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Pay's Cl'ssalifjcation

Day (1980! suggested anothor clesgification

on the bhasis of consumer's objecti:as of complaining.

They ara:

1. Redress Seeking :1to seek specif!c ramedv from the
seller.

2. Complaining: te communicate dissatisfaction for

reasons oSther than seeking remody such ag Lo
persuade others or affect future kehaviovr; ond

3. Parscnal Boycott: to discontinue purchase.

Singh’'s Clesgification

Singh (1683} argued that the precading CCH
taxonomies have entiraly different kasas for rvatagoerica-
tion. He assessed the wvalidity of the current opera-
tionalisation and taxonomies using datz from different
and independent CCB situations (grocery, medical, suto
repalr and banks) and found. that nona was an adeguate
represantation of the empiricnl obssrvatlon. Tha fol-
lowing tigure depicts the CCB taxcnomy pronnsad by Singh,

{1989).
22
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A Study of Complaints and Complaining Behaviour
of Customers of Public Sector Commercial Banksg
in Goa

ABSTRACT

This abstract presents in brief, the contributicon
of the present study to the knowledge in the area of
Consumer Satisfaction/Dissatisfaction and Complaining

Bahaviour {(CS5/D and CB).

The results indicate that complaining behaviour is
focussed towards the branch level rather than higher
tevels. Service delivery has higher potential to gener-
ate complaints than service design. Complaining be-
haviour is determined by attribution of biame to branch
/branch staff. Possibilities of redressal seem to deter-
mine complaining behaviour more than Intensity of dis-

satisfying experience.

Demographics have no role in determining complaint
intentions and dissatisfying experiences. They have
increasingly higher roles in determining actual com-
plaining and possibilities of redressal. Customers

patronise the branch, if their complaints are redressed.



Customers' objective in complaining is mainly to recover

the monetary loss and not to make profit.

In India, research on CS/D and CB i limited. This
study contributes to the understanding of the phenomenon
of complaining behaviour of customers in banks. Previous
studies conducted in US and Europe found that CB varies
greatly by consumer characterisgtics and situation. This
study indicates that situational variables have greater
role than demographice in determining complaining be-
haviour. Also, unlike customers abroad, customers of

banks in Goa do not seem to complain to profit from it.

Based on the study, future researchers may concen-
trate on examining causes of attributions of blame, and
role of cognitive variables such as personality, at-

titudes, etc. in determining complaining behaviour.

Managerially, the results could be used in under-
standing complaining behaviour and in resolving customer
complaints. The results suggest a strong complaint
redressal mechanism at branch level, and need for an
effective institutional arrangement for obtaining cus-

tomer feedback on service design.
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CHAPTER I
INTRODUCTION

The process of exchange is expected to benetl{
the buyer as well as the seller. The seller would like tc
earn revenue more than expenses and the buyer would like t
have satisfaction more than price. The satisfaction is sai
to occur when the consumaer achieves a cognitive state o

baing adequately rewarded in a buying situation.

Consumer satisfaction/dissatisfacticon and
complaining babavior {CS/D & CB) has been a topic of growind
interast amonq.researchers, practiticoners and public polilce
makers. Researchers consider the study as important in th
explanatjon and prediction of consumer repurchase lntentlo
and brénd loyalty. Practitioners find it useful in under-+
standing consumar digsatiefaction and in devising programmes
to resclive consumer complaints. The nature and extent of
consumer complaints in an industry seem to influence public

policies with regard to consumer and social welfare.

In the present day world of competition, mar-

ketears tend to be competitive in providing satisfaction to



customers. Hence marketeers may encourage feedback about
consumption experiences so that consumers' evaluation of
products is kncwn to them. Consumers, on the other hand,
may resort to complaining as they would like to have their
grievances redressed. As a result, there are possibilities
of consumers making complaints and marketeers entertaining
them.

Thaoretically, consumer disgsatisfaction s ex-
plained by expectation - disconfirmation paradigm, equity,
attribution and experientially based affective feelings.
But, a good number of studies have identified satisfied
complainers, non- consumer complainers, professional com—
plainers (who would like to profit from complaining) and
complaints arising ocut of fear of future consequence {(Jacobi
and Jaccard, 198l1). Therefore, it was found that all com~
plaints do not originate from dissatisfaction. Similarly,
past research also concluded that all dissatisfiad consumers
doe not complain {(Andreasgen and Best, 1977). Thus, CD-CCB
{Consumer Dissatisfaction - Consumer Complaining Behaviour)

relationship was found to be weak.

This conclusion was intriguing from theoretical
as well as managerial perspectives. The weak relation bet-

waan D and CCB has led current researchers to investigate



the role of mediating variables in determining complaining
behaviour. Further, the weak relation betwaen CD and CCB
has led researchers to accept the fact that CB can be

studied independent of CS/D.

Besides, past research in the area of CB is
scant, unorganised, largely limited to survey methodologies
and confined to American and European samples (Chiu et al.,
1987). Ona of tha studies {(Villareal - Camacho, 1983) also
found that the differences in CB of Mexicans and Amaricans
ware attributable to different cultural norms about com-
plaining. No study haes been conducted to explore whether
there is any difference in CCB batween US/Europe and India.
The complaining behavior in India is expected to be differ-
ent from that in US/Burope due to differences in culture.
Thouﬁh differences in culture and their possiblie impact on
CB are not theoretically established in this study, the
popular notion that India is cultufally different from
US/Burope provides the need for study on CCB in India. Tiie
other factors which would contribute to the differences in
CCB are; level of consumerism, level of consumer education,
the development of banking industry and the banking habits
among customere in US/Europe and in India. The notion that

the findings of the research conducted in different cultur-



al and economic environments are questionable on thei:
applicabllity to Goan/Indian context has basen a motivation

for this study.

Servicaes entail far greater consumer diseatia-
faction than tangibles (Day and Bodur, 1977; Andreason and
Bast, 1977), vyet research on CCB {in services s limited
{Singh, 1990). Services differ from tangibles because they
are often produced and consumed simultaneocusly. Further,
CCB in service industries is different from that in manufac-
turing industries because it involves communication of
negative information to, and often against, the service
provider with whom the customer has already developed rela-
tionship or wishes to develop it subsequently (Goodwin,

1986).

Further, past research (Singh, 16890), in gener-
41, have studied CCB variations across service categories
such as health care, auto repalir, banking, grocery, etc.
rathér than variations in service situations within a cate-
gory. While study on CCB variations across service catego-
riés would help in understanding complaining behavior, the
study on specific service category would enhance the applica-

bility of findings and help in devising programmes to re-



golve complaints.

With regard to banking industry, the banker-
customer relationship in india is relatively a long term
one. Hence, customers may hesitate to complain or may
engage in actions other than complaining directly to banks.
Further, the relationship is monetary. The monatary aspect
may motivate customers to complain by enabling them to
gpecify their grievances in monetary units. Conseguently,
complaining bhehavior of customers in banks can be equally
complex, if not moie complex than in other service organisa-
tions. Considering all these aspects, besides being differ-
ent from that in tangibles, CCB in banking services has the
potentjialities of havlhq qualities different from CCB in
other service industries. Therefore, study of complaints
and complaining behavior of customers in banrnks appears to
have potential to bring out new insights into the phenomenon
of CCB in banking services. In order to minimise the possi-
bilities of differences in culture acrose banks which would
cause variations in CCB, only public sector commercial banke

were chosen for the study.

A post-facto analysis on choice of Goa as tho

area for the study appears appropriate from different an-



gles. Goa is a heavily banked area. As on 3lst March,
1992, average population per commercial bank branch was 400C
for Goa as against 11,000 (RBI, 1993) for the country as a
whola. Such heavy banking is expected to create a higher
level of competition amdnq the banks. In a competitive
market, customers' tendency to complain could be high.
Further, the per capita GNP of Goa for 1991-92 was Rs.8096/-
as against the national figure of Rs.7049/- (Economic Intel-
ligence Service, 1993). The high per capita GNP may also
lead to a higher tendency to complain among customers of

banks dua to better financial position.

7 The banks in Goa have higher lavel of deposits
in relation to credite. As on March 20th, 1992 Credit-
Deposit Ratic at all India level was 54.4% but 1£ was 29.9%
for Goa. Presumably, depositors, especially those with high
amount of deposite, may have a higher propensity to complain
than borrowers as the former might feel that they oblige the
bank and latter might feel that they are obliged. Banks in
Goa have a high level of deposits from Mon Resident Indian
(NRI) customers. NRI customers' propensity to complain
could be high due to their exposure to better banking serv-
ices abroad and privileged service and treatment promised to

them by banks in India. Thus, complaining behaviour of bank



customers in Goa could be as complex as that in the rest of

the country. However,choice of Goa as the area for study was

based on convenience and appears appropri-.e for the above

reasons.
;
Objectives
Broadly, the study attempts to understand CCB
in banking services. Since the previous studies havea re-

ported weak relation between CD and CCB, the present study,

rather than examining the relation,has attermpted to under-

gtand CCB directly from real- life cases, complaint inten-

tions of .customers on complainable service situations and

actual complaints. The study is expected to provide in-

sights into the nature and process of complaining, complain-

ing behavior, process of (non) redressal and post

redressal/non-redressal patronage behaviour. The specific

objectives of the study are as follows:

1. To understand complaints; the nature and process of com-
plaining and the process of redressal.

2. To understand customer complaint intentions with respect
to various complainable service situations.

3. To determine the predictability of complaining behaviour
from customer compiaint intentions.

4. To examine the role of demographic variables in determin-



ing the complaining behavior.

5. To determine the influences of redressal and possiblli-
ties of redressal on CB.

6. To ascertain the effect of (non) redrcsral on consumer

patronage behaviour.

Research Method

Both primary and secondary data were used for
the study. The primary data include quantitative as well as
qualitative information. While the qualitative data were
collected through case studies on complaints made, the
quantijtative data were collected through questionnaire meth-
od. The sécondary data were collected mainly from papers

published abroad as research on CCB in India is limited.

Ten detalled case studies were undertaken and
the customer's as well as the banker's versions were ob-
tained on each specific complaint. The process and content
of complaints,process of (non) redressal, the customer’s
(dis) satisfaction about redressal and the banker- customer
relationship after the (non) redressal were the main areas
of investigation in case research. Both within-case and
cross-case analyses were done. The tentative propositions

drawn from the case studies formed a basis for choosing



variables for survey research.

Since the banking services comprise of a host
of gervices such as advancing, accepting Jdeposits and other
services,a comprehensive list of complainable service situa-
tions was prepared to halp measure coﬁplninability. Consumer
complaint intentions data on gervice situations were used to

meagure complainablility.

Consumers' propensity to compliain was measured
using the data on cemplaint intention and data on actual
complaints made by consumers in the past. The data on con-
sumer demographics, dissatisfying experience,actual com-
plainte made and the redressal obtained or not, were col-
lected through the questionnaire. The role of consumer
demographics in determining dissatisfying experience, actual
complaints and obtaining redressal was examined. The impact
of redressal/non-redressal on consumer patronage behavior
was studied. The specific methodological details are dis-

cudsad in the respective chapters.

terisat
The dissertation consists of sever chapters includ-

iny introduction. The issues discuseed in the remaining



chapters are presented below in brief.

In Chapter 11, a review of research in the area
of consumer complaining behaviour is done. The ralevant
ragearch, specially on CCB rather than CS/D is raviewed,
acknowledging thé fact that the findings of the resaarch
conducted abroad are questionable on their applicability tc
Indian / Goan situation. The gaps in the previous research
are identified and need for the study is highlighted in the

chapter.

Chapter III contains the real-life case stud-
ies, giving the customer's as well as the banker's versions
on each of the ten cases. The case a:alyses and tentativec

research propositions are presented in the chapter.

Complainability of various servic2a situations
in banks is discussed in Chapter IV. The chapter contain:
the complainable situations, their individual complatnabili-
ty, classification based on the nature of situations and thu

résults of factor analysis.

Chapter V deals with customers’ propensity t«

complain. Differences in mean propensities to complal:

10



across different demographic categories are prosented in the
chapter. In Chapter V the discriminant :nalysis results (a)
between those who had dissatisfying axperisnces and thos>
who did not have and (b) between thos2 who made complaints
and those who did not make complaints, with demographics as
predictor variables are also given. While the complainabili-
ty and the differences in mean propensities to complain ware
measured using data on complaint intentions, the discrimi-
nant analyses were based on the data on actual dissatisfying

experiences and complaints.

In Chapter VI, the consumer resgponses to dis-
satisfying experiences are analysed. Tie chapter also con-
tains the discriminant analysis betwe:r those whose com-
plaints were redressed and those whose complaints were not,
with demographics as predictor vartables. Further, the
aeffact of redressal/non-redressal on patronage behaviour ie

discussed in the chapter.

The major conclusiocns of tha study, direction

for future research and the managerial implications are

givan in Chapter VII.

i



CHAPTEIR XX

REVIEW OF LITERATURE

In this chapter, we review the literature on
CCB. We atarf with a2 brief discussion on relation
between CS/D and CB, and we then move on to a discusselon
on the flndings'of pravious research on role of mediat-
ing variables in determining CCB. { It may be observed
that currently researchers are investigating on the
affact of mediating variables on CB, as CD -~ CCB
relation was found to be weak.) Further, the gaps in the
current studies are identified and the need for the

present study is highlighted.

Past research in this area is scant, unorga-
nised, largely limited to survey methodologies znd
confined to American/European samples (Chiu et al.,
1987). To that extent the findings of the previous

rassarch are questionable on their applicability to

12



Indian/Goan conditions. Still, the review of litarature
is expacted to throw light on research decne in this aresn

in tha past and the dirxections for the present study.

The area of CS/D & CB seems to have r rala-
tively high potantial for research primarily because the
literature on this has evolved recently ( after 1%70)
and therefore it ie limited (Hunt, 1977). Hunt (1977
in his review of 73 publications on CE8/D & CB noted that
only 12 had appeared prior to 1972. 1In his biblicgra-
phy, he (Hunt, 1982) listed more than 500 publications.

Gronhaug and Kvitastein (1%91) aeatimated &
total of 800 to 9500 published contributions in tha fteld
of CS/D & CB. In all, while it is a fact that rasearch
in this area is growing, the availability of literature

in limited.

Complaining Dbahaviour {8 a post-acguisition
process in the buying process of goaéé and servicas.
The major components of post acguigitiorn procees have

been noted by Mowen (1990} as follows:

13



Product Usage/Congumption

Post-acquisition Consumer
Satlisefaction/Dissatisfaction

Consumer Complaint Behaviour

product Disposition

The term, product includes both goods and
services. "A product is anything that can be offered to
a market for attention, acquisition, usa or consumption
that might satisfy a want or need. It includes physical
objects, services, persons, places, organisations and
ideas” (Xotler, 1983). The above process impiies that =a
complaint can originate only from those who acquire and
use a product. But some researchers (Jacoby and Jac-
card, 1581) have argued that CS/D and CB could originate

even from those who do not acquire and use a product.

In the process of consumption of goods or
services, consumers evaluate the performance against
their expectations. The product performance may either
confitm or disconfirm the expectationas. When the per-
ceived product performance is more or less equal to

expectation, the expectation is said to be confirmed.

14



When the perceived product performance is not equal to
the expectation, the expectation is sald to be discon-

firmed.

When the performance is more than the expeo-
tation, it is termed as “positive disconfiraation’ and
when the performance is less than the expectation, it is
considered as negative disconfirmation. Cenerally,
negative disconfirmation is more likely to lead to
complaints. Oliver (1983) described the relationship
between expectation, performance and satisfaction as

follows:

Expectation, Performance and Satlisfaction

Percalived Expectation Level

Performance

Relative to Below Minimum Above Minimum
Expectation Desired Performance Desired Performance
Better Satisfaction Satisfaction
Same Non-Satisfaction gatisfaction
Worse Dissatisfaction Dissatisfaction

In judging the performance of a product, the
consgufier compares a set of performeance outcomes to the

odtcomes that were expected for the item. Obvicusly,

15



satisfaction/dissatisfaction is determined by tha per-

ceived performance vis-a-vis the leve! of expectaticn.

The expectation-disconfirmation paradigm tis
only one of the approaches to consumer dissatiefaction.
Jacoby and Jaccard (1981) identified satisfied complain-
ers, non-consumer complainers and complainers who were
influenced by fear of future conseguence rather than
ﬁerceived dissatisfaction. They also categorised some
complainers as professional complainers who wanted to
profit from complaining. Therefore, they included such
dissatisfactions which might not be perceived but ex-

pressed as ’'purported digsatisfaction'.

The initial theoretical approach of expecta-
tion - disconfirmation as the origin of complaints |is
not sufficient to explain CS/D and CB. All complaints
may not result from perceived dissatisfaction. There-
fore, a variety of additional theoretical approaches
have been used to explain the consumer satisfaction/
dissatisfaction. These include equity theory, attribu-
tion theory and experientially based affective fealings
(Mowen, 1990). While all these theories are based on

perceived performance, the actual performance of a

16



product has been suggested as a possibility in determin-

ing CS/D (Oliver and De Sarbo, 1988).

In one of the attempts to conceptualisa CCB,
perceived consumer dissatisfaction (CD) was posited as a
significant predictor of CCB {(Landon, 1977}). As has
been noted, all consumer complaints may not necesearily
originate from CD {(Jacoby and Jaccard, 1981). As all
complaints may not originate from CD, all CD may not
result in complaints as well. Adreagsen and Best (1977)

in a survey of 2400 households revealed that :

1. one in every five purchases of products and serv-
ices resulted in consumer dissatisfaction with
something: other than price;

2. lesse than half of these perceived problems elici-
ted complaints to producers and others; and

3. one in three of the complaints ended with unsatis-
factory resolution of the problem; corroborating

the above conclusion:
As noted earlier, evaluation of dissatistac-
tion is more dependent con perception than reality.

Satisfaction or dissatisfaction 118 defined ........ asg

17



the buyer's cognitive state of being adeguately oz
inadequately rewarded in a buying situation for thg
sacrifice he has undergone (Howard and Sheth, 1969)
which was adopted by Bodur (1977)., Thus, satisfaction
is not determined by the 'objective reality' of tia
purchase gituation but by how the consumsr perceives it

(Bodur, 1977).

Review of literature on CE/D per sa is not
done as the presesnt study focusseg on CCB rather than
CS/D. This study neither measures CS/D, nor examinea tho
relation between degree of dissatisfaoction and complain-

ing behaviour.

Wwhen a consumer perceives dissatisfaction, a
number of actions are available to him/her. They rangc
from taking no action at all, through discussing tha
complaints with family and friends to complaining to tha
retailer or other institutions within the marketing
channels to actions through consumer protection agencies
or the court of law (Richins, 1979). A brief account ol
typology of consumers' responses to dissatisfacticn 1le

presented.

18



Ivypology of Copsumer Complaints

CCB research suggests that complaint be-
haviour is a complex phenomenon whith varies greatly by
consumer and situation (Halstead, 1990). As noted
previously complaints may occur from diesatisfied con-
sumers, satisfied consumers and even when nc purchase is

involved.

Definition of Complaint

Viewed from this angle, the definition pro-
posed by Jacoby and Jaccard (1981) appears appropriate
for the purpose of this study. Iin theilr definition,
complaint is looked as communicating something negative.
They defined a consumer complaint ze “an action taken by
an individual which involves communicating something
negative regarding a product or service to either the
firm manufacturing or marketing the product or sarvice
6 to some third party entity such as the Better Busi-
nese Bureau or the Federal Trade Commission (Jacoby

and Jaccard, 1981; P. 6 ).

19



For the present study, a complaint may be
defined as individuval customers’ communicating something
negative about banking service either to the branch or
to the higher levels or to some third party entities
such as court of law, the Consumer Disputes Redressal

Forum or any voluntary consumer agency.

They further described complaint as 'basic’
Vs 'involved'. Basic complaints involve redress which
is limited to the value of the product or service (such
as a refund or exchange). Involved complaints include
compeneation bayond the value of the product, as in a
suit for damages. It may be noted that Jacoby and
Jaccard's (1981) definition includes public acticns and
does not include private actions {describad later in the
chaptar). Therefore, Singh and Widing (1991) distin-
guished between CCB and CCR {(consumer responee be-
haviour). CCR ie broader than CCB, as apart from public
action‘it tncludes responses like switching patronage

and spreading negative word of mouth.

CCR is comprehensive for it includes all
possible responses to dissatisfaction. But, in thie

study, a complaint is defined to include only publiac

20



actions, as culturally Indi{an/Goan consumer would con-
sider only a public action as complaint. However, a
study of consumer responses to dissatisfying experiencas
is also done so that comprehensive CCR taxonomies for

banking services, if possible, could be evolved.

Day and lLandon's Classifjication

Day and London (1977) proposed a two leval
classification which distinguished first a consumer's
actions from no - action responses. The second leve! of
classification is between public and private actlions.

The following figure shows the classification.

Diesatisfaction occurs

Take some action Take no action
Publ[c action Private actlion
Seek redress Legal Complain Poyocott Warn
directly from action to public seller friends
business or private or manuf- and
agencies acturer relatives
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Day's Classification

Day (1980) suggested another classification
on the basis of consumer's objectires of complaining.

They area:

1. Redress Seeking :to seek specific remedy from the
saller.
2. Complaining: to communicate dissatisfaction for

reasons other than seeking remedy such &s to
persuade cthers or affect future behaviour; and

3. Personal Boycott: to discontinue purchase.

Eingh's Clagaification

Singh {(1988) argued that the preceding CCB
taxonomies have entirely different bases for categorlisa-
tion. 'He assessad the validity of the current opera-
tionnlié#tion and taxonomies uging data from different
and independent CCB situations (grocery, medical, auto
repair and banks) and found, that none was &n adequate
representation of the empirical observation. The fol-
lowing figure depicts the CCB taxonomy proposed by Singh,
(1988).
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Diesatisfaction occurs

|
’ !

I
Vojce Private Third party
Besponae Rasponsa Bagponse
Seal redreas Word of mouth Tako leéel
from seller tranemission action
i
Bo action

Singh (19%88) argued that the three-dimension-
al view of CCB has the potential to provide better
explanation and predictions of CCB. Voice CCB is di-
rected to ocbjects external to the consumer's social
circle (i.e. informal relationships) and are directly
involved in the dissatisfving exchange (eg. retailer,
manufacturer]}. The “no action' responses are included
in this category because they appear to reflect fealings
toward the esller. Tha third party response includes
objects that are axternai to the consumer, as in the
voice CCB, but they are not directly invelved in the
dissatisfying transactions (eg. legai agencies, news
paper, etc.). Finally, for the private CCB response the
objects are neither external to the consumer's soclal
circle nor are they directly involved in the digsatisfy-

ing exparience. {eg. friends, ralativas otc.).
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The conceptualisation and classification of
CCB provide an account of what conetitutes a complaint
and what are the sets of action () avallable to consum-
ers. However, the clagsification would be restrictive
and inadeguate {f consumer's response (s} to a dissatis-
fvipng experience is (are) not studied. Various alterna-
tive courses of action available to consumers (in auto

repzir) include the following {Singh, 1%88;.

CCBl1- Forget about the incident anéd dov nothing.

CCB2- Definitely complain to the store/ manager on
youy next trip

CCB3- Decide not to use that repaliy shop again.

CCB4 - Go back and call! the repalir shep lnmediately
and ask thaem to take care of vour problemn.

CCB5- Speak to your friends and relatives about
your bad experiencas.

CCRe- Convince your friends and relativea not te
use that repair shcp.

CCB7- Complain to & consumar agengy.

CCB8- Write a letter to the local newapaper about
your bad experience.

CCBG- Report to the consumer esgency so that they

can warn other consumsrs.



CCB10- Take some legal action against the repair

shop/manufacturer.

The above CCB alternatives may be adopted by
a consumar either in single or in combination of more
than ons. In understanding CCB the altaernatives listed
above seem to be appropriate. Therafore, the ahove CCB
alternatives (For details, refer Chapter VI) than a
posterior classification are used because they provide

clear and precise responsge alterrnatives to ithe congumer.

Definition of Complaining Behavicur

Cemplaining behavicur has been defined ac a
response to dissatisfaction, as a problem soivipg
process and as a form of negative faeed back to the
markateer or manufacturer {Imcechy &nd Jaccard, 1931
Fornell and Westbrook, 1979 ). It is g¢enerally agroed
that dissatisfaction is met suificient to cauvse com-
plaint behaviour, espescially public sctieon {Gronhaug and
Zaltman, 1981; Grabicke et al., 1981; Krishnan anad
valle, 1979 ). Complaining behavicur may be defined as &

set of actions which could have triggered from dissatie-
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faction. Obviously, complaints need not nacessarily
originate from dissatisfaction and mav also vary in

terms of response hahaviour.

Numerous studies examined ths determinants of

cCB. The conceptual model of Day and Landon (1977}

fdentifies three broad categorles o¢f determinants.
They ara; market-related factorse, consumer related
factors and situation related factcrs. This was also

supported by other researchers {(Day et al., 1381;

Jacoby and Jaccard, 1981; Day and Lendon, 18768},

rke elate actorx

At least 5 variables asscclated with market
related factors influence whether a consumer complainc.
Thase are: (a) the reputation of the ssller; (b) 2ase of
accees; {(c) the firm's willingnesg to provide rediess;
(d) the customer's perception of the store's intentions

and the number of availablie gellers {(Halstead, 1920}.

The five variables on market related factors

determining the propensity to complain sesm to have
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little applicability to the present study. The reascns

are:

1. The present study does not deal with a comparison
of the complaining behaviour o¢f customers of
public sector cormerciel banks (o that of custom-
ors in some other product or sgervice ocrganisation.
Therefore, the variables such as reputation of tho
seller, the sase of access, the firm's wililingness
to provide redress, customer's percaptlien of
firm's intention or the number of sgellears cparat-
ing in the market can not be evaluated properly
for lack of comparison.

2. Amongst the public sector commercial banks, it is
reasonable to assums that all the banks aro oper-
ating more or less in similar conditions.Hoence
censumers’ perception of market related variables
acrogs banks may not vary much. So, the variables
may not have much influence on propensity to
complain due to inter- bank similarities.

3. Further, the results of the previous rasearch do
not differ greatly and therefore the issue may ba

considered as closed for research.



Copsumar Related ter

The consumer related variabl!es affecting
propensity to complain include (a) perscnality (b)
attitudes (c) motives (d) values (e) lovel and sources
of information (£} life style and (g) demographics.

Research con each variable is discussed baelow {n brief.

Personallty

So far as perconality as a veriable affect-~
ing propensity to complain is concerned, there are two
sets of findings. According to Wall et a&l. (1977) aud
Fornell and Westbrook (1979), consumers who complain
tend to be more self-ceonfident and assertive. Some
consumers have high tendency to complain acrocs all
product categories {Day and Landon, 1976). On the cther
hand Bearden and Teel {1980) 4id not £find a significant
positive relationship between self-confidence and tend-
ency to complain. Personality characteristics such as
dogmatism and locus of control! are weakiy related to
complaining behaviour {Seattle and Golden, 19%74; Zaich-

kowsky and Lieteld, 1977).
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Congumey's Attltudeg

RBarnes and Kelloway {1880} found that consu-
mer's attitudes towards business and Jovarnment zre
somewhat related to the complaining behaviour. Inter~
estingly, complainers are not propenents of consumer
organisations nor do they have more negative attitudes
towards business than non-complainers (Mover, 1985).
Higher ievels of complaint intention (Bearden and Crock-
ett, 1981), self reported complaining behaviour
{Richins, 1981) and declsgion to seek third party redress
{Singh, 19388) were found amcng those who have positive

attitude towards complaining.

Motives

Landon (1977} listed seven motives which
might influence a consumer to complain. Accoréing to
him, ceonpumers complain:

- in order to help thamselves;
- in ordar to help others;
- in order to help the firm;

- in order to get even;
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- in order to get pleasure;
- in order to obtain an apology; and

- in order to ohtain further information.

If consumers perceive that the time required
to be spent for complaining couid be better used doing
something else, the tendency to complain could be low.
Stokas( 1974) and Feldman (1976) in their analvees of
complaint letters indicated that complaining was much

more prevalent among individuals with spare time.

Level and Source of Information

Adequate product Information {(Hali et al,
1977} and information con how to lodge complaints (Day
and Landon, 1976} have been found tc give consumers a
higher tendency to complaln. HMHoracver, complainers also

tand to saek more information than non-cempiziners

{Movyer, 1085},
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Life Style

Mo kind of relationship was f{ourd hetween
life-gtvie and complaining behaviour. However, Wariand
et al (1984) found a significant correlaticn bhatween

level of community involvement and complaining.

Demooraphlcs

oCB studies have focuseed oo a number of
demcgraphic variables llke age, education, lncoma,
occupation, sex etc. as characteristics of complainors.

The following are the major (indings:



Socio-cemographic Characteristics and Propensity to Complair

Relat
Sigaificant

Demographic
Characteristics

Granbois a:. ai. (1977)
Day and Landon {(1978)

Age

Miller (1973)

{Those who are in the
age group of 25-40 years
have high propensity

to complain)

Liefald at. al. (1975)
Gronhaug (1977) Wariand
et. al. {1934) Mover
{1985} Morganosky and
Bucklsy (1987) Handy
§1977) Wali: et. al.
{16771 Warland et.
(1975}

Income

al.

Pfaff and Blivice {1977}
Thomas and Shuptrine
{1975} Landon and Emary
{1974} Stockes (1974}
Liefeld et. al. {1975}
Warland et. ai. (1984)
Mover {1%8%) Morganosky
ard Buckley (1987;

Education

Pacple in managerial
and pr snsilonal occup
ations have high prepen
ity to complain:
Liefeld at. al. (1§75}
Gronhaug {(1977)

Moyer {(1685)

Occupation

nfe

A s

Granboig et. al. {1977)

Gaedeks (1972)

Wwarland et. al. (1984)
Hlarland et. al. (1975}

encial Status

icnship
Hot Significant

Pfaf and Blivice (1977
Landcn and Emery (1974
Gronhaug {1977} '
Thomas and Shuptrine

(1975} Zaichkowsky and
Liefeld et.

al. (1975)

Granbois et., al. {1977
Thomas and Shuptrins
(i975)

Handy (1977 CGronhaug
{1977) Cranbois at al.
{1977) Wall et. al.
{1379) Thorell and Pur
{(£977) Warland et. al.
{1975

Granbnis at. al. (1977
Thomas and Shuptrine
1975;

pfaft and Blivice (1977
Landon and Emery {19741
Grophavg (1977} Thomes
and Shuptrine (1975)
{1977)

¥all at. al.




Relatively, all the consumer related factors,
except the demographic variables, are subject to manipu-
lative responses by consumers. In other words the
variables like personality, attitude, motives, valussg,
lifestylia and level of information with consumers are
more susceptible to manipuiation bv consumers while
rasponding to researchers. Conseguently, conclusions may
ke invalid. However, the demographic variables are
precise and hence the possibility of providing reliable
information is relatively hicgh. For exempie, a respond-
ent cannot manipuiate his/her response on sex. Thaere-
fore, on account of two reascns further investigation on
demographic variables seems necessary. One, a wicdo
variation exists 1in the tindings of the previcus ro-
search and hence a study on reliationship betwasen demo-
graphics and complaining behaviour on Indian somples is
necessary. Two, the relatively high possibility of
reliability of data ig likely 2o laad to grosater
validity of the findings. The fact that some research-
ers found demographics to be significant and some 2id
not, indicate the possibility of demographics baing
detaermirants in certain situations. Hence, the lssue is

open and not closed for research in nasw situations,



contexts, organisational types,etc.

Situation Related Factors

Propensity to complain is also influenced by
situwational factors. Regults of previous studies with
respact to certain variabies are discussed below in

brief:

1. The produst

2. Tha goclial climate

3. The importance of the situation
4. The attribution of blame

5. Cost of complaining

6. Severity cf the problem.

Tha Produgct

Day and Landor (1976, 1977) found that con-
sumer complaining is more likely to occur when the
product is expensive, durable and easily returned cor

repalred.



level of dissatisfaction is different. (Halstead, 1990).

