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Abstract

Hair style allows consumers to express their aesthetic sense and individual beauty.
However, due to the attributes of hairdressing services and the high expectations of
consumers, complaints are increasing rapidly. This study examined the complaint
behavior, compensation and hair salon patronage of consumers. Then, a model is
presented that explains the complaint behavior for hairstyling, forms of compensation,
and hair salon patronage through empirical analysis. This study was conducted by a
survey method. A total of 399 questionnaires were used for the analysis. The data
were analyzed using SPSS 23.0 and AMOS 23.0 statistical software. The dimension
of complaint behavior for hair style included verbal complaints, non-verbal complaints
in the salon and private complaints outside the salon. The forms of compensation
included re-procedure, psychological, and material compensation. Hair salon patronage
was one-dimensional. These results were obtained through exploratory and con-
firmatory factor analysis. Then the conceptual model was empirically analyzed by
covariance structure analysis and obtained in final form through model modification.
Verbal complaint behavior positively influenced re-procedure compensation. In
addition, non-verbal complaint behavior had positive effects on psychological and
material compensation. Hair salon patronage was positively affected by re-procedure
and psychological compensation. However, private complaint behavior had a negative
effect on hair salon patronage. The direct and indirect effects of the paths among
variables were verified by analyzing the mediating effects of different forms of
compensations. It is possible to establish differentiated marketing strategies with these
findings for consumers with complaint behaviors by considering the forms of
compensation.

Keywords: hairdressing service(3jJo]A18]2), hair style(SJo/AEFL), complaint be-

havior(BFFE), compensation(X2-4)), hair salon patronage( 3o {Fof7 %)
l. Introduction
QQE 7} 2T = FAlol w2t wlof gt #ilo] HE AR 1o, o 714
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QI HQl F FlojAEYL v|H S50t S HE
7] Siet o= 1 Fa4ol B8 22w 9
2EFA O] Woke} AEo] olsto] thefet ofm |
ol 7Fsehm, Ajle] v 7L el S 9]

FoltkSeo, 2009). FolAekele A9l 119
3 AUAE o|Rolq avxte] FuA Bolo] et
W=} BRSOl UEhe, Q1F 7]&o] o8 AH|A
7 olRolA Bz 1 WS BEINY ol ¥l
= v A7 ATE W4 4 QlthLee, 2017).
S3) S0l Aul AL Hul4 SYo] Akt W3t 1 1
gol AHAY] AlAlE= A, o ¥ Al&Htow 3]&o]
47 g 1 S0 sl @ ol B A
(Chung, 2006).

Z| SlofAHl A AB[AREY] A FHIFo] g
spelu} oS Apast © Aehes AHAE 978 5
TS, B et S0l Aul A0 EAE e
o AuAte] EHYF| B EolA T ek Av|R
AT v g A2 B AL 20164 195
20184 39 FAZHA] F 7,05372F 20778 AH]A
Q% I7AAR et ol2id 2AE SHa, wat
B2 Aol FAPA el et Beigoz 4
Ao] MBI, et P Ao HoU B
o] YA AH|A}Q| o} Hgho] $1 Aol Fof 3
Th(Lee, 2017).
oleigt ojele SolAl Ao BEIE 84
L SUES AEEE ol 20 e
Jolth. B Ste aH|A= Ao 23]

Ag FuE 4349 57 Roig 5
BES A3} 317, BAYEL S
9O 7 dtolzofof sttf(Song, 2001). &
FAZoR QAlshA] T, A4A
b gme] aolekn ztslor 5
WAL BEAES S W A n
St ol 7} FobR|=H], o|uf ik
HAE o] ofd X|&A 0l 59A AL
Bx02 YRal: PES ERIE dolrt
(Park & Ku, 1997). £&H]%} YIS A] BARS 55}0]
Sfshe A7t 71T AR FobAe BT
AIE(Kim, 2010; Tax, Brown, & Chandrashekaran,
1998)0] whet sojAfu| Ao AH|AFe] B A
oA AAF HAFE Skl EAIZE sE=EUS o 3
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oj4fol L=t B FobAlE AHE d&sE At
SojAu| o)A e] AH[AF £ mHeo] AT A
ol AH[A}9] o= A o]eo] A7
Hzol 2ol wE B4 PHS =olste] AnAY
NIEE =9 & QL HlokS w Ao} it} o]t
SojArl A Ao Ao, B Ud A9 /A
o= E5kaL, FojAn|AoA ] An|A}F EEYEE
B4 283 gojafolieo] 3t A= AHz o]
FolAA il glow me ==t
wEhA & AFolA = SoAH|AE WAl BT
S o ABrA R Qlsto] e EFPE0] o]EA
Z5=A, ofo] gt HeBFel BAfo] o 2A 4
HEAE o], o]50] dojdfollalof o]27]7HA]
£ A RPor FA45te] I F2 BAE 245k
AL gttt B9t EH S oo e AtolofAf B
gol MAaIE Hehll=A AuEal, 7 F=2oF 1
FTFEE e BAE FLH R FFYstaAt Stk

