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An Analysis of Inappropriate Consumer Compliant Behavior Type

Based on the Theory of Planned Behavior
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<Abstract>

The theory of planned behavior proposed by Ajzen predicts that certain behaviors are determined by behavioral intentions
which are affected by an attitudinal belief toward the behavior, the subject norms, and the individual’s perception of their
control over the behavior. This study’s aim is to examine consumers’ inappropriate complaint behaviors, using the theory of
planned behavior. Consumers’inappropriate complaint behaviors are defined by two types, which are low -and high-intensity
inappropriate complaint behavior based on the primary data collected from a group of consumer affairs professionals in the
business field. The survey questionnaire was administered to 1,000 consumers via an on-line survey. The two models were
assessed with path analysis in order to predict consumers’inappropriate complaint behaviors, using the theory of planned
behavior. The results are as follows: First, two types of inappropriate compliant behaviors were identified according to the
results of an exploratory study conducted by professionals who had been employed at the department of consumer affairs.
Second, the theory of planned behavior is adequately fitted to examine the factors related to consumers” inappropriate com-
plaint behaviors. Also, all three variables based on the theory of planned behavior, -perceived behavior control, subjective
norm, and attitude- had a significant effect on inappropriate complaint behavior intention. Third, consumers’inappropriate
complaint behavior intention played the most significant role in low-intensity inappropriate complaint behavior, whereas atti-
tude was found to play a significant role in high-intensity inappropriate complaint behavior. The significance and implication

were discussed in terms of effective customer management strategies.

ATA o} (Key Words) : Al &l 85 o] E(theory of planned behavior), % ¢ & %8 5 (inappropriate complaint behavior),
E # A (black consumer), 4H] A A 3 F (consumer’s problematic behavior)
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Table 1. Demographic Characteristics of the Respondents

Category Frequency (%) Category Frequency (%)
Male 500(50.0) Married 348(34.8)
Gender Marital Status
Female 500(50.0) Single 652(65.2)
20s 226(22.6) High school 217(21.7)
30s 270(27.0) College 123(12.3)
Age Education
40s 280(28.0) University 585(58.5)
Over 50s 224(22.4) Graduate school 75(7.5)
Full-time 399(39.9) Seoul 380(38.0)
Profession 103(10.3) Metropolitan cities 292(29.2)
Emgl;)zgent Self-employed 117(11.7) Residental Area Gyeongsang 168(16.8)
Daily/Service 139(13.9) Jeolla 89(8.9)
Others 242(24.2) Chungcheon 71(7.1)
< 200MW 325(32.5) Difficulties 306(30.6)
200~300MW 219(21.9) ecoi‘ﬁ‘zg“;‘iams Fare 526(52.6)
Average Monthly 5
Household Tncom’ 300~400MW 225(22.5) Well-off 168(16.8)
400~500MW 163(16.3) 1000
Total
> 500MW 68(6.8) (100.0)
Note: TMW=10,000won
Table 2. Factor Analysis of Low-Intensity Inappropriate Complaint Behavior
Factor ~ Cronbach’s
Factor Item .
loading a
It is wise to say unconfirmed damage through media report. 893
It is beneficial to claim my opinion without checking laws related to consumers. 904
It is beneficial to get angry with emotional fever. 837
Attitude 945
It is good to claim my opinion arbitrarily. 907
It is fair to claim being damaged by the fact unconfirmed. 908
It is pleasure to abuse at others in order to solve my complaint. 873
Parents(or friends) would support that I claim my damage unconfirmed in order to solve 96
Subjective MY complaints. ' o7
Norm Parents(or friends) would think that I get angry or to insult others when I demand to solve 966 ‘
my complaints. '
I can always claim my opinion about my complaint whether it is true or not. 889
Perceived It is easy to get infuriated emotionally or say insult with looking around in order to solve 861
Behavior complaint. ’ 859
Control I can claim to be damaged unconfirmed with sufficient resources, time, and information 900
needed based on only news released. '
Behavioral I have a mind to claim to get damage unconfirmed in order to be accept my compliant. 973 o4
Intention I am willing to say severly or get excited emotionally in order to be accept my compliant. 973 '
Low I do not talk as much as possible to the adverse information in order to be accepted what 858
Tntensity I want.
Inappropriate 1 keep trying to be accepted what I want without resolving misunderstanding occurring due 306 724
Complaint  to my lack of knowledge. '
Behavior I am seriously angry and react emotionally. 744
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Table 3. Factor Analysis of High-Intensity Inappropriate Complaint Behavior

