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Difference between Consumers and Front-line Workers' Perceptions on Consumer Complaint

Behavior with Hateful Intentions: Based on the Personal and Social Factor
Hye Jin Kim - Seung Sin Lee

Department of Consumer Information Science, Konkuk University, Seoul, Korea

Abstract

This study analyzes difference in consumers' and front-line workers' perceptions on ‘consumer complaint behavior
with hateful intentions' though the Co-orientation Model in three dimensions. In addition, we seek to contribute to
reducing the conflict between consumers and front-line workers in the service contact point by finding factors that
affect the difference in perception between two parties. This study findings and implications are as follows.

First, Taking a look at the mutual orientation between consumers and front-line workers, mutual perceptions have
been found to match in agreement but with a significant difference in perceived agreement (congruence), which
indicates that the internal perceptions of both consumers and front-line workers do not match. The findings
confirm that consumers and front-line workers have different perspectives on consumer complaint behavior
with hateful intentions and therefore raise a need for efforts and institutional devices for improvement. Second,
the study has found that consumers' economic responsibility as part of their social responsibilities and front-line
workers' perceptions on consumers' civic responsibility affect the perception difference between these two groups
and suggest a need for educating consumers about economic responsibility. Meanwhile, unlike consumers, front-
line workers view consumers' complaint behavior with hateful intentions from an ethical point of view, raising a

need for a transition of perspectives on complaint behavior with hateful intentions.

Keywords
consumer complaint behavior with hateful intentions, co-orientation model, consumers' social responsibility,
personality (social style)
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Table 2. Variables & Sclaes
Variable Sum of question number Scale
Personal type - Nominal scale
Consumers' social responsibility 7 5 Point likert scale
CCcP A (Me)'s perception 14 7 Point likert scale
B (Counterpart)' perception 14
Socio-demographic characteristics Consumers 9 Nomical scale, Ratio scale
Front-line workers 13
SUM Consumers 30
Front-line workers 34
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159] 109 2090717] vt AFehAL 74 305 & 60 4 Tl A0S BASHE 4L BHoR st ] uhie] &
Aste], axn|Abe] FAHGE Sgaieol vitt 2Rl oy A 4= gl fhol AVIAl "ok =, A AQlo] A=
ofgfslr] ofele: wES St e £ LRE st wxke] FA A EgdE ol it Q1A U THRle] AHAL
Shglon], ¥ 2AR= 20161 109 2490 E] 119 1190704 2290 91 ) Skt “2em|xle] st Basol et Qlajo] &
7F ZAPE719] Now & Future #|41315 B5to] 2ejolom  Afsfof gtk Slofck. ol AMB oA A5 Whagsh Qlu}
A ajetelch A 20| LE2Q] B4 (Holland, 1986)9F 53k 2414
RAR BRYE et et debatel dukxel oy & sk gick olelg RALE SEsk Sl AnlaE %
e gefstalal sh= Zio)7] wiigol] AHkAn|AR 4007 48] HOR AHAR F 54 AR fARE 5A4S 7= AEA
A} Abet 9 T 4008 tfo R ANjslgon], anlxle] S ANESH: WAHAIS SESkAL Gk 2 el At )
A9 A Qujeel uiet A, AP BRSE UgE Ae) AU BRPFO] G v 89 5, FAUSE
ateict o] B4 zulxjet HBks] e HEALE Hgstel g Anix
of AFE AR FEEFAHE AA)E AAAT = Aol o]
2) B4 of 7P 71 Alolar, AnARl iR FAMSEo] e
R Qo] A BAS 915 EAME SPSS for Windows 5T 2u]Ke} ATAE )Y sl Aolt, it o]ajd o

