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F9 el R e RN P B RE R
FAAge a8 vht guUzrE s,
oE o FREE PAEY 77 A Jg stgom, QA4 Bish 24

0 &0

SEe & 9=

Hre 7402 245, TR A Hrte 1IJoR 2445 A 9 SRS 319
ot BrhdEEd Wi A#Ed A 2 < 1& 18- ¥ 4(Cronbach’s a=0.891, /g2
=0.803), 7474 Hh3 WHI(Cronbach’s a=0.860, & A4=0.755), B E2 = W< (Cronbach’s a
=0.871, AA=0.77) = e, alpha A7} 070102 SHFET ARG £ A
° 7 FHATHNunally 1978). E3F S ESS] FANIEIGAE S B4 23, dAA o
= 1A A &S Hol

7k AR Bk, Pee® Gl AR BgEC] BF

= 0
o glom, 7} gEEo] she] g9low FA, I -fdkeigenvalue)o] 1 @A WS

2 Ao 7 12 *a‘%x—i AFEEDT A AFELe dEgo] 929
Ao 34 sl E*}Eilﬂ(?lxlﬂ&li& A ukg
T 35 #e Aotk FMHSS Al SRRTE AF §F
TEHUTFE o5 47H Ao Ae] M3 3 EH=
A3 EAEE AF TN Ha=dA B
F A3 AolE ARSI (HEks 7HH Adaot sEEHdeH, (#e
12 omlgty. 74 1, 7Md 11 aEla v
12 247t F&83, 7 132 AFG3E BAAE Fute] B8 nE <k 2>9F 2t

~
J}J
X
o
o
g
2
ok
oft
=
~
gﬁl
o
S
=
)
L
o
_1_4 01,

N
N,
(2
me ol
l-El
I
o
fr
e
An)
e
fol
N
o
At
D)
o
ol
>,\l

S.S df m.s F sig.

7y 348.079 4 86.759 25.352 0.000

AE 3 136.072 1 136.072 39.762 0.000

HAE g 2427 1 2427 0.709 0.400

A 7 x B3E e 0.329 1 0.329 0.096 0.757

X
o2 1166.965 341 3422
7 1514.000 345




OIYTE TIPS YO YUY BYTIIAY LUK BEE 47 17

7HE 13 7Hd 12w AE B8 fo3 A3E Hylod, 7K 113 M 132 oSt
Al @Stk & B oA A Hol A E I EAITIH, mESR e YaEY
ool o4 el A 37e ZolE Urhla Sivh 2y AAREEAI AT EA
o ezt A3 3| E o= Holx gotth wabA 7 1, 7 L1, M 129 7H 138
R AR H AT

T 7 1o g S S AR (post-hoc test) AIE <HE 3>3 2 74 19
AA A Hrtel BE fire v 28 37k BxelA dAdsteior dnh AA, ) Al
o Azst HA=Zzzad] AlF F Ao k= fFolnlshA A yehdel dth &4, 1t
Aol o A Aset By + Ao Mst)e frofnld Wsks FRtelof gtk Al
A, g B3y $ Aot HAZRON AF § A5 WHsk3) JA] FofnlshAl vEh
of gt} & FuiAATE B T AR A5t on) Sle Wske] sE§& 7hAof ohn,
FAl %LUH*WP% B T AT Ase fAkelor gtk 2R or (1) FosA &
om, % 3)& FoatA et 7H 15 SEsta 9

—{—‘

(B 3 EH0| mE Mz H3t
N Mean S.D t df Sig.
TujA - & 81 345 0.325 1.16 5.406 344 0.120
TiAE-EE A5 345 2.150 -1.37 20.046 344 0.000
- R A X )] 345 -1.374 1.67 -15.223 344 0.000

7Hd 120 tig A o} o] LERo| sy HrEFAe] ¢AH
t} A3 3o ¢ & Ao Ueyth 2= =EEM=0.089, SD=1.820)7} sHZa] #~EZ]
9]4](M=1.351, SD=1.818 Z Hol1 rkt= -6.321, p<0.000).

o
M
Y
m
_V\_l‘
rir
JAN
f
N
\

o}
Ho
1o
e
R
o

(E 4 HE rEE M5 #H3}

N Mean S.D t df Sig.

