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Abstract.
Research background: Dual quality occurred in natural way after fall of
Communism. Global producers from Western countries had to adapt
formulas and composition of their products to living standards in countries
of former soviet bloc.
Purpose of the article: But present situation is different, living standards
equalize, people travel, they purposely buy abroad, and they discover that
international goods known from home shops have different attributes –
composition, colour, aroma or density of product – in the same or very
similar package in foreign countries. In Slovak Republic, there was
missing a research of consumers´ opinions in context of dual quality as
global problem.
Methods: We conducted such research by questionnaire method on the
sample of 987 Slovak respondents. Because dual quality is connected to
many goods and besides different attributes also price is different many
times, we were interested how is this problem perceived by consumers
with different income. We divided respondents in our research into three
groups according to the monthly income of household: low, middle and
high income.
Findings & Value added: According to the results, consumers with high
income perceive problem of dual quality more, they are more interested to
be informed about this problem and they are also more willing to share
their own experiences with dual quality. On the other side, consumers with
low income more changed their consumer behaviour due to information
about dual quality. This article brings results of unique research and brings
proposals for improving of the situation about dual quality in Slovakia with
respect to incomes of consumers.
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1 Introduction
Sooner or later, everyone becomes a consumer. Everyone uses consumer products to meet
their needs and wants. Consumer behaviour is a very broad and complex process in which a
person buys and consumes a certain product for his needs. Many factors influence a
person's consumer behaviour, one of them is belonging to a social class. Social classes,
resp. layers are relatively homogeneous and society hierarchically dividing groups, where
class members share similar values, interests, and behaviours [1]. Social classes have
several characteristics. People in each group tend to behave similarly and differently from
people from a different social class. People in social classes hold some roles and statuses
[2]. Social layers differ in clothing, manner of speech, entertainment preferences, and many
other characteristics. Social classes can be set by various characteristics as income,
occupation, education etc. [3]. We choose an income of household as a determinant of
analysis of consumer behaviour in particular social class in context of dual quality for our
research.
Belonging to a social class influences the preference of products and brands, social
classes show different preferences when choosing products in many areas, including
clothing, furniture, entertainment, cars, electronics, etc. Higher social classes with higher
income read and travel more, devote themselves to culture and individual sports, while
lower classes with lower income, watch more television, spend more time shopping, take
care of households and prefer collective sports [4]. Social classes also differ in media
preferences, with upper-class consumers preferring magazines and books, while lower-class
consumers often prefer television. The lower classes are generally less interested in politics
than the upper classes [5]. Upper social classes tend to use the Internet more - compared to
lower classes [6], but on the other hand, lower social classes use more social networks than
higher classes [7].
It is legitimate to adapt products, also in terms of composition and quality, to different
cultures, subcultures and social classes, based on specific customs and preferences.
However, these adjustments should be identified and properly communicated to the target
group so as to avoid confusion and misunderstandings in the markets.
Cases with dual quality of goods began to be noticed by people in Slovakia immediately
after the fall of communism [8]. People from the countries of the former Soviet Union
considered the inhabitants of the countries of Western Europe as a reference group, they
wanted to buy the same products as them, products that had long been unavailable or
banned in Eastern Europe. Western products gradually began to penetrate the eastern
markets as well. With the opening of the borders, the inhabitants of Eastern and Central
Europe began to travel abroad, where they also bought products of brands they knew from
home, and there were cases when they blundered on dual quality [9]. The consumers of
countries in the Eastern part of the EU complain that quality of some products is lower in
their country than quality of the same brands and the same producer is abroad [10].
At first, they began to notice it in the cosmetics and drugstores to which they were used
at home, and the products bought abroad had a different consistency, intensity and duration
of smell, in the case of washing powders also composition. Gradually, the inhabitants of
Slovakia, especially those living in the west of the country near the border with Austria,
noticed the existing problems in the food assortment, e.g. for drinks, coffee or fish fingers,
when the composition of these foods of the same brand and with the same or very similar
packaging, purchased in Slovakia was different than in other EU countries [11]. At present,
up to 16% of Slovak consumers say that they go shopping abroad for a specific purpose,
with the reason being more and more the higher quality of goods abroad [12].
Residents living in central or eastern Slovakia, further from the borders with the west,