¢
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Il. Background

1. Complaint behavior

EYYPES 28R ENtEolA 7ske FEL
2 A= (Oliver, 1997), 1 A@9 EAHAQ] -7

(9]

ZS|
o AT AQld G=olct YukHboz HPEA, |
F&ARA AL BT Z9bskal 9low, 27| EFYE
QTSI 1 P FUFH ARERDE, 3
Hysog -E—‘.—E,—O}cﬁ_T’_(Bearden & Teel, 1983; Singh,
BT A7 WYl gk

Ee o 958 A9 g Aol A
HPFL 7 ARSI BUE AYS Tein, o]
83517 WE ARSHE 2, FARFBES JAYG
AElz FAe] 4 B olop/|stAL B4 7]
5o 2t o2

!

ne
o &

O

H
s Aol o ol 2750, Held A ok
o 3A $HbE7] g&o|th(Lee & Lim, 2013). AA|

= FAIPTO JUBYSE G 2o

AL tiepre] &AL o @S SHA| o= A
oz E_LQ_L QITH(Kim, 2008). A|Zo|} AJH|A0]
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ERtEolrigte ojzlo] Ay EHoRE: Z AZAHA
OF= Zlo|th(Jun, 2017).
;101*1 HjAo] tfgt EBPE ATolAE A
ESo] gt 33 4—@0] gde] w2 o
2 HPoiﬁr:}(Lee 2017; Moon, 2014; Ryu, 2005). £
B b= AHAE 7MY 2R, FEA 739 A
HEYPs= &oto] s Vo= T & 1y 249
87= AHoR HA depydth ShAYE AHATL
AAloll A A7|ol= ol An[A9] Evto|u} T
e 7Y Adstar A&sHA A &= Qlof vt
FHEE =Y & %loH, dAE ZAE S442
AAG 4= Ql1, 0] et g WS =90
CHPark & Moon, 1990). E3} |0} AE o Bul=
AHAHs AYEE oFA] o FPAQ LAE o
£ AFo] w2 A2 & YeptEd(Lee, 2017; Moon,
2014), E9HS S5 X AHHEES 5HA] g AFHE
BP 5 ok A AA9] &slier At wehA
AH[A7E @S Aol S7HAQ1 £ 4159
a3t oo 430z s

rSL 30 HU

2R 7} L ti-8-3fioF &
Roz BZHct.
oA H|A ETFEoA = dlo AUl it BTt

%ol 7V A YehdaL th(Lee, 2017). TH2] A
T-=(Chang, 2001; Jeon, 2007; Park, 2007)°] 4] 3o}
2B W AHIA S AlE AH|A0] A7) o)A
H| 204 7 S 85HA A EE v, & AFtolA=
A H S| Aol BV B9l eHste] £
P52 = HolaAl gt Soj Bt BV
o AHAEE FAR] EBYES A @AR, 1E
i 553 s E e 2aFQl P52 Hols
Ao FAEUH(Lee, 2017). o]t B FojA
B E”]'—‘—d' A7} o] EE@ Qo] AH
ojof7|& sh= dolA EE 9o thE ¥lS :
of qtth= 7)12 AAFRE S ARYA RIS ol
U0l Ao HA A H|AoA ‘Eo] X
U=, HAold AL 1oj7t ofd thE WS &
A GJAMAESHE AS WSk (Jandt, 1998), A&
At &3], I HEPT} 22 g3t H[dold 945
o] ¢1oj&] g4et T A-Esto] AL ES 7Hs St

