
David Lemnah and Ryan Lantz founded Lokal Homes in 2013, seeing 
an opportunity in the Denver market: provide a personal buying 
experience, a straightforward value proposition, and designs and 
features that are specific to the Denver buyer – and difficult for 
production builders to replicate. After building 5 homes in 2013, these 
local builders closed 223 homes in 2017, and ranked 167th largest 
builder in the nation according the 2018 Builder 200 list.

In the Denver market, the Lokal Homes customer experience is 
unmatched. Custom-designed floor plans are packed through the 
roof with in-demand features as part of their standard models – 
from $300,000 townhomes to $1.2 million dream homes. This value 
proposition is clear to Colorado buyers who appreciate the Lokal 
difference, but Lemnah and Lantz quickly found that this value did 
not automatically translate into customer satisfaction.

“THIS WAS A REAL EYE-OPENER”

In 2016, Lokal Homes applied for the Customer Satisfaction 
Achievement Award through Shinn Builder Partnerships, expecting 
their customer-focused value proposition to hand them a big 
win. As part of the award submission, Woodland, O’Brien & Scott 
surveyed 100 Lokal customers. Charlie Scott, Director of Woodland, 
O’Brien & Scott travelled to Colorado to deliver the results – Lokal 
Homes scored very low on the key metric of willingness to refer. 

“We surveyed every new customer at closing,” says Dave Lemnah, 
Co-Owner of Lokal Homes. “After seeing the results from Charlie’s 
team, we realized that our closing survey didn’t provide the same 

level of accuracy and accountability. This was a real eye opener for 
us: we needed deeper insights into our customers’ opinions.”

There were two fundamental issues with the Lokal Homes closing 
survey. First, customers are happiest – by far – immediately after 
receiving the keys to their new home. Second, human nature 
prevents home buyers from providing truthful opinions directly 
to the home builder. A third-party survey anonymous survey is 
absolutely critical to gathering meaningful, actionable results.

THE INDUSTRY-TESTED THREE-STEP SURVEY PROCESS

Lokal Homes hired Woodland, O’Brien & Scott in 2017 to perform 
their industry-tested three-step survey process for each new 
customer. The closing survey immediately after key release, 
the customer satisfaction survey 45-60 days later, and the 
warranty survey one year after close. Each survey is conducted 
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anonymously using a multi-step approach where the buyer can 
complete the survey online, by phone, or by mail.

With a full slate of results, the Woodland, O’Brien & Scott team 
made a number of recommendations to help Lokal Homes improve 
that key willingness to refer metric. Further, the research makes it 
immediately clear to Lokal Homes exactly which team members 
are helping, and which are hurting, that key metric. Armed with new 
information, Lemnah and Lantz built a process to address key issues 
raised in the research, and made team members accountable for 
customer satisfaction.

Lokal created a roadmap to help customers understand the 
complex process of building a home – and when they can 
expect communication throughout that process. The team 
created a concrete quality assurance process, adding a second 
QA checkpoint after framing and electrical. Lokal Homes also 
created a brand-new home care department, with a dedicated 
and accountable manager, and punch list software to ensure task 
completion and accuracy. 

Finally, and possibly most importantly, the customer care data 
generated by Woodland, O’Brien & Scott is shared internally 
throughout the company. Every single homeowner survey is 
automatically emailed to all employees – even those working on 
other communities – and aggregate data and employee rankings 

are shared at each quarterly meeting. Put simply, homeowner 
satisfaction has become a core company strength for Lokal Homes.

THE UNRIVALED CUSTOMER EXPERIENCE

“Customer experience is so much more than ratings and testimonials. 
We take a holistic approach to the design and performance of our 
homes, AND our customers,” says Dave Lemnah. “If you want a glowing 
quote for your website, survey your customers at closing. If you want 
happy customers who refer you to their friends and family, put your 
entire process under the microscope. We are proud of the homes we 
build, and now I can confidently say: our customers are proud too.”

When Lemnah and Lantz founded Lokal Homes, they did so on 
the foundation of six company values: integrity, passion, pride, 
resourcefulness, commitment, and “customer first”. After engaging 
Woodland, O’Brien & Scott and re-focusing the company around 
their customers, Lokal Homes has changed their sixth corporate 
value from “customer first” to “an unrivaled customer experience” – 
a value that cannot be easily replicated.
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