Factor ~ Cronbach
Factor Item .
loading a
It is wise to demand mental compensation in addition to the actual damages. 889
It is beneficial to require 100% refund and compensation to producers if there is a problem
. 903
with the use of the product.
It is beneficial to request for the connection with supervisor or CEO while counseling 849
Attitude  complaint. ' 950
It is good to request for resolution and reimbursement without evidence(damaged products 917
and contract). ’
It is fair to say that complaint would be spreaded through the media or the internet. 916
It feels good as fault is on business side even in case of both’s faults. 889
Parents (or friends) would agree with my demand about mental compensation except for 975
Subjective actual amount of damage. '
948
Norm Parents (or friends) think that the complaint would be spreaded through the media or the 975
internet. .
Even if there is fault of both sides, I can request refund and compensation due to the 011
Perceived responsibility of the operator at any time. '
Behavior Looking around, it is easy to spread rumor through the media or the internet. 900 898
Control
ontro In order to request resolution and compensation without evidence, I have necessary o4
resource, time, information and so on. ’
Behavior I am willing to ask for spiritual reward besides actual damage. 974
. 947
Intention 1 would say that the damage is reported by the media or the internet. 974
I have asked for spiritual reward as well as actual damage. 842
ng}.l I have requested dealing with consultation call first. 836
Intensity
Inappropriate I have requested connection with senior staff for settlement of my complaint. 824 893
G .
Cz;sulrar;:; I have claimed the need for progress of personnel transfer on an employee’s unfriendly 856
Behfvior attitude. '
I have said that my complaint would be reported by the media or the internet. 829
saRsge B 06013 A0 etk Bl H o RARaFe B 060139 RO vEhgh 23
A4S 5437] 9 Cronbach’a AlFE Foll A= W3 dads S487] 8] Cronbach’a Al F6l 4
TS AN A9, A a5 AR AFTE 0.7~09 e B4 AAE 23, e ajls] AR A7 08
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2 ¥, A9 BEEA, DFE, FAEE BUYE
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Table 4. Difference of Behavior Intention of Inappropriate Consumer Complaints by Demographic Characteristics

Demographic Low-intensity High-intensity
Characteristics Behavior Intention Behavior Intention
Male 3158 3.856
Gender Female 2.880 3.529
t-value 2.831* 3.166**
Single 2.885 3.514
Marital Status Married 3.091 3.788
t-value -1.989% -2.515%*
20s 2934 3.454 a
30s 2987 3.719 ab
Age 40s 3.071 3711 ab
Over 50s 3.078 3.880 b
F-value 476 2.615%
Seoul 3.058 ab 3.700 ab
Metropolitan cities 2935 ab 3.589 b
Gyeongsang 2.961 ab 3.688 ab
Residental Area
Jeolla 3517 b 4214 a
Chungcheon 2.669 a 3.437 b
F-value 3.531* 2.993*
Less than 200MW 2712 a 3457
200MW~300MW 2943 ab 3.667
Average Monthly 300MW~400MW 3222 ab 3.884
Household Income 400MW-~500MW 3.390 b 3.936
More than and equal to 500MW 3.169 ab 3.684
F-value 6.854** 3.387*
*p < .05, *p < .01, *p < .001
Note: Post-hoc analysis is used to the Scheffe test.
<Table 4>= &H|AFE9] FAAT ExtaE ol e g d Aol BF FAEF Bt 52 Ao
ZAAES) ATEALE S A Ao)E HelF ek m Ao A EERL S 2
T 9tk ANE <Table 4>5 FAHOR fol8 A8 B foYF ol RS Rt v,
ok AL AND o A4, Ao, 98, AR, ANAos £eas 24w AFAEA H9I9b)
GRA7ALS bt 47 A - A= BAEY BT o2 YEEy
=7} $ol3 2ol B mole o2 Uehth
AAFES Y I FANM FHHY FEHE = 2) aHlAEe) BAAR BT £
VTS ) S AUE FAID BVTASI hE A4S 4D 20958 GATIE ) 2
3 978 ASHoR —5—}7%‘% A 27E BANAA S oh}ake Fe 218 AT 2HPY Bt
3 Tkt Fefo] JFEelE sl He ndE RS = PEoT ¥ '6‘}1 g FAAY FeAE FT
CATARY AP 2F RS ABE B AN A A4 20T & 1529 GrgelE s 5
FolRA, 7 g, Aok A%AolR, ABTE 7L WIE 17 l"fjﬁ] W52 54 AR ZRAL
AlZ=50] 3007l A 5007k Ato]] ARl 1AS5A} 8 ﬁJrA 0173, 235142 222 el
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Table 5. Difference of Inappropriate Consumer Complaint Behavior by Demographic Characteristics