P

N
o 1

a

A gehCho, 2011). LEFHC.2 lol7h AR T
4ug Fgekod A3 v, velol: 7ol

U n4e Agshed o mnbdolaty AAHT 9

S B 9 sojafolalz=e] 2

wAgolT

Sh(Kang, 2017), SoLAN|22] %, As14 HHoAA
A4S Foto] AMAE Za87] o] ¥<lo]
4 948 Bolo] 2v149 Held et 718e 5
oFe7] 449, ol Batol XU T80l 15T A
ol
S, Keaveney(1995)= AH|A AAE ATSE &
HIZEO] 75%7F FH Aol Al BTSSR AH|Aof of
3 282 ERTHAL Bt ol A4 FHE
1 bl Higk 914E o B wEal Bl
A7HA] FFE PR ER oA H| A JAES AH A}
o] ARAQl £ 5ol et 275 QAAISHoF jiet.
2 AFoAE slofAnlAE Bl ERkEshe 7t
% —zr% 82121 sl AU of
= 9 FAFe s FEstaAt gt A
9] YA EETH= PO =S B0l
]QO]'T— A7 L= A] 2 v
RS F7I5te] df|oj4f WollA ] A4
I A #7golv BE 52 HE, o4 Hol

A 9 Aol Buhe B2t B8 52 ol
Y BRPFOE ZPtud Gt olet BHY
F5o0] HYS AR sloliff el uA: IS
sfopstaat gt

2. Compensation

Argro]l oJsto] o] Foj2| 1L A E= AHIALSE
AH|2of gt Aoy Ay, EYH 5] A4 74
o] &t} ofmf AH|A JA7} L ZAIEC] st of
DA sidstal dix s Yrk=rtel wek AnRE
FEol FEAAL AAQ] 7t A EH. AR A |
52 2BAE2] B8P 52 FAH2Q A HZE o}
o Zo] oYz}, WAL fI7 FA% YHE AL
Al i2dS fAet et BS AsfiofF et o
Aol A AH| AL ERFE AJRhE AuA A=,
HFoRL WY U2 B % BPHY
o 72 ofulz AT glov, o]E A4 ol
of 7]xsto] dwstal Jch(Blodgett, Hill, & Tax,
1997; Hoffman & Kelly, 2000; Kim & Park, 2013; Lee,
Hwang, & Son, 2012). 334 AH|A g2k Z137} A]
H|A A B2 ZAIAE SHAA AH|A 35
2 H75= A0 2 (Wirtz & Mattila, 2004) 373439
Ahow= FulaAd, S, 428384
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< AASHL ok Jul3d A4S ARl BT
Aol 1, AXA TP AT P BAS,
AL T84S AHAE ot ko] g B
A2 Tk, ol AAY F&E =Y & B &
HALS] whEa Ao E, FAE Z2 ARt
1ol FFE vAE AR YERT AujA A
& 28RS ERES o] WAt ol #E5H
= o), AHA AFAS] Bkl wEbA ABjRkeke] f
s A3 £k 3, B E 22 ZAE A
WS = 917 o) (Hoffman, Kelley, & Rotalsky,

1995) 203 T8} 1ol Wasolekn o % Aok

Hoffman, Kelley, and Chung(2003)2 ®HA} A&

HAGA WS, 354 ks, 718 939 Al 7H4] 71&

o2 BRaAh BAH WEL /A0 Wl 7
o

EAE 7= AT 52 6L, A e A
L= e)

52 EZ33SI}. Lee and Kim(2001)2 AH|A 3]
2 welg gl 2 FHA B ATE 5T 4

e, ofelgt ko] 28R} HESE AR
Z e F= 7L HH ). Kim and Moon
(2007 22 Wgo g FH4 A, P54 A, 4
97 Aoz A nEg TR,
ojgt HAS] AU dfojAu| A T A
£ o, 52 55 $d P52 vHEES A
& BAIOE ojUa) ¥ 4 ok 24E dolaeag
F75taL ThA] AHIAE Psto] Etohs P elAola
A A PolTt. B WAL Held Baos,
AR B ujo] o4 M9l 423} 24He Yo| B
Alof| o]Fo]x|=H]|, E3] HFAQl KA o] vl F=
514 Z-g-stck(Maxham & Netemeyer, 2002). wh2hA]
vlAte] 2ol dhstel FHAL 8L st Aol
oty e}, 4olA et P50 E XFHS "ol ke
got= o] FASHHKim, 2010). vpAEf o2 =3
4 wge 394 B 2L ouz Ao B
ojif AA9] FE AlF 5 FFAH olge] 7Fst &
HE A Bl 9lo] ATES Mo B AT
oA dlojAEtY EBFEOl gt HAde AAlet
A" B, A9E B 48 e 948 B
4 5] 8o 25T, ol50] Hojrol ol
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3. Hair salon patronage

