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Abstract

Purpose - With growing competition in the service distribution industry, the importance of managing customer complaints has
increased. If firms handle customer complaints effectively, they can strengthen customer loyalty and repurchase intention.
Many studies have focused on customers expressing complaints, yet research on silent customers is scant. This study
focuses on two types of complainers and non-complainers. In other words, this study is to examine the value of voice
complaint intention and no-action intention. This study also investigates how perceptual and relational factors affect complaint
intention.

Research design, data, and methodology - This study was carried out using the survey with undergraduate students who
have faced a service failure in a retail store(fast foods, electronics, apparel). And if such complaint were to occur again,
respondents were asked about any possible action they would take. 300 questionnaires were distributed and a total of 279
respondents provided complete and usable data. The sample consisted of 158 males(56.6%) and 121 females(43.4%). The
structural equation modeling analysis was used for the hypothesis test.

Results - The results are as follows. First, attitude toward complaining, likelihood of successful complaint, and ease of
complaint were positively related to voice complaint intention. Second, attitude toward complaining, likelihood of successful
complaint, and ease of complaint were negatively related to no-action intention. Third, commitment was positively related to
voice complaint intention but didn't have a significant negative impact on no action. Forth, voice complaint behavior reduced
switching intention and no-action intention enhanced switching intention.

Conclusions - The findings of this study confirm the value of complaint behavior and show voice complaint intention and
no-action intention should be managed differently. Voice complaint intention is evaluated positively because it reflects
customers' concerns about the company, while no-action intention is evaluated negatively. Attitude toward complaing is the
most effective in increasing voice complaint intention and likelihood of successful complaint is a major factor in reducing
no-action intention. Also, in explaining switching intention, voice complaint intention plays a more important role than
no-action intention.

Keywords: Perceptual Factor, Relational Factor, Voice Complaint Intention, No-Action Intention, Switching Intention.

JEL Classifications: L8, M30, M31.

1. M2
* This study was supported by the research grant of Wonkwang HZ MHA RS AHOM FEOo| XEsHF Wzt 7|¥E
University in 2017. 2 20| o|Eg Tt FHIAMS SHEH=0 O E 357&';
** Associate Professor, Division of Business Administration, £ QU 0|23 DARX| HEFO| WEIOM RZ|XIS2 AH|
Wonkwang University, Korea. A Al & 20E No5te 1M EHASS OI*HOP: 20|

Tel: +82-63-850-6244. E-mail: hjc@wku.ackr



70 Hyun-Jin Cho / Journal of Distribution Science 16-8 (2018) 69-77

ZQSICKSingh, Jain, & Choraria, 2016). fLfsIH XA X QI
SHAZ|= 149 MYFOjES =0/ EUE FHZE 4t
St 28Eel A™ME Ktsk= & 7ol Mo guE =
7| I§ZO|EHCheng & Lam, 2008). FALCH NH=HE2 S0t
o o=2 HIAZ|HE AEEN 7|82 ME HHE st
OIAY SEE gS5st HAE 2= = e &2 7|
2 288 = QCt £ 1o @77t 4 JCHELD CHYS|
X[HM MH|A MIjof 2 AHX ZMe XSE2R F715t
1 e HFEolct olof mEt dE5Eel 7|ge HIEQl O
B LHEZ S SFHSO o SES 29A ZX|E, X
%2 J|gE2 StHEo =382 IS oA Eoh AZ
Hodoz LEILA e DAE2HE 7|Y0| ofEA N[t
=710 W2F 00| HE == Y0 § E2 HHE UHE F
£ Q= AY|7¢ ECt

Ll

1 ¢t OAE 3 F& 20M0M H2 S 2ot 2 EY
#se m20| BEY SBYMO| T Ol4E LZEO| Yt
(Davidow, 2003). = T1740| 20FEAZQ ZHBS & M 1z

i
o EHHSO| oA #ELIO THE=7I7t & =2 0|F
SiICh 2Lt 20tEE =71 B2 S0 EEE £
oo CHX| HETA EChe AMY F=Eg Zert ot
(Chebat, Davidow, & Codjovi, 2005). 2tE A=o| 20tz
A71(2006)0f olstH ETHE AEst 1 Jt24 AF 7|6
glo|st mZHe CIX| 6%0f S1FSICHD 28N O, Andreassen
(2001)2] AFoM= E0HE d¥st DUE & of 68%7t =
x| 0 1 7|1gE 28| {LID ASS XIHSIRUCL O
MY Ch=o| E0ES 1HS0| HFE AU S5t
SN LIEILIX| Q= FHES2 HUFo=E oS WX 2ot
UL Zz[Z FRXIE2 HEQ| LMY= BolE FotstHA ol

o151

r

YW SHE CHE HIHo| Jfgez metsjjob sicta F
X8t QICHChung, 2013; Ro, 2013). & il2o=z Ansie
S¥se NN Lol 342|2 L 2WUST Y3l of
HlZ|l= 740l ot 1 Xt§ = B2 20| E1 UC= A0