Attribution of Blazgy

Consumers who attributed blame for a bagd
buying experience to manufactures, stores or advartisers
were most likely to complain publicly; those who accapt-

ad blame were likely to do nothing (Zrxishnan znd Valle,

1578} .

_Cost_of Complaining

Richins {(1981) found that complaining be-

haviour has inverse relationship with cost of complain-

ing.

Saverity of the Problem

Severity of the problem is assumed to be
linked to dissatisfaction: serious problems will cause

greater dissatigfaction. Bearden and HMason {(1584)



hypothesised that complaint behaviour is pcsitively
related to perceived cost associated with unsattsfactory
purchase. The respondents who reported taking publiic
action perceived significantly greater costs than thoge

taking no action.

Soime of the early researchers ({Bearden et
al., 1979) assumed that an undsrstanding of digsatisfac-
tion will facilitate the understanding of complaining
behaviour. This conceptualisation further sub divides
into: (1) those who consider that complaint intenzity
is directly proportional to the related diseatisfaction,
and (2) those who consider that dissatisfaction trig-
gers complaints with intensities mediated by other
factors such as cost Involved, individual differencee or
attribution of dissatisfaction {Singh and Howell,.

1985) .

The situational factors mediate the intensi-
tigs of dissatisfaction. CD was said to result from a
combination of the discrepancy between expectation and
performance and importance of the discrepancy to the
customer {Landon, 1977). Much research in understanding

CP-CCB relationship has ignored this noticen about the

Ly
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swpus cance UL Lhe aisclepancy (Singh and Pandya, i-71).
Results of some of the previous studies (Bearden and
Teel, 1986; Gilly, 1987) contradict the assumption of

higher discrepancy and importance resulting in greatear

chance of CCB.

Thus, results of previous research are
indeterminate on higher discrepancy and importance of
dissatisfaction leading to higher chances of CCB. in
Indian/Goan context, the possiblility of various other
factors influencing CCB cannot be ruled out. These
factors include tendency to avoid complaining or prefer-
ence to suffer in silence on the part of the consumers,
tendency to discourage complaints on the part of the
bankers, non - avajlablility of adaquate avenue to com-
plain or lack of knowladge to use the avenues, high cost
of complalninq; uncaertainty of redressal, fear of conse-

quences of complaining and so on.

An aftempt is made in this study to under-
stand the role of situational factors through case
studies, as it was not known as to which are the varia-
bles relevant for CCB in banks in Goa. The case studies

also provided a basis for salection of eervice situa-
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tiong (o mocsure consumasrs’ corpplialnt f.tentlione

Bohavionr {n Corvice

For services, neither consumers’ dis otire E -
tion nor complaining behaviour g lowar than that for
durables (Day and Bodur, 1977, Andreason and Best,iS¥T).
The surmmary research on consumors’® roeponsens to dicoet-
isfaction with resgpact to durables, reon-durziziasn andg

garvices la prepgented in TASLE-1L.

From tho research fipdingo (VABLI-I},.4t sov
bs concluded that services are equally, (f not more,
prona to complaint responses from consumurpo. A oonsora-
tive analyets by Day end london (1075) alio chows thal
pubito sction in the cmes of zervices iz mor lovwer than

ihat tn the dade of Mdrubles and non-durables

Day and Asii (i979) reported ihat in the sase
6f durables snd sorvices the digsatiofection levels woe
éonesiderably ﬁigher than that for non- durablos. Howov-
e¥, otudiss on understanding coempleining behavicar ie

s€¥Vics tndustrias ssert $o b inddequute. Rong servioe



industries, a large variation exists dus to the nature
of business, customer profile and level of development
of the service industry. For example, the axtent of
customer contact is high in services such as airline and
education, low {in bankind sarvice and could be even
absent in Iinsurance services. Managemant sclientists
(Chase and Tansik, 1983} and service marketeers {Lan-
geard et al., 1981) have noted that the extent of cus-
tomer contact is an important factor in services for
organisational design and classification. Thereafore,
results of the research in one service industry are
likely to be not applicable to other service industrie

and hence there is a nead for research in banking indus-

try.

Studies on compléints and complaining be-
haviour of customer in banks in India are limited.
Vijaya Bank (1988) in a study found that percentage of
customers who coﬁplained,varied acroas sex, occupation
and income levels. Sex wise distribution of complaints

showed that 12.1% of men, and 8.1% of women, had com-
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plained during the past one year. Gvezail, comdlainis
were made by 11.48 of the custcmars. Bosineasmns,
professionals, self-employed and traders constituted e
relatively higher percentage of coemplalnanis. Pout~

graduates made the hichest percentage ¢l complatncs.

In a survey conducted for the State Benk of
India ia Goa (Hegde and Ramesh, 1630), only 461 (7.3%)
cut of 6346 customers had reported digssatigfacticon in
the previocus »sne year. However, only 5.6% of the cup-
tomers t.a. 79.9% of the dissatisfied cuwstomorn had

complained.

But these studies scem unrepresentativse ac
the sanples were drawn from one bank. The prasant stady
&ddreases cudtomer complaining behavicur with raspsct (o
#&rvides (n the public sector commwerctal banks (includ-

tng State Bank of India and its subsidisries) in Coa.

conciusion

The oxisting CCR research Indicated thot atl

dissstisfactions may not lead to complaints and all
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complaints may not necessarily originate from dissatis-
faction. Therefore, current researchers are investi-
gating the role of mediating variables. Accordingly,
this study does not eaxamine the relatlion between <C5/D
and CB but, examines the relation between mediating

vartables and CCB.

Resaarch on CCB is relatively less devealoped
and hence further research in the area is necessary.
Research on CCB in services in general and on a specif-
lc service industry in particular, is still limited.
Findings from research in one service industry could
be Iinapplicable to otherx service industries.
Therefore,a study on complaining hehaviour of customers
in public sector commercial banks in Goa is considered

as relavant.

The previous studies were coniined to survey
method. The present study adopted case method of re-
gsearch also, to understand the phenomenon of CCB in
banking services in Goa. In this study potentialities
of various service situations in banks to generate
complaints were analysed as previous research did not

deal in detail with CCB in specific sarvice indestry
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The market related were not considered and some situa-
tion related and consumer related factors ware consid-

ered on the basis of their relevance and need for

investigation.

Typology of CCB has been studied abroad. The
present study attempts to explore whether typology of
CCB is different for banking service in Goa and the
study also deals with post- redressal/non-redressal

patronage behaviour of customers.
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CHAPTIER IIIT

CASE STUDIES

In Chapter II, it was obscerved that the
literature on CS/D and CB is based on the reseavatl
conducted abroad, especially in US and Euvrcpe. Cultural
difterences batween India and the west wmay lead 0o non-
applicability of the research findings to Indian sitva-

tions.

Research on CS/D and CB in India te limited.
In the absence of studies in India, to have an untei-
standing into the phenomenon of complaints and complain-
ing behaviour, ten case studies on customsr complaints

of public sector commercial banks of Goa wore prepared.

The chapter contains ten case studies, thelr
analysis and tentative propositions. The ten case stud-
ies are ; (1) Dishornour of Cheque (2} Rental Charges
(3) Transfer of Recurring Deposit Account (4} Issuoe of
Demiand Draft (5) Dishonour of <Cheque Drawn on Self (6)

Realisation of Cheque Amount (7) Replacament ~f Eoiled
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Notes (8) Interest on Loan against Mational Savings
Certiticata (9) Depeosit ito the Pubilc Provident Fund
Account by Cheque and (10) Premature Withdrawal of
Time Deposit . Since ten case studies would be inade-
guate for generalisation, the findings frcm the case
studias are presented as tentative propositiocne. The

tentative propositicns formed a bhasis for choesing the

variables for survey research.

Kesearch HMethod

Case leads were obtained from ths Custonsr
Service Centre and the bank branches. Beth the custo-
maer's and the banker's versions on aach nf the ten
complainte were obtained through interview. While ob-
taining the opinicns of the bankers and the customoras,
care was taken as far as possible to avoild bias, foar
or favour. The respondents were initiaily asked abouil
the services and compliaints in banks and then about the
speci!fic complaint. Cause of complaint, process of
complaining and redressal, content and process'oﬁ inter-
action between the banker and the customoar in connacticn

with the complaints and the banker-custeomer ralationship
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subsequent to redressal/non- redressal wera the main

issues of investigation.

No audio-visual equipment could be used as
raspondents did not want to disclose their identity.
However, notes were made while interviewing and detailed
case studies were written immediately thereafter so that
Jdose of information would not occur in case writing. As
far as possible data were collected from customers as
well as fhe bankers when they were free, at hcome or
work place. Case studies were prepared from recent case
leads and they belong to different banks and are on
different types of complaints. The objective of case
research was to understand in toto the qualitative
aspects of complaintg and complaining behawviour of
customers of banks. As promisad to respondents, theiy
names as well as the banks' names were camouflaged in

the case studies.

While collecting data for seven cases 2sg
initially planned, it was observed that a few customers
had made other complaints with the public sector com-
mercial banks. The details about the additional com-

plaints were also collected.
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Cust r's Versio

On 2.6.1989, Suresh Bhande opened an account
in Western Bank in Panaji in the name of " Sheetal Metal
Industries " (SMI] of which he was one of the partners.
As the Managing Director of the firm, Bhende used to
take all decisions pertaining to its coperation. The firm
was set up with the assistance of loans from a finance
corporation in Panajl . Bhende opened the account in
the bank, though it was 10 kms. away from his residence,
because he thought it would reduce the delay in repay-
ment of loan as the finance corporation also had an

account in the same branch.

Once Bhende deposited a cheque for Rs.
50,000/~ to be credited to SMI's account. The clerk,
who made the entry, wrongly credited it to some other
account. Bhende had left his pass book in the bank
itself. Hence, he could not verify the entry in the
pass book. A second cheque deposited in favour of SMI's
Account was also credited wrongly to some other ac-

count. Bhende did hot check the balance in his account.
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Some days later, Bhende issued =2 cheque in
favour of the finance corporation towards raepayment of
the loan taken by SMI. When the finance corporation
presented the cheque for payment, ths bank returned the
chague without honouring it on the dround that SMI'g
account did not have sufficient balance. The bank
nejither referred to Bhende about inadequate balance nor

varjfiaed the entries in the account to know the correct

balance.

When Bhende visited the finance corporation,
the officer told Bhende that the chegue issued by him
towards repayment of loan was dishonoured. Shocked by
hearing such a thing, Bhende replied, "Imposesible”. For
Bhende, dishonour of chegque not only meant monetary loss
due to normal and penal interests charged by the
finance corporation, but also loss of credibility which,

he sajd, he never allowed to occur.

Bhende enquired about the balance with the
clerk who made entries in the account. The clerk main-
tained that the balance in his account was insufficient
to honour the cheque. Bhende being quite sure, told the

clerk, " Look, I had deposited two chegues much before I
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issned the cheque to the financa corporaticn. Hance,
the balance in my account has to be sufficient Lo
honour the cheque. Tho finance corporation charged ma
penal interest from the date the nstallment was Sue for
payment . This has tc bhs reimbursed to me by the bank
because it was due to the negligence of the beak thot

the cheque was dishonoured”™.

The clerk reported the matter to the bkranch
manadger. Tha branch manager, in turn, called Bhenda
for discussion. Bhande rejlterated hita zlalm focy com-
pansation of logs by the bank. The brasnch manager ad-
vised Bhende not (o pursue for compensation. Dhende
further explained to the manager that the Installment of
loan due for payment in July, 1989 wes coutetanding n4il
Saptember, 1589. He had suffered monstary icss &3 weli
as loss of credibiliey. Vience., ho sald ho wes Justi-
fied in claiming the monetary loss from tha bank. Ho
told the manager, " I will write to higher authorities
of your bank and also to the Customer Servicas Centre, i
vou do nol redress my grievanca”. The hranch manager
further advisad Bhande ncet to do so. Bhende ghouted at
the manager, "Who ara yvou (o tell me a6 to what I shouid

do ? It that is the case, you compensate the lous.



f? Then, I will not write". Bhende feit that the managor

was adamant and insensitive to his problems. Finally,
Bhende told the manager, "I will show you what I oan

do™. and he came out.

Next day, Ehanda asked hisg clerk tc make =a
lettar to the customer Service Centre. The contentes of

the letter were as follows:

1. The dishonour of chagque was a clear cage of negli-
gence of duty by the branch. It was noct under-
standable as to how the branch can Jdighoncuy tha
chagua on the grounde of insufficient balanco,
when the balanrce wag more than the value of tha
cheqgue.

2. The finance corporation charged ncormal interest
as well as penal interest for delay in payment of
installment which. neadless to zay, wes dus to
dishonour of the cheque.

3. The dishonour of the chegue 2lsc caused loss of
reputation.

4. Urnder the clircumstances, the bank should pay com-
panegation towards:

a. the normal interest pius penal interest



charged by the finance corporation.
b. damages of Rs 50,000/- for the loss of

credibility

Meanwhile, the then Reglional Manager of
Westarn Bank happened to visit Mapusa for mobilising
deposits. When the Regional Manager requested one of
Bhende's friends (and partner of SMI) for deposits and
to patronise the bank, Bhende's friend explained to him
about the loss sufferad by Bhende. The Reglional manager
advised him to suggest Bhende to complaln to the Custom-
er Service Centre. Bhende's friend suggestad Bhends to
complain and offered his suppcort in getting the redress-

al.

The Customer Service Centre had forwarded
Bhende's letter to the Reglional Office of the bank. The
Regional Office had in turn asked for clarification from
the branch manager. The branch manager, before reply-
ing, wrote to Bhende to meast him for a discussion to

sort out the problem. HNeither did Bhende reply., nor did

he go for discussion. He salid, "It is the byranch
mahager's problem as wail, let him come. If he thinks
he 18 & manager, I am a business man. 1 have my sta-
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tus. When I met him, his response was not good. I

didn't like it.  So neither did I go nor did I write”.

After some days, the clerk who made entries
in the account céme to Bhende's residence. Bhende found
him very apologetic. The clerk said he was prepared to
compensate the monetary loss. Further, he said it is
going to be recorded in his confidential report and
hence his career will be spoiled. He had come two or
three times to Bhende's residence, but Bhende was not
available. The clerk told Bhende, "I am sorry for what
has happened. I have decided to sort out this problems.
I have taken leave eaxclusgively to settie this matter.
Kindly withdraw ycour complaint without insisting €for
compensation towards defamation and ¢give a letter sayving

that the matter has been mutually settled”.

Bhende told the clerk, "You should have done
this earlier. Why did you take the problem to your
manager?. He hasg worsened the situation. You pay tha

interest and penal interest, I will give a letter”.

The loss was compensated. Bhende felt that

this was probably paid by the clerk and the officer



o

together. A letter was given by Bhende as desired by
the clerk. Bhende said he did not want to speil the
career of an individual and hence he withdrew his com-
plaint. After the settlement, whenever'Bhenda depositad
any money , he used to humcrously tell the clerk,

"Pieasa credit it to my account only".

Profile of the C lajinant

Bhende, aged ~round 31 years, was from a
family engaged in business. Bhende did B.Com. and
Joined the family business. His father and all five
brothers were looking after one or the other business
such as dealership, metal works, etc. His only sister
was working as an officer and was married to a govern-

ment officer in Goa.

Banker's Version (Vinayak's Veraionl*

Vinayak, the clerk who made entries in the

SEMI"s account admitted his mistaka. The entry into the

The Branch Manager refused to comment on the issue and

the

officer had already got transferred to Maharashtra. Hence,

only the clerk's versions could be obtained.

W
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wreng account took place bocausa of similarity in the
names of two accounts. Sheetai Metal Industries' a=o-
count was opened on a day when Vinavak wee on loave.
Anothar account under the name Shittl! Metal! Indusirtes
was in operation for a long time. Slpnce the number of
accounts in the branch was Iimited, all the astaff mpeom-
bers used to deal with the accounts by name rather than
by account number. Unaware of Sheetal Metal Industrias'
account bsing opened, Vinayak crodited the amcunt to tho
accouvnt cf Shitil Hetal Industries. The oificer who
checked the entries alsco did not noticae the mistolre.

The misntake came to iight only when Bhande comnlininod

about the dishonour of chegue.

Vinayak took the cuctomar to the branch
manager with the hopa that the branch manager would cono
sut with some practicabie and sutualiy eccepteble solu-
tion. instead, the bhranch manager egtariad advising ths
customer pot to complain or insist for compencation for
the loss. According te Vinavak, the monager mugt hove
felt it was belcw his dignity to apologize to a custorn-
ar. Vinavak reguested the manager to find out frem thy
Regioral Office whather they would permit tha branch to

compensate the lose to the cugtomear. The Reglona!l



Office raplied that it weg dua to the nacligerce ol tha
concaerned clerk and the officer and, henne |, the Dogicop-
al 0Office cannot permit the branch to btear the issg,
Finally, to settle the matter amicably, Vinayed decicded
te g to the resideace of Bhende. The losgrs was equaliy
shared by the clerk (Viravak) and the oifticer. Subso-

quently, Bhende gave a latter withdrawliocg the oom-

plaint.

Vinayak suspected that one of Bhende’'s
friends, who was also a friend of the Regoinai Managor,

sunnported Bhende to complain and pursue it. Vinavak cald

IE 4
(s

that after the complaint was redressed, the ralationehip

between Bhends and Vinayak had been gquite gpocd.

Analysis of Cuntomar's Verslon

‘u

Bhende sufferred monetary loss ag wall as
loss of reputation due to dighonour of cheque. Eince
Bhende knew that the branch wag at fault, hae made apd
pursuaed his complaint strongly. Further, sinra
attribution cf blame was Yo the branch/branch staff,. (hs

e K

custemar was feaeling humiliated for no fault of



Bhende was feeling humiliated as the financ: corporation
thought that he had issued the chegue witihouwt balancs

in the account.

Tharefore, the —ustomer was trying hard to bs
financially and psychologically rellieved by trausfarzing
the financlal loss and the humiliation to the Lranch /
branch staff. This ie clear from the fact that Bhonds
askad for damages amounting to Ee.50,.008/- ageinvt Ions

of credibility.

Flre, Dhende might heve asked {or Jamages of
Bs. S50,200/- te augment the Intensity <f econplaint by
claiming more redress than what he wanted. T oould
hae a strategy of magnification of claim in order to
fina'ly recover from the bank at least ihe mouaiary
toas. Evidence to this can ba found in the fact that the
gettlamsnt was made without insisting for compensation

foar loss of credibilicy.

Alternatively, when the attribution of bhlama
for dilannnour of chegus was compistely acaapted Ly (he
bank and the finance corporzation had ths uwaderetanding

of 'He situation, Dhenda's humiliation was tronsforred



to the Lranch/branch staff.

cheological need

addition,

ing in a court of law)

pensation tor defamation from

fluenced Fhende to he realigtic
tary loss from the bank.

Bhende raported his
branch gstafi{/manager and then
Customer Sarvice Cenira) and to

tered Account). It could be for

Hanca,
for compensation
the difficulty aaxd uncertainty
fnvolved in obtaining

the

there wes no poy-

of defimatis in

Wl e

{euch as prov-

the

OO

bank might have i

¥

in ciaiming only morna-

grievance firpet tou the

to higher l!evel (ths

his friend { the Char-

the following reasous.

1. He did not like to complain to distant personn oF
gntities as it would gpolil! his reolaticon with the
branch.He was interested in achieving redressal
rathar than in the act cof complaining to  higher
levals.

2, 1t was easler to complain to ths coniact persons

{branch level astaff) due

familiavity.

Bhende

careaer of the employes.

said he did neot want

to accessglibility and

to 2poll the

Bhenda had sxpected ithe manager



to redress the conplaint and mlso please his ego. ¥When
the marager started advising, Bhende'ns eqo wag huri,
Thie is clear from the fact that Bhande di< not respend
to the manager’'s letter nor did he mect Him, whan the
manager told him to do so. Instead, ha expented the

manager to meet him.

When Vinavak, tha bank clerk reguested Eharde
to withdraw his complaint and save his (Vinayak's)
carear, Bhande agreed to do so without insisting wpon
compensation for defamation. Possibly, whapn the clerk
cama to Bhende's rasidence to reguest for withirawal of
complaint, Bhende's ege was alsc esatisfied. Horeover,
the clerk compensated the monetary lossas. Bhande might
have even projacted that he was strong sacugh Lo pursuva
the case to the extent 1t would herm the iadlvidual
employse. Again, Bhende was driven by hic ego. Elsa, tho
clerk might have breought in the issue of his caraeer to

craate sympathy in Bhenda’'s mind.

The cause of Bhande’'s corplaint was mone-

tary loss. It was intensified by the manager’'s reac-
tien. Bhende was provoked to  complain to highar

leveis, also because of the managar'e bkehaviour which



Bhende considered asg ruds. Rgalin, it wag the clark's
behaviour which infiunensaed Bhende to vithdraw tha com-

plaint.

A satisiactory redressgsal scams to have iu-
fluenced 3hende to improve his relations with thin hraneh
staff than eariisr or to proiect it as better may b
to overcome traces oI feclings of guilt associated with
compiaining. After redressal of complalnt, Bhouda uvead
to humourously %teill the branch staff, "Pleazme oroedlt
ints my accoount only". Humour seams to ho unsd apg an
instrument for mitigating the {11 feelings of thg un-

nleasant past ancountar.

To cum up, Bhende wanted o recover onivy the
monetary loss and did not want to preiit irom comnlaln-
ing. ¥hen he did rot get the reimbursemnsnt and noraovoy
fourd the hehaviour of the manager as rude. he com-
plained to higher lavels. Similarly. whan the locs wag
compansatad and the behaviour of the 2lark bhecoma po-
lite, ha withdrew his complaint. Thowosh soneizcs losge
was the main cause, bvehaviour of the ciatf was instru-
mental {n aggravating and subseguenily la resolving the

complaint., Bhende was firm about obtaining monetary ioas

[t}
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because he knew that his atiribution of hlems on the
branch/branch staff was right. €till, Lhondn ¢ oltigota-
ly restricted hie claim to the nominal loss +.a. tho

monetary loss.

Tha branch manager's raacticn to DBhendoa's

complaint enhanced the urge o complalin. ¥hande oitalnad

X

the cupport of his business partner whom he conglidarord
ag strong in achieving the redressal duoe to hic ac-
gquaintance with the Regional Manger. The need for com-
plaining to higher ievels was created by the branch.
It wes made sironger by the rude veaction of ths manag-

ar as well ag the support of the parinay.

The clerk's act of axplaining the difficul-
tiaa personally ssenms to have alicited tavourable
regponse from Bhende. Probably the viers appronchina
Bhende at his residencse, reguesting (o gave Nila Caress
by withdrawing the complaint and sxpiaining that he hno
taken leave exclusively to resolve the matter bhaovo

influenced Bhende to reframe the problem as a personsl

&0



problem o0f the clerk. Possibly, thic 1aflua.ced Bheonda

to become consgidereate.

It could bs aven interpretesd that Bhenda
wanted te give a hint to the branch manager thut he
had more respect for the clerk’s weords. %Wa could alsn
observe that DBhenda did not reply to the panager's
letter nor did he meet him. PFurther.when ths clark
visited Bhende's residence to request hinm to accent
compensation for the monetary loss and withiraw the
caomplaint, Bhende told t(he clerk, "You could bhava Jdone
this before, whvy did you take the matter to the bronoh

manager?"”

Rentai Characos

Custaomazr's Yarmion

In 1977, Raghunath Desal!, hired safe depesit

ackers in Dhanva Bank, in Panajr in the nanes of two of

[

his daughters. Kalpa and WNeetal. Ba hirad the lockers
in their names because he was to vigit USA ~nd UK, and

no oither male mamber was at home to oraranle tha took-



ers. HWhile enteriny into agreement, the rental shargoo

quoted by the branch were as follows:

1. Rs.93/~-for three vanars
2. Re.66/-for two years

3. Re.35/-tor one year.

Raghunath had accepted thoge rental ohargos.
However, according to Raghunath, it was moent:ocned iu the
agreement that the rental charges would not be revisasd
during the currency cf the agreement. I¢ could k=
revisad, 1f the b@uk 80 deslred. oply while rencwing

the agreaement.

,

P
-
&

For safety of tha lewslry as weali ag to ha

the facility of operating the locker wheonever bie daugh-
ters degired, Raghunath hired the locker factlity in the
names of his daughters. Raghunath returned from abroad

after two years. But the lockers continued to be opsrat-

ed by his daughters.

Cn 9.8.%%, the bznk asked the customors
(Kaipa and Neetal) to pay the rental czharges at Cheo

reviged rates ag feollows.

(=41
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1. Rs.Z200 for two vears

2. Rs5.100 for one ysar.

Raghunath wang not told the roason for revig-
ing the rates. Howavar, lie palid the rovisoed rertal
charges under protest and complained in writing to the
manager of the bhank on sexhorbitant rental chargac.

Raghunath'a letter contained the following peinto:

1. Why should the rental charges be revised upwarids

by aimost three fcld at a time?

2, Shouide’'t the bank inform custiomners haforo
increasing the rental chargos? Thoe benk did nov
aven write a letter about the propossd revigion in
rantal chargas.

3. On what basis the rental charoeoss were fized and

revised? Was 1t basod on “cost piug profie’? IF
sc, how could ccst go upn suddeniy once in thiy-
tean vaars, from i877 to 1280, Or eigo, wag tho
bank planning to make unduly high profit on its
locker services.? The bank did not oxplain to the
customars the reason for the reviwien in rantal

charges.



Tha bank did not reply to the letter. After
a month,Raghunath wrete ancther letter in his letter-
head, tho latterhead of an advocate, to the manager with
a copy to the Custeomer Service Centre., Raghunath said
that hisg intention was not to write to the marager as

his daughters' lawyer,

On receipt of the compiaint (in Raghanath's
letterhead) the bank raplied throuch their lawyer. it
was stated in the letter that the relationship batwasn a
bhank and a locker- hirer was not like that betwcan 2
bank and a customer. The bank reviged the charges Ian
accordance with its policies. inday L £
circumstances,the bank demanded the complalat to be
withdrawn immediately on receipt of thair letter,

fatling which they would take apprepriate asiion.

The Bank's letter.spactally the language,
irritated Raghunath. At one point of tims. e also
thought of filing a comrplaint with Consumers’' Disputap
and Redrepoal Forum. But he was rot sure of winning hie
case. Moreovar, he felt that it might take a long tima
to get his complaint redressed. He enguired with ancth-

er bank, a co-operative bank, about tha avallahiiity of
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safe depcsit locker. But thay were all ired cut and
hence were not avajilable. Hence, Raghunath had as ~ther

alternative but to continuve with the bank.

Further, Raghunzth did not follow up with the
Customer Service Cantre as he thought it would renuire
a lot of time and eficrt and that toco without anvy fnre-
seeable benefit. At the pame time, Reghunath did not
withdraw the complaint, but neither the banhit nor Raghu-

nath pursued it furthey.

¥

Profile of the Complainan

Raghunath Desai did his graduation in sclience
and arts under the Portuguese systam of ecncation.
Further, he did graduation in iaw. After his cducation,
he sarved for six years, in a high scheol aus a teacher.
Raghunath belonged to a middlie classz family. %His father
was a land lord. Ha served Governmant of Goa as an

officer for 28 vyears t111 1979. Hae had the opportunity

Even though, Kalpa and Meetal, Raghunath's daughters, were
the cusichersg, the decision to complain and pursue it was
taken by Raghunath. i{ence, only the profiie of Raghunath
Desat i given here. HKalpa and Maetal also said they woul
not have complained, hut for the support of thelr father.



to work in various poats from the lovil of on Slicer to
that of a Deputy Eecretary. In 1979, ho retired fren
sarvice. At the time of retiromant, hies mcntiiy pensicn
was around Rs.2,000/-. gince ratirexoni, ho bkad baoen

practicing as lawyer in Disirict Court, Peaaji.

Sumant was the manager ¢f Dhenya Boelk, Ponoldl
during the time {aghunatih mads hic oouplaint. HE T sdw
commenting specificaliy on RDaghunathi’'s ceomplalnt, ha

gave hig views on increased renisl chargos.

Previously, the bank had a poliey ol nrovid-
ing locker services 2t nominal rental charges, Lounuse
it wap considsred as an additicmal servisce tc otivsct
rich customars who gave bunik of thae Pbesincans to tha
banks. lLater on, when there was shiftc i poilicy from
'Clases Banking' to 'Mass Banking', the pricing poliey of
loskdr edtvice alse changed. In 1989-90. the bank
stavted following discriminatory pricing pniley -~ the
peliey of charging relatively higher price for iocker

HeEVice ns it was availed gomerally b rich pooplea.
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Moreover, the cost of locker service had gons up tremen-
dously. Therefcre, tha bank reviped ranial chargag
substantially. Qf course, it could have reviced gradu-
ally in which case the customers probably would not have

felt the impact.

* %When Raghunath sent his camplaint %o me on
plain paper”, the manager said, "I explainad to him the
reasons for the increage in rental chargecs. Evan then,
Raghunath kept quasticning the ratlionale. Whal oan I

-

say’?

The manacer said, " The oniy argumant of
Raghunath was the suwdden increase in pricve thxsefsold.

My explanaticen was not agceptable to him.”

Raghunath wrote a letter, in his letterhsad,
fto the Customer Sarvioce Jsentre. The Justomsr Sorvica
Cantre forwardad the ietter to the Regionm!l Officae. The
Regional Office sent it to tha brapch with an inetruc-
tion to process the complalint. Faohunath might havo
written the letter in his caprcity us the father of
thosa who hired the locker gervice, but the bank inter-

prated it as a thraeatening letter from a lawyer. Hence



-

the bank replied through ite lawyer. Tha langueas »% a

fa

letter, through a lawyer, h2d {c be forma! and ‘eoriia-

st

tic.

Besides, the rental charges werc not fivad
for tha rental periecd. The charcges ware suitjact to
ravision from tims to tims. Raghunath prebably hed the
incorrect notion that the locker charges wero unchanga-
abla during the rantzl poriod. All thoge whe hirved
the lockears, without any cxception, were charged itlis

same rentals.

For some time, Raghunath looked & bit per-
turbed and his interacticn with the stalf was limited.
Subsaguently his behaviour with the staff Lacamz normal.
Raghunath continued to be a customer of the bank oven

after the complaint and aexchange of such lottero.

Analysig Of Customsr's Yersion

The daecislcs 1o hire locker in tho bank was
taken by Raghunath on bahailZ of his daughteis. VWhen &
digsatisfving situatlion occurred, Raghunath felt the

need to complain as ha wms the one who deaided to hirs
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tha locker.

Involwing himself in the act of complaining
wag conslidered escentiamal by Raghunath. Tt wae also
axpected by his danghters. Probably,the roie 2nd rala-
ticonghip as father ware the reasong for hia tavoiva-
ment . Raghunath f«lt that it weould bhe &ifflculr ez
women t(his daughters) to complain and pursus the com-
plaint. Hence, according to him, his intervantion/coci-

sion was appropriats

Racghunatn complained on cuddan chengus, s
they wrre digadvantageous to him. Baghunath alao
manticored absence of communication te the cugtomar
prior to the reavigion as a juscification ta his
compiaint | Further, to show that the bank's action was
unfaly and he wag right, Raghunath ptroesgad that
rantai chargss wera ot supposed te ke increzsed during
the rerntal! periosd without the consent cof the customers.
Raghunath expacted {or post facto he behaved aza though
he aypacted) ceartain geocially desirahlie conduct Irom
the bank. The hank’'s {fallure to do so was polntad out

by Raghunath to give strength to his complalint,

Gh
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Raghunatn failed in achieving thu 2osired
result. Consequently, he was lcokir~ for leokor gservig-

es in other banks. In cther words, he had aupected to

3

resolve his griavence through “veico anction'. Uha

-

fajled, he tried to discontinue {exlit) the rolation-

ship with the bank.

Therefore, 1t may ba said thait Paghunath's
intention was to achleve redrescal for “self’ rather
than to improva tha gsystom to benefit savery customoar.
Given a cholice, he would have withdrawn £ron ths com-

i than

e

plaint situation to achiave the desired resu
facing it . It mav he said that Eaghunath wap ralugo-

tantly zeserting to complaining.