gradually gained experience with dual-quality goods. The economic situation in these
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regions forced people to work abroad, and these people began to import some products
from abroad in better quality and became important influencers in this area.
There were carried out several tests confirming dual quality from various countries of
EU [13], but their methodology was incomparable. Based on a report by the Joint Research
Centre (JRC) on the results of EU product testing, the European Commission has begun to
prepare unify testing methodology and steps to eliminate dual quality in the EU, including
labelling of products and fines for businesses. At present, within the EU, products should
be safe in the first place, their composition is not comparable in individual countries.
According to the European Commission, products may have different compositions in
different countries if manufacturers state this in the composition on the product. It is
therefore not a legislative problem, but an ethical problem, because if consumers buy the
same product in different places, they assume that it is the same.
The issue of dual food quality has three levels. The first level is product safety. Food
safety is considered a public good, as any form of inadequate management could cause
severe harm to all participants in the supply chain, significantly affecting public health [14].
Manufacturers also argue in this area, claiming that there are certain rules and regulations
for the production of products, given nationally or internationally, and they do not violate
these rules. The fact that the composition of these products is different for some countries
does not matter, in principle, because the products are still safe, made from raw materials
that are allowed in that country. If different raw materials are allowed in different countries,
manufacturers will adapt to this regulation and choose the most advantageous option for
them. At the same time, manufacturers say that they state all the information on the
packaging, thus also complying with all regulations.
With regard to food safety, there is a Rapid Alert System (RAS) in the EU, which
enforces a law focusing on, for example, the presence of foreign objects in food or the
concentration of food supplements [15]. A 2017 study on a sample of 1,446 samples
showed that most of the contaminated foods registered in the RAS system came from
Eastern Europe [16]. The feeling of consumers in Central and Eastern Europe that they are
a 'rubbish bin' is therefore partly justified. The relationship between food safety and quality
subsequently influences consumer behaviour and demand [17-19], with the recent demand
for healthy and high-quality food [20].
The second level of discussion about the dual quality of products concerns their
composition, i.e. that the customer always knows exactly what he is buying in the store.
Traceability is also an important principle, which means that the consumer must be able to
trace back where the product comes from. From this point of view, there are no uniform
rules from which ingredients products are to be made, it is important that it contains only
ingredients approved for the European market and that the customer is informed what the
product is made of [21]. This gives manufacturers the opportunity to modify the recipe of
their products so that local raw materials can be used, which may be specific and different
from raw materials in other countries, respectively they can choose a more economical
alternative that is allowed in the country. Such behaviour of manufacturers is completely
legitimate - the problem arises when products with different compositions are packaged in
identical packaging. We do not see problem in such products with different composition
being visibly marked on the packaging with the symbol "Made for ..." or "Made in ... (e.g.
Slovakia)". Moreover, according to the research, around 45% of people searched for the
country of origin [22]. We believe that such a label will even positively influence the
behaviour of those consumers who are conservative, traditionalist and prefer local goods in
an effort to support the domestic economy.
The third level of discussion about the dual quality of goods is based on sensory
assessment. This is a subjective evaluation of the product according to taste or smell. The
EU does not regulate this area. It is here that manufacturers have the space to adapt their
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products to the local preferences of national consumers. However, this does not mean that it
is okay to promote these tailor-made products in the same, uniform packaging. On the
contrary, we think that, as in the previous case, the marking of the product with the symbol
e.g. "Slovak recipe" or "Slovak taste" will have a positive impact on consumer behaviour.
The costs and effort of such a step are minimal, while at the same time producers would
avoid the problem of dual quality and accusations of "earning" money from Central and
Eastern European consumers.
However, in addition to legislation and ethics, dual quality has another dimension for
consumers, and that is the economic dimension [23]. As several tests showed, goods
purchased in Western European countries not only had a healthier composition, they were
still cheaper in the same package at the same weight (or were at the same price but with a
higher weight). In addition, the people of Central and Eastern Europe have lower incomes
than those in Western Europe, and such information only encourages consumers in Central
and Eastern Europe to feel that their position in the EU's single market is not fair. However,
it should be emphasized that price comparison was mostly not the primary objective of
testing and its methodology was not comparable, therefore this conclusion cannot be
generalized.

