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=ABSTRACT=

The purpose of this study was to provide basic data for consumer complaining behavior.
For this purpose, questionaire was given to 600 individuals who have resided in Seoul as the
housewife consumer and possessed the experience to use the purchased refrigerators within

the period of 5 years.

437 data were analyzed by the statistical methods like frequency, percentage, ANOVA, Duncan’s

Multiple Range Test, X*-test, Pearson’s correlation and multiple regression analysis.
The results of this study were described as follows »

1) Complaining behavior have shown significant differences according to housewife's age, degree

of perceived housewife's consumer education, husband’s job and housewife’s job.
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2) The type of attribution of dissatisfaction have shown significant differences according to
husband’s job, housewife’s job and family income.
3) There was significant difference in the complaining behavior according to the type of causal

attribution and responsibility attribution.

4) The complaining behavior was influenced by causal attribution of dissatisfaction, responsibi-
lity attribution of dissatisfaction, family income, degree of perceived housewife's consumer educa-
tion, husband’s job and housewife's age. And the relative contribution of each variable explaining
the complaining behavior was decreased according to the order of variables that were described.
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o2 g5 Ao g Ny AHEE Yol
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F7hA gee AUz v o A (Richins 1978,

- 19 —



gxzt3 A

31~32), EUEo e A f5A4E, He, A%
5 ‘4%‘5}4 EHT%QI ATFEL BuE9 9o
FroA de7t de AAAA(Personal attribu-
tion) & &1 gl& Aot (Valle® Wallendorf
1977 : Clabaugh®t 19 $E & 1978).

4. NI 1%

AZnAY EHP 5T EUEH 4
A BHYFE s AEH A g }%% *13
gade 7|23 7HA s x5 By Fe
ZUFZ UL FAGH] AFES ol E3ted F %
19l

dutdoz dAAz BHYEL &= &
Ban AR FeFoln, B&FER A55F0)
2 oz g2A U2y (Barnest Kelioway 19
80, 329~330) ATEALA Hree EYYFS
Addted ool daFolA] ¢t AHE HAG

Zaichkowsky$} Liefeld(1977, 124~129)= 2414
Ao EHHAE & F¥o] e 2vAY 2
23 @& auAY QrEAGH E4L vug
23 8, 98, 2840 gdee E FHolst
U A5H 25N FYHA Zolot A& S
228 k. Mason® Himes(1973), Vinson(1978),
Warfand®} 19| §85E5(1975) 94 E9E3i9 8
HYFE = YA 9 33, 9 Tr%-’“(more
mobile) o[, AU I, A5 LKFE, Al
313 Y7t w9 Qo

dheof Kraft(1977, 79-84)9 dF+ A4, 9%,
A&, ¥ T 93 Aolg BAFPey
BEH ASHAMNE FY& Aol E HAA £
.

898 Gaedeke(1975, 45~56)€ HHste Aulz
T BE A¥AZF, BE d%33Y, TE Adgez
T8 o33 Jdelgdn gt

ojgjgo] £HYF 3t JTFEATY vigo
AgEe v AAEYYFY dFHFEA
A A - AAF Wgo At g Qg 124
712 9tk

o] & 4ol uist 745, Gronhaug® Zaltman

(1981, 83~87) Al 343 ol o] o7}, Walldh 29
F8501977,91~10D) & A% E AF A7} 282
Barnes} Kelloway(1980, 329~334)& A3l E 49}
AHAZA i #Y 2 BT HE5S Lvjte
&G Avjbe] g 7HE A o ZH 5ol

dget A, ged Ly aE e Fd
g 4 e M 428 AFA
S} 2 o]8F PAMEY AARA HEo
go, 849 AZdE 94dg e AU
Ly e dd o2 HIWgoez A
hul