B A9 ATEoN o ESt FHES 2 o
vl2 ARSSET Stk BHEE AvlAte) A%H HE
e 719, AL, AlEolL Aul o] ohet ofzfolut
ofg9 7Y A= FolHrt(Jones & Sasser, 1995).
gk o s 57 Ymo) gt Ale) AEE e
e A2 A9 Jso= 28] FFolut Aol
otd A P52 Hetdle oA 4=t +Ed
CHKim, 1994). @Ajet o] Mgt HA el sof
A A ARQLo A= 4Bl X452 o] JAIES
At Z2Aste 528 ¥57t Hrth Reichheld and
Sasser(1990)y= AH]A FA7} AH|RFS] o]&H2 5%
S 25-85%714)9] 010l £ 4 ety ¥
o} of 7|E ANAE GASHE Auc 2L 17
< 9t Aol o g ulgo] Angrts oz A
A7} sloltk s g dol 44 Yot fuE
£ 7HAok 7ol AAe] el F7HA71 2§
T 5 QA Sk =Tt w2 AH[ARE 3 oA
TS FASste Aol ol T 48R Hrt
W o] 750l EoMAlE Ao|th(Park & Park,
1994).
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. Methods

1. Research model and questions
2 dAFoA= FojARY] ENEE AH|AHY

EYPSo] M BAo] o] plHE JF
3 ARE BASIA a3t 2L ATRYS 4
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22 slojaEd E¥PFE 2 Fojafolies 2Ry EA 2o

5} th(Fig. 1). 3. Data collection and analysis
9 ATEPE vigoR Thed Ze ATEAS R AT o4sh Bolet o] Ropo] Mgt 5al
A5t oA dEA =9 HIEE ASUS F 20179 12
AFEA 1. SoAErd EHAE, BHA, slol4fol 4 ARIEARE AA 39 A4S wdstilen,
129 7 AL Wl 2 WISl ol B BRE 4%, nsle] A5 YEAS 94
Ao RYHEAE AU Shleh. 2AF 3R A& 471 Aol AFshe
Q7EA 2. TEARARY AEL Botel BB 20-50the] W o4O AT 19 ol et 9
AYES SISt 7 wele] Amet  oliFolA] B ol ARe] BuIEsto] ol EAT
P gh3lch avpolet. 79| £ 2]l AF AR
21, BWEo] AT} Slolgol o] ol jIste] 20181 39 2URE 697 o]Foizom,
A= JFS 9tk % 39999 8 8= HolHZE &4, 2= HolH
2-2. HAYo] Foj4o o] HA = IFS oA ZAZgko] Ql= ACE Y 3998 HAE &
glct. Al B0 AT A7 R4S o FARZL
2-3. Y50l HAZ mi= sfofifoliL 2 SPSS 23.03+ AMOS 23.05 ARESHRoH, HAY
o] mA= FF= Hrlt A QQlEA, Cronbach’s ¢, Q12 QQIEA, JLzH}

4 Y A5S AAISHATH
2, Measures

o AH| A EGPF-L 3f|oj4F Yo A9l AdojHE 4, Respondents’ demographics
HAEI B IR, ol WolAjel AHE A o] ATEAL S Amnd, U
HyPso Ygoz =4 —a—}c,a o, A% A7 Lee o] 196'8(49.19%), oJ4Jo] 203 (50.99%)C.2 H|%
(2017)9] &4 FEE= 2 Aol ZA 85t A SF BlgolQlth. A2 20th7F 9778(24.3%), 30tH7t
E7 Adrste] & 107] Bake AFL3I9ITh HARS A 10178(25.3%), 40T 100%8(25.1%), S0tH 1017(25.3%)
A vy, A2)d w4, 244 BAo] dig Wee o B Aue 3054 tehdth AE ol 7]

Z Kim and Moon(2007)9] SAFEES dojAH]A T 2209(55.1%), T]E 179H(44.9%)C.2 7]&9] H]
of gA 574 - Bestel F o EFL ARESIGTE. &l B RN AL AR o] 148%(37.1%)
F|oJ4Fol T Lee(2017)9F Park(2013)9] 74 F5 0% /P wo BHus 1y AR 46(11.5%),
= 78 - Baste & o £ ARt A2 4379(10.8%), 9/ % 407(10.0%), S+

Re-procedure
compensation

Psychological
l compensation
"

Complaint
behavior

Verbal
complaint
behavior

Non-verbal
complaint
behavior

compensation

Hair salon

Private patronage

complaint
behavior

<Fig. 1> Research model
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3975(9.8%), Tull/Au]AZ] 33(8.3%), A
31%8(7.8%), 7|Et 1978(4.8%)2] 4=o]iT}.

