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NEWS RELEASE

Wednesday, 26 October, 2005
Women on the money for customer complaints
MONEY might buy happiness but it doesn’t buy customer satisfaction, joint research between Deakin University and Queensland University of Technology has found.

And, women are the surprise winners when it comes to complaining, receiving more money than men.

.

The research by Professor Charmine Härtel (Deakin University), Dr Rebekah Bennett and Dr Judy Drennan (Queensland University of Technology), which looked at the complaints of 454 people to a government department in Queensland, found that satisfaction with the way the complaint was handled rested on the outcome, not the dollar value.

Professor Härtel, said analysis of the complaints showed that it made no difference as to whether the person was looking for financial compensation or something else.

“The size of ‘compensation’ is to a degree irrelevant in whether the customer is satisfied or not,” she said.

“What is important is whether it is equivalent to the result they had in mind and that it was delivered in a timely manner, not necessarily quickly, by helpful, knowledgeable, communicative people.”

“If the outcome is ‘less’ than what they sought they are less satisfied.”

Professor Härtel said the finding was consistent with previous research they conducted on the emotional aspects of customer complaints which showed people were more adamant about obtaining a just and fair outcome than money.

Professor Härtel said women were also more satisfied than men in the way their complaint was handled and the outcome.

“It may be that women only complain when they are sure they will succeed and consequently their claims appear larger than men’s,” she said.  

Current work by the team is investigating in detail the types and reasons for the gender differences observed in complaints.
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