LES 157 0.089 1.820 -6.321 343 0.000

e drEd 94 158 1.351 1.868
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2) e 29 A3

7}“ 2 AlF frdod e 2AE, T B3 el RAAZEadQAR-SEA:
al

(H 5 BN & 4H #Hel
S.S df m.s F sig.
g 792.146 4 198.037 58.986 0.000
AE 73 45916 1 45916 13.676 0.000
HAE gy 0.520 1 0.520 0.155 0.694
A 78 x BZ3E FH 0.671 1 0.671 0.200 0.655
23 1144.854 341 3.357
A 1937.000 345

7He 29} 7}“ 22 A% 359 fo AHE Blou, 7K 213 7HE 238 f96t
A gtk &5 BAS Bl 2SS EATIH, ‘I—E'E‘ﬂ' iz HaEFoxe] €4 3t
Ay g Ede Aozt lEe YEL vk ey QANG RS A=A 3 2
3|5 Apolw Holx] exsith whebA 7HE 2, 2.1, 229 238 BT A[AE A
M(post-hoc test) A= <iE 6>7 Al st
W3k 29 3)2 TG ApolE Hof 7 29

e

b
o
N
N
it
[\®)
=
=
roL
o
o
o
ol
roL
>~
>,
—101'
r-{m
_L‘ _I_u [\

()2 FrelsE 0.100014 FolebA] ¢, 4%

WY 9% He sheeka gt

(H 6> 240 OE 4 HEl
N Mean S.D t df Sig.
TFrjA -8B B A1) 345 0511 1.69 -6.301 344 0.105
FoAE-EE F 2AQ) 345 -2.649 2.08 -23.608 344 0.000
5 S04 3 2403) 345 1.759 1.93 16.856 344 0.000

p
[N
l\)
o,
>
O‘l
r-{m
>
_E
b

Efo] sjde] YrEFAM iET 7H 3]&o] ¢ &
LEEM=-0.863, SD=1.594)3} =z HrEF 2|2
o]Z Holx rkt=3.115, p=0.002). 53] AYPA ()L



AH[F BIEE A1

19

7 5483 2007, stF U o] 2008 F) A HNEH ] AW HART 71 3]
Ho| ZAwh B Ao AxHrS B AM= -1.221, SD=1.762)3} 7HZuHS-HAM= -1.138,
SD=1.735)7t 23k AJo]|E Hol|x| &1 ‘})\\ﬂr(t— -0.436, p=0.663).
(B 7> 240 OE 43 Hat

T el N Mean S.D t df sig.

RES rEE 157 0.863 1.594 3.115 343 0.002

3 e YrEY 188 -1.444 1.826

BA A Wk 1A 172 -1.221 1.762 0436 343 0.663

G AR 173 1138 1.826

3) 14 39 A3

M 3 AFE Fel e A(E, TELY XA diE] EAZ2 asQIAN-EEAT,
AR FEel ] 8 B Aol /M 39 S A 9

dlo] AARAEN S HAG At <F 8>3 2k
(H 8 EA Z =0l H3}
S.S df m.s F Sig.
73 434,941 4 108.735 35.582 0.000
AE 8 30.071 1 30.071 9.840 0.002
BAE g 1.269 1 1.269 0415 0.520
AE 78 x 24E gy 0.201 1 0.201 0.066 0.798
el 1042.059 341 3.056
By 1477.000 345
7 33 M 32004 BAAS B &H|A dEoRe] IES gt ARE HYo
(F=35.582, F=9.840), 7} 3. 14 7 33L& §95kA] Lttt = BAS EajA &BAF Y
g IF/AZIH, AF FH(EEEY fde H2EF 9 ¢2)) 1t PFoT 3] & A
2ol & Yed 3 ST :131 U HAE FHQ JAARESES APAFEA 1 FE 3
Bol|= ato]& Holx] gsith mebr] 744 3, 3.1, 329 332 BT AA AT
Tk 7HA 30 Wi A= S8 ARFEA (post-hoe test) AR, Tl AlH] Ao BAFE
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233 AF T PEo =] WaM=0.309, t=3.429, P=0.135)= FJvlskA] ekgit}, W o
#Fol o] WaM=2.011, t=21.166, P=0.000)°} EHTA F A
FEozol WMBHM=-1542, t=-16.507, P=0.000)°1 4= f<rsl7|