Slojifoll Al AHE-StE DB AleB]8-2 5T v
qho] 19874(49.6%) 2.2 7MY =2 Hl&Z HoY, ¢
=02 57k o4 109k mlRto] 11978(29.8%), 10
-l o]A} 159+ 19k 4578(11.3%), 159 ©]AF 20
o b9k 22%(5.5%), 205 o)A 157(3.8%)O]
Atk SEAY AFA = AE 2139 (53.4%), F7 =
1868 (46.6%) 2.2 LFeElT]

/71e4

V. Results and Discussion

1. Exploratory factor analysis

oA RIAE AL Sfoj ABFUo] ERFESE 4]
o] BHYFT 10 g B4 P, solakola
= §9515}7] St FAEE A} Varimax X iL8]
AL olgatel aolEde ALk 88 4l
L=t @*‘0}7] 951o] Cronbach’s ¢2] HI'HS AHR-
et 2 u 794 A4S kel KMo}
ST 1o
%%63% 2919 KMO A% Z3H= 781, Bartlett

%91 OSET‘% A 1)rE}Ur a1l

HT 2L

It

F

& FE3 A7}, 3719 AFo]

ZE At} 891 12 ETHESE FEo] disto] Y
M t]-&AF SolA A3 oJopr|sto] EREE EES)
£ AT #d EFEZ A= Hol4dy 1ol
E Y5 ol FESH AT AR 3.060, HAH
2 30.597). 891 2= FAY "BALIA Y mE S}
= Zo] obd goj4f gol A 8 QIS0 A Evt
EZste= Ao A5t EFPog FAEo] glong 5
o]k AP EE = oaty HHoFATH ISt 2.400,
AA G 24.003). 29 32 FojAErYo] upSo] &
A Ftiy TE FTHA = & Zlu} Fsolut 54
5= &0t soj4F HollA EWNEE Yehi= Al
g EFERE FAE 0] Yo o]F ‘FojiF H]
213 HE’O]E}_?_ SR TH 83k 2.043, A

2 20.427). =4 371 Aol gt A 24t
2 75.027%% UERGom, AFe Art BE
A 70 oo g Yeh WA LIS SHst

cAEe]

oy 24 o i

oﬁ _li 45 o

o]
=]
o=
2]

o

ojglY - Arl g 23

ATt

E B 8919 734 A4S fIsto] AR
KMO 7% A7} 862, Bartlett®] A% b= fo
% 05HTH 2] e 8 Q1840 H3tghe Bl
sttt BEAFS ER3=9 5198 o AL} v]EA}
oA 7Hfste HAEM S 2L 97 B3 QolFEA]
stglom, 3709) Ao g w1 gste] ajlo] F&E|9]

o} 89 12 EvrEd ABYS 45 FAY thHA]
ABIASHA Btste A BHE 2Feg FH]
VoBR AAlg EAPolFal PESIATHALTEL:
2.577, AAHF: 28.636). 891 2= EUHES REO
tjsto] miets sk /\Mo} 5«1 EYER 144

°‘°10H Tﬂur & %L-‘i_ Fe o eI EAE A
ke 2TEE TE0 o] S8 HAolEtal ¥
G5k 2.135, AAHR: 23.727). 37 AL
of that MA PHL 80.490%E UEgoH, nE
o] A= AlS7E 70 ol de® EHEI
Flojffolae aRle] 974 474 23 KMO g
o] .840, Bartlett?] 7H7g AitE= F&E 05HTH 2
Al e 81240 AgekE sk =98t
F2o] & sfadnd FolfE oAl HEskal e
AtgelAl 38411 FAE & el AeAE =
470 ol tiste] 8ARANS @Alﬂ A3 g 244l
o2 FHH%oH, 239 WS B eR FfoliF
ofarte 2ol rgeticth. AA ik 8 H2 81.670%,
AFAE 3.26701900H, AF| e oAl 9252 Lt
. o] 23S B2 YERE o2 (Table 13 2t

