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Quicken Loans Ranks Highest Nationwide in 
Mortgage Origination Satisfaction Study
Scores Highest in Three of Four Study Factors

According to the J.D. Power and 
Associates 2010 U.S. Primary 
Mortgage Origination Satisfaction 

Study,SM Quicken Loans ranks highest in 
overall customer satisfaction among U.S. 
mortgage originators.

With a score of 826 (on a 1,000-point 
scale), Quicken Loans exceeds the 
industry average by 92 points and achieves 
the highest score in the study in three of 
the four key factors. The study is based 
on feedback from nearly 3,500 customers 
who originated a new mortgage, and was 
conducted in July and August 2010. 

To help homebuyers and existing 
homeowners make more-informed 

decisions when considering a mortgage 
originator, the study measures the key 
drivers of the customer satisfaction 
experience. These factors include 
Application/Approval Process (37% of 
the overall satisfaction score); Contact 
(17%); Closing (22%); and Loan Officer/
Mortgage Broker (25%).

“With a score of 826 (on 
a 1,000-point scale), 
Quicken Loans ranks 

highest in overall customer 
satisfaction among mortgage 

originators.”

Quicken Loans achieves the highest 
score in the industry in Application/
Approval Process, Contact, and Closing, 
and exceeds industry average in Loan 
Officer/Mortgage Broker by 85 points. 
Furthermore, Quicken Loans receives 
the highest ratings in the study for the 
six attributes that comprise Application/

Approval Process, which is the single-
most-influential factor.

Application/Approval Process

A successful mortgage application/
approval process sets the tone for the 
entire origination experience. Quicken 
Loans earns a score of 790 in the 
Application/Approval Process factor—
the highest among all originators in 2010. 
In addition, Quicken Loans receives the 
highest ratings in the study for every 
attribute within the Application/Approval 
Process factor, including:

•	 Length of time from loan application 
to final approval

•	 Ease of completing loan application 

•	 Reasonableness of the amount of 
supporting documentation required

•	 Reasonableness of fees paid

•	 Competitiveness of interest rates

•	 Variety of loan options

Mortgage Origination Study 
Customer Satisfaction Index

(Based on a 1,000-point scale)

Other companies in the study include: Bank of America, 
Chase, CitiMortgage/Citibank, Flagstar Bank

Source: J.D. Power and Associates 2010 U.S. Primary 
Mortgage Origination Satisfaction StudySM
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Quicken Loans: “Highest in Customer Satisfaction with Primary Mortgage Origination”®



Contact and Closing 

Quicken Loans also achieves the highest 
scores in the study in the Closing and 
Contact factors. Two key attributes that 
contribute to satisfaction with the Closing 
experience—Ease of understanding closing 
documents and Convenience of closing—are 
particular strengths of Quicken Loans.  

Loan Officer/Mortgage Broker

Courtesy, responsiveness, concern, 
and knowledge of the loan officer are  
important drivers of the overall customer 
experience. Quicken Loans exceeds 
industry average in each of the five 
attributes that comprise the Loan Officer/
Mortgage Broker factor.

Finding the Right Mortgage 
Originator 
Finding the right originator is critical 
to a satisfying mortgage experience. 
Transparency, responsiveness, and 
communication are key. The study reveals 
that homebuyers and homeowners should 
consider these traits when selecting a 
mortgage originator.

Communication

During the home-buying or refinancing 
process, clear communication is important 
for minimizing confusion and hassles. 
Finding a mortgage originator that excels 
in communication is critical, as customers 
need and expect a complete understanding 
of all loan options available to them. This 
is an area in which Quicken Loans excels.  

“On average, Quicken 
Loans customers receive 
final approval in 13.5 

days, which is about half 
the time of the industry 
average of 27.5 days.”  

Nearly all (96%) customers of Quicken 
Loans indicate that they received a 
complete explanation of the entire 
mortgage process. Similarly, 96% of 
Quicken Loans customers indicate that 
they received a follow-up contact and 90% 
received proactive status updates. Quicken 
Loans comfortably exceeds the industry on 
these measures. 

Setting Expectations

For mortgage originators, delivering 
high levels of satisfaction is contingent 
on meeting or exceeding customer 
expectations. Because the entire 
origination process takes longer today than 
in the past, providing realistic time frames 
and transparency regarding these major 
milestones is of utmost importance.  

Fully 88% of Quicken Loans customers 
indicate that they closed their home loan 
on their desired date—more often than do 
customers of any other originator.

Furthermore, 88% of customers indicate 
that Quicken Loans provided and 

met application/approval time frames, 
compared with an industry average  
of 68%.

Proactive Process Management

Customers seek originators that provide a 
turnkey and transparent experience—one 
that is free from problems and errors.

Proactive communication and outreach 
by Quicken Loans helps customers avoid 
excessive problems and miscommunication 
during the origination experience.

Satisfaction Increases as Timelines 
Decrease

Quicken Loans has the shortest 
average application-to-final-approval 
timeline in the study. On average, 
Quicken Loans customers receive final 
approval in 13.5 days, which is about  
half the time of the industry average of 
27.5 days. 
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Quicken Loans exceeds industry average in every study factor, earning the highest scores 
in three of the four factors.

(Based on a 1,000-point scale)