_

[1

CE 9> 20| TE LH[A #S2: Hat

N Mean S.D t df sig.
Tl A - 5 E(l) 345 0.309 1.67 3.429 344 0.135
TiAIE-EE F PFEQ) 345 2011 1.76 21.166 344 0.000
Y F-1Y F d5950) 345 -1.542 1.96 -16.507 344 0.000

71 326 gk ARSEA A, RERo] sjde] YaEdA ] oiunt Fore] I
Hol ¢ 2 Ao® YEtkHE 10> & =E5M=0.509, SD=1.712)%} s|dz] grEF 4]
(M=0.997, SD=1.663)3F o gt zfo]S Holi ITh(t=-2.677, p=0.008). H=3+ ZH|A}F 5o
o 35 A MdgdFer g AANREEFM=0.337, SD=2.015)} 77 vH-gH A M=0.601,
SD=1.919)7F F-2lgt A}o]= Ho]x| eFghrk(t=-1.246, p=0.214).

B 10> 240 OE dS9: Hat

T= 4= N Mean S.D t df sig.
AE rEE 157 0.509 1.712 2677 343 0.008
3 iy e 188 0.997 1.663
B 1A k- 1A} 172 0.337 2,015 -1.246 343 0214
e 7 1 A 173 0.601 1.919

Ao e $He ARR avAEL BAZaRe FaA4 A Bl A

g5o] F15d Aoz Uuyth 2o BUS GUF AF 49 3 auAEe] 45 5w

ol AolE Holw AT = wEH AU xRN g4 o w5 7o) A

T 8% Aol2 Uein Ybu, FRAEN wESe] FIAE WL o st
o=
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s BRPES AW B J ANAE R4S B9 Y 98 Aol 9 Aol
M 51 BHAES AWG 9.9 A0AE BAE ApAHd 1E 24 55 go|

FS B A= A2 Aol/} ¢g Rl

7H 61 ERATE AP - d anAe BAE AT wE P I
}.

N
>
(@)
o2t
offt
o
o
oo,
o
rot
e,
[
e
N
HF
o

2. % 29| N EA

1) N BN

P9} AR Hl%%«l G Al G el A2 AR, B
ety 1519, QRS 1689 S A ete] o) @ hdo] B ol TaBd 2ALE A
ASich ol% A 0 AAE - 00 s S VaS Sl FUT DL
ol ANSATHEAA, TR l=Al, ol 2000, Tl B &RgTe] B 2QlBA
AR <E 153 20 AFYGAES BTN B QuyYEe fETgos
R G A2 Holw Utk EF ARYTEG AFFUE FRUFYE], AFT

vo.

e dBOYEe] tha PHE Ao vt od Ave HygdATe] Azt o
Zolsta Sl 7kt Ful g FHe Aol whdsta vku AeE 4 9l
CHE 11> 8- 9 ietdo| FojaTEga ROIEA
= (n=151) | &= (n=168) izt
29l Etl= S e
o o i
S 'Elil' o rﬂil‘ (SIQ.)
FHAAES AP AFEo] A4 E(0.688)
Fool & 4R RS T LE0750
s | TR Y BAY RS A REOTD
2 | B ] }%oh JEES o Tl eh0.663) 3335 | 0.611 | 2.500 | 0.619 000)
FAAES AFESA 2o FHA7(0.639) '
AT} = JEE} H AR F4-9-90.679)
w75 53] ol & Fu(0.450)
= | o e EHE F 7S 24077 Lol
;:]i E1E A o FEs] AE0.671) 3.540 | 0.659 | 3.730 | 0.719 (0'056)
o4 ARE 748 F vl 7480714 '
TSl go] B2 & 7970554
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4. oY 29 B

1) MY 83

& AFelMe 7Hd 4 =ER AFS 2 dal EAdZ2afd QAR 2
B RN oaf Q1AA Hrte] s&o] gt dE AH[ARE zbel7} YlEAdf
o M 49 ASEARE <F 12> Zo] S=HEAM=0.093, SD=1.855)°] LETHA
(M=0.691, SD=1.92)}t} 435 FE o7} | AA deor], 371 f3¢ whe fold
Aol & Holal 9luh(t=-2.701, p=0.007). Weh 7Hd 4= AAHA] L3k

< 12> =7t 82 2d9= Hel X0

TE =759 N Mean S.D t df sig.