21,02} STATA 13,0 for Windows (Stata Co., College Station,
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Z47} @ A o, s, W A5, AT F AR B A AR,
Koo AL, AR A, e, U A5, Wa
1. EAIHAIRIO] UHrs S F AT 9 F0 A oolE B4 9%, 1eRd, 19,
An|2) 4007, AREA 4007 Zhzbol] el ARBIQleb B R4 2k EAREAL] R 58 F/15sickTable 3
2 Table 3, Table 49} o] QoK 4= QIt}y Au|2H= A o1 Table 4),
Table 3. Consumers' Socio-demographic Characteristics (V=400)
Variable Group N % Variable Group N %
Gender Male 203 50.7 Marriage Married 241 60.2
Female 197 49.3 Single 159 39.8
Age (yr) 20-29 84 21.0 Children Have 213 53.2
30-39 101 25.3 None 28 88.4
40-49 108 27.0 Religion Have 149 11.6
50 over 107 26.7 None 251 62.7
Education High school 65 16.3 Job Type Sales/management 166 415
Under graduate 297 74.2 Official/research/profession 47 1.7
Graduate 38 9.5 Business 47 n7
Income (10,000 KRW) 100 or less 62 15.5 Production/labor 60 15.0
101-200 61 15.2 Housewife 37 93
201-300 86 21.5 Student/other 43 10.8
301-400 66 16.5 Residence Seoul 114 28.5
40-500 46 1.5 Gyeonggi-do 134 345
500 more 79 19.8 Metropolitan city 148 37.0
KRW, Korean won
Table 4. Front-line Workers' Socio-demographic Characteristics (V=400)
Variable Group N % Variable Group N %
Gender Male 213 53.3 Children Have 265 943
Female 187 46.7 None 16 5.7
Age 20-29 60 15.0 Religiom Have 178 44.5
30-39 166 41.5 None 222 555
40-49 118 29.5 Biz type Products 319 79.7
50 Over 56 14.0 Service 81 203
Education High school 37 9.2 Work status Regular 363 90.7
Under graduate 328 82.0 Non-regular 37 93
Graduate 35 8.8 Position Manager 248 62.0
Income (10,000 KRW) 200 Or less 44 11.0 Practitioner 152 38.0
201-300 15 28.8 Working period (yr) 3orless 78 195
301-400 109 27.3 3-4 86 21.5
401-500 89 223 5-10 112 28.0
500 More 43 10.8 10 over 124 31.0
Marriage Married 281 70.2 Training* experience Have 368 92.0
Single 119 29.8 None 32 8.0
KRW, Korean won Complete charge department Have 250 62.5
* Training for complaint counselling None 150 375
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of| Alg-8}3AtHTable 5).
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Table 5. The Validity of Consumers' Perception on Consumer Complaint Behavior with Hateful Intentions

Question Overreaching Unreasonableness Deceiving Habitualness K
Require compensation (assessorial charge) 815 215 173 010 740
If not accept request, threatening to post on the internet .800 176 224 229 774
Threatening to take regal action against employee .789 181 292 .186 774
Ask to meet a senior for exceptional benefits J71 197 245 152 716
Require mental treatment fee 767 216 -116 176 679
Compensation requirement regardless of product defect .200 780 .366 153 .805
Require compensation (Say 'Did not know regulations) 328 735 .256 21 757
Claim compensation whether or not be negligence 297 729 -.008 382 .766
Require compensation (Make a defect) 200 174 862 242 871
Require compensation (Hid one's fault) 210 245 840 245 870
Requires continuous compensation until the request is reflected 209 216 331 761 779
Use the same method after exception compensation 199 244 233 758 .786
Chronbach's o .896 897 825 738
Eigenvalue 6.263 1.510 948 .596
Factor loading 52.196 12.583 7.900 497
Cumulative loading value 52.196 64.778 72.679 77.649
M (SD) 4.72 (1.49) 4.78 (1.36) 5.63 (1.52) 4.96 (1.46)