71F ¢TE2 14 2EASE AYSts Fo HEE =Y
of CHot B, =282l H37tsd, EHe 80/, 8HM7Is4d,
K[ZHE 7HK], aHIXE 92, AI”EY, AFSAE &4 & Of
L LIt =HE EESIRCKKIM et al., 2003; Singh, 1990;
Evanschitzky, Brock, & Blut, 2011). 0|2} &7} EHH=S A
ol A0 AEQL ZL F AN Qg dBSte 9Tk
BH2ztg|n QICKBove & Robertson, 2005). 2 A= 117HE0|
o =AM ETAFEE EETE 7Hs5M0| =0tX|2 7|ge|
LA S5t AHXIES2 ff EHSIHA| f=7t0| ofet 2
ZO|M AIZSIRICE HEEE|0 E2{Lts 04o| EHTE ZXE|
o 1 o[Ho| ZtT HFEZ 7tufpCHHE CrYfsta SESHA
LIEfLtE 2 EHES MAMCE utdst=0 SHA7F QUL
MM 2 d+s SEo 0| Fe2 0Kl Hayes T30
I AYEHN FF0| X AHEEQl A metsh=n 1
=50| ot ANEcE Yol Cfst Ef=et H37tsd &
80ld S0l st X|4& Eda Z%0] 7|8t A £
O] 2Ho|=0f OjX|z FELRAE HESIOA}; ottt Q2|10 &
Holz 40| Meto|zof OX|= FESHAE M3t 0|8

=
Soff 28dS0| X|L= ZHX[of Chet ofsel Z& Hold =

o oo

=
POl SFE2|0f Tt AAMEE M| QiR it

]

=8AS2 14 SUFO| Bl op|=l= 822 (Oliver,
80), MZO|Lt MH|AE FOHSIE AH[SALE 273k S
EUFM HRE= 2E 882 ZgS LTICHCrie, 2003).
Eo SBYS2 MBOILE MH[A A = SR 2fsf Lt
ElLt= S708Ql @SS RotCi(Mowen, 1990). O|ME =T=H
o ESH LY As SEAS2S ASH HSED OfL
2t O3 ASS FoHA| G HIYSH 3= =Zstd U
CHSingh & Howell, 1985).
7|E S22 SUES 24S0| o HEjel EEYS

g AVE 2G| 99 ERaCI
o X&HQ =HE 7|20] ATt Hirschman(1970)2 A
S2 7|0 oist XY EE, offH AS= FoHA| @ He
dS, BAE SHols Ol S22 TE5IRALt Singh(1988)
2 =8dSS 7[goA 2T= H7Iste HELS, T 7t
ZOoAH REHQ S TESls AHES, AFjZ|2 8L AH|
A EHO HS z4shkE MB3AH WSS MAISIICE Son
(2008)2 2FHUS RIS FAS(ORE WS FSHA| §3),
MEAFS(EdFT 2 2EF 717H), SHYS(MBR 0|8)2z
H|otSIRIL). Crie(2003)= 28¥SS 7|0 2YU=E, #8H

0!

o=

13

[
o
VS

mjo
% 0!

Ol M, BHOl WE, WSS FoHA| ¥, 0T SO= 7L
SICh 2|3 Ro(2013)= 2BHS WS 7|20l Cfe X
EBEYET L SO BE), PUS(OZE L A),

F
S

A3A WS, SHEQl 7H, 0
2 2opzoz ot

um
ojn
ffo

A=At O|XH
oM LtEfLlE 2EAS
. M3xt 0|8, Ol S22

du ot
A
A J
i
E.!
o
gzl-
o o
> el
i O
o0& Bl
oz
Ar 4o K

OF
=
OF
-

He 2X|E LIEll= =382
el 2 H ggos EEHASS Fot
QI7IE AEEUCE = ZHel MU0l A= 7Y
AN 2Holret OfRH HEZS Fo}
2 FESIFCt Lot AEE
qH|A AIf £ NS0 1XHe2 MEiSt=
Mol EHHS2E AMY SHO|LL 3Kt 0|80 H[s H
& O =70l 74s3t7| 0|t
A2 oz 7|Y0o| nMo| EHE lAlGt
Met = Qe 7|2 #A ditte FoM 37
Z|11 QCKBove & Robertson, 2005). 11
g2 2 W O AAE HEZ = Us 3
=85t 19| 70 22 ZHESH= ZAo|C
Moz EXME MZIst 7|go| o