Raghunath made his cemplaitnt liral te the
contact persons (branch sizff/manager) possibiy  Cua to
i1{a) the easy accessibility to centa2t psresons: (B} tho
narception that the contact persons, the lmmedizsto
service providars, area rasponsible for tho sccurrente of
dissatisfaction and hence they should take rozponaiblili-

ty to resolve it and for (¢) the daesire to begin with

¥

the mildest possibie volce actlion. It could also be

observed that Raghunath moved from miid voice action te
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SLXo60] wolice asiicn.

Raghunath drew the anttentisn to hls perevoa-
al strengih as a lawyer by writing fn his lattarlend.
Thereby he implicitly warned the breach {complsineen:
about the chances of thalr losling the gama. AL the saxs
tima, he 314 not want to give 2an Impresalion  that ho
wrots i% in the cape<ity &8 a lawyer. This nosition was
taken probably to blame the branch in replving through
a lawyar. Alternatively, ha wanted to achieve redresgal

without any complicaticn of legal! actions.

The bank’s reply through lavver might havs
intensified Raghunath's dissatisfaction as no redress-
al was likely if a legalistic approach was takan £y the
branch. Dua to this and also due to the distastelul
language of the lettey, Raghunath wantad to withdraw
from tha complajnt situation by stopping to avail the
gearvicas of the branch. Raghunath might have evaluated
the cost and benefit of ledging the cooplaint with tha
Consunay Disputes PRadressal Forum or with the court of

law and might have found 1t fnatirctive.

Raghunath’s propansity to gomplain was
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possibly influenced bv his knowledge of, ard dzy -0 in
law. HMls act of writing in his‘lawver's!) lotte- cad also
provides an indication that he wanted to czovey thisz o
the branch. Raghunath was a retired person. Rralileildity
of time coupled with rsed for recognition nrompicd hin
to complain. His ags and experience micht alco hove La-
Fluenced Raghunath to complain. Proving otithers wrong
would give him an opportunity to projesct his wisdon

sttainaed ihrough age and expartenca.

The branch manager seemed to have viewed theo

complaint written In plain paper lightly, and the

e

)

complaint written in the letterhesd pore geviously Tha
Raghunath intended. hs & 1acwit. the formax aid not

alicit = rveply, whilae (he latisr prompited a wary siraag

ot

reply. Further, since the leiter was forwardsd by tho

0

Reglonal Olfice, the branch manger had to take it

sericusly.-

The changs in the policy of the bank, from

class banking to maas banklng. might have given ocon-

~4
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fidence to the branch manager to be legaiict.~ 1n nLie
raply. In addition, goanerallr lock-r servico ig seoyrro
in supply and therefore, the branch tanesgsar might have
felt it would not ba difficuit to get thos2 who want Lo

hire lockers.

Moreover, Raghunath’'s complaint o kis let-
terhead, despita the branch marnagar's eipizining (he
rationale conld have been considered as =pn attompt
towarde legal agtion. Else, the branch manager might
havae besh using his repiv through lawyer aoc & siratagy

to silance the customer.

However, sudden and signiflicent revigion Iin
rantal charges appears to need nrior cowmmunication Lo
the @uotomars. Though incresmse In cost of sorvice wag
the cauvsa of the complaini, the scope for lodging the
complaint was created baceauvse of abgenva of comaualon-

tion befcre such revision.

~d
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Transfer of Recurring NDennaly e,

Customar's Version

Vasan wanted to transfor n

tam

6 hBozurring Depose-
it{(RD) Account from Rajva Bank, Kanpur breanch to as
Extenmeion Counter o©f Banbolim (Goa! braanch !n August
19990, Accordingly, he gave his applicatior to tho
Officer (In charga} of tne Extension Couniar. Suboo-
quently, ha sent threa reminders in Ostcher, Hovaemhaey
and Dacembar, 13990 to the In charge. He wag not ore-
pared to lose intarest due to delmy in remtitanca of
monthiy jnstallments in his RD Account. Tharefore, ho
wante2d (o get his pcooount transfervred ot the earlisgt.
Whenever ha enguired, the In charge vaea to say.” We
have forwarded your applicaticn o our maln Drancih
{Bambolim). Now {t i wup to them to procgoages. You can
foliow up with them”. Vasan was o¢f the vi.ew that oinco
e was a customer of the Extension Jounter and not of
the main branch, it was the rasponsibility of the
Extersion Countar to expedils the matisy and get the
account transferred. He aquestioned,” Why shicouvlid I ¢o to
the maln branch? It was the duty cof the Ixtenslon Ooun-

ter. Hence, though the main branch was cnlvy throg



kilometres away from the Extension Counter, I did not o

for any follow up".

Sometime in Dacamber, 1620, Vezen hanpaened to
visit the main branch for some cther worlk. During hic
conversation, Vasan agsked the branch manageyr zbout
transfer of his RD Account. The manager roplied that [t

wag vyat to be transferred.

Meanwhile, Vasan had also written fto his
friend in Kanpur to follow up the matier with tha Xappur
branch. His friend intimated that tho account had
already been transferred. Some time later, Vasen ogoin
anguired with the branch manager. The manpagst fouad (hat
the papers regarding transtar oi aczcount waoyg mipandy
raceived by the branch but by mistake they wore wvor® Lo
another Extension Counter attached to the samg Dhrangh.
The branch ﬁanager ractiflad the mistake and apo2icglioed

to Vasan.

Banker 's Varsloni{Vernskaxr's Version)

Vernskar was the in charge »f the Evtension

Counter of PRaiya Bank. He wap later transfervred to its

[



Panaji branch. He was the one who forwarded Vassn's
application for transfer of RD Account teo the main

branch.

There were frequent enquiriee from Vasan
about transfer of RD Account. The application for
transfer of RD Account was forwarded to the main branch,
what happenhed thereafter was not known to Vernekar.
The extension counter does not do any corraespondence. "
Under these circumstances", Vernekar justified, "I had
to tel]l Vasan to go to the main branch, becausae I did
not want to mislead him". He furthexr gaid,"” Vasan might
not have liked it, but I could not help 1t. He always

used to shout. At timesg, I too must have raziped ny
voices

Banker's Version (Hemant's Version)

Hemant was the manager of the main branch to
which the Extension Counter was attached. Thse reminders
of Vasan were not sent to Kanpur branch for the reason
that the branch was unable to find out whether transier

of the Account was already effected. The branch had
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another Extension Counter whare another account holder
having the same name was operating an account. By
oversight, the branch transferred tha account to that
extension counter. The manager wanted tc check thie
possibility before forwarding the reﬁlnders to Kanpur

and hence the delay.

The manager, very politely described the
problem to Vasan. He apologised for the delay in for-
warding the reminders. Hamant did not f£ind Vasan ag-
gressive. Vasan did not make any written complaint.
Hemant admitted the fact that there wae inordinate
delay in the transfer of account. He perscnally felt
that the in charge of the Extension Counter was not
right in telling the customer to visit the main branch
to follow up the matter. The account was subsaeqguently

transferred to the right Extension Counter.

ue o nd Draft

Customer ‘g Versgion

In January, 1991, Vasan wanted to send

Rs:1200/~ to his friend through demand draft. Commia-
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sion-wise, it was beneficial to send threa drafts of
Re.400/- each, than one draft of Ra.1200/-. Vasan
requested the in charge of the Extension Counter to
issue three drafts in favour of same party. The in
cﬁarqe rafused. Vasan qQuestioned the in charga, ° How
can you refuse ? Give it in writing. If you refuse to
1ssﬁe all the three drafte on one day, I will buy one
everyday for three days. If you refuse to incue all the
three drafts to me, I will buy one and ask two of my
friende to buy the remaining. I have my way out, but you
cannot refuss"*. The in charge reluctantly issued all

three drafts on the same day to Vasan.

Bapker's Versio ar'g Vergion)

Since Vasan deliberately tried to avoid
paying commission, Vernekar said he tried to dissuade
him from doing it. It was alsc difficult to issue three
drafts due to limited staff. When Vasan asked Varnekar
to give in writing as to why Vasan cannot buy three
drafts, Vernekar said there is no reason why the bank
should issue three drafts when one draft will do. When

Vasan insisted, Vernekar issued the three demand drafts.
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Customer'sg Versjon

In February, 1990, Vasan sent to the Exten-
sion Countar a chaeqgue in favour of "szelf” through his
office peon. The cheque was not honoured on the grouand
that thse account d4did not have adegquate balance. Vasan
got wild. He tock It as a prestige lsouve. He went to
the Extaension Countar immediately. He asked the in
charge to chsck-the balance in his account .Some of the
credit entries had to be made in the accecunt. He told
the in charge, "Why did vou dishonour the cheque before
ascertaining the balance? It is a matter of prestige to
me. In addition, vou are talking rudely tome . I will

complain againast you".

Vasan compilalined orally on the rude be-
haviour of the in charge in December, 1990, and in
writing In February,1991. Within a short period, the In
- charge got transferred to some other branch. Acccerding
to Vasan, the tranefer did@ not have anvihing to do with

his complaint.
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ar's Vergion Yernekar' arg

According to Vernekay, the dishonour of the
chegque happened because the transaction of the previ-
ous day were entered in the account duvae tc shortage of
staff. Consequently, the cheque wes sent back. Later
on, when Vasan contacted personally, with his chegue all
vouchers were verified and the cheque was honoured.
Vernekar ramarked, " It was our mistake, but there was
no need for Vasan toc take it as a prestige issuve and
shout at ue. When Vasan was vocliferous and the language
became unpleasant, Vernekar told him, " This has hap-
pened by oversight, if you want, you complain to the

branch manager"”.

Banker's Versjon {(Hemant' s Vergjon

The manager of the main branch the got the
following clarifications from the in charge and commu-

niczted them toc Vasan.
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1. Though initially Vasan was advised to buy only ona
demand draft, three demand drafts were issusd
later on, as desired by him.

2. Dishonour of cheque happened by overeight aps
posting the ledger could not be done on the sama
day due to shortage of staff.

3. With regard tb rude bshaviour, Vernekar said, *
Vasan demanded everyvthing in writing. In re-

sponse, I told him to complain.”

Profile of the Complalinant

Vagan was from a middie class {amily. His
father was a clerk in Indian Railways and had retired.
Vasan did his M.Sc. from Hydesrabad and Ph.D. from Indian
Institute of Technology, Kanpur. In BAugust 1990, he

joined as lecturer in an academic institution in Goa.

Vasan strongly believed in complaining in
getting work dona. He felt that in India, nothing
movee unless one complains: whether it was in banks,
insurance, rajilways, post office or elsewhere for that

mattear. It one complains, his/her work will be done.
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He considered the behaviour of the in charga of the
Extension Counter as too rude. He said, "On the one
hand my work was not done and on the other he was rude
to me. Who will tolerate”? He did not fcael that all

bankers were so.

of ‘s Ve Q

Vasan's behaviour appears to he a result of
his attitude towards quality of banking servicas and
towards comﬁlaininq. He felt that the quality of serv-
ice in banks was poor, but one can obtain better service
by complaining. He demanded service as a matter of
right. He considered providing service tc customasrs was
a duty of the banks. Tharefora, he wag unwilling to go
to the main branch enquiring abocut transfer of RD
account. Hisg desire for getting the acccocunt transferred
at the earl{ast possible, his writing threa consecutive
letters to the bank, and writing letter to his friend
at Kanpur and also subsequently enquiring with the main
branch could be interpreted as result-orientation or
result oriented behaviour. Though Vasan argued with the

in charge that it was the duty of tha Extension Counter,
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he atil] wrote a letter to his friend and also enguired
with the main branch. This shows that ha was concerned
about the result while demanding it as a mattaer of

right.

Vasan's positive attitude towards complaining
and potential of complainte as in achieving the results
could have been the outcomes of his approach towards
services. On the one hand he coneidered the servicee in
banks as pocor and on the other he felt the customere
would not get better service unless thay complain. He
was feeling that service institutions including banks
in India were not proactive in rendering sarvice to
their customers. They will provide gcod sorvice only

reactively - they respond when customars complain.

Vasan's objective in complaining wera:
1. to avoid monetary losses.{ref.Transfer of &RD
Account and Issue of Demand Drafts)
_2. to prove to the bankerg that they were at fauvlt
and hence to make them admit their
mistakes. (ref.Dishonour of Chegue Issue of

Damand Drafts and Transfer of RD Acccunt)
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When both these expectations were not met by
the in charge, Vasan met the manager c¢f the main
branch. The manager apclogised to Vasan. Though not
the first objective, at least the second ocbjective was
fulfilled. Therefore, Vasan did not complain =against
the in charge at that time. Meanwhile, the tranafaer of

RD Account also came through.

Vasan could not take to complaining in the
case of Transfer of RD Account because he felt the in
charge was not fully responsible for it. Moreover, the
branch manager was apologetic about the delay. Later on,
when there were ({ncidents clearly attributable to the
in charge, Vasan took to complaining. S0, given a
dissatisfying experience, a customer cculd take to
complaining if tha banker’'s reaction is rude and not

likely to do eo If it ieg not.

Analysis of Vexnekar's Versjon

Vernekar appeared toc be cesual towards Va-
san's complaints. Probably, Vernekar did not feel very
much involved in the problem of the customsr. Evidance

to this ¢an be found in VYernekar telling Vasan teo go to
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the main branch, Iin not agreeing to issue the three
demand drafts and in expecting Vagan not to take the

wrongful dishonour of cheque seriousiy.

Vasan expected from the in charge, {* not
redregsal at leagt a polite response. The in charge
felt that as the Extension Counter was attached to the
main branch, the main branch should take care of the
grievances. Further, the In charge seemed to expect that
a customer should not take a banker's lapsa very
seriously. For instance, he said the dishonur of chague
should not have been 2 matter of prestige for Vaean.
Thus, there were mismatches in each other's concep-

tions.

Vernskar seemed to considor the complaints
from his or the bank's point of view rather than from
the customer's point of view. He refused to issue the
three DD's because the bank would lose commission and
tha staff had to do more work, In the case of RD Ac-
count, he did not take interest to find out the reason
for the delay. In the case of dishonour of cheque. thae

in charge was at fault.
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Vasan's dissatisfaction was triggered Verne-
kar's reaction. They were also overcome by Hemant's
reaction. It may be said that banker~customer interac-
tions and relationships are factors medlating intensity

of dissatisfaction and complaints.

Realisation of Chegue Amount

Custower's Yersion

In 1989, Parki presented two cheques to
Vanijya Bank, Mapusa for coliection. He had a savings
bank account with them. Parki had received the chequos
from a publisher towards royalty for eix bocka he had
authored. Even after a month, the amounts were not

realised.

After another fifteen days, Park{ came toO
know from the branch manager that the amounts wero

still not realiged. After discussing with the manager.
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Parki proposed to complain on the inordinate dalay in
the realisation of the cheque amount. " That time,"
Parki said, " The branch manager also suggested me to
complain in writing”. The complaint was addressed to
the branch manger and a copy was sent to the Customer
Service Centre, Panajl. The branch manager forwarded
‘the complaint to their Bombay Office for quick clearance
of the cheques. Within a few days, Parki's account was
credited with the amount. The Bombay Office sent a
letter of apology to.Parki. The Customsr Eoervice Centre
respondad to Parki, saying that his complaint was for-
warded tc the Regional Office of the bank for needful
action. Since the amount was already credited to his

account, Parki did not pursue the matter.

Parki felt that the service at Hapusa Branch
was good. He also felt that they gave him a special
‘treatment probably because he was physically handi-
capped. He continued to avail the services of the bank

as bafors.
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Bapkar's Yexsion

Satare was the manager of Van{jya Bank in
Mapusa. He admitted that until two—thrée years ago,
bafore banks started using courier services, there used
to be inordinate delay in realisation of cutstation
cheques. He further said, " There was no mistake on the
part of my branch in realising Parki's cheque amounts.
Probably, our office at Bombay was overloaded with
excessive work of cheque clearance. Hence, there was
inordinate delay both due to excessive transit time and
clearance time at Bombay. Later on, situation improved
and it used to take around fourteen days”. The manager
however clarified that it was not true that he suggestod
to Parki to complain. Satare said, "No prudent manager
wiil suggest to his customer to complain. However a
professional manager has to accept complaints in gcod
spirif and should try to redress them. Parki's chegque
amount was subseqguently realieed, though a little later,

and hence he did not purseue his complaint®.

Thare was no bitternass laft after the
complaint was redressed, because both customer anrd

banker knew the spirit with which the complaint was
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made. Thers was no reflection of the past avent in
theiy bhehaviour. The manager exprassed that thare wag
lot of publicity in the newspaper in the recent past
about opportunities for customers to express tholir
qriqvances. Thie must have prompted Parki too, to lodge

his complaint in writing.

According to Satare, his branch had very fow
complaints as it was a small branch. He remarked that in

small branches complaints are leses becauso cvstomoars and

employeas knaw sach other personally.

In 1981, Parki received a bundle of notos of
Rs.5000/- in denomination of Re.20/- from Eharat Bank,
Mapusa. In good faith, neither did he count nor did he
check the condition of the notes. Parki said, "In Goa
such checking and counting are considered sns acts of

mistrust. People in Goa generally do not like it°.
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fence, in order not to displeaze tha cashiar, Porkl did
pot count or check whethar tha nctes wore in an accept-

. able condition.

Parki went home and gave the bundle of notes
to his wifa. His wife, while taking out the noten
realised that five to six notes were mutilated/soiled to
such an extent that nobody would accept them. lext day,
Parki went to the branch and reguested the cashier to
replace the notes. The cashier started arguing that
Parki should have checked the notes befcre leaving the

cash counter.

Irritated by the reaction of the cashiar,
Parki{ questioned him, " Do you mean to say that because
1 did not check tha notes yvesterday, you can't replace
them ? I am your customar, if you have faith in ma, you
should believe my words and replace the notos™. Even
then the cashler refused to replace the notes. Parhi
approached the branch managsr for gettiing his ¢grievance
redréssad. The hrahch manager also gave a negative
reply. However, the branch manager suggested to him to
givé the notes to the Branch with an application for

repiacing them. The notes had to be sent to the Resaerve
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.gnk of India for replacemant. Left with no alterna-
tive, Parki submitted the notes to the branch. The

i b

replacemsent wag dona after five-six months.

Parki commented that the astaff of the
branch (and all! banks in gereral), Jduring those days,
hed veary scant reaspect for teachers. The ryezson he
attributed was the low salary of teachers. Perki g=id, *
The staff, I have seen, uszed to replace notes lmne-
diately for their {riends, xalatives and othar custom-
ers, whom they considered important. Perki J4ié not like
the attitude of the staff and hence closed his account

with the bank.

Banker's VYersion

Viegas was the Chiei Manager of Bherat Bank
Mapusa. Viegas was unabie to say anything specificaliy
about the complaint of Parki. Parki compleinad in 1926
whereas Vl&qas took over az chief manage: im 1990.
Howavar, Viegas commented on the rulee of ropicoement

of notes.
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If 2 customer demands replacement of sciled or
mutilated notes, at the time of receiving them, it
is obligatory for banks to renlace them.
Similarly, in a bundle t{f some noteg are to be re-
placed the customaexr has to raturn the bundle
without opening {t. If the bundle is not <opened
the bank has all the proof for having igsuvod them.
Once the bhundle is opened, the bank doee not have
any proof that it had {asuwed the notes.

If a customer wants replacement of potaes for which
the bank does not have procf that 1t had ieauad
them , the notes have to be sant to tha RBI for
replacemant. Then customsr haa to walt fox such

raplacement to come through.

Viegas felt that probably Parki had opened

the bundle and hence thes bank could not repliocae the

soilad notaes immediately.

Parki came from a humble family. #ig fomily

was involved in hand loom and powsr loom work. He was
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the first member of tho family to have education amd ¢o
for service, a significant departure from the traditiocn-
'al family occupation. Educated throughout ca schalar-
ship, Parki took his H.Com. in 1968 from Karnatal Uni-
versity, Dharwed. He passed his H.Com.in firot olass
with a record scoze of %468 in 'Costing' which, he ous-
pected, was yat to be broken. He had oxpested first
rank in M.Com. bhut he did not gnt. He congidersd |t
wad unfair. Immediately after I1.Com., ha had citers
from companias lika Glaxo (now Slindia). $ince he
loved teaching, he jeined a coliega as leotuzar. Ha
sarvad the coliage from 1948 to 1977 and earncd a ¢ood
deal of appreciation for his teaching and cother contri-

butions.

In 1977, Centra for Post Graduate Instruction
and Research (CPIR) of Bombay University at Panjl was
badly on the look ocut for a qualified taacher. Ha wan
appointed by a college., but had to tecach at CPIR also.
The pay scale was same as that of a vniversity lecturer.
"Like this", Parki said, "I was naevor after ichs, joba
ware after me". He used to i{each both colleso students

as well as post graduate students from 1977 to 1982.
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In 1982, he decided to prcceed on study leave
to complete his Ph.D. work. The Director of CPIR re-
quested him to take classes for post graduate studentsg
even during the time when Parki was on study leave. In
1987, Parki was awarded Ph.D. by Bombay University.
Parki became a Reader and he was algso a U.G.C. recog-
nised Scholar. He authored many books and earned royal-
ty. He bought a flat in Mapusa. He lost his leg im an
accident a couple of years ago but he had been perform-
ing his duties regularly and efficiently. He had no

regrats for having chosen the profession ¢f teaching.

a g _of t r's VYerslo

Parki's introduction of himself gave the
indication that he had a sense of high achievament in
1ife. Parki was explaining that he was a bright stud-
ent, successful teacher and eminent scholaz . Further,
he also was feeling that he was financlially sound. In
brief, his description of personal profile indicated
that he was considering his achievement as high and
thereby, feeling proud of i{t. This very feeling seemed

to give a psense of ego and hence high expectation that
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bankers should receive and redress his complainte

without guestioning them.

Parkl was expecting prompt reamlisation of
cheque amounts. When it was delayed, he wanted to com-
plain. The attribution of blame was on el:her the nlear-
ing branch or the rostal system . Further, his relation
with the branch was good. Hance, he walted for coma time
in ocrder not to spoiil his relsation with the branch.
However, when the realisation c¢f chegque amcunts was
further delaved, he had to complain thcvgh he was not
very much willing. While Parki gaild the branch manager
suggested to complain. The branch manager denied having
done so. Either Parki wanted o <laim hé had the sanc-
tion of the branch managar {(in view of his good relatien
with him}) or the brasach manager raally suggested (in
view of his good ralation with Parkil, but disocwned to
avoid the impression of having acted agalinst the {inter-
ests of the bank. In the situations of gond banker -
customar relationship., If & complaint is to be warranted
either banker and customer act together or the customer

tends to tacit sanction of the banker.
Parki's post-complaint relation with the
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banker continued to bo good primarily due to two rea-
sons. One, the redressal was satisfactcory. Two, he felt
hise complaint was no: against the intercsts of the
branch. Thereifore, the post-redraegsal ralaticonship
between banker and customer is iikely to be unaifectad
by the complaint situation, 1f the redresss! is satig-
factory and hanker does not have any oblection to the

cemplaint and/or redrasasgal.

In the case of replacement cf soiled notes,
Parki had expectation that it would be ¢one immadiataly.
In order to justify his expsctation, he wasg referring to
the issue of Goan culture. He said ,"In Goa, such count-
ing of notes would be congidered as lack of trust in the
bankar®. Ha started bhlaming the branch for not replacing
the notas immediately. Hae also claimed to have gesn the
bankers doing so for a few customers who were their
friends, relatives or those who gave high volume of
business toc the branch. le attributed the reascn for thra

bankers' behaviour t¢ his income being low.
It may be inferred that elther the branch was

discriminating against customers who had low Income or

Parki perceived so for his satisfaction, to justify his
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action of not having checked the notes while he re-

ceived them.

In both the cesaes , {t was mohaetary loss
wihich was the cause of complaint. In deley in roailisa-
tion of cheque amsunts, the relation with the bank, beth
during and after the complaint, was good. In tha case of
replacement of soiled notes, relation between bankar and
customer was affected. This in turn affected tha com-
plaint redressal. Parki demandesd the banking sorvicss
irrespective of rules. For him, existence of rules did
not matter. If his complalnt was redresaed, he would
consider it as dua to his parsonal strength and $f it
was not redressed, he would consider it as bank's dellb-

erate attempt tc play down his strengihs.

Parki's appeared to use hls personal
strengths for achievoment of redressal. Ho coneidered
his personal strengths as the imeans for obtaining ro-
dressal. Hisg sensa of high achievement coupled with
ego seemed to influence his complaining as well as

pursuing those complaints.
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Analygis of Satare's Versicn

Bankers appear to be with customars in a
complaint situation, if relation is good. They might not
admit it as they are part of the sygtem. Relation of
employees with organisation is form=zl)l ang impersonal and
relation with indlvidua! customer ig likely to informal
and perxrscnal. Hence the bankers could svmpathlge with

customares in a complaint situation but do npot own it

because thsy are a pari of the system.

MAnalveig of Viegas® Verxsion

Viegas' wvergicn gives information n gensral
about replacement of solied notes. Viegas was nct the
branch manager when Parki made his compialint. It cogid
be inferred that Parkl wro brisfed by thio then branch
manager on the rules regarding repiacement of eolled
notes. Farki did not reveal this posseibly to Justify

his complaint



Interest cn Loan acainsi Hatjopal Savincos Certificaste

Cugtomer’s Varglon

Rajkar had been & customer o©f Sahara Bank,
Santa Cruz branch for ths last zeverai years. In 19%87-
88 he raceived a form Erom the Divisicnal Offics of the
bank in connecticn with a survey on customer service in
Saharaz Bank in Goa. Ralkar remembarad that he had
expressad good opinion about varicus aspacts of customsr
sarvice gnuch ag attitude of staff, proeapiness of serv-
ice, etc. of Santa Cruz branch. In ail, he found that
the service of the branch was batter than that in

other banks.

During 1989, Raikar wanted a ican fzom the
bank. Ha decided to raise the loan &gainat his Ha-
tional Savings Certificate (NSC: as he thought the rate
af interest would be lower than that on over dreft.
Raikar said ha was not informed at tha time of rajeing
the locan that the rate of interes: on leoan was 18%. Ha=
could not understand as to why he was Kept in dark =zbout
the rate of interest. Hs gald that he would not have

availed ioan, if he wsr informed. I the r2ia oFf
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interest was the sama for both lozn againnt sacurity a«
over draft, why shouid ona pledge inatruments iike ES2 7
He was not able to understand and toclerate the "hypocori-
sy" of the bank staff. He considered it hyopocratic as
on the cne hard they did not inform hi:- the rata of
interest and cn the othar, they charged him 18% .nte--
est. HMeanwhile he enquired and came to know from one
of his relatives, who wés un emplovee c¢f a public
sector commarcial bank, that the rata of interest on

loan wag lesser than 18%8.

Ralkar complained on the high rate of inter-
est charged, 1.e.18%, to the branch managery, Sequalira.
He also complained on not informing about it at the time
of raising the lcan. Tho branch managar had put the
blame for the jatter on the clerk/eilicer ccrncaerned
but nobody in the banl was prepared toc admit the mis-

take. Raikar's grievancs remained unredrassed.

7+ 18.9.1989, Raikar wrote 2 letter tc tho
Divisional Office of the bank, with a copy to the Cus-
tomer Service Centre indicating the following grievanc-

es.

1. The branch charged 18% interest o¢n loan against
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the security of NSC. What was the rate of inter-
est under the rules of Reserve Bank of India?

2. The branch charged commission for canceling a
demand draft and re-validating it. Was it proper
to charge commission for this ? If so, how much?

3. The branch charged for duplicate pass book. Was
it justified?

On 21.09.1989, the Customer Service Centre
replied saying that his letter has been sent to the
Divigional Office of the bank for processing the
grievances. Meanwhile, Santa Cruz branch continued to
charge 188 interest. ¥o redressal seemed to be coming
through from the Divisional Office. Raikar paid back

the loan and saved the burden of further interest.

Raikar said, "I ciosed my loan account not
because I was not informed about the rate of interest
at the time of raising the loan, but because the rate
was high". After clearing the loan, Raikar did not
pursue his complaint. He said, " The purpose for which I
wrote the letter to the Customer Service Centre no
longer existed®. Also, he strongly suspected that there

would have beent some adverse effect on the career of the
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concerned clerk who prepared the loan application, if he
had pursued his complaint. He said he sonsod that the
Divisional Office was trying to record thoe mistake
committed by the concerned employes in his confidential
report. Raikar said he had the principle that the
career of a person should not be spoiled even if he/sho
commitg a mistake. Hence he did not insist for any
redressal. Instead, he gave a letter to the brauch

manager to consider the matter as closed.

Profile of the Complajnant

| Rajkar cams from & middle class family. ilio
father was a social worker and he used to help tlcose
who were in distrese. His father was the founder oI a
cooperative society in Margao, Director of Cooparative
Bank, Margaoco and freelance writer for a newspnper.
Raikar said he learned a lot from his father on hard
work, sincerity and the realities of life. Raikar's
brothers and sisters were all well settled. One of his

brothars-in-law was working in a public sector bank.
Raikar, aged around 42, had bsen working as
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headmaster in a High School for the last 15 vyears. He
hailed from Margao. He also worked in Indian Navy for
six years as Lieutenant. He left that job and joined as
Head Master. He had been working for the past fifteen
years as Head Master. He did M.A.,B.E4d. and LL.B. His

income was in the range of Rs.4500-5000/- p.m.

ar's Versio

It was Usgaonkar who prepared processed the
loan application of Raikar. He commented on Ralkar's
complaint as under:

1. Loans against the security of NSC had ditferent
rates of interest. For instance, if the loan was
raised for financing primary sector, retail trada,
export oriented units, etc. (priority sectors),
the rate of Interest was low. _

2. If the loan was raised for perscnal reasons the
rate of interest was 18%. The purpose of the loan
is ascertained from the information provided in
the loan application.

3. Raikar wanted loan for personal reasons. Hence, as

per the rules, the rate of interest was 18% and
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the locan limit was 75% of the face value of NSC's
pledged.
4.  Rajkar availed the loan knowing fully well about

the rate of interast.

Usgaonkar said, " We followed the rules and
raegulations. But, Raikar got annoyed. Wwhat can we do ?
We didn’'t get annoyvyed from his reactions.” The relation-
ship of the bank staff with Raikar continued to be good

as before.

Analysis of Customer'e Version

Rajikar using his own logic found the rate of
interest high. He sald that If the rate interest was
same for overdraft and on loan against security of NSC,
uﬁy should one pledge NSC? To support his argument, he
claimed he got it confirmed frem a relative of his, who

was working in a bank. {According to bankers all banks

had the same rate of interest)

Subsequent to raising the loan, he must have

felt that the rate of interest was high compared to tax
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relief due to savings.

Raikar knew his complaint was weak to faetch
sny redressal. He had complained only to convey his.
grievances to the bank. Since he knew that his com-
plaint was weak, he had included the other grievances
such as charges for issus of demand graft and for
issue of duplicate pass bhook . Thies was possibly dcra to

augment the intensity of grievances as a whoie.

Since Raikar waz probably not hopeful of
dettinq radressal, ha did not have any interest in
pursuing the complaint. Further, he closed the loan
account to save on the interest. He also said that he
closed the account not because the branch staff did not
inform him about the rate of interest prior to avaliling

the loan.

Anaivsis of Banker's Vexejon

Usgoankar did not seem to have taken the
complaint at personal level. He appeared to have re-

sponded objectively to Raikar's complaint. He clatmed he
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informed Rajkar about the rate of interest prior to
raising the loan. So the main charge made by Raikar
was denied by him. Probably as Raikar’'s complaint was
not a valid complaint, the branch did not take it
seriously Theaey just informed him about the varying rates

of interest for loans raised for different purposes.

