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ABSTRACT

The primary purpose of this study was to identify
Che percentage of households that have had any type of
consumer problem. The results of the invesecigation in~
dicate that about 75% of the randomly selected house-
holds have had some recent consumer problem. This Find-
ing contrasts sharply with other studies that report
that only 25-40% of their subjects had marketplace prob-
lems. These findings are evidence that the business
community needs to concentrate more of their efforts on
consumer satisfaction after sale (often, the scock
phrase 1s that about 99% of their customers are satis-
fied and therefore everything is basically okay). The
consumer complaint and resolution process was also meas-
ured in this study and summary findings are provided.

INTRODUCTION

One of the more recent publications on how satis-
fied cousumers are with the marketplace indicates that
a very large percentage of consumers are satisfied.
Warland, Herrmann, and Willits report out of a nationwide
random stratified sample of 1215 adults chat 790 or 642
of these respondents reported that they were not upset
or mistreated as a consumer. It would appear from these
findings that most people are satisfied with the prod-
ucts and services they buy and use (Warland, et al.,
1975). [They may have underreported those with problems,
however, because they identified those rhat were upset
as people who had gotten good and mad, not just someone
who had a problem. )

However, from doing a previous study on complaints
that consumers have with durables (Shuptrine, et al.,
1979), it was felt that most consumers probably have had
some complaint(s) in their dealings in the markerplace.
Thus, this study on consumers' velations with the mar-
ketplace was designed to see how many people have had
some problem of any type. In addition, noting Day’s
identification of a variety of post-dissatisfaction al-
ternatives (Day, 1976) which might be chosen by discon-
tented consumers, an effort was made to see whether con-
sumers who had a problem took action or simply let the
problem go without protest.

METHOD

{ questionnaire was designed along similar lines
as a previous guestionnaire vused in a consumer durable
complaint study. However, major emphasis was put on the
first question as to whether the respondent had a recent
problem (of any magnitude) with products or marketplace
activities. A followup question for those who said no
was a type of "how sure are you' question to see if the
first response was supported.

A random sample of 225 households was selected
from a group of middle-income census Cracts representing
a middle-sized southeastern city. A criss-cross tele-
phone directory was utilized to randomly select names
and addresses. Out of a sample of 225 households, 183
usable questionnaires (8l.4%) were derived from a series
of personal interviews with an adult household member.

The findings are reported in a series of five
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possible sequences that these respondents might have
followed in responding to the guestionmnaire.

FINDINGS

Sequence 1 respondents were those who had made a
consumer complaint and had it answered and resolved to
their satisfacrion. There were 58 out of 183 or 31.7%Z
of the respondents in this categorv. The most frequent
product mentioned was automobiles though items such as
food, record albums, shoes, furniture, clothing and
other appliances were noted. The dollar value of these
problems ranged from $0.35 to $12,000 (see Table Ey.
Most problems were resolved with repairs or exchanges.
Of interest cthough was the general tendency for low-
ticket items (5200 or less) to be resolved with ex-
changes or refunds; whereas, the high ticket items (more
than $200) were usually resolved with repairs.

Sequence 2 respondents were those who have had a
problem, but did not take any action (make a complaint).
There were 45 out of 183 (24.6%) of the respondents in
this category. Icems ranged from small ticket items
such as peas ($.23) and scotch tape ($.39) to large
ticket items such as an auto ($5800) and a house
($56,000). Reasons why people did not complain were
mainly that it won't do any goocd, too much trouble, and
not worth the rtime. Surprisingly, 20 out of the 45 re-
spondents Would buy the same product/service again
though they had a problem with it and made no complaint
(see Table 2). There did not seem to be any pattern as
to why people would not make a complaint by the value
of the item and, likewise, no general pattern as to
whether they would/would noc buy the product again.

In Sequence 3 are reported those respondents who
had no problemg with a product or service (see Table 3).
There were 47 out of 183 (25.7%) who reported no pre-
vious problems but with a !{ittle probing with an addi-
tional question, only 33 or 18.0% of these respondents
reported having no problems in the markecplace.

Sequence 4 and 5 show those respondents who had
a complaint, made it, but were not successful. There
were 15 out of 183 (B.2%) of the respondents in Sequence
4 where a complaint was made, but it was not answered
(see Table 4). Out of this group only 5 of the 15 made
an additional complaint. It is not shown but only 1 of
these 5 finally had his/her complaint resolved. Most
simply gave up when their complaint was not answered.

In Sequence S5, there were 18 of 183 (9.8%) re-
spondents who made a complaint, had it answered, but not
resolved to their satisfaction (see Table 3). Of this
group, five made an additional complaint but to no avail
Again, most of the respondents gave up (these include
problems from small ticket items to large ticket items).
For the low ticket items (S100 or less) no more com-
plaints were made, whereas, there were five out of ten
who made an additionmal complaint for larger ticket {items
(8200 to $7600).