O

2. Confirmatory factor analysis

2 ATl ALgT 24 s B A5E ¢
3to] AMOS 21.0 Z2THS ARgsto] 217 99l
B2AHL AA g Ay e 7E}£ Qo] 3z7} &9l
o AL HIBTE ol <o
B, SOl BT RS, S0l A
Bom THHUL HAL ANE LA, 4
94 1A, 544 E%OE T RLH, 3foj4kol
IEE 29 2972 A 2YRY ¥t
T GFI=915, CFI=.962. RMSEA=.052, ¥*=434.108
(=209 Yeh} 7132 wEAZch

Ir

- 287 -



24 slojaetd EHPEH A B sloldfoliee 22 At
<Table 1> Result of exploratory factor analysis
. Factor | Eigen |Variance
Fact: t . nbach’
actor Question loading| value %) Cro o
I talk about unsatisfactory parts of my hair style
.875
and ask them to fix.
Verllja.l . I say that I am mot satisfied with my hair style. | .868
complain
. I inform to the hairdresser specific parts of my 3.060 | 30.597 .895
behavior . . .865
. hair I am not satisfied.
in the salon
I ask a solution to the person in charge or 248
manager. '
I give negative feedbacks to my family or
. . . .908
Private friends about the hair salon or hairdresser.
Compl;.nnt comple.unt I reéommend people.around me n(Tt to get hair 002 | 2400 | 24.003 872
behavior behavior services from the hair salon or hairdresser.
outside the salon| | te]] the people around me that I am unhappy
. . . 815
with the hair salon or hairdresser.
I don’t say it, but I can’t hide my dislike for my 259
Non-verbal | hair style. .
lai I sh fe f dislik hai 1
comp gmt show on my face of dislike about my hair style 209 | 2.043 | 20427 754
behavior done.
in the salon | 1 keep looking at the parts I am not satisfied in 702
a mirror. ’
Total variance: 75.027
They modify my unsatisfactory hair style. .879
R d They run the procedure again on my 854
e-procedure unsatisfying hair style parts. ' 2.577 | 28.636 .896
compensation - -
They explain the way to recover my hair style 785
and complete it again. '
I feel my complaint is fully understood by them. | .857
Psvehological They empathize with me on the parts I am not 833
(| TSYCROIOBIGA | atistied. ' 2531 | 28126 | 906
Compensation| compensation - - -
The hairdresser admits own mistake and 833
apologize. '
Discount is given for the procedure cost. .865
Material Material compensation is made for unsatisfactory 852
. parts. 2.135 | 23.727 .790
compensation - -
Coupons or gift certificates to be used for the 741
next visit are given. ’
Total variance: 80.490
I have an willingness to visit again even though I have an 905
inconvenience but my complaint is processed satisfactory. '
I will receive the hairdressing service again here if this salon or 922
hairdresser keep try to solve the problem. ’
Hair salon - — — - ; 3.267 | 81.670 925
I intend to visit again if the unsatisfactory part is resolved
patronage 907
successfully.
If the problem is solved well, I will talk positively to people 260

around me about the salon or hairdresser.

Total variance: 81.670
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1) Result of convergent validity

72 a5 YFEHY FSL 9okl 2w
o, 194, AVE, g4 =g S5kt B 8
AFSFFO] p<.000 G014 .50 o] FolH, CRZL &
A] B 1.965 o4}, AVE g+ 71291 50 o4, 7|
HAEE & FA 7IEA 70 o] dE Holal 9]
7 YA EE] B WFEPHLS 2 2L B
5} th(Table 2).

XO

Fll‘
flo

=

ol - 419

25

2o AEAS AEE vl
AT AlEgkel

ZF Aol

o] AVE 33 & ¥
skelch 1 A3, 2E WS 7F
AVE grEth @A et s
3ol E] Q1 th(Table 3).