2 Methods
Belonging to a social class influences customers' consumer behaviour. Consumers from
different social classes buy different products and focus on different criteria when
shopping. We analysed the consumer behaviour of respondents in terms of their belonging
to the social class according to their monthly income of household in the context of dual
quality. The research involved 919 respondents, and the sample was representative due to
their age.
We divided the respondents into groups according to the monthly income of the
household: the first group consisted of respondents with the lower income of € 400 - 1,000,
second group consisted of respondents with middle income of € 1,001 - 1,600 and third
group of respondents with higher income of over € 1,601. The aim of the research was to
find out whether there are differences in the perception of the issue of dual quality by
consumers according to their affiliation to the income of household and to formulate
recommendations for practice on this basis.

3 Results and Discussion
We started the study by finding out what criterion is most important for consumers when
making a purchase decision. According to research, while for consumers with the lower and
middle income the most important criterion is the price of goods, for the consumers with
higher income it is more quality than price. As can be seen from Table 1, the highestincome respondents heard about the problem of dual quality to a greater extent than others
and also said that this problem is important for them. We assume that the higher the
consumer's income, the more he cares about buying quality products, and the more
sensitive he is to what he gets for his money. If he buys e.g. one of the most expensive
drinks in the offer of the world-famous brand, and subsequently finds that despite the high
price and the well-known menu of the brand he received a lower quality than the consumer
in another country, he naturally minds it.
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Table 1. Awareness of dual quality and its importance for respondents by income in%
Income

Have you heard of the dual quality
problem?

Do you consider this problem
important for your life?

Lower

88

72

Middle

89

75

Higher

93

81

Table 2 shows in which goods respondents consider the problem of dual quality to be
the most important, depending on their income. For consumers with lower and middle
income, the problem of dual quality is most serious in food and detergents. These are basic
goods that they buy for the household, so they have the highest priority for them. In the
group with lower income, we still see a penchant for clothing. We estimate that this is
because at a low income, the consumer does not buy clothes very often and at the same
time hopes that his clothes will last as long as possible.
Table 2. Goods for which respondents consider the problem of dual quality to be the most important,
by income in%
Income

Foodstuffs

Soft drinks

Cosmetics

Detergents

Clothing

Lower

80

7

18

26

10

Middle

84

6

22

24

5

Higher

78

12

27

21

18

At a group of consumers with higher income, we see that they prefer cosmetics at the
expense of food, and we also see an increase in the importance of clothing. We assume that
this is due to the fact that they buy them at higher prices from more prestigious brands and
thus expect from them a quality corresponding to a higher price. At the same time, we see
that in addition to food, detergents are also more important for the consumer with lower
income, which confirms the recognition that the lower social classes devote more time to
household care.
Table 3 shows that interest in being informed about dual quality is growing with
consumer income. This is natural, as they travel more, come into contact with such
products, are more interested in this problem and consider it important. They are willing to
invest in buying more money, so they expect reasonable value for their money. At the same
time, members of the group with higher income are more willing to inform others about the
cases they have identified than consumers with lower income.
Table 3. Respondents' interest in informing about dual quality by income in%
Income

Are you interested in being informed
about cases of dual quality of goods?

Are you willing to inform other
consumers about cases of dual
quality goods?

Lower

89

83

Middle

90

81

Higher

94

85

5
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In the analysis of information sources on dual quality, which respondents prefer
depending on the income, we see from Table 4 that with increasing income, interest in
providing information through a specialized website and through the Ministry of
Agriculture decreases, while interest in information from the Slovak Trade Inspection
decreases. The lower interest of the consumers with lower and middle income in the
information provided through the Ministry of Agriculture is most likely due to the fact that
the lower social classes are generally less interested in politics than the upper classes.

Slovak
Consumers
Association

Slovak
Trade
Inspection

Website

European
commission

Prime
minister

Ministry of
Agriculture
and Rural
Developme
nt

Publicity in
the media

Income

Table 4. Preference of sources of information on dual quality by respondents by income in%

Lower

47

16

6

11

15

23

8

Middle

46

20

7

16

21

18

5

Higher

48

22

5

15

23

17

5

On the topic of information sources, we were interested in how the respondents perceive
the credibility of individual information sources. From Table 5 we see that with declining
income, confidence in the results of scientific research in the context of dual quality
decreases, but at the same time, confidence in the media increases.
Table 5. Credibility of sources of information on dual quality for respondents by income in%
Income

Own
experience

Family

Relatives,
friends

Community

Media

Scientific
research

Lower

79

46

38

10

30

28

Middle

78

48

35

9

22

41

Higher

79

47

42

7

20

41

This finding also corresponds with the perception of consumer behaviour of members of
different social classes, according to which members of lower classes with lower income
more often watch radio and television, and conversely, members of higher classes with
higher income prefer reading books and magazines, where there is more room for a broader
and more professional explanation of the problem of dual quality.
Table 6 shows which way of sharing information concerning their own findings of dual
quality is preferred by the respondents according to their income. Here too, as in examining
the preferred sources of information on this issue, interest in using the website is growing
with increasing revenue (Table 4 and Table 6). This is in line with the recognition that
consumers with higher income tend to use the Internet more compared to consumers with
higher income. As in the first case, the interest in the Slovak Trade Inspection is declining
when the method of sharing information with other consumers with growing income is
preferred.
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Table 6. Method of informing other consumers preferred by respondents in%
Income

Website

Slovak Trade
Inspection

Slovak
Consumers
Association

Mobile
application

Social
networks

Lower

29

23

8

13

23

Middle

37

14

4

14

21

Higher

39

13

5

16

19

On the other hand, as Table 6 shows, interest in using social networks to share one's
own experience of dual quality is growing with declining income. This also confirms the
previous knowledge that social networks are used more by lower social classes than higher
classes.
At the same time, our research shows that all respondents changed their consumer
behaviour under the influence of dual quality information in terms of greater control over
the composition and design of goods, regardless of social affiliation.