NN G A 150 0.093 1.855 2701 290 0.007
U2 oA 142 0.691 1.921

— gk tf3hA 150 -0.706 1.822 -0.906 290 0.366
A& A 142 -0.500 2.072

Pror | = WA 150 0.773 1.845 -0.433 290 0.665
2 D 142 0.859 1.499

7V 419 dAR-AHEN S AN AF, QANESEAAT AT EAYY] FHit A5 3]
8 Zole =7F FEd whe} Fo3 Afo] & HolA| eEStThF=1.046, p=0.307). 12|\t =7}
e AAA H7RI M5 S HEATEF=7.345, p=0.007) ¥, BFE Fele H5E 3 5A
7)1AE Eoke= ZA(F=0.029, p=0.864)C. = e} 714 4.1& x]%lﬂaic}

7W 59 AEAI =) M=-0.706, SD=1.822)3} L ¥t A (M=-0.500, SD=2.072)7}+<]
w7 3E Aol AR ¢kow, It K WE {Fog Apo]E Holx| 2rkrh(t=-0.906,
p=0.366). W&tA 7Hd 55 AAHAL 7H 519 dYPEAREN S AAG Ay} QA ukeH
T AT FEt 2 35 Atole =7F {3l wet ol AfolE HolA] o
SITHF=0.055, p=0.815). T3t =7} F37} BAAE Jee EF S JE5A7AE Rate
ZA(F=0.812, p=0.368; F=0.732, p=0.396)2.& e}y wrebs 7Fd 518 2 A= 91ch

74 69 AEAY =t (M=0.773, SD=1.845)% < ]84 (M=0.859, SD=1.499)7} 3}
TY® IH Aole wj¢ AL Ao Y, I7F F3d mE Fo3 Ao] S HolA| sk



76 SEEEAT MI5H 12 (20139 38 279)

Tht=-0.433, p=0.665). WetA 7Hd 6 AA =k 7H 619 A& HEA S AAe 2,
o1 HFS- B AT AR =R A el FEI7F 7y 3]E zlol= Fyb 839

HolA] YSITHF=0.182, p=0.670). =& =7} #3F} BAE FYPE BT AL 3 EA7]A
23l Z(F=0.192, p=0.662; F=0.069, p=0.793)C. = Uelstth welsd 714 6.18 A2 H e

3 AR s e FulagsEel Aolst shie a9loR AgHE Aoz B %
daujetge IA7u g W QEosse 49 Pdon A e wES Tojn
| WhRolth. 59 ¥ BEEL 9L skt
w et el 3 3¥o] w2 vehdot

=
AR YIS L FEYI0lG HASE HYFAR ) uRe] 47 4%

S Buge] e BAS 923 QB tle mRolA 24 883 A7) 88
Ao et 4% nazzade 93 dsdud 98 T Fa

V.3 E

1. ¢ 29 9

A 1A E fr - FIAFLR FESI] 474 b8 Bz Ol nE ANzt £33

59 35 PFrd e dEFE FHEedch 2 A 7o) wE BE A
AHAEE 7|]e] BAAZEaRE B4 AxF HyR AE gEe] sbedt N, B
T AFE FF I 2HREY A3 & Alo]E Heola Ytk & =E&T Y ¥
2EFo|A 9] oA og Bt A5 35| ApolE YERln e, =ESo] Y &
2EFHET A5 3&o] Bt oz Jeyth a8y AAHoz s AXNHEEANT 1Y



