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Year 2008 Supplier Loyalty Test
Results Part II

PRODUCT INNOVATION

You might look at Product Innovation as the force that continually creates a business anew, while Product Performance and Product
Reliability are the forces sustaining the business.  From that perspective, P-Elite in Home Video and Stewart Filmscreen in the

H.V./Screen group have achieved a great balance at a very high level: By
also finishing first for Product Innovation, they have won the “Product
Triple Crown” - best performing, most reliable, most innovative - in their
respective groups.  9/19 Video companies finished with top tier grades for
Innovation this year, with P-Elite, Epson, SIM-2, Pioneer and Samsung
all showing more than 0.20 points year over year improvement.  In midfield
JVC is up 0.28 points, while LG, Marantz and Hitachi each dropped by
more than 0.20 points.

In the H.A./Electronics group Anthem held on to its No. 1 position in
Innovation (see p.4 for more Innovation tables).  P-Elite moved up 0.22
points to take second place, while Integra gained 0.25 points to take 3rd

place.  10/22 H.A./Electronics companies finished in the top tier on
Innovation, with Classé dropping 0.20, and McIntosh gaining 0.31 points.
Of the 12 companies in midfield, Bryston, Sony ES and last-ranked NAD
are up 0.20 points or more over last year.  Lexicon dropped 0.35 points.

12/16 H.A./Speaker companies finished in the top tier for Innovation, with
Def.Tech. once again in first place.  Monitor Audio, KEF and PSB are the
most improved, while last-ranked Bose - still a B, though - is down 0.20
pts.

In the Custom Installation group, new-to-the-survey Kaleidescape took first place for Innovation.  12/18 C.I. companies finished with
top tier grades on this parameter, with Control-4, last year’s first place
finisher on this parameter, down 0.46 points to a 3.76/A- and 10th place.  At
the top of midfield, Elan lost 0.27 points.

Although Tributaries gained 0.21 points, AudioQuest held on to first place
on this parameter in the Wire & Cable group.  In Car Audio, JL Audio is
also a (multiple) repeat winner for Product Innovation, improving this year
by yet another 0.25 points.  With 6/10 car audio companies finishing in the
top tier, Kenwood and, at the top of midfield, JVC, have gained the most.

TECHNICAL SUPPORT

When dealers encounter product or systems problems, how well do industry vendors stand behind them and support them?  Let’s look
at the Custom Install group first, where Tech Support is particularly critical.  A first glance at the table on p.2 shows that from top to
bottom the range from best to worst company is one full grade point - from a high of 4.19/A+ to a “low” of 3.20/B.  That’s definitely not
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shabby!  Triad, once again in first place, leads on this parameter,  and very
“techie” Crestron is the most improved.  In midfield AMX, Elan, Control-
4 and ReQuest all dropped by 0.20 points or more year over year.  In the
Wire & Cable group Tributaries gained 0.27 points to take first place
from AudioQuest.  In the Video group Sim2 improved by 0.60 points, to
take first place with the only top tier grade in the group on this parameter.
In midfield, Marantz and JVC show the most improvement.  In the bottom
tier, Toshiba, LG and InFocus are down 0.24, 0.25 and 0.25 points,
respectively, while both Panasonic and last-ranked Samsung are up by
more than 0.20 points.  All 3 Screen companies finished with A- top tier
grades on Tech Support, with Stewart once again in first place.  In the
H.A./Electronics group Anthem is once again No. 1 for Tech Support.
Bryston, up 0.34 points, is the most improved in the top tier.  In midfield,
Integra, P-Elite and Pioneer each improved their grades by more than 0.20
points.  Last-ranked JVC in the bottom tier is up to a 2.03/C.  In the
H.A./Speaker group B&W tops the Tech Support chart followed, once
again, by JL Audio in second place.  Monitor Audio, Artison and
Atlantic Tech in the top tier and A. Gallo and KEF in midfield show the
most improvement.  In the Car Audio group Memphis wrested first place
from JL Audio.  Both are up substantially year over year, and still only
1/100th of a grade point apart!  In midfield Kenwood, Pioneer, Clarion
and Eclipse, as well as last-ranked JVC in the bottom tier, improved by
0.20 points or more.  Directed Electronics, however, dropped 0.36 points.

RESOLUTION OF SERVICE, RETURN, REPAIR ISSUES

ARCAM, up 0.21 points over last year, finished first in the H.A/-
Electronics group on this parameter.  Bryston, up 0.20 points moved up to

2nd place.  Anthem and Rotel, both top tier companies, dropped 0.26 and 0.23 points respectively.  McIntosh, Musical Fidelity and NAD
in midfield are down by 0.20 points or more as well, while P-Elite and Sony ES each improved by more than 0.20 points.  In the bottom
tier Sony and JVC are up 0.30 and 0.43 points, respectively.  Please see the tables on p. 3 for the results for the H.A./Speaker, Home
Video, Screens, Custom Installation, Wire & Cable and Car Audio groups.  More results to come.      Gisela Schoell, Editor