Demographic Low-intensity High-intensity
Characteristics Compliant Behavior Compliant Behavior
Male 2781 2412
Gender Female 2.620 2.289
t-value 2.916* 1.962*
Single 2611 2.235
Marital Status Married 2.749 2413
t-value -2.362* -2.697**
Seoul 2.748 2429 ab
Metropolitan cities 2.630 2.240 ab
Gyeongsang 2.665 2.308 ab
Residental Area
Jeolla 2.850 2.578 a
Chungcheon 2.633 2.200 b
F-value 1572 3.134*
Less than 200MW' 2.555 a 2185
200MW~300MW 2,685 ab 2.335
Average Monthly 300MW~400MW 2.742 ab 2.456
Household Income 400MW~500MW 2933 b 2514
More than and equal to 500MW 2.755 ab 2450
F-value 5.383** 4.189*

*p < .05, *p < .01, **p < .001
Note: Post-hoc analysis is used to the Scheffe test.

ol AA LHIAEY FAAG Bl Ee
A3 ERER T Ao A %‘{Vﬁ%% =18z
o) B RS UshE, T HE mF MESENG O Be
Aoz etk

ANASY $AEE BUYE BT AT QT
AT EAE AolE el A= <Table 5>9F 2tk
<Table 5>& A - *’701_‘7—_ BAA3) BulsEo] EAHo g
Frogt zfolE Hole HFTHE A oz, A, 4%
o, 49T 7}71"4—*—7"“ w2t ARAE Y] FAEg Bk

2UYEE EAHOZ fou|a Aol g F1AA G A
o2 Uk}, Agoly AekE Aol AFAZe 1%
AR BRAF FEo] BALOE FRS e

7}
& %Hﬂd, XVJE —riéf& g E oo e Bee
1

Hr
£
iy
ot
ifid

= 482F e

BAFE 141, FHF Y BEAGE 361, A4E I
Al e BRAFE

F7F BF SAAHCE Fon|F Ao
T Rz T E o o] ARATE 591E JfA o

e JuYL Hol: aoz »}wu} :LEM A2}



10 78R A 329 2% 2014
Affitude
Inappropriate 597
Complaint ¢ AT 7 -
" Behavior Intention \) nappropriate

Subjective Complaint

Nerm o f o s pommmme T . Behavior
Perceived 030, 074

Behavior

Control

# The path coefficients are presented in order of low and high intensity inappropriate complaint behavior.

The dotted line represents insignificant effect.

Figure 1. Path Model of Consumer’s Inappropriate Complaint Behavior

Table 6. Path Analysis of Inappropriate Consumer Complaint Behavior

Relationships among the

Inappropriate Consumer Complaint

Low-intensity

Behavior Model

High-intensity
Inappropriate Consumer Complaint
Behavior Model

Variables Causal Effects Spurious Total Causal Effects Spurious Total

Direct Indirect Effect Effect Direct Indirect Effect Effect

Attitude — Intension 141 - 584 725 184 - 577 761

Attitude — Behavior - .083 400 482 - 077 413 490

Norm — Intension 361 - 448 809 295 - 538 833

Norm — Behavior - 213 305 518 - 123 313 436

Behavior Control — Intension 482 - 291 773 525 - 291 816

Behavior Control — Behavior .030 285 108 423 074 219 120 413

Intension — Behavior 591 - -.069 522 417 - 016 433

X’=391.477 GFI=.951 X’=562.736 GFI=939
Goodness of Fit AGFI=931 RMSEA=.056 AGFI=.918 RMSEA=.059
[F1=.974 CFI=.979 [F1=975 CFI=.975
Fe Ao UEih ok AN WFolBol AADEL  FIS CHVL 25 09002 ARE 0] il§ F58 2
Avh} oZe1T YIS ARG o, HE, F94 7 o2 ekt

W, A7E FFEAe dFHe] Peorde FHAHSRE B, F84 1, A4" YA A - 2F=e F
Agsta slou, Azte FFEATE AR F M= HAZ T o] A A JHEAE Hol= A=
AR JAL BT F Gk 71EY ATAREQL  dEhTh 3, AvAS0] A - 1RE) ALY BAE
Ajzen & B. L. Driver 1992; L. Ajzen & T. J. Madden 1986; o ZolAQl =S VPSS, Ao FHAGE ] o) §
S. Nam, 2010)2 ¥x]skar Qlth. g ERtdEo] AAE Bo| vS5, FAHg By
<Table 6>& Z}7}t¢] QIR Fol|A AgH gPFo|& & T @ 7 dte 2eoly A SO RirEe] 2245
W7} Saugd AL KNS A9 B g A - 2gel 2AT BRAF O LS ol 4
2 gz Fegt AAE AT vk B 2 o2 ekttt o]F Aztd YEFA7E P et dF=
e B AYE ASES EE A - AP BAd P adow ysdon, thee 3 7Y, HE £o
g Bt 2w 2T 7holAlEe] #-2lghEo] 0.0000-2 Z 52 9%HS Hole e Yyt ditdez 79
Ebtom, GFISt AGFIZ 5 0901, RMSEA7} 058%,  ® FFoles #83d A7E2 H, A9 P54, 74
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