OIYTE TIPS YO YUY BYTIIAY LUK BEE 47 27

AZRFe] s P 2k A 52 FJole Holx] dgAT, wESe] He ey &4
‘M)w 244 S o Asdtte APA7E a9

HolA %9% Ao B
BAou AE f3T AT 35
AAZEA 7 ==

Ax BYE AP 2uAES BAS Bl A, A%, 28n dEIRE I8
Jdou, T3 Mula AFRGE 78 AEQ B Y 3Eo] Atk =3 5dI 43 A

S ]

e S 53 AT 3 Ede ‘}O]% Ho]ﬂ 1ot 7&73 3539 PEole 35 Aol
Holx] ¢da1 e Ao® eyt ole =it dEHIAE 1o Fujag ool
Apol7} shtel 89lo 7 Zgue How E_?jlﬂr = 2 shYe BA el B Ey)
SPSe swTuyg o Az g » w2y 2 ol & o] AjolE Holm 917
2 9%

meltt 53] @= thete ‘E]:'T% 9]@‘5‘% o] Al =HEA ntE BAde
et sel Blg) A 58] waA Yehdtn & ¢ gtk dEUES 8719
BAEE AEEAR A7) wdd g7 A3 2l5e] ofFofAA] ¥ Aoz Helt
gy ST mE B e dEUEY BRdA 7Y 35
Ael7k gl Ao yehd BAZ=ade g ez d¥F= F

o,
T

3% q golelet
B 5 QAT BAE %ﬁg of wehd ST QRIS o] SuHe 29
g% o 1%— A e Aoz iy, A% *Hl a70] e AgdHE nze

QR °l
298 B QA S £RAHS 206 BE 4 e 43 S04



08  SEREEAF MIsH 12 (20139 38 279)

2. 9179 NATE L BT A7 WY

o

g 7-}75“4 H o] Eﬂr’% olgte =eloh I AT F =TTl =2 AF EHIE

A A5l ¥ adHelgts e IMIMAFAH =4, 7€ I AdYdTE2 £

e - 79 AFeE FEsto] A&t dgtoy, & A7 =ES

4] d2ERS AAste] O AolE AH Flaigivte Mot 2 43 mERS B

e B3| Eo] foaiA|nt iy YAEZES o Ao]E HolA wskth AlA,

dxoflA B Eo] Foshl Uthd =ER AFS dEAE A Fofd Aolg H

A 37F 3 HaE AAEite Aoltt O A3 dtieb e STl v A2

J& e AR Db dagRd Alelg Bilvh a8y A4 dEoede A

o]& Holx ¥ttt Ao R £ AFE Tl HT o dEHSGAES] Pl E

of gt Fd< AMEA et Hol d/dele] gutet st

o2l At AMAPEE el =k DA UM]EL"— ANshe AFAECA AAete
ihe gt 2tk wA @A e wHEd 5, 7 Bt 52 AEdes

WA Bz adS Zi o}i, A7 Aol A ¥ 04 AFA 5 AHAD A 5

O

o
Ho

Mo

o
>
=i
Ho
oftt
o
El

3
o WAE 272 ART ook Aok el AEAN HdeA ®
231718 A4 A< uh
QA AFIHE 19 B
] Age] FAsEl/ b Jrin Bl GaelN 489 Z2a
A% F9E J1golok A BT 2UATE WA dhet AE 2ol
o Itk WE Aokl AR 2ulAEe) HEE Beld] Feao} &
& 2UAEE FYHAEY V9] F8E PHEYA0E A§3Hn o] Rt
A= Az 2T Bosk QAT 27 FEe A} YBE BRY

A @
e e o doke AE B

[N
E
run e
1o,
1o
N,
[o

;51
o]%

N,

4 =2
ot
R
G
k1
e
o,
o,
offt
i
ACh
=
o
A
i)
i
rlm

2 setel] el A8 43 A

Foz
drERNg o2 5 WY vy F5E

4



Agsgrie AL D dok me] AF 498 SE dEske Aol
A o Selsh etk AT, ol B G Heel R FHE olga

WA= Exo] mj2 BAEZgde] BELE =
grin Boh EG B RN V1] 20104 1290]7] e H2 Wae

&
S Rt itk dAdE 7L itk HEe] 43

I
o
N
)
o

Y \1-
2 478 Aqadh 35 AN GFF AZeR 2L Fsn ANEE E
2 oA depsbl Fuisel g S-S WAl vhIY ARAd] Bek QA shol=

F, “ada Hezeads) gzt 42
g2 AT, A104 A2z, d=nAE J&WS‘M, 2005.