KMO0=.903, Bartlett's x°=2953.178 (p<.001)
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Table 6. The Validity of Fron-line Workers' Perception on Consumer Complaint Behavior with Hateful Intentions
Question Overreaching Deceiving Habitualness Unreasonableness W
Require mental treatment fee 809 .095 147 268 757
Ask to meet a senior for exceptional benefits 803 .165 212 116 730
If not accept request, threatening to post on the internet 801 254 221 133 773
Require compensation (make a defect) 16 860 260 070 803
Require compensation (hid one's fault) 249 839 .080 176 826
Use the same method after exception compensation 172 319 836 123 845
Claim compensation whether or not be negligence 414 029 .690 305 T4
Require compensation (say ‘Did not know regulations) 235 118 177 899 908
Compensation requirement regardless of product defect 254 312 469 548 .682
Cronbach's o 831 .765 687 703
Eigenvalue 4.499 1.121 841 604
Factor loading 49.985 12.452 9.347 6.711
Cumulative loading value 49.985 62.438 71.785 78.496
M (SD) 4.90 (1.20) 5.18 (1.23) 493 (1.13) 4.93(1.17)
KMO=.871, Bartlett's x2:1531.595 (0<.001)
Table 7. The Validity of Consumer's Social Responsibility
Question Civic SR Socio-cultural SR Economic SR h
Consumption considering price & quality 107 128 864 J74
Consumption maximizing satisfaction within budget 152 091 862 775
Reduce conspicuous consumption 300 863 132 852
Reduce conformity on consumption 306 849 133 832
Know & exercise the right of consumer .862 191 .156 804
Practice the liability as consumer .838 267 .184 .808
Compliance with rule & ethnic on commerce .735 404 .055 .706
Chronbach's o 842 822 710
Eigenvalue 3571 1.250 731
Factor loading 31.488 25.159 22.667
Cumulative loading value 31.488 56.647 79.314
M (SD) 3.45(.76) 3.42(.88) 4.00 (.66)

KMO=.806, Bartlett's y’=1174.311 ("p<.001)

A, ArelEeba] Jef, A4 Aol or st git(Table 7).
3. ‘AH|Xe| £XHSH STHS’ o LSt LH|XI2} MEALL| Q14

xfo|
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Consumers Front-line Workers
Consumers’ Agreement Front-line Workers’
Socio- Perception on ‘CCP Perception on ‘CCP Socio-
demographic with Hateful with Hateful Intention’ demographic
Characteristics | T Intention’(Aa) (Bb) T Characteristics
Personality  |—» Congruence 1 Congruence 2 +— Personality
Accuracy 2 Accuracy 1
. Front-line Workers’ Consumers’ .
C C
og:l.::li':rrs -+ Perception on ‘CCP Perception on ‘CCP - og:l.::li':rrs
Re: ibili with Hateful with Hateful Intention’ Re: ibili
sponsibility Intention’ speculated Speculated by Front- sponsibility
by Consumer(Ab) line Workers(Ba)
Figure 1. Research model.
Aol et AHEA QlAle S5l 7] ko= =g vt SjA wrestriar Azkskar Sl
asilae] F4 UAELE 95%0) Aol EALe  HShEal Alhabe] A4 QAT AR AR ARl
B oqugh 20w vEpth AnRke] )14(Aa, M=4.98)0] & RIAIZTY] zpo|E RIGH o R FAH R FoJu|gh Ao w 1t
Al
-

(Ab, M=53p)t} W2 Ao& W et Bb (M=4.97)i= Ab (M=535)Hc} W2 4220 & Kz
ol

of, 4lAhz eI E RO R sule) RAME B g BWAES Blekt, aulAE 2R el
T}

o] AlFeeolld EAF R fojulel Ao yepdon A 139 g2 K mEsd = stk

AF2] QUAI(BD, M=4.97)°] AetAbt 3 2014he] 214 (Ba,

M=4. 5750 70 LR ol AP A @AM BuE 4, ‘A|xio] REESH ST of st A|Kiet AlEile] 214

ek ol glol AaAbE Melgt 4= gl Alelol thate] 2l xlole] el
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2 Az, o] ek vAls 201 SRIstaA stglom, A AXE, ko] ek vAl 2012 SRSk shelon
Ariuidego] ofgrel S Aumgiet ol 4| Aho] HA gk HYAE G902 ARsisle] Al
chEalTIAle] 71 PR FESHA) Auny] $lstel, 518 Se ofaFelS Ay Table 83 ¢}

(tolerance)7} 0,1 olstol ALt EARYAALTE Solfoll th  AwkA xmolA] A mglRe], dmlxje] HA ek BHE
S5 o484 9lrkLee & Roh, 2019), TLefh 2 Q1 o ojgk 2m|xiel AlgAle] Q14] Hoj HARel 4Ae] 4% 1
Tol At chERAAe] BAE gl Aoz ShlEiedt wah  uluct Ark Ao Al MolS melk %, B 4
Durbin—Watsongtol A @345} 7k0] Ashgol Glis A0R  ula} dm|zje] Hadek Byas o] tisto] 12t Ak
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i S glo] g A J1EolAle] HlmolA Tl B BAgh Aviet UXBkt Kimd} Lee (2003)2] 554 452
ZAA7} ) ok A ouleks o SlAE 4= glck A & o] vlgel WIS 8 A0 oSt Avkel nh AR,
7h 23,571 Wi AlI2k QU A9 o] 2 AR F Eb AT IR} ke S Avarh o S
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Table 8. Multiple Linear Regression Analysis on ‘Co-orientation Status of Consumers' Perception

