
TURNING CUSTOMER EXPERIENCE 
INTO A COMPETITIVE ADVANTAGE

Stepper Homes was founded by Rudy Stepper, a recent immigrant, 
who started by building one home for his family in 1956, and now 
has built over 8,000 homes in the Calgary area.

Yet, as passion and hard work continue to drive the company’s 
growth, Stepper Homes has recognized the importance of 
enhancing their customer experience strategy to stay ahead of 
the competition without affecting the bottom line. They came up 
with a perfect plan to actively listen to the voice of the customer to 
demonstrate just how much they value their customers’ business. 

 We reach out to every single homeowner who  
is NOT happy with us. We work to resolve their concerns  

as quickly as possible.

— Carol Warner, Customer Experience Analyst

To maintain a competitive advantage in the current 
industry landscape where customer reviews have a 
significant impact on purchasing decisions, Stepper 
Homes realized that they needed to focus more 
on customer experience to bring in greater referral 
potential. Today, Stepper Homes strives to work 
with Homeowners to resolve issues quickly and 
efficiently. They do this because it’s the right thing 
to do and have created a process where a quick 
response and resolution are part of the customer-
centric company culture they’ve built. 



A few years ago, the management team realized that in addition 
to passion and hard work they needed to include a greater focus 
on customer experience. They saw that many companies were 
creating customer journey maps and plotting the major paths that 
customers were taking and wanted to focus on key touchpoints.

Knowing the importance of the touchpoints and interactions 
that occur throughout a customer’s relationship with the 
company, Stepper Homes hired Carol Warner as a Customer 
Experience Analyst to look for strategies to expand and enhance 
their customer’s experience. This fundamental commitment to 
customers and quality drives the team to strive for 100% customer 

satisfaction. Stepper Homes strives to resolve all homeowner 
concerns to ensure they are happy in their new space and feel 
confident in their product and processes.

We are constantly looking for ways to improve our processes to 
be more efficient. “One customer mentioned that because of the 
way the door handle was designed, he scraped his knuckles on the 
door frame every time he opened his garden door, so we looked for 
options and ended up changing out his door handle.”

THE CHALLENGE: STAYING AHEAD OF THE 
CUSTOMER EXPERIENCE CURVE
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Stepper Homes partnered with CustomerInsight to develop  
a comprehensive strategy to improve overall customer experience  
by actively listening to the voice of the customer – and tracking  
the results. 

By periodically checking in on customers and planning 
incremental but meaningful improvements that could 

be measured over time, Stepper Homes is able to make 
necessary adjustments and show customers that they  

value their business. 

Stepper Homes has implemented many of CustomerInsight’s 
best practices: surveying customers pre-closing, one-month 
post-closing, and thirteen months post-closing. In addition to 
this valuable data, Stepper has added the six-month post-closing 
survey. This volume of information gives internal teams the power 
to improve operations and quality across the company. 

With CustomerInsight data, Carol prepares monthly reports 
including overall response rates and willingness to recommend, 
shares these with the management team. They also reach out to 
every single negative response in an attempt to get to the heart 
of the concern and learn from the customer and their comments. 
Once per quarter, she customizes these reports for each 
department and presents the findings to each team. The issues are 
pinpointed and improvements are prioritized based on the issues 
that resurface time and time again. 

Staff members from Managers to Site Supervisors, now pass  
by Carol’s office and ask, “How’s my team doing? What can we 
improve today?”

THE SOLUTION: 
ESTABLISHING A 
REFINED CUSTOMER 
SURVEYING PROCESS 
AND CONNECTING 
DEPARTMENTS
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Stepper Homes sees themselves as a customer-focused builder. 
The CustomerInsight process has allowed the team to improve the 
interactions with their homebuyers.

Their already respectable customer satisfaction scores have risen 
dramatically in the past four years. At the 2018 HOME Awards, 
Stepper Homes won the Best Customer Experience award for highest 
customer satisfaction scores, and Builder of Choice for the highest 
combined scores from their trades, employees, customers and 
prospective customers. Most recently, Stepper Homes won Best 
Customer Experience for the highest customer experience scores. 
“We know how important the HOME Awards are when prospects 
make the decision to select a new builder,” says Carol Warner. 
“Winning these awards has further motivated our team to provide 
exceptional customer experience and in turn has further improved 
our relationship with our employees and our trade partners.”

Today, actions initiated by customer experience surveys lead to 
ongoing improvements in the quality of a Stepper Home. To Stepper 
Homes, the best reward is a happy Stepper customer. After all, many 
Stepper employees live in the communities where they build, so 
listening to their customers (who also happen to be their neighbors) 
is part of daily life.

THE RESULTS: GETTING BEST AWARDS  
AND MORE CUSTOMER REFERRALS

RESPONSE 
RATES BEFORE
CustomerInsight

RESPONSE 
RATES AFTER

CustomerInsight

One-month  
survey 80-85% > 95%

Six-month  
survey 60-70% 85-95%

Thirteen-month 
survey 80-90% 90-100%

https://constellationhb.com/resource-center/builder-success-stories/stepper-homes
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