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A number of rheoserlcal writings and much empirical 
research have recently focused on the satisfactfon and 
dissatinfaction of consumers. For example, consumers who 
are dissatisfied, (Warren, Herman snd Willits, 1975), who 
have complained, (Edgecombe and Wolfe, 19751, and uba have 
been i n  the forefront of the  consrrmrisrn movement, 
(Thorelli, Becker and Engledou, 1975) have all been pro- 
f i l e d .  The area of consumer satisfaction and d i e ~ a t i s f a c -  
t i o n  and its measurement have received much p r i v a t e  and 
public sector attention, (Day, 1976; Hunt, 1 9 7 7 ) .  This- 
third annual conference bears witness  to the burgeoning 
interest and importance of the area. 

Thia paper presents but one relatively specific and 
little researched part of the consumer complainer eat i s -  
faction/dissatistactton area. That l a .  I t  presente the 
satisfaction of consumer complainers with consumr pro- 
tection agencies .  The purpose of this paper ia t o  deter-  
mine what type ef consumes ccmplainers are sat i s f ied  end 
what type are d i a s a t i s f l e d  w i t h  the consumer protection 
agency which i a  serving them. 

A random sample o f  1400 recent Wayne County Coneumcr 
Protection Agency (WCCPA) complainers' f f  lcs which had 
been closed by the WCCPA van d r a m .  A questionnaire was 
devised, pretested and f i n a l l y  administered by telephone 
i n  February 1977 with a tota l  of 1188 usable sesponaes 
being  obtained. The WCCPA was one of the fitat county 
consumes protect ion agencies In the country end represents 
one of the five largest county populations i n  the U.S.  
(U.S. Departzwnt o f  Commerce, 1972) .  

Edgecombe and Wolfe, 1975; T h o r e l l i ,  Bechr and Engledw, 
1975; Day. 1976; Hunt, 1977). 

Simple Stage by Stage Complaining Process- Sat ia faet iw 
Determining Model and f n i t i a l  ~ i n d i n g s l  

The i n i t l a 1  f ind ing8  of the complaining procerrs sat- 
lafaction deterraining model vere presented i n  April 1978,  
(Bernacchi, Kono and S m i t h ) .  These findings ere now 
sunmrarized. The l e f t  hand coluuin presents  the aforemen- 
tioned model i n  its four stages and the right hand colunm 
es teb l i ehes  the categories  for each stage as ue11 as 
collected data f o r  each category of each atage. 

M o d e l  - Initial  Findings 
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All f indings herein presented are couched i n  term af 
a s i m p l i f i e d  complaining process model. Thds model allowed 
researchers the opportunity to analyze the data in 8 

realistic and systematic manner culminating in  d i s c r e t e  
measurea of conaumer s a t i e f a c t i o a .  This method aleo per- 
mitted the researcherg t o  distinguish those who claimed 
to be satisfied with the WCCPAns services from thoae who 
claimed t o  b e  d i s s a r i a f i e d  by the ir  type of complaint, 
whether or not they became involved in the complaint's 
renolution, and the type of resolution they received. In 
add i t i on ,  the demographfes of all respondents were analyzed 
in each of the various process stagea to discover whether 
those who belong in the differing categories of each stage 
also differ demographically. l ~ h e  date and process mdel  presented in thin section of 

the  paper are adapted from en e a r l i e r  paper presented by 
Complainer Profile Findinga the  same authora. 

+ 

The data demnatrated that the WCCPA demographic *category of complaint l a  referred to  here as to whether 
prof i le  was s i g n i f i c a n t l y  better educated, younger, and the complaint concerned a product, only; atrvices rendered, 
earned more income than the average Wayne County resident. only; or some combination of  a p r d u c t ' s  performance and 
These results generally concur with a number o f  earlier services rendered. 
mentioned atudiea, (Warren, Herman and Willits, 1975; 
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In m, m t & g a  bg m t a g e  demcriptim finanqm indicated 
that l 

1 .  About 60% o f  all raapond*ntm wm* satisfied w i t h  their 
reeolutim. 

2 .  Refmdm arid refexralm wee the d d m t  type of agsacg 
reaoluti~n with 39% md 38% of all rsselutians bsing of 

3 .  Cher one-half (55%) of 111 caplahers & A d d  not to 
becolrre further involved thyend iniriathg E complsint) 
in the resolution of t h s P r  complshts. 