0!
o

Ko
"
0!

i = rjr 1% rlo
|'>|' e ‘|>
0z g
o rjr

o

=
Bl HH!I:J
2 oo

mjn
rlo
[ °

[l
ol
o

[
]
1o

[

Rl

i)

4o K

ot

o 47
> T

-0

0%

> Ofn
H o

0%

El
Nl
ML Ofn

[

x
g Ot

IR oF

Y i A S N A bl (o=

7

=
>~

-

|
2 HAE [ 1 A Risxos gxld 4 it 3

20| NH2Be 2N 7| Slo ALl motnt b
o2 g 4 YN HSHe OMAE IHOM AeiZ

LMol H2oZ 0O|8fE £ UCHKaur & Sharma, 2015).

¢ n2o| 2L oY 2HE M

A= EOfZ 2|7] W0 7| oA HiEHEs sz oA

O matM 2OF At 2AHE |XI6H7| QI8N 7(28e 2

of 252 3oz £2¥ 4+ Y== KEeE =Fo|
QBICt.

ot 2z o= 7oA o 2Hof Cigt T E K|

s



Hyun-Jin Cho / Journal of Distribution Science 16-8 (2018) 69-77 71

SBIX| e x| AMH|A A2 O|0{FCHE HOIM EYXOl 3. 9Py Ol JpME=

EHOZ HItg|n QUCt Olz{st fMEL =E2{LIX| = H|Tt

AIHel BE Sd 4 BEO| OfYLhs O|R2 1 SO =BA 2 A= Aol FFMoM ZaNol EEaElE 9f
TOA] ZtotE|Of RtCHChebat et al., 2005). 2Lt SHS}HX| OjQe S0tz ootk g 7|2 HMZ st ot
U= HWET OAIAE IFFO| 3t Zo= QlAStT 0|0 Chgt ol ¥ML IHXOl EHOZ ZFE|E ETEW 9
Hdst 2M0t B 2 FEICH QLESH HEste W2 1 of BEHQl EHOZ 7IFE|E BHE o2 LRI £
ZHo| RS st MZist=otof Cfst oY HEE FX| mo|zo| MElHAzE X|ZHA Z=mo|AM 2ol Cish ENEQt
USOZM MHA EHE HIZEES 73S Austn 7|™¥9| 2mo| M37Isd W £Ho| 20/Mg MG AN =
o] A== A8 £ Q7| UEO|CHKIm, 2016). ETH HOM ZH2 MABIGCE d2|1 2molzo| AnHLos
2ES SR %= DHES MHA EHE oM siZst 2Hsle DZEO| OiX|8 EHol MEo|= & Z=3slQict Of
0 AZSIR| &0 =83 7|Y¥e MUCHE Ao § 2 e o CHSH B8R0l APDHS T AISISIH <Figure 1>3f ZfCh.

Of ALt w2t 7|2 sAT 8o g2 FAH2 AKX
S A3 tNSE Mde 227F 2RI

7|E ARE2 V28R 2Hoz0 FE DK== M
Q0IE ¢dl=0l ==l Ak o7|0= 2Ho| Chiet B, &
Ho| 437tsd, 2ol 80|14, &% HI& S XA 221t
nsEFE, Ay, XA, ARE AT S JHeH Qo % AE|,
A%, YEZYE § BAA Qg Zgteh ofst MZ20| o|F
O{XICHCheng & Lam, 2008). YEM oz 17Z40| EHISO
Chel STX2 Bty =Ho| d3%ES =7 H2tEH
=% ZHO| Hrin QME+E E0e XHIEFCE HHdt=
40| =2 Aoz YS{RICE Sk 70| LIo|7) ME4E
SFF0| E2F K40 YS+E 0| =25 =0
E HES= AL=Z LERRCL 2|10 MH|A HISAtof| of