A73A - ol Maf, “an|Ate] HAdw AduAAC] #3 AT nHAe] k¥eEs TSR

AR AT, A2, =" e, 2007.

HEA - AeH - AAY, “ana Ao frd(Valence)o] T AbEA ol wAlE &l &
A e ANFEe] 2HERES FHCR”, aHAEAS, A7d
A2%, F=2an] 283, 2006,

W33, “FARA ZIHLAA] 2BAE A3 o] B g | njAe G B3 A

T 2R =g we AdA g vlar, AGedT, A3s5d Alss, =

74382, 2006.

TN, “anAFd B3 Z2age] anjzte] Frd nAe 9% HAAwdE, avA-
Bl #A9 4, AFAEANY dTS FHeR, vHA”HAT, A198 A3z, =

nHAIR e, 2004,
W - S, “rAEP AN B BEEe] B AT, ol e Hatets),

A207 A|3%, g+=rdlo] el H.2}e}ks], 2009.



30 SEEEAR MIsA 12 (2013d 38 279)

HEA - 242, Aul s AR A FHH Aol

Ao BATAAEFA v)AE

!

ko)

P, R AT, Al A2z, d=viA e e EE, 2006.

A - WA e - ol@R, ~anA R, 1 NRE QokelAg JuAe w AYY 4
A, =i Aets] FAE ] EE =R, 2006.

VT - B4, “AHA BATR Y] g B ATAT 204 FAF A A
Az g, d=rARAYE, ATd A2z, d=riEeE], 2005,

o9 - 15, “AAAZT BHRPIYe] hE FAEH AolAT, 2ARAT, A19
H A4z, T=rAn|eks], 2008,

NG - ABE, B UG BAA W TAF BT AR BSAE, FEGAT
254 A4z, F=/3Et3], 2007.

olf A - AHEA, “HAA AHIAA O A el Aapiapd i AF-FI, AUAE T
Ao gy AvAEAE, A6 A4z, gharaiH|A}EkE], 2005.

o84 - SHE - Y, AnAAT: v A W2, WEAL 2006

ojeta] - dAIFE, “aRIAAYE Y, wF 2P AF H=te 72A AP, AT
A30d Al45, F=7d9 3], 2001,

A4 - Febrte] B 2A] - ol ), FY BT AT LRt B MaAT, FE
AT, A7 A4z, =73, 2002.

S99 - olge, “AulAe] BPRA) ME AXsh @ Wl AW D PR % A0
o MRl FI, BFAAT, A3 Alw, F=749 3], 2008.

Anand P., M. Holbrook, D., and Stephens, “The Formation of Affective Judgment: The

=

N
ro,

e

-
Y
=

)
OSL

Cognitive-Affective Model versus The Independence Hypothesis”, Journal of Consumer
Research, Vol.15, 1988.

Anderson, W., “Customer Satisfaction and Word of Mouth”, Journal of Service Research, Vol.1
No.3, 1998.

Bagozzi, P., “Marketing as Exchange”, Journal of Marketing, Vol.39 No.4, 1975.

Bearden, O. and J. Teel, “Selected Determinants of Consumer Satisfaction and Complaint
Reports”, Journal of Marketing Research, Vol.20 No.1, 1983.

Bettmen, R., M. Luce, and J. Payne, “Constructive Consumer Choice Process”, Journal of
Consumer Research, Vol.25 No.3, 1998.

Blodgett, G., D. Hill, and S. Stephen, “The Effects of Distributive, Procedural and Interactional



OIYTE TIPS YO YUY BYTIIAY LUK BEE 47 31

Justice on Post Complaint Behavior”, Journal of Retailing, Vol.73 No.2, 1997.

Bolton E., “Sticker Price; The Effects of Nonanalytic Versus Analytic Thinking in New Product
Forecasting”, Journal of Marketing Research, Vol.40, 2003.