ok e
e mi

4 g 2o 9
3] Valle# Wallendorf(1977, 26~30)& o &
o tigt Aol Ak3] 4l 2] EHol A o) A4 3 8ol
AV FALSHA UElg g BYozs £
FEFTAAY AUl E B &9 7548 BUoh
o] 3 d &9 AT (Clabaugh} 19 85 1978
Richins 1978 ; Lawther, Krishnan 28] X Valle 19
78)AME EuiEo 40 Ao g Aol &
"IZP%T"“‘354 Ao F48 4€2 #9139
. o]} @o] AQe|2 L ButEo x)4g YA
o] ZHANA Aujzte] EHPFS ’S“'EP o]
3 AAZA 2o i N A7 A
1 glon AuAYFATEL AU ‘S‘oa
ojale Q¢ M E FHE g
HAAJQY TS viAe 84 g4 sy
Richins(1978, 32)€ A& - Ax YAl th o] WY
28, Fob A A 2] EA3 3 (Conditions of
product use) 22 12 A &9 B A o}y 2} 7o 9}
2u)3gel e e 483 vyt dAdFAdd
g nxe 73%“] ATx A
AAALL QA 98 FEHog Ygg
won] 7§AA Fol(individual difference) 3ol
AHYNE 4F& ¥ (Richins 1978, 3).
Shaw$} Sulzer(1964), Shaw$} Reitan(1969)&
Mol =97 g FE o], Chaikin® Darley(1973)
ButE o Ao YAdS FHEGL Y

ol B B 2 8B e

R fo

Py

£l
7

3
g

¢

“

Ol

.

— 20 —



. ety

o

1gaA AR o3 HYQTE 722 sty

023 2 GFEAS M8 E 4A%en, 2
A7eye 17 1% 2o

CATFEA 1) AFFASE g vt £HY
Fole zol7t Ae7t?

(RF-8A 1) ATFFALH Wgo et E05
o YAAAREH AAAQA G o7} Sl
7h?

(HFEA W) $UF9] AUAARTA 4dHA

AfYol det BRPFoe Aozt Qert?
GH D EREY fdd del AHALE 8
aue WAAYE st AMAEY EHE
d g0 & Aol
A 2 1 29E Ado 3l JHAY LS 8
c¥lAe 4EAYLE s ARG EHYF
g %o ¥ Ao

o}l .o

2. AT

1) AFFAGH £4

AFEAEH E4o B
1&4E - A945 - 94
o A, /HAL5 g 64 £
Atk o]F YL TF5(1983)9
Agfon Fr9 YL AYqFd
A%de 14, A4&A & Bodde
7 4 (dummy variable) d & st ch. L&
9 2(1980)9 BFE 2AZ AU

Aol B Y
P JHAA T 44
g 7459 glod,
ZAQlo} A Eog
Hoo] B Fgo2 183
UolA) 4288 3A 2 Mojujzd BF Y2
FAE] gk ol Y8 (1985)9 97 Rz
dgon, 242 “ofF gFAHY” "G A&~
PO ‘BRI ‘4t BuaY” olF gua

24

v
A

¥
4o
o
[

ks
g

=
3l
r [0 Rl

41 fu fo

oX
n

N 2 Y M of ol

o2t
(e
ey

A rH oox

T

Bt 22

o o B
o o
o

4
N o
tle
o

}

. r_‘ﬂ_ n}]ﬂ
s

Jy

= £
oR o

e 2
2 g
r¢ en

Ho AN

o% o

or SN

=8

S
N2
h)

o

2 rd
pod
-3
Ao
o

ook
o
oXx

g
Bu)

olf

<
A

. ol Jh ni B2
P!

ot
rlo

)

\,
o
Ia-
O
oXx
%

=

(ATEA V) 84Y 5 98¢ vAc 55 ¥d"9 58 Likert type H=ol @2t 13444 53
o B EQ NAEE AdEst? nA 2z F4sstgd.
QIPEA BN B 259 HARY gses
- orzol o s7iel 23U
Feo| ol | gaims) eme  LAT 1) =Y
79| DRTE W
ozl % uE7el
oxjg ol anp | | SRR HAL gne
NTRYE
gl xg
Fyo| Hg 89
ryas
|
Jg 1 ATRE

- 21 —



BN EELEEE

223 2924 Y U HAZY Hrho] B
1293 @ 2929 Adol B 12230 £
9. 2959 AL AAH AYAA 22
2@ 62902 FAYN0H, Un FYAAL

o
A7 AA(RRL L) A AL

e Z$ed)s
gAgAd AQYsE ASGEDZ YT odF
AR 493 Ao doz Azsge AL sy
2 44 W3 E 7)Y o Y FH 84 E Law-
therst 19 $82(1978)9 dAFE 12 &4
Az, Bl GA(FRAE), Fold, FudA
ZANTE(o] %, AT, A 5)9 57442 H3%