7|0

=

Ry

Attitude toward
Complaining

>t

rr

22. GO0 S&= O 22

ikelihood o
Successful
Complaint

oice Complain
Intention

Switching
Intention

No-Action
Intention

Ease of
Complaint

mo kl

s =t So|xo|n RS HSHA 0f7|0f HshH FEshm 2
HEOl Of80| £242 O Be 202 2 Aoz ¥

;;a s . 3.1. =80 Cigh EjEet 2 EoE
AN

Crie(2003)= SBYES ZHel= ado= ois. SO SHO| Cf3t Bjs 2EHESH S A0 FekR| %m
et i, S8, uReF oo WA/ SUM 280 MY gmeiss s 20| go HUK TRE HAXO Chet H
HE, 2Eo| d37tsd, 7I0o|Y, =4, M=tyd 52| ZH B0l W7HZ o||SHKSingh & Wilkes, 1996). O|= Zm&
7&‘" éﬁ% X‘||c,)_|‘5|-ﬂ|:|'. Kim et al.(2003)% %%2|Eoﬂ %16;':% 50" EH5|_ MoAHsto = 7|O-|0"7-|| HALS X:I_l_-5|.i 6‘HE()" [H
DXl ROlo2 2o Cf3t EiE, SEo| Cfh XIZHE 7HK, 5 poimol aate LiErC . 1980). 0K :
IIX= felo2 2B Ciet Bie, 280 Ot Xl JHX, 5 Syoimol msre LiEpHiCKRichins, 1980). OXZ ZBS
E%ﬂ )g-c',-7|'3g§ i%l'of%:'_, Bove and Rober‘tson(2005) Hl_EFEE 7H°._|9| EHEO" [El_El_ O'IEEI _+_H|X|'%2 %rg% Eg—é—l_
2 SYoEE 0Fsts Hez Lzl 2% S AH F5H = 7{0| MESICIT TSI HALS ATSHs HiH, o= A
2 LXSIYULCEL Cheng and Lam(2008)2 &= ZAEHE & HIXFSS ®MEK| QUCtD mCIsto] 2HS 31| %S 25 9
Aoz Zmo|lp= =Sl HAZ ppAo| Z4E 2o CHSH == T2 [ e i =z o= = T A
MOZ EHOIZE O|Fsts B2 A9 Zx, 2Ho o Ch. SWo| CHS EHE7 EHO|EE HNMXIS Mab27} i

= W o o - gy - 2o i} ZFo—lL+tE E2o0oXKT “ocdlT g

Bie, =28 7Y S2 MABIAUCE 2|1 Ro(2013)= =4 o =xte ote ojofM QIZE/0f UCKSingh & Wilkes
dE2 HdYsts QIR EHO| Cfgt Bz, MH[A AHifo| 1996). = ZHO| CHs SO0l EjE2 ZH= AH|KEL 7|
=M, MMMl Q2 =S Ki o nZHAID L =S - e TR
TRY, MY RUE ZHSIALD Kim(2016)2 DZHHZ0] oo 2o0le MIMoz JEIsH= ZBP0| =CH= Zo|C}
oSt Olk|e olo Sk o =it O = =] SETLrE Jasa— =Z=2°IC oo E=3 = N .
g2 O0X|= Qez FEAME| C|Xtel 2ot n4ar S Kim et al.(2003)2 2T Cist Ej=7F EHo =0 O/X|= 2
o = = — -
8 RHa=S ASohant HEol @S oSN S 2WO| HRF WSo2tn

£35| Hirschman(1970)2 =2dds2 dYst= 7|12 2 WISl AH|XISO| AS AI2S OX|& 7HsAMS Zo=C}
HOISIHA Zole H7|8le SHES Zm CHSE E = IHO S [ == T mEE TiNaE So— EVIT
dIQHStHA 202 X|7|5te ds2 =2Ho| st B, 2E I 2 2 QICh QYLisiH 2.0 Cfsl 20l 2 Zt=

d87t5d8, 2888 A & S XAH 2200 2 Z28=

A = oz HI2=2 § ote o A|lO|] O|BEE
Cto AAZSISICE 12|12 Evanschitzky et al.(2011)2 2&HA ;::Eeaﬁlzogrgg 7I|._LOA-|EQO+|_7E|7|L°[[|H=£O|§$ élf-‘a_;;l ;I—L:OE" 7;;
SOl Tt 2AN Q0lo| AT} BUSHE| RS XMGUM o g m SWO|EE AT T DHE O|T2 ZAA|
o] EBOES HWSsk=r| S w0l Eotn FES  Hnos oo
UCE O[2{3h MEATO| 274310 & AT ETUSS HY s
sle #i4E 37| DOl QUMD BHE X2 Zpin A <H1-1> 20| Of3t Bl== ZEEY o/z0| Ho| Fee

o Z=ot HHE AN ZUS AHSIYUCE X|HH Qolo= ojE Zolct.
=%0 oict B, 937158 X 282 80|dS =i <H1-2> ZEO|| tie Bz RS o|=0] Fo St 0|

AY 0o= 252 «TEUC 2 Zo|C.



