
amazoncom
No large company earned stel lar
scores across the board for Price,
selection, and later, support.  Sti l l ,
respondents to both surveys were
fair ly well  sat isf ied with most com-
pan ies  i n  ou r  Ra t i nqs .  And
although local, independent busi
nesses overal l  were rated better,
ouf data on part icular small  retai l-

ers other than Abt Electronics are
insuff icient lor specif ics. There
were also insuff icient data fof
Costco, a top performer last Year,
in the major-appl iance categorY
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SHOPPING

When prlce and selection matter
most:

I  Amazon
3 Costco
'll Abt Electronlcs

For small  appl iances, Amazon was
top-notch for pricing and selec'
t ion; Costco's Pricing was better
than average. Also imPressive
were the smallef indePendents.
Lowe's, and Sears. For major aPPli
ances, Abt had the best select ion.
The company received verY favor'

able scores fof shopping ease, too,
though sample sizes were insulf i-
cient for us to include that scofe.

For the best overall store
experlence:

2, lZ Independent stores
5 Sears

Wh i l e  no t  a l l  sma l l e r ,  i ndependen t
stores can be considered equal,
the cateqofy as a whole stood out
fof overal l  shopping ease, in-store
service, and checkout. For small
appl iances, Sears matched inde-
pendents and was rated better fof
price.

SERVICE AND SUPPORT

For the best support overal l :
'19 lndependeni stores

Only independent retai lers scofed
above average ai giving helP over
the phone, in home servtce, and
general ly solving problems.
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Guide to the Ratings

The Rat lngs are based on responses to
the 2007 Service and Support Survey
conducted by the Consumer Reports
Nat ional  Research Center,  an0 use cus_
tomer_support  or  repair_serv ice exper i_
ences contact ing a reta i lef  or  manulac-
tufer  about 14.897 appl iances f rom
January 2006 to June 2007. R€ader
score rellects overdll satisfdction with

exper i€nces and is  noi  l imi ted to factors
under "survey resul ts,"  A score of  l0O

would mean al l  respondents had been

completely sat is f iediSO \4ould mean very

sat is f ied,  on average; and 60,  fa i r ly  v/e l l

satisiied. Difierences of less than 7 points

are not meaninqful. Solved problem indi

cates whether the problem was solved by

the company s srJpport of repalr servlce

Phone walts covers long waits on hold

and other problems navigatinq the phone

system. Phone staff indicates whetner

suppori staff were knowledgeafJle and

courteous.  and communicated c leaf lY.
Respondents a lso rated the companies '
ln-home servlce and Web sltes; ratings

on the chart  represent the percentage

who raied these aspects of support or

repair  serv jce "excel lent ."  "  indicates

insufiicient sample size to report results.
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19 Ind€pendenl 3lorel I

20 Xennore ,

2l Sear9 i 3

22 lon€'i i

23 GE onogram

24 Hone DePot 1

25 Gemnl El.ctrlc

26 Bert BUY I

27 lvhlrlgool

28 XltcienAid

29 LG

30 ayt.g

31 filgldiirc

32 Jenn'Air
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appliances purchased al Se a$.
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