Bowman, D. and D. Narayndas, “Managing Customer-Initiated Contacts with Manufactures: The
Impact on Share of Category Requirements and Word-of-Mouth Behavior”, Journal of
Marketing, Vol.64, 2001.

Conlon, E. and N. Murray, “Customer perceptions of corporate responses to product complaints:
the role of expectations”, Academy of Marketing Journal, Vol.39 No.4, 1996.

Danavan J., J. Rossiter, G. Marcoolyn and A. Nesdale, “Store Atmosphere and Purchasing
Behavior”, Journal of Retailing, Vol.70 No.3, 1994,

Davidow, M., “The Bottom Line Impact of Organizational Response to Consumer Complaints”,
Journal of Hospitality and Tourism Research, Vol.20 No.4, 2000.

Divett, M., N. Crittenson, and R. Henderson, “Actively Influencing Consumer Loyalty”, Journal of
Consumer Marketing, Vol.20 No.2, 2003.

Fornell, C. and B. Wenerfelt, “Defensive Marketing Strategy by Customer Complaint Management:
A Theoretical Analysis”, Journal of Marketing Research, Vol.24 No.3, 1987.

Frijda, Nico H, “Moods, Emotion Episodes, and Emotion”, in Handbook of Emotions, eds., M.
Lewis and J. M. Haviland, New York: Guilford, (1993)

Gilly, M. C. and B. D. Gelb, “Post-Purchase Consumer Processes & The Complaining Consumer”,
Journal of Consumer Research, Vol.9, 1982.

Inman J., A. Peter, and P. Raghubir, “Framing the Deal: The Role of Restrictions in Accentuating
Deal Value”, Journal of Consumer Research, Vol.24(June), 1997.

Jscoby, J. and J. Jaccard, “The Sources, Meaning, & Validity of Consumer Complaint Behavior:
A Psychological Analysis”, Journal of Retailing, Vol.57, 1981.

Lesser, A. and P. Kamal, “An Inductively Derived Model of the Motivation to Shop”, Psychology
and Marketing, Vol.8, 1991.

Mano, H. and R. Oliver, “Assessing the Dimensionality and Structure of the Consumption
Experience: Evaluation, Feeling, and Satisfation”, Journal of Consumer Research, Vol.20
No.3, 1993.

Moyer, S, “Characteristics of Consumer Complaints: Implications for Marketing and Public



3y TEEEAR MIsA 12 (20139 38 279)

Policy”, Journal of Public Policy and Marketing, Vol.3, 1984.

Nunnally J, "Psychometric Theory,, McGraw-Hill, 1978.

O’Brien, L. and C. Jones, “Do Reward Really Create Loyalty?”, Harvard Business Review,
Vol.73(May-June), 1995.

Oliver, L., “A Cognitive Model of the Antecedents and Consequences of Satisfaction Decisions”,
Journal of Marketing Research, Vol.17 No.4, 1980.

, 'Satisfaction: A Behavioral Perspective on the Consumer;, McGraw-Hill, 1997.

Parkinson, B. and S. Manstead, “Appraisal as a Cause of Emotion”, in Margaret S. Clark(Ed.),
Review of Personality and Social Psychology, 1992.

Reichheld, F. and W. Sasser, “Zero Defection: Quality Comes to Services”, Harvard Business
Review, Vol.68(September-October), 1990.

Richins, L, “Negative Word-of-Mouth by Dissatisfied Consumers: A Pilot Study”, Journal of
Marketing, Vol.47, 1982.

Roseman, J., M. Spindel and P. Jose, “Appraisals of Emotion-Eliciting Events: Testing a Theory
of Discrete Emotions”, Journal of Personality and Social Psychology, Vol.59 No.5, 1980.

Rothchild, L. and W. Gadies, “Behavioral Learning Theory: Its Relevance to Marketing and
Promotion”, Journal of Marketing, Vol.45, 1981.

Schnaars, P. and M. Topol, “The Use of Multiple Scenarios in Sales Forecasting: An Empirical
Test”, International Journal of Forecasting, Vol.3 No.4, 1987.

