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Consumers trust those brands that match or exceed their expectations.  When a brand performs as a consumer expects, their trust 
increases.  This brand trust produces brand equity which produces value in both the future purchase behavior of consumers as well 
as their likelihood of expressing positive word of mouth comments to others.  Given the importance of brand trust, companies have 
begun to ask – do consumers trust their brand?

To answer the question of trust in brands, Lifestory Research conducted more than 10,000 surveys among residential consumers.  
These surveys were collected over the course of the prior 12 months. To qualify to participate in the study, participants must have 
indicated that they were aware of specific HVAC System brands. Participants completed several questions including motivational 
drivers, demographic characteristics, and brand equity measures.  The brand measures include measures of brand awareness, 
quality, current brand in home, and trust.  

To assess the Net Trust Quotient Score (NTQS) for each of the HVAC System brands, consumers were asked to evaluate how much 
they trust each of the HVAC System brands in the study. Consumers were asked: Based on anything you have seen or heard, what is 
your impression of the trustworthiness of the following brands?  Responses could range along a 10 point scale of Very Trustworthy to 
Not Trustworthy.  Net Trust Quotient Scores were then calculated based on how a consumer evaluated a specific brand along the 10 
point scale.

Trust is measured through the Lifestory Research Net Trust Quotient Score.  This score is based on the fundamental perspective that 
every organization’s customer can be divided into three categories: “advocates,” who feel a significant trust toward a given brand; 
“neutrals,” who trust a specific brand, but do not see a specific brand as standing on the shoulders of other brands in regards to 
trust; and “antagonists,” who are skeptics with little, if any, trust in a specific brand. Scores are standardized with 100 being equal 
to the overall average.  Scores can array above and below the 100 point average.  

Using this statistical approach noted above, we calculated t scores for the brands in the study.  In the following table is the rank 
order of the brands.  The rankings are based on the Net Trust Index Quotient Score. 
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1  In order to be evaluated on the dimension of trust, a consumer had to first indicate that they had heard or seen the brand.  This measure of 
awareness was used as a filtering question as to which brands were then evaluated in the study.

NTQS = % of Advocates (9&10) ---- % of Antagonists (0-6)
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1	 Trane	 122.5
2	 Carrier	 113.5
3	 Whirlpool	 113.3
4	 Rheem	 108.6
5	 Lennox	 107.2
6	 York	 101.6
7	 Bryant	 100.7
8	 Rudd	 98.3
9	 American Standard	 97.9
10	 Heil	 96.1
11	 Mitsubishi Electronics	 96.0
12	 Goodman	 94.0
13	 Payne	 93.2
14	 Viega	 91.9
15	 Climate Master	 91.6
16	 Daikin	 88.5

Rank	 HVAC Brands	 Index Score

Charts and graphs must be accompanied by a statement identifying Lifestory Research as the publisher and the Lifestory Research 
2015 America’s Most Trusted™ HVAC System Brand study as the source.   

No advertising or other promotional use can be made of the information in this release or Lifestory Research survey results without 
the express prior written consent of Lifestory Research
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About Lifestory Research

Headquartered in Newport Beach, Calif., Lifestory Research is a trusted national independent market research firm focused on 
consumers and their homes. We take a consumer-centered approach to helping developers, home builders, financial institutions, product 
manufactures, utilities, and organizations serving customers in their homes. We provide timely analysis that allows our clients to make 
informed decisions. Our research is backed by in-depth consumer and market intelligence that drives confident business decisions. 
www.lifestoryresearch.com

About America’s Most Trusted™ Award 

America’s Most Trusted™ is a designation awarded to companies that provide services or products to customers in their home.  The 
award was first established in 2012 by Lifestory Research, a national consumer research firm.  Companies and categories currently 
awarded the designation of America’s Most Trusted™  include: home builders, active adult resort home builders, electric utilities, kitchen 
appliance brands, laundry appliance brands, and residential realtor organizations.  Awards are based upon the collection and evaluation 
of consumer surveys administered over the course of a 12 month time period.

Contact Information:

Lifestory Research
20271 S.W. Birch St., Ste. 100 Newport Beach, CA 92660 
Phone:  949-234-6940  I  www.lifestoryresearch.com
 


