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Abstract

Understanding consumer complaining behaviors plays a key role in post—purchase satisfaction, customer
retention, and long—term customer relationships, This research was conducted to empirically investigate
1) the taxonomy of complaining behavior 2) causes and types of clothing complaining behavior according
to sex,

The subjects compoed of 250 male and 358 female consumers. Data were colleted through questionnaires
emploving the critical incident methodology.

The findings indicated that clothing complaining behavior was fitted well into Singh(1988)'s three—
factor model(ie., voice/ private/ third—party complaining behaviors), these factors explained 53% of the
total variances. 75.1% of male and 65.2% of female group complained of poor instrumental performance.,
The types of complaining behaviors were no action, negative word—of —mouth to freinds and associates in
order. Nost dissatisfied consumers didn't assert positive consumer's right. Marketer should increase the
accessibility of their complaint receiving mechanisms to passive customers.

Key words:. clothing complaining behavior, taxonomy of CCB, voice complaining behavior,
private complaining behavior, third—party complaining behavior;
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