3. Structural equation modeling

1) Result of structural equation modeling

O£ AFE HHOo=E FojAEde] EYIE3SH
2) Result of discriminant validity AH|RY] EYFEat A 9 goj4f oo gt
Hoto] S ATEFS FRYFARPoZ FIotAnt BP9
<Table 2> Result of confirmatory factor analysis
Factor Standardized Construct
Factor Item . S.E. CR. p factor AVE L
loading . reliability
loading
1-1 1.000 - - - .809
Verbal complaint 1-2 1.016 053 | 19212 | .000 856
behavior .693 .900
i the salon 13 | 1050 | 054 | 19.588 | .000 871
1-4 919 .056 16.527 .000 761
Private complaint 1-5 1.000 ~ ~ ~ 847
behavior outside the 1-6 870 .069 12.547 .000 756 568 793
salon 1-7 631 064 9.909 | .000 547
Non-verbal 1-8 1.000 - - - 887
complaint behavior 1-9 .950 .045 21.197 .000 .895 .672 .860
in the salon -0 | 790 | 047 | 16827 | 000 730
2-1 1.000 - - - 913
Re-procedure 22 | 1.026 041 | 25.156 | .000 890 773 910
compensation
2-3 980 .047 20.731 .000 797
2-4 1.000 - - - 787
Psychological
sychologiea 25 | 1181 056 | 21120 | .000 929 783 915
compensation
2-6 1.144 .055 20.708 .000 .909
2-7 1.000 - - - 857
Material 28 | 1.003 071 | 14.041 | .000 809 539 774
compensation
2-9 748 .067 11.159 .000 .588
3-1 1.000 - - - 916
i 3-2 945 .035 27.009 .000 .886
Hair salon 706 940
patronage 3-3 962 .035 27.337 .000 .891
34 791 .038 20.737 .000 781
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<Table 3> Average variance extracted and squared correlation coefficient of variables
Non- .
Verba.l verbal Prlvat.e Re-procedure| Psychological| Material Hair salon
Factor complaint . complaint . . .
) complaint . |compensation| compensation |compensation| patronage
behavior . behavior
behavior
Verbal cotpplamt 693"
behavior
Non-verbal 081° 568°
complaint behavior
Private 003" 147" 672°
complaint behavior
Re-procedure 023 005" 010 773°
compensation
Psychological 019° 015 027° 412° 783*
compensation
Material 015° 150° 047° 1040 1240 539°
compensation
Hair salon 010° 020 ~009° 209° 207° 024" 796"
patronage

*=Average variance extracted of variables (AVE).
*—Squared correlation coefficient of variables.

AE A4 ¢=693.014, df-217, GFI=875, CFI=

ol4fdl A EFYF oA Foj4fofieof o]2&=
919, RMSEA=.0742 UEljol}, £AHR4$E o8 Z}

AEASE ZhzF 298, 326, —.1890]9)t}. o] AuE

sto] o] oA 7t FRAS S8Rt F A5 2
T} 17=468.800, df=215, GFI=910, CFI=.957, RMSEA=
0542 239 A3y} 34 A=K Table 4).
mebA o]F HE nFPo s AHeste] A B
W Qs HAE dstaAt gt

1y A4S 23 Solddl dodEBdEs—~A
Al BAP AR AleE 150, ‘FojiFy HdoxE
A~ Ay BAPARY Aee 132, ‘oﬂO%;
Y H|9ojdEYP ~EAHY HAPAZRO A4
2228 UEgth AAE BAP I AEE BAP, ‘oﬂ

<Table 4> Changes of model fit indices

a0z vehfd oS (Fig. 2)9 2t

£BZ7} o QH|AS Wi @ S AEHol
n}-Sof| x| gko} o]2 u| AR} YA XA o]of
7|8He Aol n8 At HlolABAS ThA Al&dt

FASHAY Bl F7)1E Qo= Ao E e
o S A 2L 5 gk 71E R Egolt
A% HAE F5 59 1HE PO FojAEY
of ETrEe}eS EEs AMAEL 1 gA B2
TRt Aol tisto] Qs w|ets) shAY &
WEG 21 Lolrw T F71E vebs zoE

Model Fit 7 df GFI CFI RMSEA
Model 1 693.014 217 875 919 074
Model 2 468.800 215 910 957 054
Model 2 - Model 1 224214 - 035 038 -020
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complaint
behavior

Non-verbhal
complaint
behavior

Psychological
compensatio

ojglY - Arl g 27

- RN )

3-3

X* = 468.800(df=215)