72 Hyun-Jin Cho / Journal of Distribution Science 16-8 (2018) 69-77

32 289 437tsd1t 28k

=82 d37t5d2 o EN7F 2y 32 2HAE =
TASS Sl 7|Y22RH ng s, At 32| By ¥
2 F US A2= XAt F=E LTCKSingh, 1990). F
2HAPZE 2TArEE H7|SHE 7[0] O|F SiZsHE ZOI2t
1 7|tske 8=E o|0fpttt LEtqoR AHXE2 1S9
SEASO| 7|Ho|A & ZOorSOoiE Ao|2td QIAE M Al
9l

£ 7|g0A MIHoE mESHA ECh BHH 7|0
59| £Ho| o 2= HO|X| @2 Aozt [=CHH
2H[AE2 J2{et 2EASO0| 207t gt 4Z5ie| =&
5| A2 FABHA Lt 7IE Ao =282 43871580l
Y30 LS F= A2 AZED RACKRichins, 1987;
Singh, 1990). Kim et al.(2003)2 =40 Cist d&37tsMo|
Feo7t =0 X5 7|goA HE 22 2a5t= 8
0| =52 EOFACL HH SFHSO Y 9371580l
=CH EoRHE =0 gt 7HXIE 3A =717 2o &
=2 Moty 1 Hog =o|e Jted2 ol & 5 Atk
et 282 457tsd2 HU=EE 2= S7/HPPIL 7
S o=E H2AIZIA & Ao|tt

<Ho-1> 2Wo| MB7MsN2 NHEY o= o ¥y

o Zoc.
<Ho2> 2o NTIHsNe PWS o= Ho| Y2
0@ Zolct.

H9| = RION 1= o T10 =)
=Ho| 8old2 10| STAREES NE[5H7| Qs 0|8
X+ Z
=

T A ALEO0| Z AFON UA=7HE 2b|ettH(Huppertz,
2007). Ol =TtE M7[2 # U= SME, OjHY, T8 &
# S0 gt HFLAOIM S=27F & DrEE|of A=7tet &
BECL gEtyoz DAS2 2ES of7| ff8i So0l= Alztat
HIE % = 5o 2EYHS 1250 =EAS0| oSt of
FE 25 Ett 5 28YYE KFW 288 ok=H +

Ct
gtrl= H2ly 8 22| H[&0| £0157| M=o =28AS

S8 JHs42 SIHIZICR SHCE Huppertz
TS0 2842 O HIHO

tu

o H S

o

o8

2 ¥
X I nijo

okl

o

o

A

fjo

als

rot -]H“

Ih
O OF
Jot 5 rin

n

!
» O ot
ffo 10

lorfr

N
=

he QIMg 2t dfof n
2= 57| R0 ASE sy
stk ufebd 280l golde NYEH ol=g

g d2A7IA & Ao|c.

NI J
B 1E
o 1% o
lo =
<
HO i
= >
i mjo
N
Rl
=]
30
[

3

ojro S ki
n)

N
>
N
[
o
0%
o
1o

My

<H3-1> 20| go|¥e HHEW olzo| Ho
A Zo/c

<H32> 20| 0|4 PUE oz0| Ko ¥FS 0™
Zolct.

f

.
2

gets 0

34. 2% Ho|

[
i

P S
="

rlo

X
1o
U

S LIEHHE ARl @AM ZHADOH

gl #ob ofL|2t MH|A AIfo [E SHOTE HYHSH=O
QOojME ZEst Haxz2 AZgE|n QUCKHBove & Robertson,
2005; Evanschitzky et al., 2011). HtMoz AL o0 Q|
= AE SXIs7| sl THr|2ke| Sl T7HO| &St et
L Z[Ojo| M2 7|20]s A0| ZR3iCtn Y= HS Tolct
(Morgan & Hunt, 1994). 0|2{3st A& QO MSE, M
S Mol MEjol EAHO CHot XL F:o| Cigt QK| &
#HEOI=E Eatstl UCH

MH|A ALY A=oM Z40| 52 142 E0HE BEERC
EM MHIA EXHE 7HMSH7| {8l =2451H =ICHRoos, 1999).
BMEo2 Z£E IAM2 7(gol gHo| e 2ol U7
W20 MH[A EX7F Sds 22 HIH0l o|HE M2
EN Mot MstE UX|g 7Hs540] =CHBlodgett & Granbois,
1992). Bt 7|0 Cfeh OfEfo| 2t mAS At Alzkat
20| SCate MulA SR Cfe 20t Hotstomm |
7t
a

92 =2 JHs4o| Act SHH o/Nel AN x|d a0l
Mel2 Ao SgolM 822 SrgozM 7ol wHS A
sfots SHx0l YES B IS Wik 5 £2 242 X

o D70| ME|2 BRL wAE AL SEAD Mol M
2 1 WAS WA JKsde won 2 =
ool 7|xBto] &S no| NHEW o|=g FIZ|D P
8 ozE A2AlL Ho= J|oHY + Utk

<HA-1> AHS AW o|zof Ho| WS 0jA Zolck
<HA2> A%S RS ozof So| ¥k ol oot

Heto|== 0| A Sl HXtAHoz 7|Yntol 2

2i3t MiEe 2OMES HES n%o| BEUSS M
Ol A0\ LiEHLtE ORX|2 $=Ee2 Hg[ QUCHBlodgett,
Granbois, & Walters, 1993).