4.  mutt typcl e l a i n t s  (4461 ware much p~evelant 
than ei-r product-ae-ce or aerv in  oaly eowlainta.  

Given the focun of natiafaction'a further analpai8 
obtained by croaa-tabbing ratfsfactian w i t h  t h  rsnalna 
three ?rocerrs stages or variablsa yieldad the Following. 

z 
Cmmplaint Tyaa Sat is f fd  X n m T m n t  Batlafied 

1. Product 698 of 523 1. Yes 791 of  537 

3~omplainar involvement re fers  t o  whether 03 no t  the 
complainer, a t  t h e  agency" request, continued or becme 
act ively involved i n  the resolution of the cowplaint. 
Actively involved here mans self-help or aiding in 
the solution of one's problems. 

4 ~ h e r e  were three categories of complaint reeolutim 
determined. A reaolution waa classif ied as a refrmd or 
deaired r e s ~ l l v t i o n  i f  the complainer vaa refunded or 
received a non-refund re~olvtion which was  des ired by 
that complainer. Theme tvo categories vere merged since 
refunding was overwhelmingly preferred as the deaired 
resoluti~n save t h w e  f e w  deaired aon-refund reaoluticms 
mentioned above. The referral resolution uas determined 
by the agency w d  meant that the  c o q l e i a t  was referred 
to another agency for further d i s p o s i t i o n .  The "other" 
s e ~ o l u t C o n  is referred t o  here as all reaal,~~tioas other 
than "refund desired"' and "referral." That i s ,  the 
other resolution i a  a compromise scerolutfon because 
the complafnet while receiving a resolution from the 
agency [unlike referral) nevertheless is not put back 
in the same economic p o s i t f o n  (referral) he/she vas 
prior t o  che marketplace transaction from which h i a /  
her cmplainc eminated. 

Theae data clearly demonstrate that: 

1 .  A s e n t i c e  complaint i a  much leea likely t o  be 
"aatiefied". 

2 .  * complainer who becomes involved i n  the  complaint 
resolution process is much more l i k e l y  t o  be sat i a f i e d  
than one who remains untnvolved. 

3. Those who receive refunds srs overwhelmingly more 
sariaffed then those vho do not recefve refunds.  

Given the  a b o w  analyees, the remaining cri t ica l  
question would seem t o  b e  &at are the  relationships be- 
tween being satisfied & complaint type ,  fnvolvement, 
and resolution type. taken together. This informarlon i s  
presented using s decision tree diagram. 

Demographic: P r o f i l e  o f  Consumer Complainers by Complaining 
Proceirs Stages 

Cmeumer complainer prr files were detsiled by educa- 
tion, age, sex, and income level to determine wheeher those 
characteristifa distinguished those who in i t ia ted  dif- 
ferent types of cornplainta, became involved or not i n  the 
complaint r e a o l u t i m ,  the t y p e  of resolution, end whether 
they were satisfied or not. The data demonstrated Chat 
t h e  various profile demographics of consumer complainers 
d i d  not a i m l f i c a n t l y  d i f f e r e n t i a t e  complainers in any of 
t h e  process stages. 

Related Stage by Stage Procegs H ~ d e l  Findings 

- i l e  demographic profile data did  not d i f f e r e n t i a t e  
thoee i n  the various etages of the process model the  sane 
can not be sa id  as one relates the findings of the various 
stages of the complaining process model-to each other. 
Those flndinge are diagramed below and discussion SoILws. 

The data  presented i n  the  following dragram clearly 
distinguishes between consumer complainers as me compares 
and relates the various stages in the process mode l .  

In cspeule: 

1. Generelly speaking, product c q l s l n e r s  regardless of 
reso lu t ion  type are l i k e l y  to be be t ter  g a t i s f i e d  
than either product-service or service complainers. 

2 .  Generally speaking.  those who received refunds vere 
much better a a t i s f i e d  than those receivinp, other 
resolutions independent of the nature o f  the complaint 
or whether or not they vere involved In the complaint 
or whether or not they w r e  fnvolved i n  the  resolution 
of the ir  complaint. 

3. Those who were involved i n  the resolution of their 
complaints and did not receive a refund (other  a n d  
referral reaolutionsE were much mare likely co be 
satisfied than those who were nee involved and d i d  
nor receive a refund. 