Depogit to the Publjic Provident Fund Accounf by Chsque

Customer's Vergion

Dave received a treasury chegque towards
salary arrears from the Government of Goa in December,
1987. In January, he asked the Panaji{ branch of Rajya
bang to accept the cheque and credit the sama to his PPF

A/C. His objectives wera:

1. To avail income tax concession by saving in PPF
Account.
2. To avoid delay in crediting the Account which

would have occurred had ha presented the cheque

for collection in his account and then deposited

cash or cheque to the PPF Account.
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The bhank was paying interest on ths balance
maintained from 5th day through end of the month.
Usually, the salary arrears cheque used to be received
on first day of the month. Hence, most of tha times,
interest for the whole month was to be lost. In addi-
tion, {if the 6heque was deposited to his personal
account and than cash or chegue was deposited to PPP
Account, cheque collection charges had to bs paid by
Dave. The time involved in cheque collection involved
logss of interest on Rs.3000/- (approximately) for ons
mﬁnth and the cheque cocllection charges. Dave consid-

ered these as significant.

The bank, however, declined to accept the
cheque for the reason that the rules did not permit it.
Hence, Dave had to present the cheque for collection and
draw a separate chegque in favour of PPF Account, as he
had no other alternative. He continued to do this frem
January, 1988 to January, 1989%. During this period, he
observed that some of his friends also faced the same
problem. During this period, he again approachad the
bank with a request for accepting such cheques. The
bank ¢gave the same reply. Dave said,"I had to accept

what the bank sald because it was not possible for them
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to accept my requast due t6 tha constraint of rules. If
rules do not permit what can be done?”. Dava atopped

pursuing the matter as he thought it was nct permissi-

ble under rules.

In mid 1989, the Customer Service Centre,
Panji had issued an advaertisement in leading dailies in
Goa, asking customers to write to them expressing their
grievances and also suggesticns, if any. Dave saw this
advertisement. He Qrote a complaint letter on $.11.1985
on the non-acceptance of treasury chegques by Rajya Bank,
Panaji for direct deposit to PPF Account. He quoted
in hie letter the reply he receaived from the bank that
the rules did not permit acceptance ©of such cheques.
He sought for modificaticn in the rules, 1f necessary,
and requested to direct the branch to accept such

cheques, under intimation to him.

On 8.11.1989, "Quite fast®", Dave said, "the
Customer Service Centre replied stating that cheques
were acceptable if they were in multiples of Re.5/-. if
thef were not in multiples of Rs.5/-, balance should be
paid in cash. A copy of the lettar wes sant to the

concerned branch. Next day, Dave enquired with the
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" pranch and came to know that the rules were changed end
they would accept such chagues. Davae found the branch
staff as well as the manager gquitae céurteous. His

grievance was fully redressed.

pPro e of the Complainant

Dave was son of an army employae. He did
his B.Sc.in occupational therapy. He travelled widely
and stayed in many places during hisg chiidhood as his
father was transferred frequently from one place to
another . Aged arocund 41, Dave wae working in a Govern-
ment Hoapital. He hAd been in the sarvice of the Govt.
of Goa for fifteen years. Bafore Joining the present
job, Dave worked in Aurangabad for four and half years
as Occupational Therapist. He came to Gea on a higher
1?vel job. Dave belonged to middle class family.” Dave
said,"If customers are conscious of their rights, many
improvements such as demanding better quality gecodz and
services, revisicn in rules with regard to sale and
consumption of goods and sarvices and so on can be
'brouqht about. If customers ara consclous, manufactur-

ers and marketeers of goods and services are compelled
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iorbo cautious”. According to him, custogora should
become conscicus first, to make others conecious. He
was of the view that 'statutory bodies such ag Consumer
Disputes Redressal Forum can nrot protect the interests

of the consumers so long as consumers are not alert.

Banker's Vergsion {(Surlekar’s Version)

Surlekar was the clerk in the branch whare
Dave wanted the cheque to be deposited to his PPF

account. Surlekar commented =25 follows.

1. Cheques were accsepted evan If they were not in
multiples of Rs.5/-. However the deposit had to
be in multiples of Ra.5/- and tc comply with thies
condition, customers had to pay the balance in
cash.

2. This had been in practice for quite a long tims.
It was not understandable why Dave's cheque was
not accepted. There could be some other problems

which Dave might have concealed.

Surlaekar was of the cpinion that customers
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misunderstand staff for no reason. He gave an example
where his friend in Mapusa branch addressed an elderiy
lady, as “aunty'. The lady shouted at Surliekar's
friend, “"How dare you call me aunty. Do you know the
meaning of aunty”. Surlekar's frisnd was shocked to
hear the reaction of the lady. Surlekar said that aunty
was a simple and common form of address in Maharashtra
which probably the iady did not know, her reaction wag
unexpected. "This is how" Surlekar said, “people misun-

derstand and get into complaining”.

Banker's Version {(Dagan's Version)

Dasan was the manager of the branch. However,
Dasan was posted to the branch as manager subseguent to
Dave,s complaint. Dasan was unable to comment as he
was not aware of it. He said he can only speak about

the rules. It was the same as what Surlekar said.

Dagsan held the opinion that bankers should
not be taken aback by customers' complaints. The bank
should work within their capabiiities and constraints.

He sajid the number of customers wae fncreasing every



year but the staff strength is not increasing at the
same rate. He asked."How is it poesibla to providas same
quality of service to increasing number customaers, when
staff-customer ratio is reducing"? He further substan-
tiated his approach towards customer complaints. For
example, the rate of interest on lozns and collection
charges were considered high by customers. There was a
large number of complaints on this. Customers may not be
knowing that the banks' overheads going up and hence
these charges were necessary to meet expenses. The
service charges were decided jointly by the Indian Banks
Association and the Reserve Bank of India. He saild the
bankers in such cases had to lgnore customers' com-

plaints.

Analveis of Customar's Veraion

Dave wanted to deposit directly to PPF Ac-
count for monetary considerations. It is clear from his
version of the case that he wonted to save collection
charges and loss of interest. Dave had accepted the
rules of the bank (as informad by the branch) and suf-

farred the loss, but did not question the ruies at the
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branch level.

Dave was conscious of the loss he was suffer-
ing. He was waiting for the right opportunity. He com-
plained to the Customer Service Cenire when it invited
complaints suggestions from the customers. Dave's Com-
Plaining behaviour appears tc be rule accepting and
result oriented. He reported the complaint and the
response of the branch rightly and sought for changes in
rules if necessary. Dave's complaint was not at personal
level. He was particular in getting redressal and was

objective in his approach.

MAnalysis of Pankers' Verslon

There was conslstency in the opinions of

Surlekar and Dasan. They felt that there might have bheen

some other reason for not accepting the chegues and the

customer might be now concsaling it.

Both were of the opinion that complainte
arise out of ignorance and some times out of reasons

beyond control of the bankaers. They alco seemed to ba



indifferent to such complaints.

Premature Withdrawal of Time Deposit

Customer's Version

Victor Gonsalves had a Non-Reslident Rxterpal
{N.R.E.) Account in Kendriya Bank, Panaji. Since 1973,
he had maintained a deposit of over Rs. 2,08,000/- under
this Time Deposit Scheme called Money Multiplier Deposit
Scheme. Under the scheme the daposit was supposed to
kept for a relatively long time and the ‘nterest was
also high. Victor salid, as per the scheme, if the depos-
it was withdrawn prematursly, the rate interest would be
lowar by one or two percent and it depended on the
time period left for the deposit. According to Victor,
the bank, in any case, can not deny or delay premature

withdrawal.

Victor had an urgent need for money for his
house construction as well as for investment in real
egtate. HWhen he approached the branch manager, & loanh

oths.l,ll.OOOI- was sanctioned against the security of
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his Money Multiplier Deposit Certificate (MMDC). Yictor
paid back the loan in time.

Subsequently in April, 1990, Victor badly
wanted money to pay capitation fee for his son's admis-
slqn for engineering in BRangalore. This time, Victor
wanted tc withdraw the deposit prematurely instead 6t
ralsing a loan. Victor explained the purpose of with-
drawal of deposit. The branch manager agread to allcw
premature withdrawal. He askad Victor visit him the
next day for payment. The manager had informed Victor on
the intereat to be foregene premature withdrawal. In
other words the exchange of jinformation batween Victor
and the branch manager was complete. All that Victor
was to do was to surrender his MMDC and eubmit an appli-

cation for the premature withdrawal.

Next day, a Saturday, Victor found the branch
managar to be on leave. The manager in-charge of the
bank asked Victor to fill & form, which was not given to
him the previous day. Surprisingly, Victor was alseo
asked to wait for the permission of the Zonal Office for
withdrawal the deposit. Moreover, the In charge ashed

Victor to meet the Regional Manager with the applica-
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tion, in case he wanted the money immediately

Victor
said he was unable to understand the to!l&w:nQe
1. Why should a depositor wait for the permission of
the Zonal Cffice to get back his deposit ?
2. Why should a customer go to the Regional Office,

when his business is only with thoe branch and not
with the Ragional Office 7 Was it not the duty
of the branch tc send the aprlication to the
Regional Office, or wherever reqguired and get |t
approved 7.

3. Why was he not told at the time of deposgiting that
pramature withdrawal needed the approval of the

Zonal Office 7.

In principle, Victor was unwilling to go to
the Regional Office. Still, in order to get the money
fast, he met the Regional Manager with his application.
Morasover, the wanted to know from the Regional Manager
whether the approval of the Zonal Office was really
necessary for a withdrawal of over Rs.2 iakhg. Obviocus-
ly, Victor met the Regional Manager with the hope to get

the money faster.
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The Regional manager accepted Victor's appli-
cation and asked him to meet him after seven or aight
days. While Victor was in the Regional! office, the
Reglonal Managar consulted a colleague of his, who once
happsned to shout at Victor in Mapusa branch. Victor
said, "I suspect the colleague must have informed the
Regional manager something bad about me". The Regional
Manager did not inform Victor as tc what his colleague

told him.

After seven davsz, Victor called on the Re-
gional manager to enguire about the approval of tha
Zonal Oftice. The approval hadn't reached. The Ragion-
al Manager replied, "We have sent - your application to
the Zonal Office. Now it is uwp to tham tc decide™.
Every time Victor met tha Reglional Manager, he ¢got the
same reply. During these days, Victcor was alaso meling
the in-charge of the branch. { The branch manager was
still on leave!}. In the beginning the in chargs had
told Victor that thaeay had sent the papers to the Zonal
Office. After a fortnight he started telling that the
papers were sent to the Central Office. Victor came to
know from scme reliable source that no permisgion either

from the Zonal Office or from the Central Office was
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necessary for such premature withdrawal.

After a month,

Victor wrote to the following authoritlaes his grievance:

The Reserve Bank of India, Panajf.
The Customer Service Centre, Panaji.

The then Finance Hinister, Prof.Madhu Dandavate.

The responses were as follows;

The Rasserve Bank of India, Panaji replied after
two monthg suggesting that the matter could be
raisad in the next Costumer Relations Mseting of

tha Customer Service Center.

The Customer Servicae Centre replied starting that
they have directed the compleint to the Regional

Office of the concerned bank for neasadful action.

There was no response from the Ministry of
Finance. Victor assumed that no one toock interest
in replying as Prof.Dandavate went out of office

shortly after is writing.

Finally after months, the bank made the

payment. Even otherwise, the deposit would have matured
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in another four months. The Customer Sarvice Centre
“wWrote another letter to Victor regretting all lapses and
inconveniences a2nd with a requaﬁt to consider the matter

as closed.

Profile of the Complainant

Till 1968, Victor was working in the recovary
gsection of the Department of Income Tax, Government of
India at Bombay. In 1968, he went to Dubai, where he
worked in the Health Department, looking after the
administration of a hospital. In Dubai, he had his
.account with the Jarsey Branch of Chartered bank (an

island between UK and U.5.A).

The bank suggested the he keop his depcsits
with the Jersey branch a3 the interest was higher in
Jersey. During his days in Dubal, he observed that the
service Qrganisations there responded promptly to cus-
tomars' lettars. They would always try to eccede to
customers’ reaequests. "This®, Victor said, “"was an

indication of their sense of responsibility”.



Victor worked in Dubai till 1982 and then
cameé back and settled in Goa. In (1982 whan he came
back, he did not have a house of his own. he was stay-
ing in Mapusa, maintaining his accounts with Kandriva
Bank, Mapusa Branch. Later, when he moved to his own
house in Panaji he started operating an account with the
Panaji branch cf the same bank. Victor comnanted, "I
naver found a sense of customer service among the staff
of the bank either in Mapusa cor in Panaji*. He further
sald, "This must be the case with the emplovees of all
public sector banks in India. They 4o not treat custom-
ers as V.I.P.s. They feel they are cblliging customers
without realising that customers are the ones who glve
revenue to the bank®™. Acceordingly to Victor the quality
6! service in banks is too inferior tc deserve any
patronage by Non Resldent Indians. He said, "1 advise
my friends and relatives who stay abroad to lnvest in
foreign banks rather than in Indian banks®. Indlan
banks, according to Victor &re rempant with rad taplem,
corrupiion. and favouritiem. This was true for not only
banks, but also the Governmeni. He cited an exampie of
a2 subsidy for converting his residence into a small
hotel, which he did not get for a long time. One of his

acquaintances suggested bribing the concernad cfficlal
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which he was not prepared to do. He bocama totally
frustrated with the kind of gsituation he waa GXpOTienc-

ing in every walk of life including barking saervicas.
ergion: (Galgali"s Version

Galgali was the branch manager of Kendriya
bank, Panji when Victor approached for premature with-
drawal of MMD. Gulgali sald, "I asked Victoxr to come
fho next day, but unfortunately, I had to take leave as
1 was not well. The In-charge asked Victor to met the
Regional manager with the application. That was how tha

complaint started”.

The MMD was in the name of Victor's minor
son. Since the deposit holder was a minor, the prema-
ture withdrawal needed an undertaking and éeclaration by
the guardian that tha mcney was required, and would be
uttlised fully, for the welfare of the mincr. Further,
the withdrawal needed the approval of the Central Of-

fice.

In order to avoid delay, Gulgali, ir an

earlier instance had suggested that the loan be raised
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against the security of MMD. Accordingly, Victor

availed of the loan.

After soma period Victor was again in need of
money, this time for renovation and extension of hise
house as well as his hotel. He did not reveal the
purpose. Instead, he said it was required for his scn's
education so that he could withdraw the deposit. Galga-
11 said " I knew that the purpose stated by Victor was
not the right one. Yet, why shoul!d I hold back the

customer's monay if ha wanted it "=.

The in-charge asked Victor to £ill the neces-
sary form and requested him to meet the Regicnal! manag-
er. The in-charge was not prepared to take risk, and
felt it was not within his powars to sanction such
withdrawal. The Regional Managar sent Victocr's applica-
tion to the Zonal Office as the amount was much higher

than he was aliowed to approve.

The Zonal Office sent it to the Central
Office. As & result, it got delayed for two to three
months. By then, Victor had written to R.B.i., Panaii.

the Ministry of Finance and the Customar EBarvice Centre
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for redressal of his gricovance. Galgali felt that if hae
were in the office on the day when Victor came for
withdrawal he could have avoided tha cecmplaint. He also
felt that the chances cf a complaint increosed due to

excessive complaint time taken by the Central Office to

process the application.

Banker's Vexgilon (Patll’'s Version).

Patil was the Regional manager whom Victor
met with his applicatien. Patil said, "Victor wanted to
invest his money in socme venture. He stated the ra#son
ag his son's education as premature withdrawal of depos-
it was permissible conly for the welfare cf the minor.

Victor claimed income tax exemption on account of MMD in

the bank. Hence when he wanted his deposit back, it
could not bs given without following the proceduras as
per the ruies. In view of all this, I did not want to

take any decision which was not with*in my powers'.

According to Patil, customer complaints are
caused by two factors. They are: (1) ignorance of

rules and regulaticns: and (2) malafide intentions.
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He raferred to the principle adopted banks

that whenever a customer comes in a hurry the banker has
to be cautiocus. The customer might pretend to be in a
hurry to confuse the banker or his pretention could be
the outcgme of fear. for example, in a hurry a bearer

cheque might get ancashad to a non-genuine beneficiary.

_The banker also will be in problem in such cases. in

order to avold shch problems, the banker is advised to
check whether the customer is prepared to wait for eome

time.

In the case of premature withdrawal by Vic-
tor, a bond was to be signed by him {the minor's guard-
fjan)} as well as by some sureties. The customer may
demanded his money back but the bank had procedures to

follow.

After submitting his application, Victor
telaphoned too many timee and asked about the approval.
*then", Patil justified, " I had to say that the papears
were sant to the Zonal Office and the approval was
awaited®. Patil also came to know from the Zonal Office
that the papers were sent by them to the Cantral Offlce.

Victor was informed about it. When Victor questiocned, "
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Why did you not send my papers directly to the Central
‘Ottlco?'. Patil quipped, "I know whare I should ssad my
officea papers. ¥%ho are you to advise*ma? The decisicn
of the Central Office is yet tc coma. Yocu have to
wait”®. Patil refused consulting a colleague of his as

suspected by Victor.

Analveis of Cugtomer's Versiocn

Victor seemed to have high expectations about
banking services. His exposure to better banking serv-
ices abroad and/or privileged treatment promised by
banks to NRI customars could have influenced his expec-
tations. On the contrary, his experience with various
services, was frustrating. Hance, the expectations
and/or the frustrations would have resulted in his

dissatisfaction.

Victer's ccomplaint originated from monetary
reasons and his intention to complain strengthened due
to delay and behaviour of the staff. It cculd be in-
farred that Victor's behaviour was rule-questioning but
result oriented. In the absence cf appropriate respons-

es from bank staff in terms of fulfilling customer's

125



heeds or at least in terms of explaining the difficulty
convincingly, such rule questioning bshavicur ig likely

to lead to complaint aitvations and spoliing cf rela-

tions.

Victor's behaviour was both ego-centric and
result oriented. He was eager to achieve results and
hance he complained to different authorities aimultana-
ously. Propably. he wanted to achiesve results by his

might than by requesting the ragional manager.

This case highlights how inconsistency in
responses could lead to complaint situations. Galgali
said he could have avoided the complaint. The in charge
of the branch did not take responsibility to meet the
customer's needs. The regicnal! manager viewed ths

purpose suspiciously thereby aggravating the situa tion.

Galgali's behaviour of gerctioning loan

against MMD and promising premature withdrawal of the

- deposit had created oxpectation that the bank would
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%?iliver the service. On the contray, not only the cus-
tomer was asked to meet the Regional Mznager, much
?ggainat hisg wishes, but also the srvice was not daliv-
;rod. The cage reflects how creation of expectation and

non-delivery of service leads to a complaint.

The Bank did not seaem to have consensus on a
norm for withdrawal of MMD. Furthar, there was no

coordination amcng bank staff {n handling the situation.

entativ ro tio

The case studiasg dealt with the cause of
dissatisfying exper!enceh,* the process of complaining,
the process of pursuing the complaint and the post -

redressal /non-redrassal relationship with tha branch.

A e e e e e e W e e e mn e e

While collecting data for case studies, it was cbserved that
the customers did not consider their experiences as dissat-
fafaction. In their view, digsatisfaction occurs when a
customer experiences a number of situations of poor quality
service with the branch. Therefore, in this diseertation,
the term ‘dissatisfying experience' rather than “dissatis-
faction'{which is used in studies abroad) is used, as it le
felt to be meore appropriate. .



Causes of Dissatisf{vipg Frperiences

In majority of tla cases, ronctary loss was
evident as one of the causes of the complalint. An
exception was in the <ase of Dichonouar ci Cheque Drawn
on Salf, Hence, to ceavert a digsatiefyving experience
into a complaint, there saems to be the necageity ol a

tangible loss.

Procaess of Comnlaining

Cugtomers initially make thelr complaints to
customer contact parsons at branch fevs!, orally and/or
itn writing. If satisfactory redressal ig nct cbtained,
thay tend to complain in writing to higher levels. This

was obsarved fn all the ten case siudies.

If the customar’s relation with the branch is
good, complaining to higher level ls avoldad., tha cus-
tomer would wait for a period of time bafore complaining
to higher levels. In such situatioas, the customarg
sithar seek the sancticn of the branch for complaining

or post facto claim to have sought such sanctiion. On tha
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contrary, if the relation with the branch is pot good,
complaining to higher levels is resorted to even without
such sanction. Therefors, a branch can facilitats or
inhibit complainte to higher levels. This waer -hserved
in the case studies of DNishonour of Chegue Drawn con
Self, Realisation of Chegue Amount, Transfer of RD Ac-

count, Premature Withdrawal of Time Depcsit and Interest

on Loan against National Savings Certificate.

Customers hesitate to complain to higher
levels, especially when thelr relation with tha bhranch
is good. This indicates that complainiay is considerec

as unpleasant and hence avoided., as far as possible, In

fear of gtraining the relaticnship.

Customars' tendaency to pursue combiaints
depends on possibiilties of rodressal. Thae possibllities
of redressal ore considerad as good, when complaints

are perceived valid as per the ruies.

Customers have bhigh tendency to ccmplain on
situations for which the attribution of blame is on the
branch/branch staff, thay tend to repert thelir grievanc-

es to higher levels in such a way as to make the hlame
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attributable to the branch. This behaviour could be
observed in the case studies of Rentai Charges, Loan
against National Savings Cevrtificates, Benosit to PPF
Account by Cheque and Replacement of Soiled Notes. In
any case the target of complaint is branch /branch

staff.

Customers' desira to pursue complaints made
to higher levels varies by degree of attribution of
bilame to the branch/ branch staff. Validity of com-
plaints as per the ruies determines the attributican of
bjame to branch/branch staff and thersby the possibili-
ties of pursuing complzints. HWa find sirvong desirae to
pursue complaints In case studies on Blghonour of
Cheque, Issue of Demand Braft.,and withdrawing from
complaints in case studies on Rental Chardes and Leab

against National Savings Coriificate.

If customers feel that they can not attribute
blame to branch/branch staff, they tend to add other
grievances while complaining, for which attribution of
biame is orn branch /branch staff. This e poseibly done

to augment the strength of complalints.



Customers tend to exhibit two kinds of com-
plaining bahaviour:
1. Rule- accepting behaviour

2. Rule- questioning behavicur

While both types of behaviour primarily
originate with a desire to obtain redressal, tha former
accaeapts the rules but seeks redrassal whenr there tia
opportunity to do so (ref. Deposit to Public Provident
Fund Account by Cheque and Iesue of Soliled MNotes) and
the lattar gquestions the rationale for rules (ref. Issua
of Demand Draft, Premature Withdrawal of Time Daposit,
Rental Charges and Loan againegt Security of National

Savings Certificate).

In pursuing their complaints customers fol low two types
cf approach:
1. Ego-maintenance approach

2. Problem-solving approach

In sgo-maintenance approach, customers demand
redraessal without much of efforts and regquests from
their side. In problem-solving appreach customers are

prepared to put effort to achieve redressal. Howaver,
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—eVen customers having ege-maintenance approach would be
reluctantly putting effort to obtain redressal. (ref.
rfanster of RD Account and Premature Withdrawal of Time
Deposit) Usually, rule-accepting customers foliow prob-

lem solving approach and rule- questioning customers

follow ego-maintenance approach.

Rude reactions of customer contact peraons to
complaints will intensify the customars' tondency to
complain/pursue the complaints more aggresesively. Bank-
ers indifference customers’' needs has high potential to
genarate complaints(ref.Dishonour of Cheque, Dishonour
of Cheque Drawn on Saelf, Issue of Demand Draft and

Premature Withdrawal of Time Deposit).

roce of Redregsa

Customers axpect redressal at branch level.
If the branch is unabla to provide the redresesal, they
expect the branch to support and sympathise with them.
This expectatien is high when the branch and the custom-
er is good. Further, whan prior information in changes

in the terms and conditions of banking services is



likely to reduce the possibility of complaints, proper
information on the process of redresecal is likely to

avoid the possibility of intensification of pursuing of
complaints.

If the redressal is not cbtained, they would
either withdraw from pursuing the complaint or discon-
tinue the services of the branch. while the formsr is a
possibility when the response of the bank/branch is
pleasant, the latter is a pecseibility when the response
is unpleasant. When the response is unpleasant the
consider complaining to third parties (E4. Consumer
Disputes Redressal Forum) subject to cost and b;;efit of
such complaining (ref. case studies on Interest on

againat HNSC, Rental Charges and Replacement of Soiled

Hotes ).

When customers withdraw complaints or decide
not pursue it, they express one of the reasons as the
concern over the carser of the employees at tha branch
lavel (ref. casa studies on Dishonour Chegue and Interest

on Loan againat NSC).

Customers complain not to profit from com-
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plaining. So, the findings of the research conducted

abroad (Jacob and Jaccard, 198i) that there are profes-

sional complainers who would like to profit from com-
plaining would not be applicable customers of public
sector commercial banks in Goa. They also dn not show
intention to get damages beyond the monetary loss suf-
ferred by them. Hence, the categorisation of complaints,
Basic and Involved, (ref. Chapter II, Section on Defini-
tion of Complaint) suggested by Jacoby and Jaccard is
not relevant to complainte on public sector commsercial
banks in CGoa. Complaining as a mechanism of getting the
required service is a new phenomenon in public sector
Sanka which were largely operating in seller’'s market
till now. Banks started encouraging and soliciting
complajints only recently. Customers are educated and
expeosed to complaining when banks started encouraging
complaints. Therefore. the categorisation ot complainte
as invclved where customers seek damages beyond monetary
losg is not valid. Hence, so far as public aector banks
in Goa are concerned, complaints may be said to be only
basic where customers seek only the actual loss suffered

by them.
Further, in none of the casse studies we find
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that the customer has approached third party entities
for redrassal. Therefore, the classification by Singh
(1988) as third party response (ref. Chapter II, Section
on Typology of Consumer Compleint) is not valid. Bvan in
US and Europe there is tandency to avoid third party
action such as seeking redress through legal)l action. In
the present study third party action could 5. absent
because it s largely limited to filing a case in a
court of law and/or seeking redress through Consumer
Disputes Redressal Forum. Since majority cf custcmers do
not have adequate rescurces such as knowledge cf law,
time and money and the expected benefit could be lower

compared to the cost, seeking reaedress through third

party action could be absent.

The relation between banker and ocustomer at
the branch level after redressal/non redressal of the
complaints will continue to be good or both the parties
will project it that way. This further confirms the
notion that complaining is an unpleasant and guilt

ridden act.
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t rg' Pro gity to C a

Customers with knowledge of iaw have high
propensity to complain. Probably knowledge of law gives
them confidence to complain. In two case studies (Rental
Charges and Interest on Loan against Hational Saving

Cartificate) the customers had degree in law.

Customers who are in service (ali case atud-
tes except Rental Charges, Premature Withdrawal of Tims
Deposit and Dishonour of Cheque) and customars who are
entrepreneurs (in case studies on Premature Withdrawal
of Time Deposit and Dishonour of Cheque) have high

propensity to complain.

HRI customers sBeem to have high propensity to
complain due to their exposure with better banking
services abroad 2nd due to the oxpectation created
through promises made by the banks in india. In the case
study on Premature Withdrawal cf Time Daposit the cus-
tomer referred to better guality services in banks

abroad and breach of promise made to him as KRI ocustomer

by the bank.
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Whan customers hold a positive attitude on
complaining, (ref. case studies on Transfer of Reourring
Deposit Account, Deposit into PPF Account and Replace-
meant of Soiled Notes) their'tonduncy to complain is
high.

Depositors have higher propensity to complain
than borrowers. While the former would feel obliging the

bank, the latter would be feeling obliged.

Educated customers seem to be having higher
propensity to complain. Education possibly ¢gives a
general awareness of banking services and confidence to

claim services as a mattaer of right.

Men seem to be having higher propensity to
compiain (all case studies). Women seem to need the
support of men to complain (case atudy on Rental Charg-

es).

Broadly, the case studies indicate that
complaining behaviour is attributable to potential of a
situation to generate complaint and/or to the consu-

mer's propensity to complain.
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From the case studies a tentative model on
complaining behaviour of custcmers of public sector
banks is developad. The model presents the cavee of
diseatisfying experience, the process of complaining,
the process of pursuing the complints and the post-
redressal /non-raderessal relationship betweeen the
panker and the customer. {(for the Model, refer next

page)
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Model on Cowplajning Behaviour
Dissatisfying Experienca
(Cause: Monetary loss)

| |
Complain to Branch
!
Complaint Not Redreessed

I
Desire to Complain
to Higher Levals

|

A

Good Ralation Pocr Relation
with the Branch with the Branch
]
SQBklnq Not Saeking
the Branch's Sanction the Branch's Sanction

l !

Y

|
Camplain to Higher Level

4
!
Complaint Valid Complaint Mot Valid
as per Rules ap per BRules
|
Prohlom—Lolvlnc/ Rule-accepting/Rule-~
Ego-maintenance Approach Questioning Bshaviour
Pursuing tLr Redresasal Neot Pursuing for Redressal
Complaint Redrsssed Complaint Hol Pedressed

|
Attempt for Third Party
Action/ Exit

If Unsuccasasful

|

Trying to Rebuild
the Relation with the Branch



CHAPTER XV

COMPIAINABILITY OF SERVICES

The chapter on case studies indicated that

service situations vary in their potential to generate

complaints. Some service failures generataed complaiats

while others did not. Further, once tha complaints
ware made, some complaints had greater impact on ths

customars in pursuing their ccmplaintas.

The conciugions from case studies raise

two research iseues on CCB. They are;

1. whether complaining behaviour of customars of
banks is determined by the degree of complainabil-
itya of a situation - the strength of a compiain-

able situation to generate complaints; or

[ N R .l R R R T e e

Though the word “Complainablity’ is not commonly uwsed,
in this study it is used as a term for brevity. Compa-
linability refers to the potential of a service situa-
tion to gensrate complaints. The operational definition
of the tarm is given in this chapter.
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2. whether cowplaining behaviour is determined by the

demographic characteristics of the customer.

The complainability of banking services is ad-
dressed in this chapter and the relation between custom-

ex demographics and propensity to complain is dealt with

in Chapter V.

Complainability refers to strength of a dissat-
istying experience to generate complaints. in other
ﬁords, it is the probability that a dissatisfying situa-
tion would lead to a complaint. Broadly, in this
chapter we will. examine the possibility of banking
service failures leadiné to, or not leading to. com-
plaints. Indirectly, the importance of failure of serv-
ice also will be manifested through the measure of

complainability

Complainability of various service situations was
measured through complaint intenfions expressed by
customers. Generalisations were drawn using the mean
complainabilities, posterior classification, as wall as

factor analysis of the situations.
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Research Method

A qugstionnaire incorporating the situvations
which were apparently dissatisfying was designed. The
recommendations of the Working Group on Banking Searvices
{1977) and the publication by SBI, Bombay Circie, (1989}
titled “Guide to Excellence in Services" were the basis
for initial dé;ign of the questionnaire. The instrument
was tested through a pilot study with bankers {(n=20) as
well as customers (n=20) for potentiality of each

-situation to generate complaints.

The objective of testing the questionnaire
both with bankers as weld as customers was to minimise
the possibilities of bias. Possibly, bankers have a
tendency to uhderestimate and customers have a tendancy
to overestimate the potentiality of a situation to

generate complaints.

The respondents were asked to indicate the
potentiality on a four point scale (Most potential as 4

and Least Potential as 1). Only public secior <Coumunel
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cial banks (including State Bank of TIndia and its sub-

sidiaries) which have branch(es) in Goa were included in

the purview of the study. While it is difficult to
make a list of complainable situations exhaustive, in
order to make it as comprehensive as rossible, the
respondents were asked to add the situatione which they
felt would generate complainfs:". . Thus, a list of
situations was prepared eliminating those situations
which had mean potentiality less than 2.5 (midpoint),

and including situations which were suggested by the

respondents.