2 gFoM 202 MTISke D42 TAE A™SHK| Yn
HE X MHA HE JiMsHH SFEHCE 7(Qo| ZYHE Lot
St=bl ==0| ElCk SIYCE 7[ollA 2THE BERCEN 1
He HAE Lot = U= AZIP =1 X0 o|=8 B7HAZE
= Qe 7|37t =ICHBlodgett et al., 1993; Mousavi & Esfidani,
2013). QfLiSHH 1ZH0| =UABH XpAQ| 27E BESIL 20
Argtg 2 MERICHE 42 7ol Ciet 2HMol HEHOIX; 2HA|
IES st =2 9X|Q| HIPo=Z GiME = 7| MEOo|Ct
(Hibbard, Kumar, & Stern, 2001). O|X3H ZHETWHZTL 7|29
TH[EO OtL|2} 2ol T E 12{si0] ZHIE shadtHe Al
0|7| WiZEof CHE 7|¥e 20| Meks WX == ULt MEp &
=Y o= 20| MuIo|=E AXBICE g 4= QUCH

20E BEESHK| s ds2 7|0 izt &

=
Qt
oz
m
2 -
©
%
ot

X ZEHY OlEE WESte A2z 1 A
7|A ECHPing, 1993). & =EotA| G= 1A
of FEASAL dES| W20 2AE 7iHdst| el

S FSHA| @=Lk OIME A5HoZ [f3sts FHSS 24
= flet =3o|L} of2f Hstof oist X7t g7 WZ0
HYQ dS2=Z 0|0fF 7k54d0| =L Kim(2016)2 H
7 228z KL= f85el £49& XIHsIHM
d20| 2oloHX| W SISOl =S SHAES

pN|
[
UCh. ZTO| ASO = HSIH| @e g2 85

b

n

o Jir

HT 1ot Ho I fok
l—l L

ie)
4



Hyun-Jin Cho / Journal of Distribution Science 16-8 (2018) 69-77 73

2H0| YHEl0] QUCHs A2 ojD[StER 1 BAS O o4  7|XE DY 20IEAS ZHS N0 LCHH 1 ojEe
SX|817| Oz ECt OjAto| =02 ECj2 IS ojmE  ANEY RA|Z AT A, 1 OfES OjHo) 2Ot Lhe AH|A
Melo|E& ZIIAZICkD & 4 9Lk, E RTE HY ¥ C}2 2USE SHe i 2 HY S
3ESES =MolQCE =2Eo| 80|M4L Evanschitzky et al.

<H5-1> NEEE o|si Malo|zo| So| e Oy otk mos ootach =88 80lde Evanschitzky of
o o oos ol (2011), Kim2016)9] @478 X2 of BjEe 2HS H7(3

Ho2> T8 dmc TSR0 8ol FHB 0L 20 L 40| @ o 98, of giEe nASHA EuEssie
ABHS HYUStER a3 o] OIES 17 BBo| Cfst A|X

of Z OiEEol Y S 3280z TAMIYCL HES De

Wqu and Odekerken-Schroder(2003), Sweeney and Swait
(2008)2| Lt= O] DHEIO| HAE S |XISHH &, Lt

