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WHAT ANNOYS CUSTOMERS IN RELATION TO COMPLAINTS
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Poor reachability
of the vendor or manufacturer

Long reaction times

Lack of insight
into the customer’s problems

Bureaucratic management
of warranty issues

Basis: Survey of Porsche Consulting GmbH, carried out by the Forsa market research institute (December 2015).
To collect the data on customer satisfaction, a total of 1,103 German people aged 25 and above living in private households were surveyed by telephone.
The participants were chosen by systematic random selection (multistage stratified random sample).

SURVEY: WHAT GERMANS APPRECIATE WHEN MAKING A PURCHASE

WHAT CUSTOMERS VALUE WHEN BEING GIVEN ADVICE
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WHAT CUSTOMERS WANT AFTER THE PURCHASE
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Specified contact partner
for warranty issues

Membership in a customer
loyalty program (member card)

Regular information about
special offers and news by email

Regular information about
special offers and news by telephone

None of the above
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WHEN CUSTOMERS RECOMMEND A VENDOR TO OTHERS

(Multiple answers possible)

When product quality is persuasive

When the vendor accepts criticism
and is accommodating

When customers are treated attentively
before, during and after the purchase

When the brand has
a high level of awareness
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WHAT CUSTOMERS WANT AFTER THE PURCHASE
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When the brand has
a high level of awareness

A 20%

Survey/Graphic: Porsche Consulting