The list was tested for its clarity and
axpression among‘the firgt year (n=28) and the second
year {n=23) students of Master of Management Studies of
Goa University. In general, majority of the students
rightly undersiood the intended meanings of the situa-
tions. Corrections were made where necessary. Thus,
a final list of 59 complainable situations was prepaiiu
(Refer Appendix~1 for the list). The order of listing

of the situations was determined using random number

table.
Before administering the questionnaire in the
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field, a few eligible respondents were asked to respond
to it. Majority of them responded by saying that, "it
depends”. Hence, the complainability of a dissatisfying
situation could not be concretely evaluated by them.
Therefore, the scale was reconstructed to eliminate

such neutral responses. iThough it resulted in the

-

limitation of not having the capability to capture
genuine neutral responses, it was necessary in order to
tackle respondents' tendency to avoid exercise of judg-

. ments. The resulting scale was as follows:

Will definitely not complain . -0
Very low aikelihood of complaining - 1
Low likelihood of complaining - 2
High likelihood of complaining - 4
Very high likelihood of complaining - 5
Will definitely complain - 6

The data for the study were collected on th

above mentioned scale using the list of situations

{Refer Appendix-1, for the list) which was designed and

validated through the pilot study.

@
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For the purpose of the study, complaining wag

defined as communicating orally and/or in writing, any

oné or more dissatisfying experiences witnh the public

sector commercial banks in Goa, to any one or more of

the following:

(1) any staff in the bank branch

(2} higher authorities in the Regional Office, Tonal
Office, Head Office, etc.

{3) the Customer Service Centre of public sector
commercial banks in Goa, operated by the State

Bank of India, Panaji.

(4) the Consumer Disputes Redressal Forum
(5) the press like newspapers, etc.
(6) the Ministry of Finance, Govt. of India.

(7) the court of law

{(8)  wvoluntary customer agency.

The order of listing of the above complaint out-
lets was again determined using randoem numbers. The
respondents were asked to base their responses on what
they d@id when they had experienced the situations in the
past. Obvicusly, there are two possibilities in such

cases. Either they did not complain (0, in the scale)
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“or they complained (6, in the &cale). However, a major-

ity of the respondents did not experience majority of

the situations in the past. Hence, they were asked to

respond on contemplation - the possibility of complain-
ing in case they experience them in future. Only those
who were availing or had availed services of banks in

Goa were asked to fill the guestionnaire.

Over 400 guestionnaires were distributed of
which, only 287 were received back. Finally, 281 were
_ accepted and 6 were rejected for being incomplete. The
method of sampling followed was quota sampling. To
illustrate, to test the demographic variable, age, the
respondents'wefe chosen in such a way that customers of
all age groups are included in the sample. Hence, it
éould be observed that customers of different age groups
(covering 19-8% years) were covered by the study.({ Refer

TABLE-2 for sample statistics)

Results

The mean complainability and standard devia-

tion of each of the 59 situations were calculated from
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the data collected on a six point scale ( For mean ang
standard deviation, refer TABLE-3}. an cverall analysig

suggests the following.

1. Complainability was highest for “divulging infor-
mation pertaining to your account to others with-
out your permission'. It means customers Ilike to
maintafﬁ—secrecy of their accounts. Customers®
refusal and reluctance to respond to the survey
were also due to the fear of Iossféecrecy of their
accounts. Further, bankers, as per law, are ex-
pected to maintain secrecy of customers’ accounts.

2. The complainability was high for those situations
for which " it was relatively easy to prove the
branch/branch staffkwrong. In other words com-
plainability is directly related with the pos-
sibility of attributing blame to branch/branch
staff. It is alsc related to customers' perception
that the complaints (if made) are justified under
the rules of the bank. The nature of the situa-
tions with highest and lowest mean complainabili-
ty (TABLE-3) also confirms that the attribution of
blame, among other things, determines complanabil-

ity. The customers' perception that their com-
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bPlaints are justified under the barking rules may
strengthen the attribution of blame on the
branch/branch staff, further increasing the chanc-
es of complaint.

Complainability is related to ease of establishing
the grievance with the bankers. For example, the
situation such as "no personalized attention and
recognition to you’ might be a relatively diffi:f;
cult grievance to establish, as it is subjective
compared to, say, “deiay in collection of local
cheque'. Also, in the present day context of mass
banking and increasing pressure of work on bhank
staff, customers probably are not particuiar about
personalis;d attention and recognition. They would
be happy if they get personalised attention and
recognition but would not be unhappy if they do
not get those.

Complainability was high for those situations on
which branch had contrel for either occurrence or
redressal or both. For example, for the first five
situations for which the complainability was
—highest, the occurrence and/or redressal of com-
plaints were under the control of the branch.

Complainability also varies directly with the
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customers' evaluation of the possibility of re-
dressal. Therefore, complainability was high for
situations such as “divulging information pertain-
ing to youf account to others without your permig-—
sion' for which the customer might percaive higher
possibility of redressal{though not necessarily in
monetary terms} becauii_of the existence of rules
to support the grievance. On the other hand “no
personalised attention and recognition to you'
might be considered as a weak complaint due
to absence of rules for support.
The average complainability of all the situations
is 3.52 which is above the mid point {(3). Situa-
tions which‘had petential lower than the average
were eliminated based on the piiot study. this
6ou1d be one of the reasons. However, 8 out of 5%
situations had complainability lower than the mid
point and nearly 50 per cent of the situations had
complainability higher than the average. So, the
list was balanced containing nearly egual number
of situations of high complainability and situa-

tions of low complianability.
» Correlation between mean complainability and
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standard deviation was calculated to find out the rela-
tion between complainability of services in banks andg
their variation. The correlation betwsen mean complain-
ability and standard deviation was -0.005 implying that

thev are unrelated.

Classification of Complainable Situations

In order to find out the relationship between
complainability and nature of situations, the situa-
tions were classified into different categories. The
classification haé evolved 14 categories of complainable
situwations {( Refer TABLE- 4, for details). The catego-
ries were made based on the need. To elaborate, if a
situation, on the basis of its nature, was not fitting
in any of the existing categories, an additional cate-
gory was made. To some extent, thé situations are
overlapping in their nature and hence the classification
could be tentative. The following categories were made
and they are presented in the descending order of mean

complainability.



Category of Complainable Mean Complainability
Situation

1. Violation of law 4.44
2. Rondel ivery of or failure in service 3,91
3. Discourtesy of bank staff 3.89
4. Mconetary loss/ non availability of cash 3.89
5. Negligence in service 3.69
6. ' On-the~counter delay = 3.62
7. Delay in decision making 3.45%5
8. Off-the-counter delay 3.41
9. . Indiscipline in service delivery 3.37
10. Poor'knowledqe or information on

the part of the employees 3.24
i1. High service Eost . 3.23
12. Lack of customer corientation 3.02
13. Complicated procedures 2.96
14. Inflexible rules 2.70

The clasgification indicates that complain-
ability varies directly with the easé of establishing
the occurrence of the situation . For instance, in
“Violation of law’ the mistake can be easily proved with

the help of existing rules., as compared to “Inflexible



rules' in which case, to prove the mistake, the evist-

ing rules have to be questioned

Qompléinability varies directly with thae
attribution of blame to the branch/branch staff. in the
last two categories, i.e. “Complicated procedures andg

"Infiexible rules', the attribution of blame Is not to

//

branch/branch staff as such issues are dealt with at the
policy making level. The complainability is also low and
is even below the mid point (3.00). The degree of attr) -
bution of blame to branch/branch staff seems to be in

descending order from category one through fourteen.

The abdﬁe analygps indicate that the attr} -
bution of blame to branch/branch staff stands out arn an
important factor determining complainability. Complain
ability could be high for those situations which are
attributable to branch/branch staff because, cuntomerr
might consider that redressal is more likely to L«
obtained as those responsible for occurrence ot com
plaints are regular contact persons. Further, as men
tioned previously complaining behaviour is also deter

mined by possibilities of redressal.
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To further verify the role of attribution of
blame in determining complainability, all 59 situations
vwere classified into 3 groups as follows (Refer TABLE-§

for classification):

1. Attribution of blame mainly to branch/branch
staff,

2.  Attribution of blame partly to branch/branch
staff; and

3. Attribution of blame not to branch/branch staff.

The t-test results (TABLE-6) indicate that
complainability is significantly different {(at 0.01
significance levelf between situations for which attri-
bution of blame is mainly to branch/ branch staff and
those for which it is not to branch/ branch staff. The
differences in mean complainability is significant (at
0.065 significance level) between situations for which
attribution of blame is, minly to branch/branch staff,
and partly to branch/branch staff. It is not significant
between situations for which attribution of blame is,
partly to branch/branch staff, and not to branch/branch
staff. It is evident that complainability varies direct-

ly with degree of attribution of blame to branch/branch

o

o



staff.

It was .also observed (TABLE-6) that mean
complainability Qas, high for situations of high attri-
bution of blame to branch/branch staff, medium for
situations of partial attribution to branch/branch
staff, and low for situations of no attributlon ot

o

blame to branch/branch staff.

Factorisation

In order to classify situations bhased on
their commonalité for simplification, factor analyuis
{(varimax rotation) was done. Fifteen factors with eigen
values equal to or more than 0.90, explaining 69.6 per
cent of the variance seem reasonable to classify the &9
situations. However, only those situations which havu
factor loading more than or equal to 30.5 are present od
and interpreted in this chapter {(Refer TABLE-7 to1
factorisation). Totally, 43 out of 59 situations (72.9
per cent) have factor loadings more than or equal to

iD-S
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Factor 1 comprises of situations for which
attribution of blame is mainly to branch/branch staff
rather than to higher levels. The situations also
indicate weak defense for the branch in the event of
their occurrence as they form some of the basic dutiesg
of the bank. The mean complainability (4.1957) of the
factor was also highest further confirming the eariier

findings

On the other hand, factor 2 seems to repre-
sent situations for which the attribution of blame to
the higher level. For example, “Complicated documents
and procedures for applying for leoan' is a situation for
which the branch‘has no control as the documents are
designed and procedures determined at higher levels.

Accordingly, mean complainabillty of the factor is also

low (2.9442), next only to that of factor 6.

In factor 3, except for "Low interest rates
for deposits’, customers’ attempt is to convert docu-
ments such as cheque, draft or withdrawal slip into
cash. In the procéss, they experience inconvenience
either due to delay or due to non- delivery of service.

The ~ Low interest rates for deposits’ too, results in
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poor return on deposits and could be considered similar
to non-availablility of required amount of c¢ash when
desired. The complainahility of the factor is 3.2435,

higher than factor 2 and lower than factor 1.

Factor 4 consists of only twe situations and
they raflect on the working of the staff. The situations
share the commonrality of absence of staff in the branch

during working hours.

Responsiveness refersrto the willingness to
help customers and provide prompt service (Parasuraman
et al., 1988). Evaluation of responsiveness by customers
would depend on expectation and perception of perfor-
mance. The cause-of complaints in the situations in
factor 5 appears to be customers'’ perception that banks
are not sensitive (regponsive) to provide prompt sexv-
ice. In gituations such as “Delay in collection of local
chegque' the customers might perceive lack of responsive-
ness as some efforts like telephoning and inter- branch

correspondence would expedite the collection.

Situations uhder factor 6 appear more as

desires for special treatment/service which the banks



might not be providing. In situations such as “Delay in
collection of out station cheque’ which occurs largely
due to transit delay and "Delay in sending credit or
debit advices' thch the banks provide only in select
cases, the customers tend to feel that banks have little
control due to lack of resources such as personnel and
computers.’Eherefore, the complainability is also the

lowest (2.9269).

Factor 7 represents high service charges.
With respect to service charges of public sector commer-
cial banks, customers who are aware that they are decid-
ed by RBI and IBA would know that they are legitimate.
High service ch;rges may -also occur due to calculation
mistakes of the branch. Hence, factor 7 stands for high
service charges which are legitimate as well as those
which are not. The first mentioned situation of the
factor reflects the latter while the other two situa-
tions do not. The mean complainability of the factor is

moderate {(3.6215).
Factor 8 reflects confuéion to customers. In
“Delay in deciding to pay bearer cheque' the confusion

arises due to banks' approach to discourage bearer
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cheques to avoid making payment to unidentified and non-
genuine payees. The customer will be in confusion as
he/she does not know whether the payment will be made or
not. In “Not foilowing the queue system in receipt or
payment of cash' again_ confusion is caused about the
customer's turn.
T

In factor 9, excep{"Delay in deciding to
issue duplicate demand draft’ all other gituations imply
either non-~ delivery of service or delivery of faulty
service. The mean complainability of the factor is
moderate (3.5359).

in fac;or 10, the sgituations pertain to delay
in sending information to customers. The mean complain-

ability of the factor is moderate (3.4640).

The situations in factor 13 relate to cus-
tomers' difficulties in borrowing especially, prior to
borrowing. The situation, “Inadequate information sup-
plied by the bank about schemes, rules and regulations'

could relate to horrowing or depositing.
The*situations in factor 14 reflect disre-
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R 2

spect to one,even as a person rather than as a customer.
Accordingly, the mean complainability of the factor is

also high (4.0640).

Conclusion:

Complainability of banking services seems to.
be focussed on the branch/branch staff level rather than
higher levels. The results of the study indicate that
complainability is high for those situations which
customers feel the branch/branch staff has control on.
Similarly, complainability wvaries directly with the
degree of attribution of blame to the branch /branch
staff. Complainability is high for situations where

aither the occufrence or rectification or both are felt

to be under the control of the branch/branch staff.

The fact that complainability is focussed
towards branch/branch staff rather than higher levels
leads to a conclusion that situations relating to
“service delivery' rather than ‘“service design' have
higher potential to generate complaints. Quite under-

standably, for a customer, flaw or deficiency in
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schemes, rules and regulations, or complicated documents
which is generally decided at head office level may seeam
unchangeable. Therefore, accepting and adjusting to them
than complainin§ could be considered as convenient and
rational. On the other hand, when a complainable situa-
tion is created and/ or is rectifiable by the
branch/branch staff,/gustomers may consider it worth-
wﬁile to complain in tgé hope of redressal. Further, the
customers’ hope of obtaining redressal could be high

because of their close contact with the branch staff.

It could be concluded that customers make a
conscious evaluation of cost and benefit of compiaining
which probably supports making complaints to the branch,
due to the previous experience of redressal and/or due

to the hope of redressal.

Complaining behaviour is determined by possi-
bilities of redressal which, in turn, depends on validi-
ty of complaint as per rules. The implication of the
result is that complaints and hence reformation of the
system, hapﬁen only if substandard aerviées can be
objectively verified and established. Further, custamers

look at complaints not as a means to reform banking
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system (which in informal discussions appears to be

their concern) but as a means for obtaining redressal.

The results of the study can be used for
certain managerial decision making. The fact that com-
plainability is high on service delivery and sharply
focussed on branch/branch staff may be viewed as an
.advantage. It implies that the complainable situations
which occur due to poor quality of service at branch
level will come to the notice of the bank branch or to

. some third party through complaints.

This very tendency helps banks to understand
customers’ feédback about service delivery by way of
complaints. Bank branches are service outlets. Perfor-
mance of service has to finally take place at these
ocutlets( branches). Hence, this calls for stronger
mechanism for complaint receipt and redressal at branch
lavel. Presently, banks invite complaints and redress
them at levelsi?%ga the branch. We often see advertise-
ments and prominently displayed boards in branches
about adviéing customers to see higher authorities in

case of grievance. This is contrary to what customers

want. Customers would like to complain to,.and obhtain
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redressal from, branch level.

Therefore, the banks need to strengthen their
complaint redressal at the branch level and alsoc train

the staff with regard to the following.

1. To improve quality of service so that complaints
are reduced. - - -]
2. To provide opportunity £for customers to report

their complaints to the branch. Since there would
be more complaints against service delivery, the
staff may tend to discoufage them. Therefore,
staff at branch level should be trained to accept
complaints w;thout any hegsitation.

3. To provide effective redressai. Higher tendancy of
customers to complain against service delivery of
branch is also due to higher expectation of re-
dressal. In the absence of effective redressal at

branch level, the customers will compiain further

and to higher levels.
Complainability is low for situations where
attribution of blame is not to staff and medium for

situations where attribution of blame is partly to staff
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and high for situvations where attribution of blame is

mainly to staff. The reason for low complainability

could be customers' perception of iow possibility ot

redressal, if the branch/branch staff is not responsi-
ble. Else, it c¢could be becausé?;ewer avenues to lodge
complaints tc levels other than the branch. Tha avenues
izailable other than the branch could be considered
costlier and/or inaccessible by customers. In either
case there is a need to make a systematic efftort to
receive complaints on policy making levels and about
service design related situations. To understand the
limitations of the existing as well as proposed po-
licies ( rules, regulations, procedures, schamen
,etc.}, the hank; should have a feed back system whareby
customers' responses are obtained from time to time. Tha
feedback would enable more "customer friendly” policien

and also would make customers invelved in design ot

banking services.

The results of the study lead to certaln
managerial implications for banking services. Tha cus
tomers' tendency to complain against service delivery
related situations would provide an opportunity for

improvement. However, low tendency of customerds Lo



complain on service design may result in very few

service design changes. As a result, poor servico
designs would continue to exist due to lack of customer

feedback unless proactive actions are initiated by the

banking system.

Customers have higher tendency to complain
on service delivery than service design. Further, ma jor -
ity of them are interested in better service tor selt
than improvements in the banking system. However, a feaw
customers have expressed complaint intentions on searv-
ice design, demanding changes in the system. Futura
research might concentrate on exploring profile ot the

complainers who demanded changes in the system.

In the present study, situations are clasul
fied into three groups on the basis of attribution ot
blame using common sense. Obviously, this classification
is not based on customers' opinion. Theretore, it would
be better to research as to which situations, customers:
really consider as situations under the control ot the

branch/ branch staff sc that banks c¢an train thetn

staff to know in advance about complainability of serv:

ice gsituations.
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CHAPTER Vg

PROPENSITY TO COMPLATN

—/

In Chapter IV, we dealt with complainability
of banking services. The complaint intentions expressod
by customers revealed that complainability was high tor
those situations where attribution of blame was to
branch/branch staff. The complaining behaviocur ot cus
tomers, especially from complaint intention, was found
to be focussed towards thé branch level rather than
higher 1levels. The analyses of case studles as well ou
complaint intentions revealed that complalning behaviour
of bank customers was determined by possibilitics o

redressal. Further, the complainability was high it the

complaints were wvalid under the rules.

In Chapter IV, we dealt with service sltun
tions as a cause for variations in complainabiiity bput
did not consider the possibilities of variations due to

demographic differences. The variations attributable to

service situations are considered as complainability.
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Here, we denote the variations attributable to individu-
als' demographic characteristics as propensity to com-

plain.

From the literature review {(Chapter II), it
is evident that some studies found demographics as
strong predictors, some found them as weak predictors,
and some as indirect predictors of propensity to com—
plain. Thus, the results of previous studies are inde-
terminate on the relationship between demographic varia-
b;gs and propensity to complain. In addition, as already
mentioned, the results of these studies may be ques-
tioned on their applicability to Indian/Goan situations
due to differenceé in culture and differences in level

of development of the banking industry.

In this chapter, we deal with differences in
propensity to complain across different demographic
categories. Customers' propensity to complain is meas-
ured using complaint intention data as well as data on

actual dissatisfying experiences and complaints.
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Research Method

The method adopted to measure complainabili-
ty of service sitﬁations was discussed in chapter 1IV.
Possibility of cpmplaint would alsc depend on the demo-
graphic characteristics.

o

Further, the infiluence of éemographic varia-—
bles on customers to perceive or not perceive an experi-
ence as dissatisfying was studied based on actual dis-
satisfying experiences. Similarly, the influence of
demographic wvariables in determining actual complaining
behaviour or not, was studied based on data on actual

complaints made. ®

Tc have an overall idea of the role of dif-
ferent demographic variables in determining propensity
to complain, views of the bankers {officers and clerks )
working in public sector commercial banks in Goa were
obtained. Twenty bankers were approached for discus-—
sions on the influence of demographic variables on

propensity to complain. The objectives were:
i. to ascertain based on actual field experience, the
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role of d}ffe:ant demographic variablez in deter-
mining propensity to complain: and

2. to take into considsration the orininns of bankers
in choosing demooraphic variabhlos for investiga-

ticn .

Similar to pravious regovarch fipdinge, the
views of the bankers aigc differed {(Refeyr, Arpeniix-II1}
On compilation of the visws, the selecticn of demsaresh-
te variables for forthar testing was Desed on the fol-

lowing criteria.

1. The disagresment zrong hankers on thae ivfleanos

of a demographic wvariabie op proronsity tc com-

plain;

2. The disagreement of bankers' views with previous
research findings; and/or

3. The specificity ¢f the variable to the region.

For instance, customers’ assoclaticon with the
bank {as borrower, depositor, both,and &s nelther hor-
rower nor depositor) was chesen for testin¢ becausa,
some bankers expressed that depositors have high pro-

paneity to complain and some others said borrousrs have

N
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high propensity to complain.

Fa)

Similarly, customar'sg

status as HNRI (Non Resident Indian) was chosen becauaas

some bankers felt that they have high propensity to

complain and it has specificity Lo the region because in

Goa NRI deposit iz <f considerable velivme™ (GBI, 1995}

The variable such as age was lncliuded for investigation,

baecause bankers' opinion differed with pravious regearch

finding. According to bankers,

siderly peoprle heve high

propensity to cemplain, whereas rasults of the rnrevious

studies are inconclusive.

Finally, on tha bkasis of the akove criterie,

twelve variables wera chosen.

They arc; typa of assc-

ciation (as borrowar, as deposlior, atc.), age. ceccuna-

tion, sax, working Vs retirad, employment in public

sector commercial banks, education, dogrse in law,

income, raligion, domiclile in
Non Resident Extercal Aozount

refer TABLE-2}.

Ger 2334 maintenanca of a

IPor gemple statistics,

As on 3!st December, 1695, total deposits of commercial
wora of the oider of 2s.
3395.96 crores. Howevar, the data on HRI cdeposlts ware
net available. In State Pank of India, total deposits
amounted to Rs. 644.50 crores
NRI deposits was Rs. 262.9%5 crores ( 45.86% )

and coopsrative hanks in Goa

out of which, amounit of



Consumay complaint intentions ware menaured
through a 1list of situwations designed for thz purpcse.
The method adopted for dasigniang the list arnd collas ting
cugstomer complaint intention data wos erpizined in

chapter IV.

The method of measuring bahavicuwr {past) apgd’
intention (future} ig similar to the ones adepted by
Singh (19920). He studizd OB {(Consumer Conptalning
Behaviour) resoonses from data on aactual rassgporsas
{behaviour} an intenticons, as actual regpongos alone
may not be able to fally capture tha behaviour. For
exampla, nol cumpizining {(whiile latending to comoiain!,
due to uncontrollable siiluational cgonsiderptions
{eg.unplanned vicit to hranch, non-~availability of tims,

atc.) is as strong as complaining.

The difference, howover llas in the freatment

[
-

cf data for analvsis. Pll the responses on 5% cltuations
{For situations, refer Appandiy --I) were Conslidered as
future intenticons as the recpunses on past behaviour
jore too ilwlited to raquire a saparata snalveie.
data on actual diseatisfying axperiencs a8 well 28 ths

data on comnplaints made {hohaviour ! were geparataely
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“wollected and analysed.

Analysis of variance (ANOVA) was conducted on
complaint intention data to find out differences in
mean propensities to complaln among customers belonging
to different demographic groups. This was not found
significant, poseibly due to fact that the data were on
future intentions than past behaviour. Hencae, discrimi-
nant inalysis ch actual complaint data waa conducted
with demographic variables as predictors. Two- group

discriminant analyses were ccnducted:

1. betwean cuatomers who had dissatisfying experienc-
es and those who did not have; and

2. between customers whc made complaints and thosas
who did not.

To collect data on actual dissatisfying

experiences,and complainta’ the respondents were asked

1. whether they had discatisfying experiences with
public sector commercial banks in Goa; and
2. if yes, whather thev had complained on sauch dis-

satisfying experiences.
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Tha discriminant anaiyses with demographics
ll‘prodictor variables, were conducted using dqummy vari-

abla mathod.

The mean propensity to complain (by inten-
tion) was calculated for different groups of cuetomers
(Refer TABLE-2}. As already mentioned, ANCVA was dons
to test differences in mean propenseity to complalin among
different groups of customers. In TABLE-§ ws prescnt in

brief, the ANOVA results.

From the tabie ( TABLE -8 }, it could bu
observed that the differences {n mean preopensity to
complain are not significant {(at 0.01 significance
lavel) for any varlable. Pcsseibly, perceptions of com—
plainability of situations could be same for all

groups under each demographic variable and hence the
propensity to complain would also be the same. Resuits
of the analysis indicate that the demographic variables
are not strong determinants of complaining behaviocur.

The following could be the raasons.
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The banks could be offering services of varying
quality to different types of customers and
thereby - taking care of the possibility of occur-
o rence of dissatisfaction. To illustrate, if banks
are offering different levels of service to rich
and poor customers, their complaint intentions-get
heutgglised-due-to absence ©of such experience in
reélif;‘ aThuSA,knot.expériencing dissatisfaction
in reality would prevent them from holding inten-
tibns.

The analyeis was done on compia;nt intention data.
Customers were possibly unable té'foresee pbssi—
ble action, due %o lack of experience with such
situations. As such, they might be finding it
difficult to respond accurately on their com-
plaint intentions.

The customeré' propensity to cbmplain would depend
on possibiliti;s of obtaining redressal. The banks
may not be distinguishing between customers of
different demographic g¢groups in providing re-
dressal. Therefore, the customers might feel that
the demographic variables ﬁave no influence on
obtaining redressal. If socially recognised and/

or even individually perceived strength or weak-
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ness has no sigrnificant impact on obtairing rae-
dressal, the propenalty to complain m!ght not
show any significant difference. PFor example, if
rich customers perceive no higher probsbility of
redressal 'than the poor, they may not exhibit
higher propensity to complain.

The causes which determine zn tndividual's pro-
pensgsity to complain are categorised into thraeae
classes: market related factors, ccnsumer related
factors and situation related facters. {( Day and
Landon, 1976, 1%77; Day et. al. 1981 and Jacoby
and Jaccard, 1981}. DRemographics is one among the
consumer related factors. There is = possibility
that demographics alone, independent ecf other
variables cannot explain the propensity tc com-
plain. Therefore, it may ba investigated whathoer
the demographic variablaes wili influence the
prepensity to complain indirectly, or in combina-
tion, with other factors.

The differences in the mean propencity to complain
are significant {(at 0.05 pignificance level; for
age variable. Highest mean propensity to complein
was observed among customers in the age group of

20-29 (3.69) and 50-59 (3.68) years. The agse
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groups, 30-39 (3.40) and 40-49 (3.45) vears hava

relatively lower propensity to compiain. The other
age groups have low sample respondsnts and hence
are considered inadequate for generalisations.
Previous researchers (Miller, 1973; Liefeld,
et.al.,1975; bay and Landon, 1976) indicate that
complainers were young and middle aged, in the age

group of 25-45. This study, however indicates that

" the tendency to complain is high among those who

are in their entry (20-29 years) and exit (50-59
years) stages of their career. Probably young
people would like to complain due to high hopes of
setting things right. In the late stages of their
career they do so to project thelr wisdom from
years of experience. Complaining might be consid-
ared by them as a means to point ocut cthers'’

mistakes to prove their wisdom.

The discriminant analysis betweon those who

had dissatisfying experience (n=103) and thcse who did
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not have such oxpoficncea (n=178) indicated low discrim-
inating pover of demographics (33 variables) betwean the
groups. The Wilk's Larda between thae groups is high at
0.8446 (Refer TABLE-9). Klecka (1980) writes, "As lamda
increases towards its maximum value of 1.00, it is
reporting progressively laess discrimination. When lamda
aquals 1.00, the group centroids are identical (no group
differences)”. It could be observed that tha group
centroids {(For QGroup 1, 0.561968 and tor QGroup 2,
~0.325184) (Refer TABLE-i0) though pot identical, are
not significantly different. Tharefore, discrimination
of those who had dissetisfying exparisnces and thosa
who did not have, on the basis of demographic varisbles

ie not statistically justified.

Similar conclusions were arrived at on tha
basis of canonical correlation (0.3%43). Canonical
correlation is a measure of asscciaticn which summariees
the degree of relatednsss between the g¢groupe and the
discriminant function. A value of zero danotes no rela-
tionship at all while large numbers repreaent increasing
degrees of association with one being the maximum
(Klecka, 1980). The canonical correlation here (0.3943)

represents a low degree of association of the groups
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with the discriminant function.

Despite the fact that the discoriminating
power of the domoqraphiq variables is8 low, certain
classes among them are either dissatisfying experience
prone or not. The results need tc he accepted with
caution, as power of discrimination of the variables is

low.

Under income varisble, some customer groups
{with no independent income, income less than Rs.1000,
income batween Rs.1000 and Rs.2999 and income betwsoen
Rs.3000 and Re.4999%) could be categorised as import-
ant for the group having no dissatlsfying experienca

with banking service. From the table (TABLE -10), it

o could be observed that they had high negative dipcrimi-

nant coefficient function thereby having the quality to
a2 important for “no dissatisfying experience’ group
vﬁich had negative group centroid. Customers with rela-
tively low income might bs having low axpectation, low
frequency of usage, and/er limited requir:ment of
banking services. As a result, the possibilities of
occurraence of dissatisfving experience and/or perceiving

the service as dissatisfying could be low.
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The variables important for the “diesatisfy-
ing experience group' are many. Specific attributes of
the varjables which determine dissatisfying experience
are: the association of the customer with the bank as
depositor and as borrower as well as depcsitor; both
Hindu and Christian in religion; retired, student and
housewife in the occupation category; and matriculation

and graduatjion in the education category.

Those who are depositor as waell ag borrower
and those whc are only depositors have higher propensity
than borrowers in perceiving services as dissatisfying
ones. This is probably due to their feeling that thay
are helping the bank. Furthar, fraqguency of transaction
by these customer groups could be higher than that of
borrowers. On the other hand, borrowers might feel that
they are at the receiving end and their iow freguency of
transaction with the bank might cause low chesnce as well

as tendency to percelve services as dissatisfyving.

Under occupation variable, the common factor
behind retired, student, and housewife category customers
to perceive servicaes as dissatisfying could be tha

desire to establish one's lack of identity and/or avail-
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ability of time to complain. Perceiving a service as
dissatisfying will also depend on desire tc complain and
possession of resources to complainrn such as avajlabiitty
of timg. Desire for racogniticn could be high for those
who have ratired, those who are studants ard those who
area housewives. UrSanisation and nuclear family forma-
tion might be pushing these categories of perscns tc¢ the
periphery of "outdoor 1ife and responsibilities". Com-
plaining could he a means tc achieve racognition for
which perceiving dissatisfying experienca is a preregui-
site. Similarly, availability of time to complain would
jnable one to be critical about services end zlgo feei

qtssatisfied.

Both Hindus and Christians are dominant in
their dissatisfying expseriences. Customers with matricu-
lation and those with graduation have higher propensity
to perceive dissatisfving experiancas pessiblvy beczuse
of low knowledge ("half knowledge" , a term ussd by scme

banksrs) about benking ruies and congtraints.
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Unlike in the casa of diesatiatying experi-
ences, the canonical correlation is slightly high at
0.6267 for actual complaining (TABLE -11) indicating a
higher degree of association cf the groups with the
discriminant function. Ancther relevant comparizon cculd
be Iin respect of eigen values. The eigen valuas 1ls low
(0.1841) for discriminant analysis in the case of dis-
satisfying experiences (TABLE-9). 1In the case of actual
complaining, the Wilk's Lamda which reopresente the
inverse of the discriminating power is ralatively low at
0.6073 (TABLE-11). The differences in ¢group centreids
is also larder than that for disesatisfying experience
group and no dissatisfying experience grcup. It was
-1.33604 for group 1 (not complairad, n=37) and 0.474&80

for group 2 (complained, n=66).

The above satatistice show that discrimina-
tion on the bagis of demographics betveen those who
complained and those who did not complain iz better
supported. It could be really due to customers not
varying much in perceiving dissatistying axperiencas

but varying, to some extent, in complaiming. Another
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possibility is that the respondents werae not vary care-
ful while mentioning about thair discatiafying experi-
ences but they were careful while reaponding about
complaints made. They may not be very accurate in recol-
lecting their dissatisfying experiences, a covert
bshaviour but may not be so about actual complaints, an
ovart beshaviour. Further, there is possibility of eval-
vating an experience za dissatisfying or not at the time

of responding. This could lead to invalid results.

