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<Abstract>

The objectives of this study were to investigate how the types of awareness of cost and benefit of
consumer complaining behavior about the private educational institute services were classified, how different
demographic and consumer complaining related characteristics were according to the types of awareness of
cost and benefit about consumer complaining behavior, and what were the determinant factors of the types
of awareness of cost and benefit about consumer complaining behavior. The survey of this study was
conducted by means of self-administered questionnaire with 546 university students living in Seoul and
Cheongjoo. They had an experience of studying in the private educational institute in recent two years.

Major findings were as following:

(1) The types of awareness of cost and benefit of consumer complaining behavior about the private
educational institute services were classified into four - awareness of high cost and low benefit, high
cost and high benefit, low cost and mediun benefit, medium cost and medium benefit.

(2) The attitude about complaints, the confidence of success about complaints, and the knowledge about
complaints were different significantly according to the types of awareness of cost and benefit about
consumer complaining behavior.
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(3) The types of awareness of cost and benefit about consumer complaining behavior were different
significantly according to only a school year among demographic characteristics.

(4) The determinant factors of the types of awareness of cost and benefit about consumer complaining
behavior were the attitude about complaints, the confidence of success about complaints, the
knowledge about complaints, and the major field of study.
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