=S|
41, K £ o] OjEo] 1O= 2 HY, 0| OES Lo 02 5
@ 7o 4ZE o GEAE guos masgs, s 2% UE Ol el & @824 £ 428 I
HONE, lBN 5 AUNY 018 Al JbE x20f Yyer gois ZIESE Slmo Bowe and R°E§”S°”‘2°°5) 2 Rol2013)9] &
A3 ASIS BASIEZE SIQICE 2|7 0HF 23 2010 TS EHZ L= BERIeL WoF Fok SH|of ohel o=t AE),
=5 LH7h ot ZME SER0IA of7Ie A ':“:*Xfoilﬂl HE S
S UMBITE O BEY 20IX| STBES gt ME =e = Rl by
2 3 30097t speEgn, 0] 3 ol gaust wexg  MUs DHS QTw AS Sl 1 ENE S A%
o H= XZ SAM0| O|R3IYC) STHRlo| EAMS EE a7 AY S 4222 2 70l A Alﬂf ot 2
X'”9|O|'_I_ 2198 E —l—|c> T'_‘—|O" Iool'M f X|' I =o= = O|Ei Son(2008)°| I:H X| oro Ololui DI“'l’X| =N
AHEM S 1583H(56.6%), OfM 121%4(43.4%)O|M_D1, 1 e _'=OIT— 7 _L.;;O O'7=|7 ALOI(_)OE7 _7( ore 740 ED oy
Hd 493(17.6%), 2513 84T(30.1%), 35Hd 87(31.2%), 4 S0l= AlZHIF =20 oMM OlO7[otx| B2 Zig, 23
N S HSIE JHsAMO0| gloOz BEHSIK| U2 ZHQ £ 3282
SHA 59H(21.1%)2.2 LIELLCE Il . EE B e vTEes=
=MSIQCL FMBO|=&= Fullerton(2005)2] H1E& &2 X0t
42, o] =X CIE Dfo2 HHE 219k of DfEtel PAE STl B, o
02 O0l8dk= Ag TR & & 32e ZSIACE
= g7 556,:._ F= 2% 53 2|HE HEE 0|83
£Hs PG'EF "o H'CE Ei== Kim et al.(2003)9| AFE E 4.3. Heo| Mald B Bt &4
= J’iﬁ e HMFSOILE MH|20] CH{ =HHX| @™ 7 HAE Mo =151 ol C
OrS 0| EHBIK| %S, 2UEAFL HZO0|Lt A{H|A0] CH3H X| 2 ETEEEI w22 oI5ty 25t 2 AFOM=
mSHe 7{0| Lio| o2t AHZKSE HZO|L} AH|AT} S0tE Cronbach's aE AMESIRACL <Table 1>0f|A LIEF HiQE Z0|
ADS M OjE| 2EESH= mWQ £ 3282 = oo 2t Cronbach's o A7} 0.72 Ag|stn ooz TE B9
ARSIRICE 23| MEAJ5ME Kim et al.(2003)0] M7E M| go| HEE Aoz —E*JEI%EL
<Table 1> Confirmatory Factor Analysis
Variables Item Loadings t value Alpha CR
Attitude1 .829 16.119
Attitude toward Complaining Attitude2 .837 16.350 .868 .868
Attitude3 .824 15.976
Likelihood of Successful Likelihood of Success1 .788 14.706
Complaint Likelihood of Success2 .836 15.934 .843 .843
P Likelihood of Success3 779 14.463
Ease of Complaint1 .844 16.869
Ease of Complaint Ease of Complaint2 .883 18.057 .897 .897
Ease of Complaint3 .863 17.438
Commitment1 .801 15.768
. Commitment2 872 17.994
Commitment Commitment3 865 17.756 A1 912
Commitment4 .863 17.705
Voice Voice Complaint Intention1 .833 16.036
Complaint Voice Complaint Intention2 .790 14.881 804 803
Inter?tion Voice Complaint Intention3 594 10.238 ' ’
Voice Complaint Intention4 .610 10.580
No-Action No-Action Intention1 916 19.715
Intention No-Action Intention2 .925 20.014 .941 .941
No-Action Intention3 913 19.605
Switching Intention1 771 14.835
Switching Intention Switching Intention2 914 19.149 .891 .897
Switching Intention3 .897 18.585
X2=462.600, df=209, p=.00, GFI=.873, CFI=.976, IFI=.976, RMR=.041
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B0l EIS IBEISAT BEEIEHOR Liko] HE
SIRUCE DX Bio| LFEILN HEES Q8 2 HT0ME
LISRELS| =2 %(measurement model)E O|&3t0 =0IH
Q0IEMS MAISIRCL UBEIEC| HIle QOISO
EAxoz Qolxojale(200), TBEIEHO| s ZoR
BHEFE & QITh <Table 1>014 ¥ 4+ 9S0| ZHg=RSol
2OINTYZO| RE SAHOR Fopsn, FAARIEE J|FX
ol 07 Ol4g Holn 9omE 7t TNNEES WBEIY
g Zerhn 2 3 Ytk

2oz THHEIEEE HEET| 25 7HEE 2o &2t
7t St 7HEE T8 X(e R E HESIAL: =
95% LZ|FZHOM (P £ 2SE)7F 12 ZRSHA| Hod THEE
40| UCtn EE= Z0|CHAnderson & Gerbing, 1988
<Table 2>Q} Z0| ZE H= 72t AOM BELAE FHIS
O MEA=E GotALL WH 12 Zst K| geoz m
HEtEH0| ALt g 5= UACk

~
_

—_

<Table 2> Correlation Matrix

of Mol ®Ee XA EXY PUS o|F(HZ|4=-058,
t=0647)0f O[X|= Qak2 ROIO|5IR| 94| Ltebstct 1|3
7hd 59 AHEH omi HEo|E(HRH|4=-225, 1=4.256)
of Ho| ¥ae OKls H SHE o|T(ARA4=137,
t=3313)01= Ho| @S DX o2 WAL £3) 2B
olz 7t Hetolzof DXl ATHHQ 27|15 nefd 0f RUs
olzwrt AYEH olzo| Fo| O 2 Ao SQIE| Y.