A classification information summary (see Appendix
1) giving information on respondents' age, education,



tfncome, marital status, race and sex is included.
sample was upbeat education and income wise, with about
67% having some college or more and about 57% making
The sample was also older chan the
Scate's average with about 387 being 40 or clder.
of the respondents were married and white (only 36 out
A slighcly higher proportion of

$15,000 or more.

of 183 were black).

females than males answered our questions.

Product (Service)

TABLE 1

Sequence 12
ComplLatar Made?
Complatat Answered?
Complaiac Rasolved?

§ Dollar Value

How Resolved?

Calculator Batterv
Srosd

Rice

Cereal

Corzage Cheese
Loffeemate
srug Contaimer
Shoes

Record Album
flecord Album
Ham

Pants

[ran

Tharmos Jug
Hair Oryse
Rlew Dryer
Shoes

Blouse

Hair Oryer
Ha{r Oryer
Earring
faccery

Fire Screen
Skirt

Vacuzm Clesner
Rug

Heazer

Paving

Auto Repair
™

Refrigerator
Sven

Couch

Wasghing Machine
Stove

v

Radial Tires
Auta
Refrigeracor

™
wWasher/Drver
Carpet
Refrigerator
Autd

iuto

Auto

Auto

\uto

auto

jute

Auto

uro

Auta

ALze

Auts

Auto

wto

.35
.60
.69
.75
.79
.00
1.00
1.00
5.00
6.00
14.00
15.¢0
15 .00
18.00
19.00
20.00
268 .00
25.00
26.00
30 .00
40.00
45 .00
75 .00
75 .00
10 .00
175 .00
200 .60
100 .00
126 .00
256 .00
250.C0
309 .00
£00 .00
360 -CO
190 U0
€00.00

SNG.00
$00.00
500.90
549.00
550.00
500.00
930.00
479¢. 0
5000.00
60:20.00
6120.00
6500.00
§500.00
7000.00
7406.90
7800.00
8080. 00
906¢.00
9000.00
10, 00000

Exchanged
Exchanged
Exchangad
Exchanged
Exchanged
Exchanged
Exchanged
Exchanged
Exchanged
Exchanged
Re fund
Exchanged
Repaired
Re¥und
Repaired
Refund
Refund
Refund
Rapaired
Exchanged
Re fund
Exchanged
Exchanged
Repaired
Re fund
Price Reduced
Repairad
Repaired
Repaired
Repaired
Repaired
Exchanged
8y Complaint Bureau
Repayired
Repa:red
Repaired
Replaced
Repalred
Repaired
Repaired
Repaired
Repaired
Exchanged
Repaired
Repaired
Price Reduction
Repaired
Repadred
Rapaired
Repaired
Repalred
Repaired
Repaired
Repaired
Repaired
Repatred
Repaired
Repaired

333 oue of 183 (31.7%) resoondencs vere ia this saquence.

The

Most

Product (Service)

TABLE 2

Sequenca 28
Had a Product/Service Problem? -Yax
Complaine Made? --No

3 Dollar Value

Sy ComplaimtNot Made

Peas

Potazo Chips
Coke

Scotch Tape

Biscuits

Light Bulbs

Zipper

Screwdriver
Bathroom Cleaner
Corn 0i1l

Bologna

Can of Spot remover
Bug Spray
Grease/Stain remover
Rake

Roach Killer

Record Album

Record

Watch

Door Xnod

Dog Food

Can Operner

Belt to dryer

Electic Can Opsner
Portahble fan
Sneakers

Shoes R
Elsctric Frypan
Tenni s Shoes
Autg Repair

Auto Repair
Rocking Qhair
Shoes

Auro Sarvice
Auto

Exhsust Fan
Apartment Service

Washing Machine
Component Sat
Tiras

Mind-bike
Magnovox TV
Aute [nsurance
Auro

Housa

13
.30
.30
.35

848

MO W La R
oL O
[=R=R=E=N-}

200.00
200.00
200,00
200.00
800.00
900.00
§,200.00
$6,900.00

Too mich trouble

Too much rrouble

Nor worth the tima

Not vorth commlaiming
avout

Price too iow

Not worth the fime

Not worth the ¢{=mes

Not worth the tine

wWan't do any goed

Too much treuble

Waste of time

Naste of time

NSot worth the time

Not worth the tyouble

Oecided ta buy new one

Waste af tize

Not worth the time

Not worth tha time

Xot under warrtanty

Too much trouble

Too much croukle

Teo much rroubdle

Jon't complain abaur
things

Would do no good

Too auch trouble

Naste of tise

Waste of timpe

Xot worth the troubls

¥on't do any good

Won't do any good

Won't do any good

Not worth the effort

Too much trouble

Wasce of time

Car is oo old

Not under warranty

Se1ll working on it
Won't do any good

Sale {tem

¥on't do any good
Won’t da amy good
Warranty expirad

Not worth the complaint
Tou much trouble

No onme tp commlain ta

Buy Preduct/
Service Again?

