotquns (M/870, M/8970 Express and
M/1187) than purchasers of centerfire rifles

(Model 700 and X/Sevan). Tha exception in this
case is ¥/4/7400.

- Weight is & more important consideration to M/700
MTN and M/Seven purclasers.

EUYER RECOMMENDATION

- The perxcentage of Remington purchasers who would
recommend the Remingteon model thev bought Lo 8

. Purther, this leval of
recomnendation was foraly high for all medels.

- Likewvise, the percentage o0f Remington qum owvners
vho indicated that they would recomsend a
Rerington gun to a friend (95%) has remained
unchanged ovar the eight ysars that the study has
been conducted. In aeddition, <this level s
consistent regardlesas of the current model owned.

{Table 10)

- ¥4/870 Express ovners have a 2edian housshold
income of $33,017 and a median age of 37; N/1187
ovners have s median age of 4) and s madian
household income 02 $40,750. The 3sdian household
income for M/700 ADL ovners is $32,917, and the
M/4/7400 owners it is $33,171.

R2519200
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Gun shops (35%) and sporting goods stores (27%)
account for the majority of Remingten gun
purchases. Hovever, both ¢f thase sources are
less important for M/700 ADL and M/4/7400
purchases. 1In their case department stores (¥/700
ADL=26%, M/4/7400=31%) and discount stores (M/700
ADL=26%, M/4/7400=22%) acoount for the majority of
sales.

Most Remington gun cvners are sarried (79%), own
their own hooe (82%), and one of tvo Remington
cwners have children living at hcme.

Almost half (45%) of M/Seven ovners live in the
Northeast Region, the Dulk ©f these deing in
Pennsylvania. This contrasts with the M/4/7400
owners of wvhom only 143 live in tha Northeasast
Region (neazly a third [29%) live Lin the Southeast
Region).
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