. Agreement Congruence Accuracy
Variable
B (p) B (B) B ()
(Constant) -.939 -.897 -.470
Socio-demographic variable Gender (female)’ 175 (.088) .040 (.020) 200 (.101)
Age .003 (.038) .005 (.055) 001 (016)
Education .048 (.096) 042 (.084) 027 (.053)
Income .000 (.112) .000 (.052) .000 (.063)
Marriage (single)’ -.141 (-.069) -.001 (-.001) -227 (-12)
Religion (have)® -.168 (-.081) -026 (-.012) 214 (-.104)
Job (official/research/profession)’ -.001 (.000) 126 (.041) 154 (.050)
Job (business)’ -.266 (-.086) 187 (.060) -.078 (~026)
Job (production/labor)” 011 (.004) 278 (.100) -.028 (-.010)
Job (housewife)’ -.049 (-.014) 348 (.101) .260 (.076)
Job (student/none)’ -.020 (~.006) 104 (032) -195 (~.061)
Residence (seoul)’ -141 (-.064) -.202 (-.091) -.089 (~.041)
Residence (gyeonggi-do)® -162 (-077) -267 (-127) -.008 (-.004)
Personality Analyticals’ 311(.140)° 045 (020) 081 (.037)
Amiables’ 215 (.065) -.055 (-.017) 057 (.017)
Drivers’ -.128 (-.050) -017 (-.007) -017 (-.007)
Social responsibility Civic responsibility .005 (.005) -014 (-014) -.056 (-.056)
Sociocultural responsibility -.043 (-.043) 042 (042) -.088 (-.089)
Economic responsibility .001 (.001) -239 (-239)" 041 (042)
R 0037 0.053 0023
F 1813 2182° 1.497

<05, p<.01, p<.001
‘Dummy: gender (male=1), marriage (married=1), religion (none=1), job (sales/management=1), residence (metropolitan city=1), personality (experssives=1)
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Table 9. MLR Analysis on 'Co-orientation Status of Front-line Workers' Perception
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. Agreement Congruence Accuracy
Variable
B(p) B () B ()
(Constant) -.059 -.697 -.868
Socio-demographic variable Gender (female)® -291 (~.145)" 176 (.088) -114 (-.058)
Age -002 (-016) -.002 (-.020) -.006 (-.055)
Education 022 (032) 1063 (.093) 072 (.108)
Income .000 (.020) 001 (.069) .000 (-.022)
Marriage (single)’ 317 (145) -.009 (-.004) 1125 (058)
Religion (have)’ 210 (.104) -.164 (-.082) 297 (150)
Biz type (products)’ 024 (.010) 015 (.006) 054 (022)
Work status (reqular)’ -.173 (-.050) -411 (-19) -.138 (-.041)
Position (manager)’ -.048 (-.023) -.118 (-.058) -.111 (-.055)
Working period -.001 (-.048) 8.475E-05 (.005) .001 (.056)
Training (have)’ -174(-.047) -.101 (-.027) -.058 (-.016)
Complete charge department (have)’ 314(152)° 217 (105) 255 (.126)
Personality Analyticals’ -306 (-.130) -.048 (-.020) -270 (-17)
Amiables’ -.240 (-.069) -.164 (-.048) -318 (-.094)
Drivers’ -.166 (-.057) 042 (014) -015 (-.005)
Social responsibility Civic responsibility -120 (-.120) -199 (-.199)" -104 (-.106)°
Sociocultural responsibility .036 (.036) -.032 (-.032) -019 (-.019)
Economic responsibility .046 (.046) -.082 (-.082) 1101 (.102)
& 0.058 0.062 0059
F 2363 24617 2394

<05, p<.01, " p<.001

‘Dummy: gender (male=1), marriage (married=1), religion (none=1), biz type (service=1), work status (non-regular=1), position (practitioner=1), training experience

(none=1), complete charge department (none=1), personality (expressives=1)
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