4. Unlike product or product-service complainers 4ho 
received refunds,  aervlce complainers uho received 
refunds afid were involved were much less l i k e l y  
to be satisfied than service complainers who received 
refunds and were involved. 

5 ~ a t i s f i i e t  ion  here referred to whether or not the 
complainer admitted being a a t i s f i e d  v i t h  the services of 
the agency. 

&supra, no te  1. 
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3 .  Con- protuction aganciea must $e very consciaua 
of service cwplainare because of theh high 
potential for dle~at l s factkon.  Further, the data 
indicated the need for service con@lalare to 
&coma involvsd in their m l d n t  resolution 
even though the remlutim lead8 to a refund. 

While the a b v a  "refundingm, *involvementw, and 
"seraice" cmolua ima are a l l  fairly obvious and axpecte&, 
fn the sqqregata they perkend serious diasatiafaction 
ptentdal  for the consumer c w l a i n e r  marketplace. That 
l a ,  a mnarmgr cwplainer with the p a t e s t  opportunity 
for satisfaction wuld  typically h one *rho had a p d w t  
based complaint, uaB Invvlved i n  the reeolution of that  
complaint, and perhaps m e t  i q o r t n n t l y  received either 
a "refund" or another type of "dasir-sd" resolution. 
further, it may be h ~ t h m e i z e d  t h a t  products because of  
their tmqibi l i ty  generally pmnent more direct, less 
complicated, and leea frustrating iasuee than do service 
r e l a t e d   complaint^. 

In ~hort, the evalut ion md resolution of ~ervlea 
complaints appear Po lx much uuee difficult and tim 
cenndnq.  The end result ir likely ta be a complainer 
who will desire leas invclvamnt because of the cowlenity 
and frustration of B ~ L V ~ C P  mqlaints, ia leea likely t o  
bc refunded and who d a f i n i t e l y ,  ma the mta slww, viLl $e 

lesa 8atitlfisd w i t h  h i e  complaint reeolution. The wral 
i~ tr-le. Conamr protection agencies must be- 
increashgly  sensitive to the service oriented conplaint, 
met establish the proper mchanism to involve the 
mmplsfnss i n  caq la in t  raeolution Icrhort of Fnereaaing 
consumsr frustration1 and rut actively pursua refunding 
oriented raaolutionr. 

Mnucchi,  F&no snd Smith, "Satimfaction as a Measure of 
C a n a m r  Pratecton Agency Accountability and Effective- 
neesr,' kCCI P-edings, Spring 1970 (forthcamSlgl. 

Day, R. &nmumer Sati~iaction, binaatiafaction and 
Ceapl~ i t l inq  Behavior (1936) . 
~ d w  sad mlfs. '~wpgraphic Characteriatico of  
Canadian Conmmer Cvuplainercr," 9 Journal of Oonauwr 
Rffaire 3 at 73 (19751. 

Flunt, K. &ncaptwliration and MmaEnrrermnt o f  Conlrrmsr 
Satisfaction and Dissatisfaction (19771 . 

T h i s  papar has been concerned with the m n a m r  TimralLi, Eeckcr and Engledow, The fnfomation Seekers 

eatisfaction o f  a sublie saetor service. The concept of . I1975). 
satisfaction is l&red here because the cmplaf ner' is Uaxxen, Reman and WLllits, "Diseatinfied .Con.Yrnar#* already established as a comlrmer who i e  diaaatisifed w i t h  

Geta  wpme and Who Takas Action," 9 Journal of Consumer 
hi8 reeulte in the private sector rarketplaco and ham, AfFaLrs  2 at 148 (1975).  
therefore, sought eatieiaction in the public aector market- - 
place. huther, it should be mceqniz& that satisfaction 
w a s  measured ar a discrete variable far a newice  which 0.8.  mt. of m r c e  e. 5 E m n .  S t a t . ,  kh. Bureau 

was c o n a w d  but not purchased by the consmmr. All the- of the Canmw, County and City Data l?mk 1972. 

facet5 are recognized as p a a i b l e  limitations on the 
gcneralizability of  the  coupleted etudy. Nonethelese, the 
data p o i n t  to certain heacapsble mncluaiong given ths 
goal of a sat ia f iad  ccnerrmer. 

1. Conearner protection agancies should i- on 
obtaining refunds for their complainers. 

2. Cons-r protection sganeisa m e t  fnwlva their 
muplainere i n  the raisolution of their complsint. 


