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Friday, 17 April 2015 

New Customer Satisfaction leaders for hardware and 
auto stores  

The Roy Morgan Customer Satisfaction results for February are in, and as usual, the retail 
category is abuzz with new leaders, close calls and the sense that you’re only as good as your 
last transaction. Auto parts and hardware stores are a case in point, with last year’s overall 
winners Autobarn and True Value Hardware both being overtaken by rivals in recent months. 

Repco is currently leading auto retail, scoring a customer satisfaction rating of just over 88%. 
Autobarn (winner of the 2014 Auto Store of the Year) is in second position with 87%, a fraction 
ahead of Supercheap Auto.   

 

In the competitive field of hardware retail, less than a percent separates the soaring customer 
satisfaction ratings of February leader Bunnings and Mitre 10, while 2014 Hardware Store of 
the Year, True Value Hardware, is close behind in third place. 

 

Customer satisfaction February 2015: Hardware and auto stores 

Source: Roy Morgan Single Source (Australia), March 2014-February 2015 (n=15,990).Base: Australians 14+ 

He says, she says 

Although a greater proportion of men than women shop at the hardware stores measured in 

the Customer Satisfaction Awards, women are consistently more likely to be satisfied 
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customers. This gender difference is especially evident in the satisfaction levels for True Value 

Hardware (91% of women vs 86% of men) and Masters (90% of women vs 82% of men). 

A higher proportion of men also shop at auto stores and, in the case of Repco and Autobarn, 

are considerably more likely than female customers to be satisfied with the service they 

receive. However, the opposite is true for Supercheap Auto, which achieved a 90% satisfaction 

rating among its female shoppers (compared with 85% of men).  

Michele Levine, CEO, Roy Morgan Research, says: 

“There’s never a dull moment when it comes to customer satisfaction ratings for our 
retail categories — as the February results for auto retailers and hardware stores 
indicate. While both categories had very convincing overall winners last year, the 
playing field has shifted since then, with new leaders emerging in the first couple of 
months of 2015. 

“While men account for the majority of customers at hardware stores and auto retailers 
alike, they are not necessarily more satisfied than women. In fact, the hardware chains 
appear to be doing a particularly good job of keeping their female shoppers happy, as 
does Supercheap Auto.  

“Despite the almost photo-finish between hardware leader Bunnings and close 
contender Mitre 10, their satisfaction ratings vary subtly among different generations of 
customers. Bunnings does best with Pre-Boomers and Generations Y and Z, while Mitre 
10 has the advantage with Baby Boomers and Generation X shoppers. 

“Updated every month with data from our comprehensive Single Source survey (the 
largest of its kind in the world), our Customer Satisfaction ratings provide a regular 
reminder that shoppers appreciate, remember and reward good customer service.” 

 

For comments or more information about Roy Morgan Research’s retail and Customer 
Satisfaction data, please contact: 

Vaishali Nagaratnam 
Office:  +61 (3) 9224 5309 
Vaishali.Nagaratnam@roymorgan.com 

Related research findings 

Find out more about the Roy Morgan Customer Satisfaction Awards. 

About Roy Morgan Research 

Roy Morgan Research is the largest independent Australian research company, with offices in each state 
of Australia, as well as in the United States and the United Kingdom. A full service research organisation 
specialising in omnibus and syndicated data, Roy Morgan Research has over 70 years’ experience in 
collecting objective, independent information on consumers. 

Margin of Error 

The margin of error to be allowed for in any estimate depends mainly on the number of interviews on 
which it is based. Margin of error gives indications of the likely range within which estimates would be 
95% likely to fall, expressed as the number of percentage points above or below the actual estimate. 
Allowance for design effects (such as stratification and weighting) should be made as appropriate. 
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Sample Size Percentage Estimate 

 40%-60% 25% or 75% 10% or 90% 5% or 95% 

5,000 ±1.4 ±1.2 ±0.8 ±0.6 

7,500 ±1.1 ±1.0 ±0.7 ±0.5 

10,000 ±1.0 ±0.9 ±0.6 ±0.4 

20,000 ±0.7 ±0.6 ±0.4 ±0.3 

50,000 ±0.4 ±0.4 ±0.3 ±0.2 
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