3, HESYL 2 dged, v
AU Aol AE BAsA 4 AS AYsr 2211
7HA cujAure e RYE, ARYE, THYEY 3
A f8oz gt olF FYTE AT
NAYEd 3HYFS BYYEoz ygon
gl “dz go” “uE A4 “H g we
2t}” 9} 53 Likert type 3 S0l whet 17 A 53714
vd gd g ReciRa 47 e

3. ZAH4 2 A543

B A7 2ARAGE sdolde] ¥RRE T
st Agd A¥ol Ye AEAY FRoMAR
gRsgoed, 224 ouzAle A AEY
o) g 3¢ 54 - 29T ¥, 19889 99 1295 H
9¢ 2097HA 6003 & WP L2 S

4. AEEY

#38 A8F 43730 E AP M4 443
o] SAS Package Program2 2 ¥43}3ith
ogxe durd 4 sotdr) o HE,
& FHon Auo NxENS A3 Y
HAE A&fon, dTFEAS BA 4%
A2 A (ANOVA), DMRZ % (Duncan's Multiple
Range Test), X-test, 2 2ALA, 0t A ALY
(Multiple Regression Analysis)& 2 413t% o

i)
2
o

14

A e
o

)

e

ol

V. Z3t & sy

1 ZAA A 9wty 43

ZFH ol dele 344 0]3}7} 17.8%,35~44 47} 46.2
%, 45401 4to] 36.0% 2 35~4447 7+ B

FHo FEFFS 1E0] 481%2 7HE BRL
o, 1 ggo] thEo]4to 2 398%, FFol3tE 121
%2 uUehdo. dAdg FHY LHAZEAEE
d2ort 655%, BEoltst 325%, BTzt 20
%2 Jehd v v dHolg,

GHo g By AgAT ol 382%, HE -
#e)Bo] 37.7% & k47t of T 4o st
A F89 A4S AL #u Ye FHE 333%,
Hg 2y A ¥ FHE 66.7% Ut

AEL 6outgin|ute] 14.5%, 60~80% ¥ u] o
229%, 80~1203 1ol THo] 34.4%, 1209 o]l
281% 2 JYEyt A5EXY 347359 448
Jeh 2 Qlom 2 Ao th g sl 44 of Foj i
187 279

2. ¥4 3 &9

D A9 7|

b3

In alo

Aadrde 74,
3¢ AAEA.
olfl@ Aze sHFol BUF &4 192 UEd
B€38(1987), $94(1984)9) A7 IA ot

© 9uHd EHEZ PR

A A dojA F37h YZad b8 =AY
guEAgdce da2gds 156%, LEAG7t
68.1%, ABTH7L 11.7%, vh ¥ T/} 4.6% 2 UERY
WAne] g 2y EEo] RAAYE & 7

Q@ #9E9 4IAYR HJAHY
BorEe 9o did A AAAE e aMAE



WAy - 244 A0A $RAF B AF

778% o9 WA ANSL e LuAe 222%2 o
229 avA7} JAAAL e ZFoIATAY
AAFEFANE AZGAAA FLF 244
o] it SHE 2HA} 668%2 7HE BRI
a2 ggo] FUA(69%), FulYR(32%), FH
AEE(09%)9 £22 yepgoh 39 41l
HAME 679%9 Aula7t JHAAS sfgan,
321% 9 2ujA7 WEALE sk JF ALK
o e AYAUAAY 4AANFI A
2

@ EHYTHE

52 AP A9+ 6019 2 vehdt BHYFF
e FIAEEdqA 32(M=3.08)7 713 B2
aggoge wEFa 2 AFYFA(M=285),
Az A Bl 3ol EH(M=248), AFY F
A ng 9 g2a7(M=235), SudolA £
(M=222)9 £22 Jelygt

2) A7gA 24

A7EAE GB ol 2L

A7eA 1. ATEARE Bl ot 279
Sl Aol7t qEst?

(A7 D& B4 A5t 29852

WA TAF BURS BAY 2R AL yap gn 22 9Y - warE - AYRD -
olfd PFx A %L AET 309%, 23
T 1. UTEASE S4o g EHYPF Ao
% 4 + 2 2 3 9 %
3 7 F Dunmr}@
Grouping
F 5 9| o ] | 3dAo)3} 146 B
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T 7 # 72(1648) |  208(4760) | # 107(2449)|  173(3959)
X*=558 P=018* X?=14.75 P=.000***
609l ok | # 27( 6.18) 42( 961) 16( 366) | # 53(12.13)
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