<Table 3> Hypothesis Test Results

Hypothesis| Path Coefficient| t-value | Result
H1-1 Complaint Attitude 324 | 6.622 | supported
— Voice
Complaint Attitude
H1-2 — No-Action -.222 -2.954 | supported
Hp-1 | Likelihood of Success | 139 | 5309 | supported
— Voice
H2-2 Likelihood of Success 311 -3.382 | supported

— No-Action

Ease of Complaint

H3-1 _. Voice 122 2.117 | supported
Ease of Complaint
H3-2 . No-Action -.230 | -2.598 | supported

H4-1 Commitment — Voice .296 5.056 | supported

1 2 3 4 5 6 |7
N
0.396
2| o057 | !
5| 0473 | 0413 |
(0.051) | (0.055)
, | 0447 | 0431 | 052 |

(0.052) | (0.054) | (0.047)

H4-2  |Commitment — No-Action| -.058 |-0.647 | rejected

5 | 0580 | 0429 | 0479 | 0550 )
(0.045) | (0.054) | (0.051) | (0.044)

o | 0372 | -0.374 | -0.371 [ -0.308 | -0.455 ]
(0.057) | (0.057) | (0.056) | (0.059) | (0.050)

Voice
H5-1 — Swiitching Intention -.225 | -4.256 | supported
H5-2 No-Action 137 | 3313 | supported

— Switching Intention

;| -0.195 | -0412 | -0.318 | -0.588 | -0.338 | 0309 |
(0.065) | (0.055) | (0.059) | (0.044) | (0.060) | (0.059)

Note: 1. Attitude toward Complaining, 2. Likelihood of Successful
Complaint, 3. Ease of Complaint, 4. Commitment, 5. Voice
Complaint Intention, 6. No-Action Intention, 7. Switching
Intention

(' ): Standard Error

44. MU=

= 0N 7HES HBo| Qo FEUFA RHEMS
AMAIBIGICE HRREO| HBr X|$= x2=563.564(df=214,
P=.00), GFI=.905, CFI=.923, IFI=.923, RMR=.042 L|E}L}, 0|2
gde Sl 7HEdEE Yoks A2 H|WH EtISiLta Tk
ACL = AFOM ZQIE 7HEHT Zib= <Table 3> ZTh

<H 1>9| 4% =E0| tiet Bies HEEE A=(B2A+
=324, t=6.622)0| Yol Fes FX|T FHES o= (F=A =+
=222, t=-2.954)0= EHO| ¥sk2 O|X|= ZHOZ LIEFLICE
<H 2>o| 2Ho| d37tsde HEEE A= (Z=A =139,
t=2.329)01 Y| dg2 DXz g FAHS o= (FERAF
=311, t=-3.382)0= HOo| ¥sk2 O|X|= HOZ LIEFLICH
<H 3>9o| 2Eo| 804k ZFYEE =(FERAF=122
t=2.117)0| gl dgg DXz o FAS o= (F2AF
=230, t=-2598)0= Ho| ¥sk2 O|X|= ZHOZ LIEFLICH
ESH <H 4>0| ALS XMEH O|Z(ZEH =296, t=5.056)

2 P XM SMI BAN S40| STUS ol
OjXls FFHS =GN IFHel SWUSI LYH £
BYS0| AlLE MMl JIXE U £¥E Fa 7
WEloth 5 NUSBUED LS| ASHY o0jE Y
slof zYsim 0|50 Moz OofxlE AP EMY
ct.

OlJoM EME et A2|Hl AAFEES 2945t
Ch2ah 2ok AW, 280 oiet S8HQ Ei=t =8Y

Hefol=t 2% Qo2 Hgoltl=s A2 2ol5HICt.
5| 7|¥=2 =80 Oict Bi=7t A4S0 HY E8S /e
Stedl 7+ matHol2ls Ao F5E 7t Atk Ol
Kim et al.(2003)°| ¢4t W& Z0| St A2 EHIAMEO|
HIE &It BoteE Aol SRt 7| HSXe=
BESH ElChs A2 Ql0Iotet. Wetd SEESO| ool HHe
Aol =S AXY £+ UA=E EHFS HHAIZE 28X
Ho|ot MY S SY SO oSt AHA ]S Zofe 28
7t QUCKSingh & Wilkes, 1996). Of=2{ =0 Cict Ei==
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