Yes Yo
X
X
X
x
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
X
b 7

IThere wers 45 out of 1B3 (24.5%) respondents in this ssequence.

TABLE 3

Sequencs 3%

No Problems with a
Product or Service

47

Followup question—Are you
positive that you never had

a problem wich a
Servicel*

Yes

33

Produet or

Yo

14

*This followup question was used to check to
people were that they never had a problem.

gsee how gura
As can be

seen, with some additional prompeing, 14 of the original
47 adaitted zo having some problem in the pasc.

2There were 47 out of 183 (25.7%) of the respondents {in

this sequence.



TABLE 4

Sequance a2

Complaint Made? ~~Yex
Complaint Answeresd? --No

¥ike Any Yore Complatnea?

Product/Service S Dollar Value Hes No
Coffea Cream .80 %
Meat 3.00 X
Shirt 15.00 X
Chriscoag Tree
(axtificial) 5.2 x
Spall Appliance 20.00 X
Blouse 25.00 X
Pocker Calculator 27.00 X
Kitchen Shuzter 60.00 X
Mgshing Machine 300.00 X
Auto 600.00 X
Auto 2000.00 X
Auto 1200.c0 X
Auto 5500.00 X
Ford Yan 9000.50 X
Ragl Esvats Agent 20,C00.90 - X
5 10

IThere were {3 our of 183 (5.1%) respondents in this saquence.

TABLE 5
Sequence 52
Complaint Made? -- Yes
Complaint Answered? -- Yes

Complaint Resolved? -~ Xo
Make Any More Complaints?

Product/Service § Dollar Value Yes Sa
Can Spray Paint 2 X
Suntan Lotion X
Fire Device 12 X
Power Bill 25 X
Electric Mixer 30 X
Orill 30 X
Auto Insurance 65 X
Electric Gas Sarvice 100/mo. X
Hotdog Machine 200 X
™ 400 X
™ 500 X
Furnance 550 X
J 700 X
Auto 2000 X
Furnance 2000 X
Truck 4500 X
Auto 6000 X
Auto 760D X
=< 13

“Thera were 18 out of 183 (9.8X) respondencs ia chig
sequence.

CONCLUSTONS

Though these results are not generalizable to all
households, this study does provide evidence that most
households are likely to have had some problem(s) in the
marketplace. A summary of the five sequences in the
study are provided (see Appendix 2). From this summary,
one can see that 25.7% of the respondents had no com-
olaints or problems (Sequence 3) while 74.3% did report
having some kind of problem (even though it might have
been a minor one). This result is very important in
that many other studies have reported only 20 - 407 of
their respondents having a recent markecplace problem
fWarland, et al., 1975; and Shuptrine, et al., 1979).

For all 183 respondents, 58 or 31.7% made a com-
plaint, but did not have it resolved tor one reazson or
another (Sequence 4 and 5).

Looking only at the 91 respondents who had a pro-
blem and complained (Sequence L, 4 and 3), we see that
58/91 (53.7%) were successful and 33/91 (36.3%) were umn-
successful. For our sample, covering all types of goods
and services, it appears that the consumer has about a
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APPINDICES

Appendix 1

Classtfication Informacion

i No
15 - 19 3
20 - 2% &)
30 -39 _2%

Age

Lt No.
40 - 49 16
30 - 49 _28

60 anc ovar 35

Educacional Background

No.
Grada Schaol 5 Some Collega
Some High School _18 College Graduate 61
H{sh Scheol 3 Pome Graduacse

Income

Ro.
0 - $ 4,999 _ 11 $15,000 - 319,999
$ 5,000 - 89,099 286 $20,000 - $24,999
510,000 - $146,99% _25 $25,000 and over

Mar{za) Status
We.

Singla 33

Married 121
Uidowed 14
Racs

No.
Black 36
Vhite 144
Other _ 0
Sex
Yo,
Male ﬁ
Female _].0:

three out of five chance of being satisfted 1if she/he
will only complain when a problem exists.
might be even higher i7 the consumer knaw how tO com-
plaip (to whom, when, where, and so on).

This chaace

100/174 = 537.5%

0 or above

1137116 = 67.3%

Soma Collega oT mOYe

84/143 = 56.3%

315,000 or ore



Appendix 2
Summary

Saquance | Complaloc mada and was rasolved to che satiafaction of the
consumar .

38 out of 133 23

Sequence 2 No cowplainr made rhough a problem exizted.

43 out of 183 25,52

Saquenca 3 Mo Complaints wich a product/servica.

47 our of 183 AT

Howavaz, with prompting 14 of chase remambevad having a
coeplaint.

14 out of 183 2JE

[35.7 - 7.7 = 182 with no cauplainé}j

Sequaaca 4 Made 3 complaint, duc LC was nol soswared and resolved.
15 out of 183 8.22

Sequence 3 Made a complainr aod it was answared, but not ragglved.
18 our of 183 .82
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