Singh, J. and R. Wikes, “A Theoretical Framework for Marketing Consumers’ Response to
Marketplace Dissatisfaction.” Journal of Consumer Satisfaction and Complaining Behavior,
Vol.4, 1996.

Spreng, A., S. Mackenzie and R. Olshavsky, “A Reexamination of the Determinates of Consumer
Satisfaction”, Journal of Marketing, Vol.70 No.1, 1996.

Stewart, K, “Customer Exit: Loyalty Issues in Retail Banking”, Irish Marketing Review, Vol.7
No.1, 1994.

Tomkins, S, “The Guest for Primary Motives: Biography and Autobiography of An Idea”, Journal
of Personality and Social Psychology, Vol.41 No.2, 1981.

Tscho, J, “Do Yourself A Faber: Gripe About Bad Service”, The American Service, Vol.39(June),
1994,



OIYTE TIPS YO YUY BYTIIAY LUK BEE 47 3

Westbrook, A, “Product/Consumption-Based Affective Responses and Repurchase Processes”,
Journal of Marketing Research, Vol.14 No.2, 1987.

Westbrook, A. and R. Oliver, “The Dimensionality of Consumption Emotion, Patterns and
Consumer Satisfaction”, Journal of Consumer Research, Vol.18 No.1, 1991.

Zajonc, B. and H. Markus, “Affective and Cognitive Factors in Preference”, Journal of Consumer
Research, Vol.9 No.2, 1982.

Zajonc, B., “Feeling and Thinking: Preference Need No Inference”, American Psychologist, Vol.35
No.1, 1980.

Zeelenberg, M. and R. Peters, “Beyond Valence in Customer Dissatisfaction: A Review and New
Findings on Behavioral Response to Regret and Disappointment in Failed Services”,
Journal of Business Research, Vol.57 No.4, 2004.

Zeithaml A., L. Berry and A. Parasuraman, “The Behavioral Consequences of Service Quality”,
Journal of Marketing, Vol.60, 1996.



34 TEEEAR MIsA 12 (20139 38 279)

ABSTRACT

A study on consumer satisfaction based on company
mistakes compensation program for companies advancing
into overseas market: a comparison of laptop and
restaurant service between Korean and Japanese consumers

Won-Sang Sohn*

This research, which was experimented by dividing tangible and intangible products, established the
influence that affects recovery for consumers’ complaint behavior and behavioral intention as per each
different compensation program. In Experiment 1, the consumers, who experienced complaint behavior
owing to company’s mistake, have preferably recovered through the compensation program offered by the
company. However, there was a significant difference in preference recovery between products that caused
complaint behavior. According to the study result, the more clear preference recovery was shown in the
case of purchasing laptop than the case of dining in family restaurant. Additionally, the consumers’
emotion recovery was possible through compensation.; There was a emotion recovery disparity depending
on product type between purchasing laptop case and dining in family restaurant case. The consumers, who
experienced complaints, were only able to recover their preference, emotion, and behavioral intention
through compensation of which recovery was greater in tangible product case than ordinary service.
Meanwhile, there was no distinct difference between recovery compensation types even though the
products were identical-type ones whereas it appeared that such tangible product which showed greater
purchasing effort as laptop computer was more effective in stimulating emotion response. In Experiment
2, the purpose was to find out the difference between complaint behavior and its recovery process shown
after purchase by Korean and Japanese college students, who have different consumer purchasing habits.
The both consumers of the two countries, who experienced complaint behavior, demonstrated precise
difference in preference recovery while the emotion and behavioral intention exhibited no disparity between
the two consumer groups. In this experiment, it was learned that Korean college students were show-off
purchase type consumers while on the other hand, the Japanese college students were famous product
purchase type consumers. Thus, there was a clear difference in laptop computer purchase process and
post-purchase evaluation between these two groups. In particular, the Korean college students had quicker
preference recovery through compensation than the Japanese college students on account of their tendency
to be consciousness of others. Nevertheless, there was no difference between the emotion recovery and
re-purchase recovery and therefore, the compensation program for complaints was proven to affect the
emotion and behavioral intention.

Key Words : compensation program, consumers, complaint restore, perception compensation, emotional
compensation, practical good, entertainment good, shopping patterns in Korean and Japanese
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