The resulte of the discriminant analyses
indicate that customers do not differ demographicelly in
perceiving services as dissatisfying ones but they
Aiffer in complalining to some extent. Possibly, It
services in banks are lower than expected all ere equal-
ly likely to parceive it as dissatisfying. It is only a
few of them, probably on the basis of perceived and/or
socially recognised demographic attributes, who complain
on their dissatisfying experfence. Again, the twmpor-
tance of the market related factors and situation rolat-
ed factors in influancing the perception of dissatisfy-
ing experience could be higher than that in influencing
complaints. Customer could be fgnoring their dissatis-

fying experiencas to a greater extent in view of praeva-
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lent service quality in public sector banks and/or in
view of situational variables (such as transit delay in
outstation cheque collection) but they might not ignore
to complain, to that extent. It could be due to the
consequences of the service to the customer or even

intensity- of ‘his/her dissatisfaction.

“The discriminant function coefficient
for complained’ vs “not complained' {TABLE-12) indicates
that customers in the age group of 20-29 have relatively
lqﬁ propensity to complain. Under education variable,
customers who are graduates or post graduates appear to
have low propensity to complain. Lower age level and
higher education c;uld be resulting in customers' taking
a conciliatory rather than confrontational approach.
Those with high education may consider complaining as an
uncivilised act and those in lower age levels may
refrain from complaining as they would consider their
age as a constraint te achieve results fhrough complain-

‘ing.
Customers who are only depositors and those
who are both depositors and borrowers have high propens-

ity to complain. Again, those who are in the role of
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depositor as well as borrower and those who are only
depositors may have the frequent requirement for baﬁkiﬁg
services, whefeas‘borrowers‘ need for banking services
could be'leGS'frequent. Hence, scope for complaint
generating episodes could be less for borrowers than
"for the other categories. In addition, propensity to
complain could be high among only depositorsrand améng
those who are depositorras“wert,as borrbwer, possibly

" because they feel that they are obliging the bank.

Students’ high propensity to complain couid

be attributable to the culture of protest prevalent

amongst students.

a

Conclusion

Customer do not vary by degographics in their
intention to complain in the event of occurrence of
dissatisfying experiences. Further, determining com-
plaining behaviour from customer complaint intentions @mﬁ

not seem to be appropriate.

183



The demographic variables are poor predictors
of dissatisfying experience as well as actual complain-
ing. Relatively, however, for actual complaining,

demqgraphic variables are better predictors.

Acknowledging,}ow discriminating power of
demographic,variablgs for dissatisfying experiences, the
impo:tané;;ofﬂcertainf demographic variables for the
“dissatisfying gfoup‘ or "no dissatisfying group' may be
noted. Customers with low income (Upto Rs.5000 per
@onth)\have_propensi;y_gq_perceive services as not
dissatisfying. On the other hand, customers who are
associated with the bank as borrower, as both borrower
and depositor; customers with low education (graduation
and matriculation), retired, student and housewife in
occupation category and in religion both Hindu and
Christian have shown some indication to be classified
under dissatisfying group. Since the power of discrimi-

nation was low, it would bhe inappropriate to generalise,

but the results provide directions for future research.
The higher power of discrimination of demo-
graphic variables in discriminating complainers from

non-complainers provides greater validity in the find-
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ings. Here again, customers who are depositors and who
are both depositor and borrower; students, entrepreneurs
and those in service have high propensity to complain.
Customers in the ége group of 20-69 could be considered
to have low propensity to cgmplain. This is contrary to
the findings from complaint intention data where people
in the age group of 20-29 and 50-59 had expressed higher
intention of complaining on occurrence of a compI;inable
situation. These contrasting results lead to a tentative

proposition that higher the complaint intentions, lower

the possibility of -complaining.

Findings of the study indicate that demo-
graphics have incféasing pawer of discrimination in the
direction from complaint intentions to dissatisfying
experiences to actual complaining. Thus, demographics

have a higher power of discrimination when we move from’

s 1 1 &
‘opinions’' to 'experiences’ to actions.

Banks need to explore why demographic varia-
bles do not influence dissatisfying experience, but
“ complaining behaviour. If the reality is, "all perceive
but a few complain" it is necessary to know why all

those who perceive dissatisfying experience do not
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complain. It could be broadly due to lack of faith in
redressal mechanism or due to lack of confidence in the
strength of their grievances to obtaig‘redressal. It is
possible that bénks,provide redressal only to selected
demographic groups or some groups do not have confidence
to complain. |

/_.

The present research concentrated only on the
direct influence of demographic variables in determining
dissatisfying experiences and complaints. Further inves-
tigation could be conducted on whethexr they have in-
fluénce through other variablas:such-as perscnality,
attitude, etc. On the wholé, demographic wvariables
are not as strong as situational variables in predicting

complaining behaviour.
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CHAPTER VI

- COMPLAINTS AND REDRESSAT.

In Chapter V;'it was observed that customers
déanotgvary by demographics in their complaint inten-
tions. The discriminant analysis on. actual dissatisfy-
ing experiences also indicated that they do not vary by
demographics in perceiving/not perceiving dissatisfying
experiences. Contrary to these-results, demographics
showed a higher power of discriminantion between custom-

ers who made complaints and customers who did not make

complaints.

These results give rise to certain questions
such as why customers vary by demog;aphics in actual
complaining while not in their dissatisfying experienc-
es. It could be due to the existence of differences in
redressing the complaints belonging to different demo-
graphic catégories. in other words, is it possible that
customers' complaining behaviour depends on the com-
plaint redressal possibilities? In turn, are the com-

plaint redressal possibilities dependent on cus tomer
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demographics?

Therefore, the issue of possibility of dis-
crimination by demographics between customers whose
complaints were redressed and those whose complaints_.
wére_ndt redresseq,aré'addressed in this chapter. As has
been noted, customers do not vary bg/gemographics in
théir cbmpfaint intentions,uBut—demod;aphics.have:a
ﬁigher discriminating power for:- complaints than for
dissatisfying experience. Hence, it is possible that
complaint intentions also vary between the following
custoﬁer groupsQ
1. who had dissatisfying experiences and those who
had no dissatisfvying experience;

2. who made cdmplaints and who did not make com-
plaints; and

3. whose complaints were redressed.and whose com-

plaints were not redressed.

Apart from the above issues, relation between
complainability of services and the nature of actual
complaints made, CCB responses to dissatisfying experi-

ences and the impact’ of redressal/non-redressl on
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patronage behaviour are discussed in the chapter.

.Research Method _'

The research method followed for discriminant
uanélysisrwas explained in Chapter V. The respondents
.gpréfasked.to_narraterthe.dissatisfying experiences they
héq,with public sector commercial banks in Goa. They
were asked to indicate how they responded to their
dissatisfying experiences. The data,on mode of complain-
ing, level in the bank to which-they addressed their
complaints, redressal of complaints,; and patronaﬁa after

a

- the redressal/non-redressal , were collected.

Discriminant analysis w&s conducted for
ascertaining the possibilities of discrimination by
demographics between customers whose complaints were re-
dressed and whose complaints were not redressed. Possi-
bilities of differences in complaint intention betﬁeen
the customer groups was tested through t-test for large
samples. The relation hetweén complainability and nature
of complaints was verified using rank correlation. Chi-

square was calculated for test of association (1) bet-
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ween nature of dissatisfying experience and type of
response; (2} between type of response and redressal;
(3} between mode of complaining and redressal; (4)bet-
ween position of cbmplalnee in the bank hiqrarchy and

redressal; and (5) between redressal and patronage.

gesuits: Demographics and Redressal/Non-redressal

As stated previously, a discriminant analysis
was . done (Refer TABLES- 13 and 14) to ascertain whether
demographic tiifferenées exist betﬁeen customers whose
compliaints were redressed {(n = 55) and those whose com-
plaints were not redressed (n = 11). The analysis indi-
cated a high degree of association of the groups with
the discriminant function. The canonical correlation was
higher‘at 0.7407 (TABLE-13) than for discriminant analy-
sis of between customers who complained and those who
did not. The canonical correlation was 0.6267 for the
latter. Similar comparison was made in respect of eigen
values. The eigen value was high at 1.2156 for discrim-
inan£ analysis between those whose complaints were

redressed and those whose complaints were not redressed.

It was low (0.6467) for the discriminant analysis bet-
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ween those who complained and those who did not.

{TABLE-11)

The Wilk’'s Lambda which represents the in-
verse of the power of discrimination was lower at 6.4513
'(TABLE-13) in respect of discriminant analysis between
customers “h°f2 complaints were redressed and those
whose complaints were not redressed than that (0.6070)

1n the case of . the discriminant analysis between those

who complained and those who did not (TABLE-11)e

The difference in the group centroids was
also larger {2.91335) for the discriminant analysis
between those whdge complaints were redressed and those
whose complaints were not redressed than the differance
in group centroids { 1.81064) for those who complained
and those who did not (TABLES -12 and--14). This implies
a greater power of discrimination by demographics bet-
ween those whose complaints were redressed and those

whose complaints were not redressed .

Thus, overall the results indicate that the
discrimination, between customers whose complaints were

redressed and those whose complaints were not redressed
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::bn the basis of demographic variables, is statistically

well supported.

o The standardised discriminant function coef-
ificients {TABLE-14) lead to certain results. On the
'?whole. though the ‘complalnts'not redressed group'
,-consists of only 11 out of 66 respondents {16.67 per

cent), a large number of variables (26 out of 323) are

important for this group rather than the ‘“complaints

redressed’ group.

Among the variables importaht for "“complaintsg
not redressed group', the age group of 20-29 foliowed by
the age groups of 40-45, 50-59 ,and 60-69 are dominant.
The lower and the higher age groups (10-19 énd 70-79
years) are not as important as the other age groups.

' Possibly, young and old customers evoke sympathy and
hence their complaints get redressed better. The middle
aged may have higher expectations of redressal, which in
the absence of such sympathies, do not get met. Fuarther,
the data on redressal of complaints were based on re-

" spondents’ owﬁ interpretation than on any astandard
measures. The role of perception in considering the

complaints as redressed or not, cannot be denled. A
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" customer might perceive a complaint as redressed based

. on his/her expectation of redressal.

¥

On income variable, three groups of customers

viz in the income group of Rs.7000 to 8999, Rs.5000~6999

and Rs.1000-2999 sghow some ‘indication of nonrredressal'm

of their complaints. Satisfaction about redressal could
- /

be low among theose who are at the higher income/social

levels. It could be due to their higher expectation of

redressal.

Educated customers obtained better redressal
than the less educated. The standardised discriminant

coefficient functions indicate that the complaints of

post graduates were redressed to a greater extent than

those of graduates and complaints of matriculates had
the least benefit of redressal. Therefore, the results
indicate that complaint redressal is directly related to

customers’' education.

The responses of men revealed that their com-
piaints were redressed. The discriminant function
coefficient (-0.4796) indicates its importance for

complaints redressed group. Possibly men complain only
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on critical dissatisfying experiences and obtain re-

dressal.

In-the'occupation category, housewives and
' those who were retired felt that their complaints were
redressed. The sérvice requirements of housewives énd
Egpse who were retired could be simple and their expec-
tation could-also be low. As a result, it would be
easier for the banks to redress their complaints. So far
as retired personnel are concerned, the impact could be
due to - their .ages. As obsérved under age variable (70-
79 vears) it is important for compiaint redressed group.

StudentsAfelt that their compiaints were not
redressed spatisfactorily. The culture of protest pre-
vailing among student community must be influwencing them
to feel this way. Alternatively, lower social status of
students might be influencing banks to give inadequate

attention and thereby lower redressal possibility.

Complaints of customers who were borrowers
as well as depositors vis- a- vis those of who were only
borrowers or only depositors seem to have been not

redressed. Possibilities of occurrence of dissatisfying

194



- sitﬁations and thereby complaints could be higher due to
high frequency of transaction when a customer is both a
borrower and depositor. Occurrence of large number of
" complaints could lead to non-redressal of relatively

large number of complaints.

From the results of discriminant analysis

_ with demographic variables as predictors, and complaints

,re&ressedlcomplaints not redressed as criterion vari-
able, the following inferences may be drawn:

1. . Perception of redressal appears to be related to

expectation. Accordingly, customers who have low

expectation tend to have high satisfaction of

+

redressal. N

2. Lower the frequency of transaction, better the re-
dressal‘and vice versa, probably because of low
possibility of occurrence of complaints.

3. A customer who is borrower as well as depositor
tends to have a higher perception of non redressal
of his/her complaint due to high possibility of
occurrence of dissatisfying experience and thereby
complaint.

4. From the above, it could be inferred that differing

perceptions play a greater role in satisfaction
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-

of redressal,

A comparison of the results of various dis-

criminant analysis tests indicates that while demograph-

_ics-do not have significant role in discriminating

'between customer who had dissatisfying experiences and

‘those who did ngijhave_:such_experiences, they have a

role in discriminéiing complainers from non- complainers
{Chépter V). They have still a a better role in discrim-
inating those whose complaints were redressed from those

whose complaints were not redressed.:

The results of thé discriminant analyses lead
to a conclusion that‘customer.demographics via possibil-
ities of redressal will determine the complaining be-
haviour. In other wordq, customers complain on the
dissatisfying experiences based on their  demographics

and banks alsgso discriminate between customers by

demographics in redressing complaints.

It could ba observed that demographics have
increasing discriminating ability as we'proceed in the
continuum from dissatisfying experience to complaining

to redressal of complaints. While the majority suffer in
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‘silence, the few, who are privileged due to their demo-
graphics, report their dissatisfying expérience and
possibly the more privileged amongst them walk away with

‘;Edressed=complaints;

Comparison of Propensities to Complain and Obtain Re-

dressal = oo

A comparison of standardised discriminant
function -coefficients of the discriminant analyses (1}
batween customers who complained and fhose who did not ;
ﬁnd (2) between customers whose complaints were re-
dressed and those whos; complaints were not redressed is
presented in TABLE-15. The coefficients of the dis-
criminant analysis between customers who had dissatisfy-
ing experience and those who did not have, are not

included for comparison as the power of discrimination

of demographics was low.

Customers who are in service, who are retired
from service, who afe students who have their own busi-
nesses have higher propensity to complain than those who

are agriculturists, who are professionals and who are
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- housewives . Complainers tend to be borrowers as well as
depositors, and depositors, rather than borrowers.
Customers who are in their old age, who have knowledge
of law and who are (were) in-employment of public sector
'.cpmmercigl banks also seem to have some propensity to
complain. - - R

/.._

" Customers who are:‘in their middie age , who
have relatively high income and those who have no inde~
pendent income; and customers with relatively high
education have propensity not to complain. Men have
also some indication of low propéﬂéity_to compiain.
Religion does not seem to influence propensity to com-

A

plain or not to complain. .

Men with higher education obtain better
redressal of their complaints. In the occupation cate-
gory, those who are retired, and those who are house-

wives, get their complaints redressed to some extent.

Customers who are young and who are middle
aged, who have high income, who are in service, who are
students, who are depositors as well as borrowers are

less likely to obtain redressal for their complaints.
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~T0 some extent, NRE account holders, customers who are
{were)in employment of public sector commercial banks,
who have knowledge of law and who are Christians are

ialso less likely to obtain redressal.

"' 'The:comparison. leads to certain inferences.

- They are:
o
i. " Cistomers- in - age groups other than 70-79 vears,

are less likely to complain. They are less likely
to obtain redressal too.

2. Similar findings evolve from income variable too.
The income variable is important for “not com-
plained group' and as expected for not redressed

A

group’. i

3. Both education and sex variables are important for
not complained group' but ‘redfessed group'.
Possibly, these demographic groups tend not to
complain but obtain redressal if they choose to do
so. For example, a post graduate is not likely to
complain {due to fear of being considered improp-
er). If he/she complains, there is'high possibili-~
ty of redressal.

4. Except the group of retired personnel, all other

occupation groups had high propensity to complain
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and high likélihood of not_qettinq radressal.
Probably, frequent complaining 1leads to bankers®
not giving not much of importance to the com-
plaints and thereby customers feéling that their
-complaihts'are.not-redressed. Only retired person-
nel, felt that their complaints were redressed
satisfactorily. Similarly, customefﬁﬁho were
"borrowers, who were depositors, who were borrow-
er as well as depositors, who had knowledge of
}aw,(LL.B./LL.M.) and who, were emploved or, had
previous experience in-public‘sector banks are
more likely to complain but less likely to obtain

4

redressal.

Complainability and Actual Complaining

The results of the analyses of customer

cdmplaint intentions, and actual complainté made, differ

te some extent. The analysis of data on cohplaint

intentions indicated that customer complaining behaviour

was focussed mainly towards branch rather than higher

levels. Further, it also showed that complaining bhe-
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haviour was determined by targets of attribution of

‘blame. If attribution of blame was to branch/branch
staftf, complainabi;;gy was high._

The results of the analysis of data on actual
- domplaining:ye;epslightly different. The complaining
bgbaviour was dependent on possibilities of redressal.
While‘attrjbutgggt;;'byame to branch/branch staff,
eghances complainapi}ty of services, customers' propen-
gities to complgip. and obtain redressal, are deter-

mined by demographics.

In order to find out the relation between
complaint 1ntention; and aciual complaining , rank
correlation was computed (TABLE-16). The rank correla-
‘tion (rs = 0.552) is significant( at 1% significance
level). The fact that the rank correlation is signifi-
cant, indicates that complaint intentions are good

predictors of actuzs! complaining.
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-”Eaﬁﬁlaint Iﬁteﬁtions of Cuéfomer Groups

The differences in mean complaint intentions

_é&ross demographic‘cateqdries (Chapter IV} were not
_HEQﬁnd significant. In order to test the differences in
mean in complaint intentions of customers belonging to
different groups (“dissatisfying experiences' Vs no
dissaiisfying experiences'; “complained' Vs “not com- B
plained'; and “redressed’ Vs “not redressed’), t-test
was conducted. (TABLE-17) ~

From the téble (TABLE—I?). it could be ob-
servad that the differences in mean between the groups
are not significant(at 1 % . significance
level). The differences in mean complaint intentions of
custémers who had dissatisfying exberiences and who had
no suchrexperiences were significant (at 5 & signifi-
cance level). Those who perceived dissatisfying experi-
ences also expressed a higher complaint intention than
those who did not perceive such dissatisfying experienc-
es. Therefore; complaint intentions could be considered
as faiily good predictors of dissatisf?ing experiences

by customers. On the contrary, they can not be used to

predict actual complaining. Further, customers’ past
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;eprrience of complaint (npn) reressal, does not seem to
influence complaint intentions. Therefore, those who
have high complaint intention can only perceive dissat-
isfyinq,experiences; However, actual complaining, and
ohtain{ng reressal are increasingly dependent on demo-
Jgraphics.( Itiwas also found from discriminant analysis

tests.)

Customers do not wvary by demographics in
perceiving dissatisfving experiences but they vary in
their complaint intentions. They may express complaint
inten;ions even though they may'not,tesort to complain-
ing. The very act of expression of complaint intention
might be sufficient‘to overcome the cognitive dis-
sonance. Alternatively, translation of intention to
action might require higher level of physical and psy-
chologicél resources and more importantly, as found in
this study, customers' perception of obtaining redress-
ai..It is quite possible that those wﬁo have high

complaint intentions but are not resorting to complain-

ing will engage in spreading negative word of mouth,

In the case of mean intention to complain,

for groups consisting of those who complained vis-a-vis
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-those who did not, the difference was not significant.
On the contrary, the mean complaint intentions of those
who complained, was lower (3.74) than that (3.81) of
pot _significant, it is difficult to conclude that cus-

" tomers who express greater comp[aintlintentions will

have lower possibility of complaining and vice versa.
-

—

Eyen___then,_,-pneig is some indication in this direction.
P:obably, the customers who really complain do not need
to seek satisfaction through expression of higher com-
plaint intentions whereas, customers who are less likely
to complain, try to achieve satiéfaction at least

through expression of complaint intentions.

z

The difference in mean complaint intention of
customexr whose complaints were redressed and those whose
complaints were not redressed was not significant. The
mean complaint intention of those whose complaints were
redressed was lower (3.68) than that for customer whose
complaints were not redressed (4.03). Non redressal of
complaints can lead to increased dissatisfaction and
hence their compiaiﬁt intentions could be greater.
Previous research (Landon, 1979) indicated that if the

customer's past experience with complaining is satisfac-
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idry. it can lead to higher chance of complaining. In
this study, the mean complaint intention of the custom-
ers whose complaints were not redressed was higher than
: those whose compléiﬂts were redreséedfﬁhis difference
_between sets of results could be explained as follows:
' Customers were mﬁre'dissafisfied"as complaints were not
redressed. This led to greater complaint intentiops but
the customers did not complain in view of low posé&hili-
tieéﬂof redressal. ‘However since the difference in mean
is not significant, the finding could be considered as

tantative.

Responses to Dissatigfving Experience(s)

Customers' responses to dissatisfying experi-
ences could vary. It could range from taking no action
to discontinuing business to filing case in a court of
law. The responses could vary based on the nature of
dissatisfying experiencesy mainly the intensity of dig-
satisfaction. To understand different types of responses
followed by customers and the relation, if any , between

nature of dissatisfying experiencé and type of response,
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'5chi—square test was conducted.

Nature of dissatisfying experiences and their
rank order are pfesénted in TABLE-18.. The table con-
tains the customersf responses to dissatisfying experi-

" ences and their associated order. The total number of
responses (320) is more than the number Sz.dissatisfyinq
.experiences (146) due to multiple CCB responses adopted

by_éome customers. The following is the summary of

customers' responses to their dissatisfying experiences.

" Type of Response No. of Response Per cent
Word of Mouth . 140 43.75
Voice Response i3l 40.94
Exit | | 34 10.63
Third Party Response : i5 - 4.68
Total 320 100.00

It could be observed that word of mouth was
the most popular channel adopted by customers. As high

as 140 (Sr. no. 1 and 4 in TABLE -19) responses, Or
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- 43.75 per cent, were in the category of word of mouth.
There can be various reasons ranging from customers'
inability to articulate their grievances in a manner
valid under the rules, to lack of official arrangements
in banks to receive and redress complaints. Existence of
such large proportion of word of mouth responses Iindi-
cates the need for better institutional arrangements in
banks to convert word of mouth responses inte voice
reaponse. Therefore, banks mwmay have to oimplify and
systematise the grlevance redressal procedures. Custom-
‘rs' unwillingness to raeport their grievances to the
bank or the banks' fajilure to redress the complaints, or
both, will contribute to high word of mouth response
bshaviour. Grievances considered as not important by the
customers are not usually reported to banks. Therefore,
later in this chapter the association betwsen nature ot

dissatisfying experience and type of response is tested.

Voice responses were also considerably high
at 131 (Sr. No. 2 ,3, 6 and 7 in TABLE- 19} or 4£0.94 per
cent, next ‘only to word of mouth rasponse. Among the
voice responses, no of customers’ complaints to
branch/branch staff was 95 (Sr.No.2 and 3), nearly 73

per cent of the voice responses. Of the totai responses,
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‘complaints to branch/branch gtaff constitute néarly 30
per cent, next only toc word of mouth compleining be-
haviour. The findings from case studies (Refer Chapter
I11) also indicated that customers prefer to complain to
branch/branch staff. The findings from previous regearch
that customers first complain to contact parsons are

confirmed by this study.

Some of the researchers (Singh, 129() classi-
fied "no action' under “voice response’ as no action
fotlecta a2 kind of attitude. The taxonomical issues were
discussed in Chapter 1I. In this study =ilec “"no actlon’

(Sr. No 6) 1s clagesified under voice responses.

Exit behaviour constitutes only 34 responses
(Sr. No. 5) i.e. 10.63 per cent. The study 4id not
explore the reasons for exit behaviour. Future studies
could investigate the same. The finding from the case
studies that when weak grievances, in the event of
availability of alternative services, will result in

exit behaviour, is ugeful in this direction.

The third partiy responses were limited at

only 15 (Sr. No. 7, 9, 10 and 11) out of 320, l.e. 4.€8
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per cent. Third party responses such as seeking redress-
al through court of law could be expencive and time
consuming. Therefors, no response was observed under
complaints to court of law. The other outlets such as
compiaining to, The Consumer Disputes Redressal Forum,
voluntary consumer agency, press, etc. could be, dispro-
portionately expensive, inaccessible due to absence of

knowledge and/or ineffective in fetching redressal.

The word of mouth response could be high
because perceiving dissatisfying experience is enough
for customers to engage in this behaviour. A grievance
need not be valid under the rules for customers to
engage in word oflmouth responsae. Further, it also does
not involve any action on the part of the customer., but
might give some satisfaction to him/her as it gives
vent to grievances. In word of mouth behavior, there is
no fear of spoilage of relationship with the banks.
However, for banks, negative word of mouth responses

damage thelr reputation, without even latting themknow.

Based on the above classification, one can

conclude that word of mouth and volce ara the two domi-

nant types of response behaviour. The banks may use the
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"Fosponss boheviour for compiaint management. fFirst of
all, better quallty services will reduce the scopa for
negative word of mouth communication. Seccendly, the
dominant voice response behaviour could be further
enhanced by better system of receipt and redressal of
complaints at branch level. Findings from the casa
studies(Chapter II1I) and factor analysis (Chantor 1IV)

also led to similar conclusion.

The nature of dissatisfying experience and
the response behaviocour cof customer could have soma
relationship. Customers would use easier methods of
response tb dissatisfying experiences of low intensity
and vice versa for those of high intenajity. For sxample,
complaining to sgtaff of the branch could be considered
as easlor than complairning to higher auvthorities and
both could he considered easier compared teo filing o
suit in the court of law. Type of response adopted tc
report a diessatisfying experience might be dependent on
nature of dissatisfying experience and tha need for

obtaining redressal.

Chi-square batween nature of disasatisfying

experience and response behaviour was calculated. From
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the tabla (TABLE--20), it could be ocbserved that total
number of responses was 146. The exit hehaviour and
third party responses ware added togethar to hava ob-
served cell frequency of not lees than 5. For the same
reason, nature of dissatisfving experiences was reduced

to four categorias.

The Chl-square comes to 4.611. The degrees of
freedom ara 6 {3*2). Thae Chl-square is not significant
(at 5 per cent significance ievel). This indicates that
there is no relationship betweaen the nature of dissatis-
fying experience and response behaviour. As already
noted, customers’' tendency to engage irn volica and word
of mouth types of behavicur is higher than the tendency
to resort to exit and third party behaviour. The volice
and word of mouth responses seam to be easier aznd con-
venient from the point of view of accaess. Therefore,
customers adopt easler response behaviour to report

grievances.

Though not considerably difierent, customerd
choose voice response to a greater extant than word of
mouth for negligence in services and other inconvenienc-

es. Possibly, delay and lack of customer orientation are



N
1

routine and common dissatisfying experiences and hence
customers engage only in word of mouth behaviour whereby

they can give vent to their dissatisfaction.

For negligence in service and other inconven-
iences, the customers resort to voice behavicur probably
because they want redressal. Tentatively , when custom-
ers feel that their dissatisfying experiences are
strong, in terms of obtaining redressal, they engage in
vice response, whereas, when they consider their dissat-
isfying experience as routine, they engage in word of

mouth, as they have low hopes cf redressal.

Mode of complaining can be o0f three typas
viz. orally in person, in writing and over telephone.
Obviously, a complainant can choose any one mode or a
combination of modes, for lodging complaints. A mode of
complaint could be more a decision by the complainant'
rather than an effect of nature of complaints. There-

fore, analysis of mode of complaint was done in relaticn
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to complainants. The modes of complaining adopted by 66

complainants are presented in TABLE-21),

It could be observed from the table that
majority cof the complainants (68 per cent) complained
orally in person. Eighteen per cent of complainants used
the combination of cral and written modes. The results
indicate oral! mode of complaining as domirant. It could
be duq to ease of complaining and also due to unwilling-

ness to record the coﬁplaints in writing.

Out of 66 complainants 55 (83.33 per cent)
obtained redressal and 11 (16.67 per cent) did not.
Information on mode of complaining and redressal/non
redreaessal of complaﬁnta is presented in TABLE-22. Since
sample size under each category is small, it is inade-
quate for generalisations. Further, the chi-square was

not significant (at & per cent significance level).

Level of Complainee ir the Bank apd Redressal

Complainants might choose laevel in the hier-

archy of the bank to which the complaint is to be mada,
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probably on the basis of intensity of dissatisfaction
and the need for, and possibility of,redressal. Usually,
customers report their dissatiefying experiences to
higher levels when intensity of dissatisfacticn is high
and the need and possibility of redressal are also high.

ia TABLE-23, the detalis of levals in the

bank hierarchy to which the complaints were made, and
whether the complaints were redressed or not, ara pre-
sented. The Chi-square {5.92) was not significant lat §

per cent significance level;.

It could be cobserved that, of the complain-
ants who obtalned redressal, 62 per cent hac¢ made their
complaints to the manager. On the contrary of thcse who
did not obtain redressal, 38 per cent had complained to
the clerk 2s wall as the manager. While redressal could
be due to high commitment, and exercise of power by
;anaqers. non.redrassal could be due tc the complexity

of the complaints.
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Batronage Behaviour

Out of 66 complainants, 55 (82.3 per cent)
obtained redressal. Redressal/non redressal may lead to
changes in customers' patronage with the bank. Voiume of
business is one of the 1ndicationa of customers' patro-
nage. In TABLE-24 the data on redressal customers'

complaints and their subsequent patronaga are given.

It could be cbesarved from TABLE-24 that 89
per cent of the complainants continued to patronise the
same branch during post-redressal/non redressal period.
Among them, 51 out of 53 (96.2 percent}., were from the
“complaints redressed group'. Therefore, it is clear
that chances of customers' patronising the same branch
are high when their complaints are redressed. On the
contrary, customers would iike to cease patronising the
branch when their complainis are not redragsed. Among
those who did not patronise the same branch during post-
redressal /non- redressal pariod, 9 ocut 13 (69 per cent),
were from “complaints not redressed' group. The chi-
square {27.66) is significant (at 1 per cent signifi-
cance level). Thereforea, (not) patronising the same

branch by the complainants is related to {non) redress-
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al of complaints.

The relation between volume of business with
the branch and redressal/non-redressal of complaint was
tested using chi-square. Data on the volume of business
with the branch and complaint redressal/non redressal

are presented in TABLE-25.

As expected, 69 per cent of the customsrs who
stopped business with the bank were from the “complaints
not redressed’' group. And, 31 one per cent were from the
*complaints redressed’ group. This indicates that either
the redressal was not satisfactory or théy discontinued
for other reascons. It may be inferred that customers
complain neot with the intention of stopping business
with the banks but with the intention of obtaining
redressal. If they do not get redressal, they are likely

to discontinue.

_ Customers whose complaints were not redressed
. either continued without change in volume of business or
discontinued. Lowering the volume of buslineas is not
looked at as an option by customers to express their

resentment over non redressal of complainta. Only stop-
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ping the business with the bank can be a proper expres-
slon of resentment. Among the customers whose complaints
waere raedressed, increase or dgcranao in volume of busi-
ness was observed as an option they followed. This could
be due to entirely different reasons. The chi-square

(32.33) was significant (at 1 per cent significance

leveal}.
Conclusion

The study indicated that customers did not
vary by damographics in perceiving dissatisfying ex-
periences. On the other hand. comparison of customers
who. complained and those who did not. indicated some
degree of demographic differences batwean them. Fur-
ther, comparison of customers whose complaints were
redressed and those whose compleints were not :edrea#od;
indicated a still higher degree of demographic differ-
snces between the groups. Therefoia, customars vary to
some extent by demographics in complaining { or not
complaining) and they very to a large extent in obtain-

ing {or not obtaining) redressal.
Some of the demographic characteristics
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associated with customers who obtain {or do not obtain)

redrassal are as follows:

1. They are neither very young nor very old.

2. They transact with bank in the roles of borrowers
and depositors.

3. On the other hand, students and those who are in

sarvice are less likely to cbtain rodressai.

