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INTRODUCTION

A nunber of theoretical writings and much empirical
research have recently focused on the satiafaction aud
disgatisfaction of consumers. For example, consumers who
are dissatisfied, (Warren, Herman snd Willits, 1975), who
have complained, (Edgecombe and Wolfe, 1975), and who have
been in the forefront of the congumerism movement,
{Thorelli, Becker and Engledow, 1975) have all been pro-
filed., The area of consumer satisfaction and dissatisfac-
tion and its measurement have received much private and
public sector attention, (Day, 1976; Hunt, 1977). This
third ennual conference bears witness to the burgeoning
interest and importance of the area.

This paper presents but one relatively specific and
little researched part of the consumer complainer satis-
faction/dissatisfaction area. That is, 1t presents the
aatisfaction of consumer complainera with consumer pro-
tection agencies. The purpose of this paper 1s to deter—
mine what type of consumer complainers are satisfied and
what type are dissatisfied with the consumer protectiem
agency which 1is serving them.

RESEARCH PROCEDURES

A random sample of 1400 recent Wayne County Coneumer
Protection Agency (WCCPA) complainars' files which had
been closed by the WCCPA was drawn, A questionnaire was
devised, pretested and finally administered by telephone
in February 1977 with a total of 1188 usable responses
being obtained. The WCCPA was one of the first county
consumetr protection agencles in the country and represents
one of the five largest county populatioms in the U.S.
{(U,S. Department of Commerce, 1972}.

FINDINGS

Format

All findings hereln presented are couched in terms of
a simplified complaining process model. This model allowed
researchers the opportunity to analyze the data in a
realistic and systematlc manner culminating in discrete
measures of consumer satisfaction. This methed alao per=
mitted the researchera to diastinguish those who claimed
to be satiafied with the WCCPA's services from those who
¢laimed to be dissatisfied by their type of complaint,
whether or not they became involved in the complaint's
resolution, and the type of resolution they received. In
addition, the demographies of all respondents were analyzed
in each of the various proceas stages to discover whether
those who belong in the differing categories of each stage
also differ demographically.

Complainer Profile Findings

The data demonstrated that the WCCPA demographic
profile was gignificantly better educated, younger, and
earned more income then the average Wayne County resident,
These results generally concur with a number of earlier
mentloned studies, (Warren, Herman and Willits, 1975;

Pdgecombe and Wolfe, 1975; Thorelll, Becker and Engledow,
1975; Day, 1976; Hunt, 1977}.

Simple Stage by Stage Complaining Procesa=- Satiafaction
Determining Model and Initial Findingsl

The inftial findings of the complaining proceass sat-
iafaction determining model were presented in April 1978,
(Bernacchi, Keno and Smith). These findings are now
summarized, The left hand columm presents the aforemen-
tioned model in {ta four stages and the right hand columm
eastablishes the categories for each stage as well as
collected data for each category of each atage,

Model Initial Pindings
complaint type LI
General Type or
Category of 1. Froduct = A4%  (523)
Complaint Filed2
2. Product-Service — 308 (356}
3. gervice ~ 268 (309)]
1008 (1188}
involvement A3 n
Complainer l. Yes - 45%  (537)
Involvement
2. No - 55% {651}
1008 (1188)
resolution type s o
Type of 1. Rafund Deaired - 39% {464}
Reasolution
2, Other - 23% {270}
3. Rafarral = 3B% {454)
1008 {1lRE)
satisfaction * n
1. Yes - 61% (722)
Satiafactions
2. No - 39% (466)
1008 (1188)

lThe data and procesa model pregented im this section of
the paper are adapted from an earlier paper presented by
the same authors.

2Category of complaint 1s referred to here as to whether
the complaint concerned a product, only; Rervices rendered,
only; or some combination of a product s performance and
gervices rendered.



Tn summary, stage by atage descriptive findings indicated
that:

1.

About &0% of all respondents were satisfied with their
resolution.

Refunds and referrals were ths dominant type of agency
rasolution with 397 and 38% of all resclutions being of

those types, respectively.

COver one-half (558} of all complainere decided not to
become further involved (bayond initiating & corplaint)
in ths resclution of thair complaints.

Product type complaints (44%) were much more pravelant
than either product-service or service only complaints.

Given the foous of satiafaction's further analysis

obtained by croga~tabbing satisfaction with the remaining
thres wrocess stages or variables ylelded the following.

Complaint Type Satisfied Involvemant  Satisfied
1. Product 69% of 523 1. Yes 79% of 537
2. Prod.-Serv. 61% of 356 2. No 49% of 651
3. Service 41% of 309 1188
1188

Resolution Type Satisfied

l. Refund Desired B4% of 464

2. Other 388 of 270

3. Raferral 36% of 454

1188

3Complainer involvement refers to whether or not the

complalner, at the agency's request, continued or became
actively invelved in the resolution of the complaint,
Actively involved here means self-help or aiding in

the eclution of one's problems.

“There were three categories of complaint reaclution

determined, A resolution was classified as a refumd or
desired resolution if the zomplainer waa refunded or
received a non-refund resolution which was desired by
that complainer. These two categories were merged since
refunding was evervhelmingly preferred as the deaired
resclution save those few desired won-refund reaoclutions
mentioned above, The referral resclution was determined
by the agency and meant that the complaint waes referred
to another agency for further disposition. The "other"
regoiution is referred to here as all resclutions other
than "refund deasired" and "referral." That is, the
other resclution is a compromise resolution because

the complainer while receiving a resolution from the
agency (unlike referral) nevertheless 1is net put back

in the same economic positicn (referral) hefshe was
prior ro the marketplace transaction from which his/

her complaint eminated.