GFI= .910

CFI= .957

RMSEA= .054

***ps.001, *:ps=.01, ":ps.05

<Fig. 2> Result of structural equation modeling

A U AEFLS PABEAL HA] AAA FAY
aBRRe] RS AH O ofsfistal m|Qts| Sh= H
=g Hol EAIE sfastetd &njAe] gojdfolie
£ ¥ 7 e Aor Y v, Aler] g1l
ojut FE FFH T 52 v =2H EAZ 9]
Aofaeo] Fofuet dFE vIAA e AeE &
AH A FoLEde] S E@SHe AH|AE
A DAIASL 714 Eloly AEd S Agdud
138 dAF s e 4= QIANE o] & 714
]l ool s FHstAl= Rohe Aot met

A s BEolut Ago] thste] st meks
shel, 2B} BRES $ES QA0E ol
S =S HolEu FAl dolaErde] BT

& Ak T A& Fol Yske ARt A
§ AAZE weg doF dt.

3 BUET dojartde] Hhato] 29 AT
HNEEo|A BHYEL T4F FolirolLET} Ho
A= Aoz ekttt ol gARe] ATES BS
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sto] 244 QAR SHfAIRIT). Teb L]
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o
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H1 AC
N e e
5:3

et
tlo

A7k AHBBYES T W olAS AL Hol
2 WA RS ohe, BUe WA BEY 5 o
L tloR gt B9VlE UEL, o8 S4hos

WAL 4 =S Fof .

2) Decomposition of correlation
o] AErd &8 FI Foj4foll i Afoof A H
Aol Wi ATE xS BA5 sl axt
2 AABgT ol8 Botol WS 1 YWE}
HA 4 FaIE sy, Fzgatd] o

AH fode BAssIT
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A
AAE BAel 150, HQlo|HEHYEL A
w244 By A7t 1329} 2220) AAE
S Holx glow, Holit AHBHYE, HAl%
B4, A9E BAL dolyoliEe] ~189, 298,
3269 AYEINE el Qe a9
A A ABHFET ol vl B HYE
o4 slolitel o] ozt Amolq 77t 0729
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2 dlolAetel BHYE B4 U solihiEs TEEY ool

o= H=glth. ol Fste] slol4n loj4uy

BYE3} ool Aol HAIE HApo] e
AL gl wa At sloAF ol A 419 Bt

ol EFsI= A2 AAEE Sl &
A

H
g 4 AL A4 =7]
&

=
2l o2 #4

w1 7

23] 2w Holape] Tt ofie
3 2 gle}. v, vQlojow B
© 2yhe olop|2 Bt i 4%
2 ZAojea AXste] 43t vk 2t
o BEI At UAH B BA BT

2 5= Aoz At webA o]dt BAto] o]
FolnEoh QT F4 ok Aol 9 Ass B
2 UEhfd cheat grh(Table 5)

V. Conclusion

&2 AFE FojaEde] RS AvRte] &9
BE 8= Lot olo] Higt WA dAt

<Table 5> Direct effect, indirect

= o
gAto] HARS Edto] §oj4Fo o o] 27]|7}X]
S ghelal AA mgE Fgste] 1

, AA Bal AHES 81.670%% BAE Q)
=4, ZE F4Q290] rgF oz BeHE iy
AA FRlet7] Hate] 1A QAEAS AHAISHY
ok HYErt gEdet fE02 Yeht =2 &
Ao oJ5f Hget BAZ FTAEISS A5,
HEErddat et 9A FZE U

AR, olE4 ATE Fato] ANE 2, = 2]
A7t BHAEL S olo] T HAFS wow o]
Aol et bl Aolets AL TRWHA B

!
4SS Boto] ASHoE BASY o]F £3%
T o8 LIS AA HE LPs A

effect and total effect analysis

Independant variables Verbal | Non-verbal | Private . .
. . . Re-procedure | Psychological Material
complaint | complaint | complaint compensation | compensation | compensation
Dependent variables behavior | behavior behavior P P P
Direct effect 150 031
Re-
¢ procedl.lre Indirect effect - - - - - -
compensation
Total effect 150 .031
Direct effect .084 132
Psychological .
. Indirect effect - - - - - -
compensation
Total effect .084 132
Direct effect 063 222"
Materlall Indirect effect - - - - - -
compensation
Total effect .063 222
Direct effect - - -189" 298™ 326" -.004
Hair salon Indirect effect 072" .051 - - - -
patronage
Total effect .072 .051 -.189 298 326 -.004
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o, AT Bstol 474
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