Expression of complaint intentions by custom-
ers can not bhe taken as a predictor of actual complain-
ing by theh. The intention to complain djid not vary
between those who complained and those who did not.
Similarly, it did not vary between those whose com-
plaints were redressed and those whose complaints were
not redressed. Howaver, complaint intentions are good
predictors of potaentiality of situations to genera;e
complaints. In brief, the complaint intentions can be
used to predict potential of eituation to generate

complaints rather than to predict actual complaining by

customaers.

Intention to complain varied between those
who had dissatisfying experiences and those who did not

have such experiences. Either previous dissatisfying
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experiences mould the intentions or the existence of

" intentions predispose one to dissatisfaction.

Customers have higher tendency to engage in
word of mouth complaining 5ehaviour. Complaints to
contact persons (concerned clerk /manager) in the branch
are the dominant type of voice response. Response to
third party ranks lower than “exit action' but higher
than “no action’. (However, no action is classified

under voice rasponse.)

Nature of dissatisfying experience is not
related to type of response. Among mcde of complaining,
oral complaining were the highest followed by combina-
tion of oral and written compiaints. Mcde of complain-
ing does not have any relation with pecssibilities of
redressal’or non-redressal. Possibilities of redressal
or non-redressal are also not related to the level of

hierarchy in the bank to which one complained.

Customers whose complalints were redressed
continued to patronise the same bank while, thcse whose
complaints were not redressed, did not do so. Further,

customers whose complaints were not radressed elither
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continued without chaprpge in volume of business or dis-
continued while <customers who had obtained redressal
had shades of response in terms of decreasing the volume
of business they had with the banks. Customers cocm-
plain with the intention of getting redressal and dis-
continuing business with the bank is not one of their

intentions.
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CHAPTER VIX

CONCLUSTON AND DISCUSSION

Pravioﬁs studies indicated that all dissatis-
factions may not lead to complaints and all complaints
need not necessarily have their origin in disesatisfac-
tion. In other words, complaining behaviour is weakly

related to digsatisfaction.

Since complaining behavior is weakly related
to dissatisfaction, this study neither measured dissat-
tsfaction nor verified the relation between intensity of
dlsn;tisfactlon and complaining. The complaints and
complaining hehaviour of customers were studied using

both qualitative and quantitative data.

The case research conducted in this study
attempted to understand complaints in toto. The case
studies emphasised on the process, customers' responses
and the bankers' opinion. The cases were used to ¢ener-
ate hypotheses for further testing as well as to draw

directions for future studies.
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In complaining two approaches were found
dominant: the problams soclving approach; and ego-
maintenance approach. Soma customers complain and
pursue their complaints to achieve solution to their
problem. They exhibited willingness to put in extra
effort, and wait for appropriate time to complain, in
order to obtain redressal. On the contrary, soma cus-
tomars complained and pursued-complaints in such a way
that their ego was maintained. They expect courtesy,
respect, personal attention, relaxation of rules, etc.
for redressing their complaints, while they aliso expect
solutions to their probliems. However, those who followed

aw?yoach,
ego-maintenance approach also gave up their, '1f{ neces-

gary, to obtain readressal.

Two types of bsehaviour were noted in rela-
tion to observing rules. Thay were: {1} rule-acceptirg
behaviour; and (2) rule- questioning behaviour. Though
not confirmed, customers who followed problem-solving
approach, exhibited ruie- accepting behaviour, while

customers who followed ego-maintenance approach exhibit-
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od rule questioning behaviour.

Complaining behaviour was found to be more
related to possibilities of redressal than to intensity
of dissatisfaction (expressed by consumers). Customers
had tendancy to aﬁtribute bilame for the problem to the
branch/branch stafffTheY might be feeling that it i{ga
reasonable to expect redresgsal when attribution of blame
was on branch/branch staff. Customers also had tenden-
cy to complain to Contact persons {concerned cierk or

manager) at the branch leval.

Customers tried to augment the strength of
their complaints by including minor grievances even
though the complaints were provoked by major grievanc-
es. Here again, the complaining hehaviour is focussed on

achievement of redressal.

Customersg who had positive attitudes towards
complaining as well as towards the cutcomes of complain-
ing, had higher tendency to complain. The success or
failure of pravicus complaints might influence the

possibility of subsequent complaints.
A holistic perspective of complaining leads
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to ldentification of three types of behaviour: (1) com-
plaint related behaviour; (2) complaining process relat-

ed behaviour; and (3) bankers' response related be-

haviour.

The complaint related behaviocur stems from
sariocusness of the grievance and its potential in
achieving the axpected redrassal. The other two types
of behaviour depend on the mechanisms of receilving and
redressing the complaints. Customers’ tendency to
complain increaseas with avallability of avenuas to com-
plain and they tend not to complain {f they have no
faith in the redressal mechanism and/cr 1£f it is dispro-
portionately expensive. Rude reactiont of bankers to
customers' complaints aggravate the gravity of the
fituation. In such caseg customere have two complaints;
the original complaint and the complaint that the origi-~
nal complaint was not received well. Delay in redress-
ing complaints evokes two types of responses from cus-
tomars. They are: (1) desire to pursue the complaint
with extra vigour and (2) discontinuing from patronising
the branch, or continuing with disappointment. While the
former is a possibility when potential of redressal is

high, the latter is a possibility when potential of
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redressal is low.

To complain, women seem to need the support

of men, especially their close friends or ralatives.

In the avent of good relations with the
bankers, customers tend to take br#nch staff into con-
fidence while making complaints to higher authorities.
In the absence of such good relation, they may not mind
complaining to higher authorities without the knowledge

of the branch staff.

lajpnabjility of Ba ng Service

Complaints ware focussed on the
branch/branch staff levels rather than policy making
levels. Complainability was high for those grievances
for which the attribution of blame was to the
branch/branch staff. Complainability was found to vary
directly with the degree of attribution of blame to
branch/branch staff. The complainability was high for
those situations for which customers had the support of

rules to establish the grievances.



Service delivery rather than eervice design
has higher potential to generate complaints. This
indicates that customers have higher hopes cf radresgsal
for service delivery related complaints ae the complain-
ability was found to be dependent on possibilities of

redressal.

Complajnt Int o

Customers do not vary by demographics in
their intentiomg to complain in the event of cccurrence
of dissatisfying experiences. While service situations
vary in their strength to g¢generate complaints, com-
plaint intentions seem to be poor predictors of custom-

ers’ propensity to complain.

Propensity to Complain

The demographic variables are poor predictors
of diesatisfying experience as well as complaining ba-
haviour. However, propensity to complain than propens-

ity to perceive dissatisfying experience, may be better
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predicted on the basis of demographics. Possibly, if a
service is of inferior quality all customers perceive

it so, but only a few complain. It could ba due to those

customers' strengthsto achieve redressal.

Customere who were only depositors and/or
those who were depositors as well as borrowers have high
propensity to complain. Students and those in service

by occupation also have high propensity to complain.

Demographics have Lettar role in obhtalining
raedressal from the banks. Men with higher education got
better redressal for their complaints. Retired people
also obtained higher redressal for their complaints.
Redressal éeems to be.provided to thope whose strengths

are known to the bank.

Customar C a ehaviour Res 528

Woréd-of-mouth behaviour and voice response
behaviour are dominant complaining behaviour responses.
In voice response, their preference to complain to

contact persons at branch level was high. Nature of
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dissatisfying experiences (like delay, negligance, etc)
and the types of response were not related. Similar-
ly, mode of complaining (oral, written, etc.) and level
of the complainee in the hierarchy of the bank

(clerk,manager and higher authorities) are also not

related to redressal.

Customers' loyalty to the branch depends on
the redressal of the complaints made by them. Majority
of the customérs who did not get redressal stoppad
business with the branch. Those who continued, though
their complaints were not redressed, 4id not change the

volume of business with the branch.

The present study revealed that 37.7 ber cent
of the customers had one or a few dissatisfying experi-
ences. Though dissatisfying experience cannot be equated
with dissatisfaction, the rate of such dissatisfying
axperiences seems to be higher than dissatisfaction in
services abroad. Thae studies conducted abrocad have

reported that nearly 20-30 per cent of tho customers had
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dissatisfaction in banking and other services (Day and
Bodur, 1977; Andreasen and Best, 1977; Singh, 1990 a,
Singh, 1990 b}

More than the difterencet&ate-of dissatisfac-
tion, the impact of dissatisfyving experience on com-
plaining behaviour seems to be different in India ocom-

pared to that in US/Europe.

While in US less than 506 per cent of the
disgatisiied customers had complained (Andreasen and
Best, 1977}, in India 64 per cent of the custcmers who
had dissatisfying experiences had complained. In India,
negative word of mouth and voice response behaviour were
found to be dominant. In US, voice response, word of

mouth, and exit behaviour were dominant (Singh, 1990).

Among the determinants of CCB: market related
factors, consumer related factors and situation related
factors (Day and Landon, 1977), the market related
factors seem to have little influence in determining CCB

in public sector commercial banks in Goa.
Among the situation related and consumer
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ﬁﬁhtod factors, the former seems to have a greater
lﬁiguonoo on CCB. Customer demographics are not good
ﬁii&lctor- of dissatisfying experience. They determine
propensity to complain (or not to complain) to some
extent, and possibilities of obtaining (or not obtain-

ing) redressal to large extent.

Among the situation related factors., the
attribution of blame to branch /branch staff eeems to be
a stronger datarminant of complaining behavior. Custom-
ars tend to project their complaints in such a way that
th; blame is attributable to the branch. Validity of
complaint as per the rules,leads to a stronger pursuing

of complaints.

To sum up, unlike in US, (Jacoby and Jaccard,
1981) customers of the public sector commercial banks in
Goa do not seem to complain to profit from it. There-
fore, the classification of complaints by Jacoby and
Jaccard (1981) i.e. basic (demand for redressal limited
to value of the product}) and involved (demand for re-
dressal beyond the value of the product) is not valid
for CCB in the banks in Goa. While the previous studies

suggest that CCB is complex phenomenon which varies
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greatly by consumer and situation (Halstead, 1990), the
present study indicates that the situationa)l variables
have higher role in determining CCB in public sector

commercial banks in Goa.

The results of the study indicate t¢hat banks
can predict possibilities of customer complaints on
different service fallures. Indirectly, the compliant
intentions (complainablility} on service fallures reflect
the importance of service and possibility of such
failures generating complaints. Banks could concentrate
on improving those services for which complalnability
was high. From time to time, complalint intentions could
be measured and used for deciding improvement in gorv-

ice quality.

The fact that the complaining behaviour is
focussed on branch/branch staff emphasises the need for
improving service quality as waeli as redressal mechaniem
at the branch level. Public sector banks have the

gsystem of receiving and redressing complalints at

231



"higher levels such as Regional Offices, Customer Service
Centres, etc. A stronger redressazl system at the branch
level can enhance the possibilities of satisfaction to

customers, as it would lead to faster redressals.

Service delivery failures have higher poten-
tial to generate complainte than service design
failures. This could lead to a situation whaere banks
can escape with ineffective and “customer unfriendly’
schemes without getting proper feadback. Therefore,
there should be a systematic institutional effort to
obtain feed back on schsemes, rules, regulations and

other service design related issues.

The banks cannot afford to vary service
quality to customers belonging to different demographlic
groups. In other words, there should ke equitable
lavel of service to all the sagments. Low level of
service guality is equally likely to lead tc diessatis-
faction to customers belieonging to various demographic

groups.

Customers vary by demographics in obtaining

redressal. Propensity to complain also varles to some
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sxtent by demographics. Results indicate that banks
provide redressal selectively based on customesr demo-
graphics. For long term benefits, banks could congider
changing thelr approach to bring in more equity in

redressing customers’' complaints.

Since the situations for which the attribu-
tion of blame was to branch/branch sfaft had higher
pdtentiai to ¢generate complaints, the banks need to
train their employees in identifying such situations and

the type of redressal the customers sxpect.

Posslbilities of retaining custcomers are
higher when their complaints are redressed. Cugtomar
complaining behaviour is dependent on possibilities of
redressal . Hence, while a good redressal mechanism
might generate more complaints , it weould also increace

customers’ loyalty to branch/bank.

a ut ar irect

The present study relies on previous research

flﬁdinqa that customer complaining behaviour is weakly
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related to dissatisfaction. While coliecting data for
case studies, it was observed that respondents

distinguish a dissatisfying experience from dissat-
isfaction. In other words , one or a few dissatisfying
experience(s) did not make them feel dissatisfied.
- Therefore, it seeme there is some “threshold level'’
which will determine dissatisfaction and thereby
complaining behaviour. Future research ccould investigate
the imbact of differences in the leavel of dissatisfac-
tions on complaining behavicur of customers in India and

those in US and Europe.

This research has come out with the conclu-
sion that the degree of attribution of blame to
branch/branch etaff and complaint {ntentione are
directly related. Whether customers have a tend?ncy to
attribute the blame to branch/branch ataff In order to
enable them to complain is not examined in this re-
search. Therefore, future studies may investigate the

causes of attribution of blame to bhranch/branch staff.

Potential to generate complaint is high for
those situations to which there is support of rules,

probably because establishing such grievances (s rela-
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tively oasy. 1In this study it is inferred . from tt~
nature of grievancee, than directly ascertaining from
customers, whather they complained because rules permit-
ted them to do so. - It s possible that the degree of
dissatisfaction is iow if the complainable situation
does not have the support of ruies. The future research
may examine the factors determining dissatisfaction

lavel.

It is found that complaints are made to the
contact persons ai the branch level. At the same time
complaining bshaviocur is determined by the possibilities
of redressal. Though this study found no significant
relation between the level of complainee in the bank
hierarchy and redressal, popular notion is that, chances
of redressal are higher whon‘cdmplaihta are m@de to

higher levels. It is worth while to explore into this.

It was found that banker-customer reiation-
~ship at the branch level is an important determinant io
deciding to complain or not to highar levels. in the
long run ,the banks would benefit {f the complaints
surface out rather than remain hidden . Henca, it needs

tc be explored as to what mechanisms would help the
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customers to articulate the complaints in situations of
good bhanker-customer relationship at:- the branch level.
8tiil, if the customers hesitate to complain to higher
levels, there is a need for empowerment of lower levels

in redressing complaintas. The mechaniems for such ampow-

erment could be explored.

The results indicate that complaint inten-
tions are not good predictors of complaining behaviour .
However complaint intentlions are a good measure of
pbtential ofrsituation to generate complaints. This
could be because the 1ist of complainable situations,
though comprehensive, was too long and hence possibllity
of customers’ responding mochanically cannot be ruled
out. Complaint intentions may be elicited on a shorter
list of complainable situations to verify their strength

in predicting customer compliaining behaviour.
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HPUBLIC SECTOR COMMERCIAL BANK:

(N=281)
Resgpondents
No. L]

3 1,97

86 34.16
69 24.56
52 18.51
40 14.24
19 6.76

1 0.36

1 0.36

13 4.63
147 52.31:
117 41.64
4 1.42

23 8.19
258 91.81
17 6.05%
264 93.65
49 17.44
162 57.65
€5 23.13

5 1.78

13 4.63
268 95.37
198 70. 46
83 29.54
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INCOME ‘(Monthly): |
a 60  21.35 3.51

{ BEs.1000 : 5 1.78 . 3.14
Rs. 1000-2999 : 57 20.28 3.7
Rs. 3000-4999 ) 72 25.62 3.53
Rs. 5000-6999 ‘ £E3 18.86 3.57
Rs. 7000-8999 o 11 3.9} 3.72
Rs. 9000-10999 7 2.49 3.37
> Rs. 11,000 - ) L 16 5.€9 2.95
RELIGION

Hindu : 164 RR.36 3.47
Christian P 167 33.C8 3.54
Others T L 16 3.56 3.92
.NRI Vs. Non--MRI: ‘
NRE 11 3.91 3.36
Non NRE _ - 270 cE 3.53
DOMICILE {(Years):

0-10 - 59 21 3.4
11-20 45 1£.37 3.43
21-30 87 30.96 3.55
31-490 45 16.01 3.56
41-50 21 . 7.47 3.9
51-60 ! 1 6.05 3.56
61-70 6 -~ 2.14 3.22
OCCUPATION: _ :

Service : 154 37.01 3.41
Retired 23 8.19 3.48
Profession . 36 iz.81 3.73
Own Business 47 16.73 3.77
Agriculturist 12 4.27 4.03
Student 31 11.03 3.48
Housewife 23 8.19 2.94
Others 5 1.78 3.56

L D o i T T e e e

239



ABLE-3

Mean and Standard Deviations of Complainable Situations

10.
11.

12.

13.

14,
15,
- 16.
17.
" 18.

19.

20.

Situation
Divulging information partaining to your
account to others without your permission

Bank‘s failure to accomplish your
standing instruction

Incorrect entries in the paés book-
Issvue of incomplate/faulty demand draft
Refusal to pay bearer cheque l
Incorrect calculation of interest
Misbehaviour of bank staff with you
Refusal to issue dupiicate demand draft -

Dishonour of chegue which according to
you is unjustifiable

Malafides (eg. Corruption) of bank etaff

Loss of interest to ba raceived due to
delay in crediting your account

Distasteful language in conversation

'Delay in receipt and'payment of cash

Distasteful language in letters
Delay in transferring account

Delay in entering credit transaction in
your account

Bank's failure in sending information
required by you

High cheque collection chargas
Refusal to sanction loans and advances

Daeiay in collection of out station cheque

240

Mean

4.7224

4.3238
4.2954
4.27176
4.2598
4.2206
4.2206

4.1993

4.1815
4.1530

4.0890
4.0178
3.9857
3.9537
- 3.8805

3.7936

3.7829
3.7367
3.6726

3.6512

S. D.

e i,

1.9368

1.9870
2.0058
2.0199
2.1163
2.1250
2.0979

2.0211

2.0193
2.1534

2.1957
2.1338
1.8341
2.1451
1.9436

2.0407

1.%914¢0

2.0058
2.1612

2.1338
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21.
22.

23.

24.
25,
26.
27.

28.
29.

30.
31.
32.

33.
34.
35.

36.

37.

i8.

19.

Delay in issuing demand draft

Delay in collection of local chegqgues

High interest to be paid when the bank
charges interest for a longer period

Issue of soiled notes
High commission of issﬁing deﬁand draft

Delay in deciding to 1ssue q uplicate
demand draft

Delay in encashing cheque/damand draft

Illegible entries if the pass book

Delay in sending information about
locker expiry period

Delay in deciding to pay bearer cheque

3.6477
3.5973

3.5694
3.5623
3.5587

3.5480
3.5445
3.5445

3.5409
3.5160

Absence of bank staff during working hours 3.4282

Delay in receiving remittances thrdugh_r,Tfﬁ3.4626

Not following gueue system in receipt or
payment of cash -

Delay ~nding information about
matuy .+ ime deposit

Queries regarding your loan application
not raised at one time

Bank staff showing scant'respact for you

Bank staff talking among themselves when
you are standing at the counier

Delay in opening the bank office

Not permitting premature withdrawal of
time deposit

Delay in sending statement of account
Delay in issuing duplicate pass book

Delay in deciding to sanction loans and
advances

24%

.3.3986

3.3772

3.3737
3.3701

3.3665
3.3524

3.3310
3.3060
3.2989

3.2811

1.9858:
1.9960.

2.0813

1.9957.

Z.0295 -

1.9554%-
2.0015
2.1126
2. 08395
1.9858 ,

2.1649

i oFrde iged

2. 9770

e

ik

2.1409 ¢

2.0284 %

1.9908
2.1310

ik v S ach X 4 Sl

2.155¢8

2.1915

2.134¢

Nt ooh 5

1.9997
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2.0080



43. Not sending information ahout inoperative
accounts 3.2562 1.8223

44. Inadequate information supplied by the -
staff about schemes, rules and regulations 3.2345 1.9908

45. Indifference of bank staff towards you  3.2349  2.2476
46. Late coming of staff in bank 3.2135 2.1374
47. High interest rate for loans ! 3.0854 2.0615
48. Bank staff not willinq to adjust a little

for customers' service e ~ 3.0854 2.0615
49. Not allowing discountinq of cheques 3.0356 1.8341
50. Information demanded by the bank on loan :

application is difficult to furnish 3.0285 2.0387
51. Delay in implementing nsw schemes on

loans and deposits . 3.0107 2.0882
82. Delay in sending érsdit/dsbit advice . 2.9359 1.9611

53. Lack of counseling for raising loans
from the bank 2.9217 1.9943

54. Complicated documents for applying for loan 2.8B26 1.9974
55. Low interest rates for deposits 2.83217 2.15490
56. Not calling token numbers audibly 2.8292 2.0614

57. Lack of flexibility on loans and advances
- to cater to individual needs 2.7616 2.1540

58. Insisting upon introduction when you want
to open an account 2.6370 7 1.9793

59, No personalised attention and recognition
to sou 2.4840 1.9912
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TABLE-4

Clasgification of Complainable Situations

Situation No. Situation Mean Category Mean

Viclation of Law

I ' 4.7224 _
cro 100 ot 4,1530 . 4.4377
Ndn-delivery of or Delivery of Faulty Service

.3 : 4.3238 '

6 | 4.2206

U8 ’ 4.1993

17 3.7829

19 3.6726

43 3.2562 3.9092

Discourtesy of Bank Staff

7 4.2206
12 4.0178
14 3.9537 .
36 3.3701 - 3.8905

Monetary Loss/Non-availability of Cash

4 £.2716
5 4.25%8
9 _ 4.1815
11 4.0890
16 3.7936
23 3.5694
32 3.4626
39 3.3316
49 3.0356 3.8889

Negligence in Service

3 4.2954
24 3.5626
28 3.5445

35 3.3737 3.6539
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On~the-counterx Delax

13 3.9857

21 3.6477

27 ' 3.5445

41 3.2989 . 3.6129
Delay in Decision Making o .\ -

26 3.5480  ~

30 3.5160

42 3.2811 3.4483

QOff-the~counter Delay

5 3.8505
20 3.6512
22 3.5979
29 3.5401
34 3.3773
40 3.306Y
51 3.0147
52 2.9357 3.4087

Indescipiine in Operation

31 ' 3.4982
23 3.3986 :
46 " 3.213% 3.3701

High Service Cost

i8 ~3.7367
28 . 3.5587
38 7 3.3594
R R P 4r1 R R R R T R FRTRN PO 3 - 0 854 Lo
55 2.8327
56 - 2.8292 3.2336
Poox Rnowladge or Information among Staff
44 _ 3.235%4 3.2354

lLack of Customer Orientation

37 3.3665
45 3.2349
48 3.0854
53 2.9217

59 2.4840 . 3.0193



Complicated Procedures

50
54

Inflexible Rules

57
58

3.0285
2.8826

2.7616
2.6370

2.9555

2.6993

1. The situatisns numbers are the same as in TABLE-3

2. For description of situnations,refer TABLE-3

3. Category Mean is the average of Situation Means under
respective category.
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TABLE-5

Attribution of Rlame for Complainable Situnations

Situation AoB Malnly to AoB Partly to = AOB Not to

No. . Branch/Br .Staff Branch/Br.Staff Branch/Br.Staff
n=37 n=13 _ n=9
1 4.7224 .
2 4.3238 -
3 4.2954
4 4.2776
5 4.2598
6 4.2206
7 4.2206
8 4.1993
9 4.1815
10 4.1530
11 4.0890
12 4.0178
13 3.9857
14 3.9537
15 4.8505
i6 3.7936
17 3.7829
18 ‘ 3.7367
19 3.6726
20 . 3.6512
21 3.6471 \
22 3.5979
23 3.5694
24 3.5623
25 3.5587
26 3.5480
27 3.5445
28 3.5445
29 3.5409
30 3.5160 .
31 3.4982
32 3.4626
. 33 3.3986
34 3.3772
35 3.3737
contd.....
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6 3.3701

a7 3.3665
38 3.3594
39 3.3301
40 3.3060
41 3.2989
42 3.2811
43 3.2562 ' . .
44 3.2354
- 45 3.2349 ' B
46 3.2135.
47 IR 3.0854
48 ’ _ 3.0854
49 3.0356
506" . 3.0285
51 o 3.0107
52 2.9359 .
53 . 2.9217
54 2.8826
55 2.8327
56 2.8292
57 ~ 2.7616
58 - 2.6370
£9 2.4840 :
Note: AoB - Attribution of Blame. Br. Staff - Branch Staff.

The Situation Nos. are the same as in TABLE-3
For description of Situations, refer TABLE-3
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ABLE - 6

-1y

T-Test Reaultsz_ Attribution dé\Blame for Situations

I) AoB
Mainly
branch
(N=37)

AcB

Partly

branch
" {H=132)

II1) AoB
Mainly
branch
{N=37)

AoB
Not to
branch
{N=9)

III) AoB
Partly
branch
{N=13)

AoB
Not to
branch
{N=9)

Mean S.D. S.E. dt T-Value

s N o e - — o - - — —— e —

to staff/

3.69. '« 0.48 0.14 a8 2.37
to staff/. - .

3.35  o0.28
to staff/

3.69 0.48 6.18 44 3.31

gtaff/
3.11 0.37

to staff/
3.35 0.28  0.15 20 1.658

staff/
3.11 :0.37

Abbreviation: AoB - Attribution of Blame, g8.D. - Standard

Deviation, S.E. - Standard Error, df - Degrees
of Freedom. .

Note:l. I above is significant at 5% level.

2.
3.

1T above is significant at 1% level.
III above is not significant at 5% level.
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TABLE-7

Factorisation of Situations

Factor
Loading

0.7300
0.6841
0.5657
0.5085

-0.7175
-0.6965
-0.5445

.8555
.8052
.7992
. 7467

Lo Y me Y s B o

0.7668
0.7624

- Complainable Situat;on

- o -

F1 - SERVICE FAILURES BY BRANCH
{Mean Ccmplainabllity of Factor, X = 4.1957)

Incorrect entries in the pass book

Incorrect calculation of inteérest
Illegible-entries in the pass book

Divulging [information pertaining to your account to
others without your permission -

F2 - LOAN RELATED COMPLAINABLE SITUATIONS
(X = 2. 9442)

Complicated documents and procedures for applying for
loan |
Lack of counseling’ or’ advice for raising loan from |
the bank |
Information demgnded hy the bank on loan application
is difficult to furnish . e

F3 - LIQq;DITY'INchVENIEHCE
T (X = 3.2435)

Not allowing discounting of chegque
Low interest rates for deposits
Issue cf soiled notes

Delay in encashing cheque or draft

F4 - ABSENCE OF STAFF IN BANK
(X = 3.6832)

Absence ¢f bank staff during working hours
Late coming of staff in bank

contd. ..



F5 - LACK OF RESPONSIVEKESS OF STAFF
(X = 3.2725)

0.7610 Delay in collection of lacai'cheques

0.7134 Bank staff not willing to adjust a little for
. customers’ sarvice

0.6798 Indifference of bank staff towards you

0.6059 Delay in opening the bank office

0.5332 High interest ratés for loans

- F6 - DEMAND FOR SPECIALrTREAIHENT/SERVICE
' (X = 2.9269)

0.7372 Delay in collection of ou; station chegque
0.5610 ‘Delay in sending credit/debit advice

0.5553 Insisting upon introduction when you want to open
' an account
0.5319 No personalized attention and recognition to vou

F7 - H;GH SERVICE COST
(X-= 3 6215) '

0.7323 High interest to be paid (eg. when the bank charges
interest for a lonqer period. .-

0.7006 High commission for issuing demand draft

0.5683 High cheque collection charges

F8 - CONFUSION TO CUSTOMERS
(X = 3.4573)

0.6199 Delay in deciding to pay bearar chequa
0.6117 Hot follawinq quene ‘in receipt or paymant of cash

F9 ~ FAILURE/FAULT IN szavxca
(X = 3.535R)

0.7392 Not permitting premature withdrawal of time deposit
0.6837 Refugal to issue duplicate demand draft

0.5948 Delay in deciding to issue duplicate demand draft
0.5399 Bank's failure to accomplish your standing instruction
0.5291 Issue of incomplate/faulty demand draft '

contd.
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0.6919

F10 - INFORMATION DELAY
(X = 3.4640)

Delay in sending information about maturity of tim
deposit
0.5885 Delay in sending information about expiry of safe
deposit locker period
_F11 - =
(X = 3.6720)
“0.5782 ‘Not calling token numbers audibly
F12 = %
(No situation with factor'loading 2 #0.5)
—
F13 ~ PRE-BORROWING SERVICE INCONVENIENCE -
cx = 3 2384)
0.7111 Lack of flexibility in schemes on loans and advanceﬁ
to cater to individual needs i
0.6606  Delay in deciding to sanction lcans and advances
-0.5975 Refusal to sanction loans and advances
0.5112 Inadequate information supplied by the banks about
the rules and requla;iﬂns
F14 - DISRESPECT TO CUSTOMERS
(X = 4.06640)
0.8328 Distasteful language in letter
0.7534 Distasteful language in gonversaticn
0.6102 Misbehaviour of bank staff with you -
_FI5 - %
(¥ = 3.0167)
0.6613 Delay in implementing new rules on loans and
deposits announced by the Reserve Bank of India
Notes: *

Mean complainability of factor is‘calculated from me
complaxnability of situations for which , refer
TABLE-3.

Factor with one or no situation is not named 1
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e- 1
ABOVA KESWLYS: Differances ix Prepensity to Complain hy Demographics

Yariables ¥ tatio Bagrees of Freedom {n - 7 Table Valwe at Remaris

Busarator deromimator  §.81 Leval 0.05 Lewel
AGE .3 1 in 2.4 YN 3| Siguificance at 6.05
o ' level
ASSOCIATION 6.4 i A i1 .60 Bot Sigaificant
WORKING Vs RETIRER 49.01 i mn 6.63 .84 Mot Siguificant
ENPLOYED IN YHR BAKZ 2.6% r mn 6.63 .4 Rot Siguificant
EROCAYION 1.03 i n in 1.64 Bot Sigaificant
DRGHER AY LAV i i m .81 1.4 Bot Significant
SEX 1.92 1 in £.63 i Not Significant
TRCONE 8.91 1 i 1.6 .01 Rot Siguificaat
RELIGION o148 2 mn .61 1.0 Bot Sigaificaat
HIE A/C HOLDERS 8.2 { i £.63 1.4 ¥ot Sigaificant
DONICILE IN 60X b.59 £ i 1.4 rA Rot ‘Significant
OCCUPATION .1 1 m 1.64 .61 Not Significaat
A\
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TABLE - 9

Summary Statistics of Discriminant Analysis
-~ Between Dissatisfying Experiences
and No Dissatisfying Experiences

Discriminant Function ..... fesaaeae. 1

Eigen Value cretreaccaanns 0.1814
Relative Percentage Cereiieaaeaaan 100.00
Cannonical Correlation .............. 0.3943
Functions Derived Gt e eseaaaans 0
Wilk's Lambda LR R .. 0.8449%
Chi-square .; ............ 444.3476
Degrees of Freedom =  ..... i s e 33

Significance Level  ...... f e 0.0877




TABLE - 10

 Standardised Discriminant Coefficient Function for
Dissatisfying Experience Vs No Dissatisfying Experience

variahle " Standardised Discriminant

: Coefficient Function ‘
AGE (Years) | ' o
10-19 _ . -0.2319

20-29 . G.3475
30-39 | . 0.1364
40-49 ' : -0.Q159
50-5% -0.2059
60-69 . - -~0.0781
70-79 | _ . ~0.1619
INDEPENDENT INCOME (Monthly) | ~
0 _ -1.2304
< Rs.1000 _ : . -0.5310
1000-2999 - ~0.6721Y
3000-4999 . ' ~R.6381
5000-6999 10.1136
7000-8999 , -0.2849
9000-10999 ' - «~0.4030
EDUCATION: _
Matriculation _ . 0.7413
Graduation ) . 0.5824
Post-Graduation _ 0.4336
SEX: -
Male ' 0.1845
OCCUPATION: '
Service : 0.4149
Retired . ' 0.7367
Professgion 0.1314
Own Business - - . 0.5561
Agriculturist ' _ 0.2215
Student , 0.7611
Housewife 0.5728
RELIGION:
Hindu 0.6461
Christian : 0.6349
N.R.E.: : 0.0809
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ASSOCIATION:

As Borrower 0.2269
As Depositor 0.7680
As Both 0.8638

DEGREE IN LAW: : ¥
LL.B./LL.M. -0.0635

EMPLOYED IN BANK: - 0.1979

GROUP CENTROIDS: | {

GROUP 1 (Who had Dissatisfying Experiencel ,,'='3'0 561968
(N=103) ) : = - %

GROUP 2 (WHO had NO Dissatisfying Experience) = —0 325184
({N=178) v

255



TABLE-11

Summary Statics of Discriminant Analysis
Betweon Complainers and Noncomplainers

Discriminant Function .......... ... 1

Eigen Value e tiiiiiea.... 0.6467
Relative Percentage  ........ ceie.. 100.00
Cannonical Correlation ............;, 6.6267
Functions Derived .AN ......... P
Wilk's Lambda Creesea e 0.6073
Chi-square ceeaees ERRLEEE 42.1467
Degreesgs of Freedom e e eas e ens s 33
Significance Leval ~  .............. 0.1321
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TABLE-12

-~ Standardised Discriminant Coefficient Function for
Discriminant Analysis Between Complainers and Honcamplainerj

Variable Standardised Discriminant 0
Limee oo ' Coefficient Function

iy v o — — gt T e —— o —— . T T — ) " {7 — ey o — s T—

AGE:" (Years)

10 ~-19 | : - 0.3321
20~ 29 = 2.0428.
30 .- 39 - 2.1358
40 - 49 - 2.1181
50 - 59 - 1.9018
60°-. 69 | - - 1.6969
70:-:79 - 0.2051

INDEPENDENT INCOME (Monthly):

0 - 1.5267
< Rs. 1000/~ - 89,0577 (E-3)
1000 - 2999 , - 0.3894
3000 - 4999 - 0.7112
5000 - 6999 - 0.8058
7000 - 8999 - 0.0227
9000 -10999 - 0.8390
EDUCATION:

Matriculation - 0.8859
Graduation - 1.6337
Postgraduation - 1.4791
SEX: )
Male - 0.2665
OCCUPATION:

Service 1.3054
Retired 1.1769
Profession T 0.8092
Own Business 1.145})
Agriculturist 0.7802
Student 1.5308
Housewife . 1.0305
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'RELIGION:

" Hindu
Christian
N.R.E.

