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We surveyed 22 residential home builders across the country this spring to understand how their teams handle 
the post-closing handoff to homeowners. What we found paints a clear picture: the industry is still operating 
largely on physical binders, phone calls, and informal processes. Builders know it. 

This report shares the data. Our goal is to give you an honest benchmark so you can see where your process 
stands and where the biggest opportunities for improvement are. 
 

 

KEY FINDINGS AT A GLANCE 

77% 
Still rely on a physical binder as the primary handoff method 

55% 
Estimate that 10%+ of post-closing service calls are avoidable -- homeowners could 
have found the answer themselves 

7.1 / 10 
Average builder satisfaction with their own handoff process -- with 1 in 4 scoring 
themselves a 5 or below 

45% 
Use phone calls and texts as their only post-closing communication tool 

27% 
Take 1–4 hours to retrieve a single document when a homeowner calls 

64% 
Have no process for measuring homeowner satisfaction after closing 

 

 

Who Responded 

22 
Builder respondents 

68% 
Close fewer than 25 homes/yr 

55% 
Have a dedicated warranty dept 

 
Respondents ranged from small custom builders closing fewer than 25 homes per year to regional production 
builders closing 500+. The majority were owners, presidents, or VP-level operators. The people responsible for 
both the homeowner experience and the bottom line. 



Builder Satisfaction with Their Own Process 

 

7.1 / 10 
Average builder satisfaction with their post-closing handoff process 

5 of 22 builders scored themselves a 5 or below 

 
A 7.1 average suggests most builders feel their process is acceptable, but not great. One in four scored 
themselves a 5 or below, indicating active dissatisfaction. And notably, even builders who rated themselves highly 
tended to cite manual, labor-intensive processes as the reason they gave themselves room to improve. 

How Builders Currently Hand Off 

Physical binder of manuals and documents 77% 

In-person orientation at closing 73% 

Nothing formal beyond standard closing paperwork 32% 

Digital platform for homeowners 27% 

Walk-through video orientation 9% 
 
The physical binder remains the industry standard. Nearly three-quarters of builders conduct in-person 
orientations, but fewer than 1 in 3 offer any kind of digital platform where homeowners can access their materials 
after closing. Once the homeowner walks out the door, most builders have no scalable way to reach them. 

What Technology Builders Are Using 

Phone calls and texts only 45% 

A dedicated handoff platform (HomeBinder, Punchlist Manager, etc.) 27% 

Email, Dropbox, or Google Drive 18% 

Buildertrend owner portal 18% 

A custom-built homeowner portal 9% 
 
Nearly half of builders rely on phone calls and texts as their primary post-closing communication tool. This creates 
a support burden that scales with headcount, not with systems. 

Where Time and Money Are Going 

 

27% 
Need 1–4 hours to find a single 

homeowner document 

55% 
Estimate 10%+ of service calls are 

avoidable 

64% 
Don't measure post-closing 

satisfaction at all 

 
Document retrieval is a hidden time drain. When a homeowner calls asking for their appliance manual or paint 
color, over a quarter of builders spend one to four hours tracking it down and sending it. At scale, that time adds 
up fast. 



Avoidable calls are common. More than half of builders estimate that at least 10% of their post-closing contacts 
are for things the homeowner could have found themselves in the materials provided at closing. The problem is 
not homeowner behavior; it is accessibility. 
Most builders are operating blind. 64% of respondents have no process for measuring homeowner satisfaction 
after closing. Without a feedback loop, problems compound silently, and referrals get left on the table. 

The Cost of Post-Closing Customer Care 

Less than $500 per home 23% 

$500 – $1,500 per home 36% 

$1,500 – $3,000 per home 18% 

$3,000 – $5,000 per home 9% 

We do not track this cost 14% 
 
The per-home cost of post-closing customer care ranges widely, but the 14% who simply do not track it may be 
carrying the highest costs of all. Without visibility into staff time, callbacks, and truck rolls, there is no way to know 
what is working or where to improve. 

What Builders Want Most 
When asked where they'd invest to improve the post-closing experience, responses clustered around two themes: 
 

Automated post-closing communication (reminders, check-ins, satisfaction) 32% 

A digital homeowner portal or handoff platform 27% 

Better team training on orientation and handoff 18% 

Improved closing document package: organization and completeness 14% 

Hiring or expanding the customer care / warranty team 5% 
 
Nearly 6 in 10 builders said their top investment priority was either automation or a digital platform. These are not 
aspirational wish-list items; they are the specific gaps builders are already trying to solve. 

The Bottom Line 

Taken together, these numbers point to a clear conclusion: the post-closing experience in residential home 
building is overdue for a better process. Builders are spending hours on tasks that should take minutes, fielding 
calls that should never come in, and operating without the feedback loops needed to improve. The materials exist. 
The goodwill is there at closing. What is missing is a system that keeps both working after the homeowner walks 
out the door. 

About This Report 
This benchmark was produced by Purtrack in collaboration with Pro Builder. We conducted this survey to understand 
what the handoff experience actually looks like on the ground. Not as a sales pitch, but because better data leads to 
better decisions for the whole industry. 
 
If you'd like to discuss your specific situation or see how Purtrack fits into your current workflow, reach out at 
hello@purtrack.com 

 
purtrack.com 


