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Abstract

This study is to focus on the users of mobile communication services in Pusan metropolitan city. First,
this study measured the levels of consumer dissatisfaction and consumer complaining behavior. Second,
this study analyzed a causal-effect on variables affecting consumer complaining behavior.

The findings of this study are as follows;

D

In area of contract and cost, variables directly and indirectly affecting consumer
complaining behavior were sex, age, consumer knowledge, complaining behavior experience,

attribution, and consumer dissatisfaction.
In area of use, variables directly and indirectly affecting consumer complaining behavior

were sex, consumer knowledge, complaining behavior experience, attribution, and consumer

dissatisfaction.

3) In area of services, variables directly and indirectly affecting consumer complaining behavior

were sex, consumer knowledge, consumer function, complaining behavior experience,

attribution, and consumer dissatisfaction.

Key words : mobile communication services, consumer complaining behavior, consumer dissatisfaction
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