ASSOCIATION:

- A8 Borrower
As Depositor
‘As -Both

DEGREE IN LAW:
LL.B./ LL.M.
. .v /-

EMPLOYED IN PUBLIC SECTOR .

COMMERCIAL BANK

—— A S . S - T e . ey ‘bl S —

GROUP CENTROIDS:

GROUP 1 {(Complainers)
(N = 37)"°

GROUP 2 (Noncomplainers)
(N - 66)

1

0.2513
0.3883
0.0510

1.0007
3.8778
4.0512

0.3539

258



Relative parcantago
‘.Cannonicalwcorrelationmwmwnmwﬁmmmﬂmﬁﬁwmwﬁhm%thOﬁjggjvhh
Functions derived _ 0

 Wilks Lamda 0.4513

i YAk R s e s e A 5T i*ﬁa‘%’:;-iwis;.-v,:a--'&‘ii{‘ﬂ@iéf‘éwn:v"@Qﬁﬁ*?:—:k?rrﬂw=‘.--§ Hpp e s

Chi-square . - 37.7875
Degrees of Fraedom \' 33
i

Significance lavel 0.2597
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' TABLE- 14

s

;standardised Discriminant Coefficient Functions for Customers

?whodé Complaints were Redressed vs those whose Compliaints weare
: Not Redressed

.+ Variable Standardised Discriminant
T Function Coefficient.

. Age (years):

. 10-19 0.5718
~ 20-29 : 3.6078
- 30-39 _ - 3.1537
- 40-49 ' ' 2.4754
50-59 2.6849
60-69 . 1.9241
70-79 0.4206
Income {monthly):
0 0.4378
{Rs.1000 0.1543
1600-2999 0.5547
3000-4999. 0.0937
5000-6999 : 0.5654
7000-8999 0.6598
9000-10999 0.4259
Education: 4
Matriculation -0.2486»
Graduation ~-0.3799
Post Graduation -0.5957
Sex:
Male -0.4796
Occupation:
Service 0.5598
Retired -0.1954
Profession 0.0715
Own Business 0.1449
Agriculturist 0.1899
Student 6.5534
Housewife -0.2790
Religion:
Hindu 0.20681
Christian 0.3995
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NRI

NRE A/c Holder 0.3058

Association: )
Borrower . 0.5268

Depositor 0.5524

Both 1.0074 \

Degres at Law:
LL.B./LL.N. 0.3302

Employmant in Public :
Sector Commercial Bank 0.3044

Group Centroids:
Complaints Redressed, Group. 1 (n=55) -0.4856

Complaints Not Redressed, Group 2 (n=}il) éf&277
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TABLE~15

il'ison'bf Customer Demographics between Complained,
fot Complained, Redressed and not Redressed Groups.

i :Jgg; Complained  Not Complained  Redressed Not Ra-

dresse
‘ "0.33 . 0-57
! -2.04 3.60
; -2.14 3.18%8
-2.12 2.48
. -1.98 2.69
- R —1 ‘69 . /-n 0-‘2
»{ﬁlnonthly)
Rs.)
. .. _1- 53 o-“
-9.06E°3 0.15
. -0.329 0.56
-0.71 0.09
-0.81 0.57
....0.02 0066
-D.84 0.43
triculation _ --0.8'9 -0.25
g -1.63 -0.38
fost Graduation : -1.48 -0.60
-0.27 ~0.48
pation:
1.31 0.56
1.18 -0.20
: 0.81 0.07
:business 1.15 . 0.15
jgriculturist 0.78 0.19
btudent 1.54 0.60
Bousewives 1.03 -0.28
;Hiigion:
hindu -0.25
istian -0.39
Bee 2/C Holder -0.05 0.31
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L P T

Absociation:

AS Borrower 1.01
AS Depositor 3.88

AS Both 4.05
Degree in Law:
LL.B/LL.M

Employment in
Public Sector
Commercial

......
TR T S Y W . i T, v e S T T W T . T . T S T W ke . ek . T Y. o S R W S — -

'é;duﬁuéentroids:
Who Complained 0.47 .

(G:qup ;, n=66)

A _ - :
Who did net Complain

{Group* 2, -n=37) -

Whose Complaints
were ‘Redressed
{Group 1, n=5h5)

Whose Complaints -
were Not Redressed
{Group 2, n=11)

-0.49

2.4}
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TABLE-

16

Nature of Complaints and Rank Order

Nature of Complaint

No. of Complaint

Negligence in Service

On the counter Delay
Violation of Law

Off the counter Delay
Discouitasy of Bank Staff

Monetary Loss/Non-avajilability
of Cash

Non-delivery of, or Failure in,
Service -

-Lack of Customer Orientation
Inflexible Rules

Indescipline in Operation

31

18

13

13

el

Poor Knowledge of, or Information

with Bank Staff
Complicated Procedures
High Service Charges

Delay in Decision Making

—— i — Y . My B4 TN W G N g S S e e Sk AL A A S G T U T A S U Y U A e, T S —

i1

‘10

10

Rank Order

1.0
2.0
3.5
3.5
5.5

5.5

7.5
7.5 -
9.0
10.0

. A — — —— —— vl e Sl T —
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TABLE-17

Comparison of Complaint Intentions
and Actual Complaints by Rank Order.

Nature of Situation Complaint Actual
S - Intention Complaint,
Violation of Law o 1 3.5
. Non-delivery of,or Failure in, Service l 2 7.5
.DiscourteSY of Banﬁ“Staff : : | .73 ' 5.5
Monetary LPSSINon-agailability of Cash 4 5.5
Negligence in Servicé‘ 7;5 1.0
On the counter Delay 6 2.0
Delay in Decision Making | 7 14.0
Off the counter Delay 8 3.5
Indescipline in Operation '9 10.0
High Service Charges , 10 : 13.0
Poor Knowledge of, or Information with
Branch Staff . ' 11 ' 11.0
Lack of Customer Orientation | N 12 5.0:
Complicated Procedures : ' 13 12.0
Inflexible Rules 14 5.0

—— . G e ——— T ————— o o i e S W W Sy S SV S S W L S SN S S e e G S S S S e s e

Note: 1. Rank Correlation {(rs = 0.552) is significant at 1 %

level
2. The figures in the table, indicate order. Refer TABLE!

4 and 16 for Absolute numbers of Complaint Intentions
and Actual Complaints.
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TARLE-18 ~

Camplaint :I'.nt:aaarad:ic:nm;= of_ Custm Groups

Customer Groups Mean S.D. Sample Difference S.E. t-statistic Rmarks

Siza in Mean

(N)
D. E. 3.75 1.10 103
No D. E. 3.39 1.18 178 0.36 0.14 2.57 Significant

' . (0.05 lavel)

Canplained 3.74 1.05 66 '
Not Complained 3.81 1.18 37 -0.07 0.23 -0.30 N.S.
Pedressed  _ 3.68 1.10 55 o
Not Redressed 4.03 0.71 11 -0.35 0.26 ~-1.35 = N.S.

Abbreviatiohz D.E.- Dissatisfying Exp‘abience. N. S.- Not Significant.




TABLE-19

-

Customers’' Responses to Dissatisfying Experiences

—,

Sr. No. Response 4 Frequency Rank Order
1. S5poke to Friends and Relatives
about the Bad Experience . 101 1
2. ‘ Complained to the Staff of the :
Branch 1mmediately : B 50 2
3. Complained to the Staff of the ‘
Branch on the Next Visit 45 3
4. Convinced Friends and Reiatives not | -
to Use Services of the-Branch: 39 4
5. Decided not to Use Services of the
Branch o 7 34 5
6. Forgot about the incident and Did : %
Nothing 7 20 6 '
7. Complained to Higher Authorities 16 . 7
8. Wrote a Letter about the Bad Ek%per- ﬂ
ience to Newspaper(s) 10 ' 8 ;
:
9. Complained to the Ministry of
Finance, Govt. of India. 2 9
10. Complained to Voluntary Consumer
Agency and Asked Them to Take up the
Matter with the Branch 2 9
11 Complained to Consuiner Dispute |
Redressal Forum 1 10
Total 320

Note:Total number (frequency) add to 320 due to multiplé
responses, though number of dissatisfying experiences wa

only 146.

v
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TABLE-20

ﬂnaiure of Dissatisfying Experiences (D.E.) and Types of Responses
1 7 :

3

fature of D.E. Word of Voice Exit and Third Total

LE ~ Mouth Response Party Response N

Délay 18 13 5 36

i !

lack of Customer : :

friantation 20 17 ' 11 48

Negligence in . , g :

Service 8 11 ? 26

Other Inconveniences 11 17 ' \ 8 36
Total 57 58 31 146

Note: 1.Chi-square = %1.611 is not significant at 0.05 lavel.
| 2. Degrees of Freedom = 3X2 = 6 .
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TABLE-21

Mode of Complaining

ﬂgqifoflewplaining“m ] : No. of Complaints
orally inperson R 45
In.wfiting : 5
GVer'télephone ' i}

In writing and over telephone 1-

Orally and in writing 12

Orally in person and over telephone 2

All the modes » 1

e — o — . — T A W — A e — N — S T M e AR M s e Y e W G e g — ik m S A M v S S g e A s T
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a3

Mode of chpléfﬂihﬁ and.Radressal/ﬂoﬁjiedressal
Mode of Complaininq I Redressed 'Not  Redressed
PR, Nolf7;§__l% . KRo. . . %
Orally in person a9 . 86.7 6 % 13.3
In writing 4 | 80.0 1 20.0
In writing and over telephone B -00.0 1 100.0
Oraliy and in writing: 9 75.0 3 25.0
Orally in person‘and-over télephone 2 100;0 0 00.0
All the three modes 1. 100.0 0 00.0

Note: Chi- square ( 6 60).1is not. significant at. 0.05 level..
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TABLE-23

Level of Complainee Pos{ﬁion inlthe Bank Hierarchy
eolreseo

Leve! of Complaineae Redressed WNot Redresse
Position No. 2 ﬁg. 2

Concerned Clerk '10 18 1 9.
Concerned Manager 34 61 5 45.
Others 1 2 0 0.
Concerned Clerk and Manager 8 15 5 45

Concerned Manager and Others ' 1 3 0 0.0
All the Three 1 -2 -0 0.C

- A A S i oul e S G A T T T W N R AR T S kbl dom e b TR SIS S G G WS W S MDY WS SN WS N Vs T WD W WL S kel Sk SR S W v s

Note: Chi-square (5.92), is not significant at 0.05 level.
L



TABLE-24

Pogt- Redressal/ﬂonwredrassal Patronaga

e b i
. -

|utomer Group Patronised Did not Patronise : Total
the Same ‘ the Same @ . ' R
Branch .. . Branch: -~ = * g' _
No. % No. s No. ]
rdressed 51 93 .4 7 55 83
E:t Redressed 2 18 : 9 . 82 ‘ 11 17
Total 53 80 13 20 66 100

‘te: Chi-square (27.66), is significant at 0.01 lavel.
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TABLE-25

-

Redressallﬂon—redressal and Volume of Businesé

Customer Group Stopped Business Business Business Total
Business Less than More than Same as’
Before Before Before
Redressed 4 (31) 4(100) -6 (100) - 41 (95) 55 (85
Not Redressed 9 (69) 0 (0) 0 (0) 2 (5 11 (1
Total 13 (100) 4 (100) 6 (100) 43 (100) 66 (10

4

Note: 1. Chi-square (32.33) is sigdificant at 0.01 level
2. Figures in brackets indicatg per centages.
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Appsndix—l

QUESTIONNAIRE

IHPORTANT NOTE: KINDLY READ THIS LETTER BEFORE FILLING THE .
' ENCLOSED QUESTIONNAIRE.

__SirYMadaﬁ;

Tbe present study attempts to understand customer
responses to various dissatisfying situations with Public Sect
Commercial Banks' (the Nationalised Commercial Banks and the Stat
Bank of India -and -its" Subsidiaries) in Goa. The 'study is purei
of academic interest and your response will be kept- confidentia

1. Please fiil the questionnaire only 1f ‘you are availisy
- presently or availed:in the past the saervices of pnbl.
sector commercial banks in Goa. : ;
2. There is no need to write in any part of this questionnai
Y?ur nage, account -number, name of the bank branch and n
: of any bank s

3. The questioné%%’:sﬂﬁﬂlﬁl‘%v situations For those whi
you experienced in the past, indicate - your response bas
on what you had done. For the yest of the situations, plea
give yvour most likely response in case you experience th
in future. .

4. The term, - gomplaln rafers to, cOmmunicating orally and/or .
writing any one ori moxre of ' your dissatisfying experience
with Pablic: Sector Commercial- Banks in Goa to any or more
the followxng.- -‘a:=v,._Q‘;;ﬁ +

b} higher authorittes such as Reqional Office, Zond!
Office, etec. -
c) --the Customer:Service: Csntre oi the Publlc Sestor Col %
. mercial Banks.'in Goa. B
d) the Consumer Disputes Redrsssal Forum
e) the press, like news paper.

a) . any stsff of ‘the branch. - ; 1

E) the Ministry of Finance, Govt. of India.
g) court of la

h) any volunta Y. consumer agency

R R P

Kihdly help me in doing this study by filling tﬂﬂ
questionnaire.

Sincerely,
5.G.Hegde.
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inquost: Please: put CSZZ] in-the appropriate.box which correctly

reprasents your raspona

e to the situation.

1)
2}

3}
4)

-mm:owmﬁ&J

Will Definitaly Complain
Very qﬂgh Likelihood of
Complaining |

High likelihood of
Complaining

Low Likelihood of Complaining

loans and advances

5} Very Low Likelihood of Complaining
o N o 6) Will“Definitély not Complain.
- SITUATION - 1 2 3 4] 5 6
1. Indifference of bank staff ™
~ towards you T 1
‘2. Bank staff not willing to 1
adjust a little for customer
service
3;:Delay in opening the bank
‘ office .
4. Delay in collection of local
cheque
5. High interest'ratas‘for loans | | | i | |
6. Loss of interest to be received
: due to the delay in crediting
your account, etc. _ : _
7. High cheque collection charges | | | | N | |
8. Incorract calculation of
interast
9. Lack of flexibility in schemes
on loang and advances to cater
to individual needs
10. Not following queue system in
- receipt or payment qf'cgsh
11.. Delay in deciding to pay
bearer cheque
12. Refusal to pay (in 11 above) | | Ff | f
N
13. Delay in deciding to sanction | | l I | I
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- 14.

Refusal to sanction (in 13
above{

i e—

- ——

1s.

‘Delay in deciding to issue |

duplicate demand draft

————

16.

Refusal to issue (in 15 above})

17.

-your:Stahdihd*inétructions’

Bank's failure to accomplish =

18.

iInformation demanded by the
‘bank “on -loan application are
"difficult to furnish =

19.

withdrawal of time deposlts7
'Illke Fixed Deposit]

Not permitting premature -

20.

interest for a longer period]

High interest to be'paid ‘[For
example; when bank charges

21.

Delay in transferring account j =

.

22.

Distasteful language in
letters

23.

Distasteful ianguage 1n con-
versation N

il el ———

24.

Delay in issuinq duplicate
pass book

25.

Misbehaviour of bank staff
with you

26.

Complicated documents and
proceduras for applying for
loan

27.

Lack of counselling [advice]
for raising loan from bank

28.

Delay in sending statement
of account

29.

Delay in issuing demand draf; |

30.

Late coming of staff in banks |

31.

Dishonouring of cheque which,
according to you, is unjusti-
able :
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rf:’rlecl: entries in the
i hook

i

Lsandlnq informtlon about
mparative account

_hfides [For Example:
v uption). of bank staff

P

h_: ce of ‘bank staff during
porkinq hours o

4 .

mm'ﬂs failure tb’hend lnfor—
mtlon required by you

nu stinq ‘too’ mudh on intro-~
mgtipn when, you Wi to open
an account et e

Dﬂar in sendlnq credlt or
debit advices L

jay ‘in sending 1nt1mation
ut maturity of Time Deposit_

Iilegible entries in the pass
book _

Bank staff talking among them+
selves, when you are standing
_at the counter

‘Inadequate information supp-
‘lied by the staff about
schemes, rules and regulatjions

Delay in collection of outsta-
tion cheqgue

Queries regarding your loan
application not raised by bank
at one time

Delay in receaiving remittances
through telegraphic transfer

Bank staff showing scant
respact for you

High commission for issuing
demand draft

Delay in sending intimation
about expiry of safe deposit
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_locker period |

49,

Delay in receipt or payment
of cash

50,

. demand -draft

Issue of incomplete/faulty

51.

-transaction in your account

Delay in entering credit

— m—— e - | st R
e

52.

No_personalised attention and
recognition to you

53.

Divuilging information pertain-
ing to 'your account -to others
without ngr permission ..

54.

- schemes_for deposits or loans

Delay in implementing new

announced by the Reserve Bank
of India or the government of
India ' '

55.

Not calling token numbers
audibly s

56‘

Delay in encashing cheque or t *

dratt .

57.

Low interest rates for deposit|

‘58.

Not allowing discounting of
cheque ‘

59.

Issue of soiled Notes j
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qpest:

‘1. ~ Pleasea put EZ;Z:H in the appropriate box which
corractly represents your response to the
question.

Z. Wherever questions do not have boxes (opan—ended!.

please write your response.

¢

1:A) As a Customer, how are (were) you associatad with bank?

As a borrower
As a depositor

As both borrower and Adepositor

UL

A4s none of the above, but avail{ed) services.
{(For example: when yvyou buy a traveller’'s chaque,
demand draft, etc.)

.1.B) When &o you have mora confidence to complain?

- When you are a borrower

when you are'a depositor
¥

when you are neither a borrower nor a depositor

1l

1.C) Till now, how many times did you complain?
[:lhsbom__times [:]Domtrmher[:]mdmtmlain
D As depositor__ times C] Do not remamber Ej Did mt complain

E:]Asneitherborm E————Inomtrarmberlz:] Didmtoatplain
nor depositor _____ time(s) -

~1.D) When do you think customers are mo;e_l;kely to complain?

E::] When they are borrowers
E::j- When they are depositors
E::] When théy are neither borrowers nor depositors
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2.A) Have you ever lodged any complaint against services 15 v

2.B)

Public Sector Commercial Banks in Goa?

""[:} Yes

1 No [If No, please go to Q. 2.D]

If Yes {(in 2A), did you pursue that complaint?

LT ves

2.C)

2.D)

2.F)

= T wo

If No (in 2B), was it because you felt that it would caus

damage to career of an individual employee or employeas?

- Yos | _

e

Suppoée you lodge a complaint, would ypu'purshe it;'if it i
likely to cause damage to career of an individual employe
or employees? ‘

B Yes
C 1 no

Do you think people generally would avoid pursuing theij
complaints, if they are likely to cause damage to career of
an individual enployvee or enployees?

:] Yes
T
If Yes {in 2E) , what do you think are the important rea-

sons?
[Please write 1,2,3,4 & 5 in their order of importancel

E::] People are considerate not to spoil their career of
individual employee or employeses.

People tend to avoid persoaal cenfrontation.

People tend to fear of future consequence of personal
confrontation. ‘

People would like to please the individual employee
or employees by not pursuing their complaints.

\
|
|
|
]
\
|
|

J 000

Any other (Please specify)'
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4.8)

Did you have any dissatisfying experience about the services

-in the Public Sector Commercial Banks in Goa?
-L=—-J Yes:

[:::] No [If No, please go to Q.6]

If Yes ({in 4. A), please explain in brief the dissatisfying

"experlence._

{4.0)

If Yes, (in 4.A) how did. you respond to your above dissatis-
fyinq experience.

[Pleese l—MiJ more then one box. if they are applicable to
youl -

[:::EEZWrote a letter to newspaper about your experience.

ELE S T

Decided not to use the services of that branch
Compleined to the Ministry of Finance Govt. of India.

Convinced your friends and relatives not to use the
setvicee of that branch.

Spoke to your friends and relatives ebout your bad
experience.

Complained to the steff of that branch on your next
vieit.

Complained to Customer Service Cantre (of Public
Sector Commercial Banks) operated by the State
Bank of India, Panaji. '

Forgot about the incident and d4id nothing.

Complained to Consumer Disputes Redressal Forum of
the Government of Goa.

Filed a suit in the Court of Law.

Complained tn some voluntary consumer agency and
asked them to take up the matter with the branch.

Complained to the staff of the branch immediately.

Complained to the higher authorities like the Region-
al Office of the bank.

J ol oo un Gl D‘ DDD

Any other (Please specify).
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3.6) Have vyou . at any time wanted to complain to a person of.
opposite sex in bank? : :

:i Yeas
[:j No [If No, please go to Q.3.E]}

3.B) If yes, (in 3.A), digd you realiy complain? .

|:, Yes
: No B .- £ TRl .-gf EEE R AT TR L e ri*—_:"{ﬁﬂ{ B

3.C) If Yes. (1n 3.B),. how did you complain?
- vary agqressiveiy
L_—-] Aggressively

C1 minary

3.p) If No (in 3.B), did you avoid complaininq because the com-
plaint was to be made to a person of opposite gsex?

L Jves -
:] No .
3.E) How do you consider complaining aggressively to a person of

opposite sex?
T very proper

:] Very impropér

3.F) Generally, how do you think people will complain to a
person of opposite sex?

[:] Very aggressively
l:' Aggressively

L1 wiraiy

E:, Very mildly
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5. If you have made any complaint with Public Sector cOmmarclﬁl

Banks in Goa, Please give following information about one of
. your complaints. '

- [N.B. If you have not made any complaint, please go to
Q.6.) '

5.A) Nature and cause of complaint:

5.B) Did you have more than one grievance for the complaint? .._...

L ves

1 ﬁ6_"[If-No,fpiéaééfqojto 5.F1 _

5.C) If Yes in 5.B, (Please specify, major and minor grievances) -

i) Major Grievance:

ii) Minor Grievances:

1.

5.D) Did you express minor grievances alsc while complaining on
the major grievance?

E:::] Yes
L3 %o

5.E) Do you think your minor grievances alone [without major
grievances] were worth. complaining?

[::::] Yes
E:::JVNO
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5.F) Mode of your complaint? IN.B.: Please VA more than
: box, if they are applicable to youl.

-

|

L1 orally in person
{:i In writing -
L1 Over the telephone.

. R N tr - N '
5.G) Whom did you complain to? {N.B.: Please VAL more tj
one box,- if they are applicable to youl.

_ Concerned employee

L] Concerned branch manager
—

[_:l Any- other (Please specify}__

5.H) Was your complaint redressed?

E:lYes
_ _N'.D,

5.I) If Yes {in 5.H), what was the process of redressal?
(Please write)

¥

5.J) Did you continue to awvalil the services of the same bran|
after redressal/non-redressal.

l: Yes
C 1 ne

5.K) If Yes (in 5.F), what was the volume of your transaction
with that branch after redressal/non-redressal as compared
to before? _
| — |
L} game as before
:] Less than before

L:] More than before

6. Your age _____ ( years}
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*oupat fon:
g SQrvica

Has in service. now retlrsd

:I Profession {like practicing lauyers, doctors,
engineers, chartered accountants etc.].

} Own Business
B Mriculture

' s,tudent 1
-' l-iousewi fe
. Others

Fatired. when did you retire? Year

Hore) you an employee of Public Sector Comercial Bank?

3 _Yes
7 o
d - .

[3 M-a:le _ ’
| _ ;

-——l Female

VS S S ‘LT“

I Education:
j Matriculation
r:‘ Graduation (Please specify Qualification)

n L] e ——

:] Post-Graduation

H —— A wre T

:I Doctorate (like Ph.D.} "

Any other *

vou an LL.B./LL.M. or eguivalent to it?

:] Yes
: No
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10. Individual Income: [N.B.: Those who do not have individua
this unanswered I

income may leave

Rs.
Bs.

"Rs.

s

1000000}

11.A) Religion (please specify)

B) C@s;e,{plgase‘spgcify{

12. Since how long have you been stayinq in Goa?

Re..

Bgiow Ré.
1000 -
3001
5001
7001
"'9001 .
Above Rs.

1000 per month

Rs. 3000 per month

Rs. 5000 per month

Rs. 7000 per month
; Rs. 9000 per month
'Re.11000 per month

11000 per month

{in completed years)

13.A) Have stayed abroad at any time?

E:::] Yes
[:::] No

[N.Bs:

"

If no (in 13. A), please do not

answer,rest of the questions].

13.B) If Yes (in 13.A), where and how long? (write below)
[N.B.: In case you stayed in more than 5 countries, write
only those 5 countries where you stayed for relatiwvel

longer timel.

COUNTRY

DURATION OF STAY

From

{Month & Year)

To
{Month & Year

mnl ol ) N
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13.J) How do you consider the quality of banking services in the
country where you stayed most recently (before coming to
India) compared to that in Goa?

Far bhetter

Slightly better™ = =ir il

More or less the same .. ...._..

Slfﬁhtly woréé.

DD DDD

E = Much worse.
13 K) How !onq did you stay 1rrthat__<:ountr.j;r?.,ML
S (dn completed years) . :

| T T N Soar CRE ‘ s oa e -
\ T
_ 1 -
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‘C) Do you have & Non-Resident External (NRE) Account at

present?

C 3 Yes

-

[Z::] No {If No, please go to 1§.E]-

D) 1f Yes (in 13.C), since how lohg have you been an N.R.E.

Account Holder? ffiin-completed years)

ia) Did you have an N R E. Account in the past?

E:::] Yes

L] No (If No, please go to 13.G).

F) If -Yes (in 13.E), for how-long?. . - - _ -
( in completed years)

.G) Did Bank promise any special treatmcent or previlega to
yvyou as N.R.E. Account holder? "

E:j Yes - ) : | S b D e e

[::::] No (If No, please go to 13.I}.

L ]

To the full extent

To a great extent

Not at all fEulfilled

L1
]
E:::] To a very little extent
]
L1

Can't say.

.I) How do you congider the social status of those who come

back from abroad when compared to their social status before
going abroad?

L] Will greatly enhance

E::] Will slightly enhance

E::j Will remain unchanged ’
[:::] Will slightly decline

[:::] Will greatly decline.
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* Appendix-II

....  BANKERS' OPINION ON PROPENSITY TO COMPLAIN

*

‘Association with Banks

Customers': association with banke can be classi-
fied into four types: as borrower, as depositor, as both
borrower and depositor and as neither borrower nor
depositor but a custemer, eg. buying demand draft,
travellers cheque etc. Some of the bankers were of the
opinion that depositors have higher propensity to com-
plain than borrowers because they think they are oblig-
ing the bank while borrowers think the other way. Some
of the bankers had the opinion that borrowers have
higher propensity to complain than the depositors be-
cause they think banks discourage giving loans. They are
also prompted by some :sleaders who criticise that banks
discourage borrowers and hence, the low credit-—deposit
ratio in banks in Goa. ,

Age

Elderly people have higher propensity to complain
than youngsters. Research so far indicates results which
are different. According to them, the propensity to
perceive dissatisfaction (Pickle and Bruce, 1972) and
complain (Moyer, 1984) are high among young and middle
aged.

Working Vs Retired

The experiences of bankers are uniform on retired
people having high propensity to complain. The reasons
attributed were availability of time to complain and.the
desire to seek attention and importance as re§1rgd
people would feel a sense of loss of attention. This is
consistent with the bankers' opinion that elderly people
have high propensity to complain (retired people are
usually elderly). This contests the previous research
findings.
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) Employment in Public Sector Commercial Banks

The pilot study results indicated that the pro-
pensity to complain could be low among those who were in
the employment of public sector commercial .banks. During
pre-testing of the: questlonnaire, the respondents
{students) -also: suggested -inclusion.of . the -variable. for
investigation:.as they predicted lower. propensity to
--complain :among: those: in employmentkof public sector
-commercial banks.

Education

N T
iy R

Views of bankers differ on this. SOme seid hlthy
educated people have high propensity to complain while
others said highly educated and uneducated have low
propensity to.-complain ' because of high level or low
level of knowledge respectively. It is- those who are
moderately .educated (whom bankers .called "half
educated”) who have high propensity to comp1a1n. I

Degree in law

The bankers' opihion as well as the records of the
customer service centre on profile of complainants
indicated that. those who have knowledge of law (opera-
tionalised as degree at law) have high propensity to
complain. But this is contrary to the view bankers had
expressed that people with high level of knowledge will
have low propensity to complain.

Sex

There was uniformity in opinion ‘among the bankers
that women have less propensity to complain. However,
one study (Gaedeke, 1972) found that women were more
iikely than men to complain to government or to consumer
agencies. In other research findings gender was not a
significant variable determinig consumer complaining
behaviour (Halstead, 19908). In India, since qender
related differences are reducing in society,_it is
possible that women have equal/higher propensity to
complain compared to men.
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Income

‘Some of the bankers were of the opinion that
people with high income have high propensity to complain
where as some other bankers said income has no relation
with propensity to complain. Previous researchers found
.--~that complainers are of above average income.

Religion
A few barikers observed that Christians have higher
propensity to complain and a few others said Hindus have

higher propensity to complain. Yet another group felt no
relation between propensity to complain and religion.

Non Resident External (NRE) Account Holders

The bankers held the view that the propensity
among NRE account holders was high on account of two
reasons: N e
(1) Their exposure to better banking services abroad

and
(2) Special privileges and status promised to them by

the banks .

NRE accounts bring considerable deposits to the
banks in the region and hence it is highly region-
specific.

Domicile

Within the country, the banks in Goa are likely to
be more competitive due to higher density of banks
{population per branch is low). Therefore, the propensi-
ty is likely to be influenced by domicile in Goa due to
better availability of banking services. Yet some bank-
ers feel that people in Goa by way of their culture are
tolerant and hence likely to have less propensity to
complain.

Occupation

Previous researche studies indicated that com-
plainers have managerial or professional occupation
(Halstead, 1990). The bankers were of the opinion that
customers who own husiness have the highest propensity
with professionals having the next highest.
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