5gatisfaction here referred to whether or not the

complainer admitted being satisfied with the services of
the agency.

6Supra, note 1.
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These data clearly demonstrate that:

1. A service complaint ia much lesa likely to be
"matisfied".

Z. A complainer who becomes involved in the complaint
resclution process ie much more likely to be satisfied
than one who remains uninvolved.

3, Those who receive refunds are overwhelmingly more
gatinfied than those who do not recelve refunds.

Given the above analyees, the remaining critical
question would seem to be what are the relationships he-
tween being satisfied and complaint type, involvement,
and resolution type taken together. This information iz
pregsented using a decision tree diagram,

Demographic Profile of Consumer Compleimers by Complaining
Process Stages

Coneumer complalner pr¢files were detailed by educa-~

tion, age, sex, and Income level to determine whether those

characteristics distinguished those who Initiated dif-
ferent types of complaints, became involved or not in the
complaint resolution, the type of resolution, and whether
they were satisfied or not. The data demonstrated rthat
the various profile demographics of consumer complainers
did not significantly differentiate complainers in any of
the process stages.

Related Stage by Stage Proceess Midel Findings

While demographic profile data did not differentiate
those In the varicus stages of the process model the same
can not be sald as one relates the findings of the various
stages of the complaining process model -to each cther.
Those findings are diagrammed below and discussion fellows.

The data presented In the following diagram clearly
dietinguishes between consumer complainers as one compares
and relates the various stages in the process model,

In capaule:

Generally speaking, product complainers regardless of
resolution type are likely to be better satisfied
than either product-service or service complainers.

Generally speaking, those who tecelved refunds were
much better natisfied than those receiving other
regolutions independent of the nature of the complaint
or whether or not they were involved in the complaint
or whether or not they were iuvolved in the resclution
of their complaint.

3. Those who were involved in the resclution of thelr
complaints and did not recelve a refind (other and
referral resolutions) were much more likely to be
gatisfied than those whe were net involved and did
not teceive a refund.

Unlike product or product-service complainers who
recelved refunds, service complainers who received
refunds and were pot involved were much less likely
to be satisfied than service complainers who received
refunds and were involved.



SATIS-
FAC=
INVOLVEMENT RESOLUTION TYPE TICN

:.efu.nd 54—>91%
(141) (128)
es 50 ther 15%——>89%
{26N (39) (35)
ferral 31+——88%

(81) (71)

NATURE

Product 44%

(523) fund 34v—88%
,/FE (89) (78)

No 508<—0ther 268——>28%

(262) (68) (19)
\ieferral40\-—“$30!

{105) (31)

efund 46% 6%

(72) (62)

Yes 44% ther Bdl—F——}ﬁé\

(159) (38) {25)

ferral 30%—)72%

{473 (24)

Product-Service 30%

(356) Refund 33%———8B%
(66) (58)

No 56% er 20!—"—""%8!

(199) (40) (11)

ferral 478 -1}

{93) {26)
-

Refund 44%———88%

(52) (46)

Yes 36 ther 25%—>45%

{117) (29) (13)

ferral 31\—““"'—)56\

(36) (20)

Service 26%

(309) efund 23%—66%
"/R (44) (29)

No 62%&——Other 29%——J16%

(192) (56) {10)

ferral 48%—> 78%

(92) (26)

CONCLUSIONS AND IMPLICATIONS

This paper has béen concerned with the coneumar
aatisfaction of a public mector service, The concept of
satisfaction is labored here because the complainer is
zlready eatablished as a consumer who 1s dissatisifed with
hia results in the private sector marketplace and has,
therefore,; sought satisfaction in the public sesctor market-
place. Purther, it should be recognized that satisfaction
was measured as a discrete varlable for a sexvice which
wag consumed but not purchased by the consumer. BAll these
facets are recognized as poasible limitations on the
generalizabllity of the cormpleted study. HNenetheless, the
data point to certain ipescapable conclusione given the
goal of a satisfied consumer,

1. Consumer protection agenclas should focus on
obtaining refunds for their complainers.

2, Consumer protection agancies must ipwolve their
complainers in the rasolution of their complaint.

3, Consumer protection agencles must be very consclous
of service complainers because of thelr high
potential for diesatisfaction. Further, the data
indicated the need for aervice complalers to
become involved in their complaint resclution
eyen though the resolution lesads to a refund.

¥While the above "refunding®, "involvement", and
"service™ conclusions ara all fairly obvious and expected,
in the aggregata they portend sericum diasstisfaction
potential foxr the consumer complainer marketplace. That
is, a conaumer complailner with the greatest opportunity
for satiefaction would typically be one who had a product
based complaint, was involved in the resplution of that
cormplaint, and perhaps most ifmportantly received elther
a "refund” or another type of "deaired" resclution.
Further, it may be hypothesized that produvcts because of
their tangibility generally presant more diract, less
complicated, and lese frustrating iseues than do service
related complaints.

In ghort, the evaluation and resclution of service
complainta appear to be much more difficult and time
consuming. The end result is likely to be a complainer
who will desire lesas involvement because of the cooplaxity
and frustration of service complaints, is less likely to
be refunded and who dafinitely, as the data show, will be
lesa satinfied with his complaint resolution. The moral
is aimple, Coneaumer protection agencies sust become
increasingly sensitive to the service oriented corplaint,
must establish the proper mechanisms to involve the
complainer in complaint resmolution (ehort of increaming
consumar frustration) and must actively pursue refunding
orlented resoluticns.
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