4 Conclusion
Research into the impact of dual quality on consumer behaviour in terms of consumer
affiliation with income has confirmed several actual findings, but has also provided some
new information. People with growing incomes have more personal experience with dual
quality goods, and at the same time this issue is more important to them. While consumers
with higher income consider this problem to be serious for products expressing their status
(cosmetics, clothing), consumers with lower income consider it to be serious for household
products (food, detergents and cleaning products).
With increasing income, there is a growing interest in information on dual quality
(especially at the professional and scientific level) as well as a willingness to share personal
experience of this problem with other consumers. With increasing income, the preference
of the Internet as a source of information grows, on the contrary, the interest in information
provided by Slovak Trade Inspection decreases.
In the past, a specialized transnational website was to be set up, where countries would
share their information on dual quality, which was to be managed by the Slovak Republic.
As the European Joint Centre has confirmed dual quality in the EU and the European
Commission has developed a uniform methodology for examining goods in the context of
dual quality, such a transnational website is losing its relevance. Nevertheless, consumers
are interested in being informed about dual quality and would welcome it as a source of
information via the Internet. As one of the most trustworthy institutions for Slovak
consumers is the Slovak Trade Inspection, we propose that for the purpose of sharing
information on dual quality, its own website should be used, resp. we propose to create a
specialized website set up for this purpose under the auspices of Slovak Trade Inspection.
However, it should be noted that the Slovak Trade Inspection site itself in its current
form is not satisfactory. When visiting this website, the potential complainant will
immediately encounter a problem. In the section Submission of suggestions, complaints,
proposals and requests, he can read that Slovak Trade Inspection is not authorized to solve:
- submissions and inquiries concerning the quality and health safety of food, agricultural
and tobacco products or unfair commercial practices in their sale (the competent
supervisory authority is the State Veterinary and Food Administration and its regional
components),
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-

submissions and inquiries concerning the health safety and safety of food, raw materials
and beverages in mass caterers (the competent supervisory authority is the Public
Health Office and its regional units);
- submissions and inquiries concerning cosmetic products are handled by the Public
Health Office and its regional components (the Public Health Office is the supervisory
body for cosmetic products).
Such a procedure is considerably complicated when one institution refers the consumer
to other institutions depending on the type of product to which the dual quality relates. In
addition, Slovak Trade Inspection, as a place for reporting cases of double quality, is
particularly preferred by consumers with higher income, where there is a presumption of
lower education, and such a procedure can be quite complicated for them and can
discourage them from doing so.
A separate section could be set up within the Slovak Trade Inspection for the purpose of
reporting cases of double quality. This step would include a separate internet channel on the
Slovak Trade Inspection website and responsible persons who would further address the
issue of double quality. On the one hand, they could forward a complaint to the responsible
authority, on the other hand, they would keep a record of these complaints. The
complainant could be redirected to this site from the Slovak Trade Inspection site or could
visit it directly. This would make it easier for consumers to share experience with dual
quality in line with their preferences, and provide competent authorities with a clear
database of cases to work with. However, consumer information should not be made public
until it has been verified by the competent authorities and the manufacturer has been given
the opportunity to comment.
Based on the results of the survey, we can state that all respondents consider the best
solution for double quality to be the labelling of products of different quality with different
packaging and different prices, regardless of social class and income. We therefore propose
that goods which, for objective reasons, are adapted to the taste preferences of individual
countries, should be properly labelled. For the Slovak Republic we propose e.g. the
inscription "Made in ... (Slovakia)" or "Made for ... (Slovakia). Another designation can be
"... (Slovak) recipe" or the title "Slovak" above the main product name. This label evokes a
sense of authenticity in the consumer and encourages conservative and traditionalist
consumers to buy. When using local raw materials (or raw materials allowed in a given
country), if they differ in the purchase price or simplify the processing process, this fact
should also be taken into account in the selling price of the goods.
This contribution was supported by the project No. 1/0757/18, “Consumer behaviour in buying goods
of daily consumption with an emphasis placed different contents of goods offered on markets of
selected EU countries”.
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