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<Abstract>

This study analyzed consumer’s harsh complaining behaviors and firm’s reactions toward consumers’ harsh complaining
behavior, and investigated the differences in the firms’ reactions according to the characteristics of counselors and customer
service centers. In addition, this study attempted to find a strategy and provide guidance regarding consumer’s harsh complaining
behaviors. The results of this study are discussed below.

First, consumer’s harsh complaining attitudes were expressed by crude language, violent language, threats, personal attacks,
and claims of a high-ranking social position. Consumer’s directive, complaining behaviors were repeated on the telephone,
and threats of prosecution or disclosure to the public, exposure of habitual product returns, and requests for interviews with
superiorsat the representative firm were made.

Second, a firm typologies according to its reaction style toward a consumer’s harsh complaining behaviors were as follows:
Group 1, having a neutral attitude toward consumers and preparation thoroughly regarding their demands; Group 2, having
a negative attitude toward consumers and some degree of preparation toward consumers’ demands; and finally, Group 3,
having a positive attitude toward consumers but offering insufficient reparation regarding consumers’ demands.

Third, female counselors, counselors having a certified counselor’s license, and those much experience working in labor
work were more likely to be in Group 3. Male counselors, part-time counselors, and those having experience of many years
were more likely to be in Group 2. Group 1 were more likely to have large number of workers at customer service centers,
male counselors, and to have large numbers of educational training programs related to the reactions of consumers in the
form of dissatisfaction, complaints, how to offer compensation for injuries to consumers, and issues related to PL(product liability).
In addition, Group 1 also had more firm level welfare policies related to hight stress levels of consumer counselors and extra
types of support regarding harsh consumers. However, Group 2 members were more likely to provide excessive compensation
and rewards to harsh consumers.

Finally, to react to consumer’s harsh complaint efficiently, it was suggested that firms should not treat consumers as harsh
consumers, should react to consumers’ complaints sincerely, and should take precautionary management efforts as regards
consumer dissatisfaction based on better quality control of products. In addition, it was deemed necessary to formulate a manage-
ment strategy to train competent consumer counselors with a high quality of counselor skill, having standardized and consistent
reaction guidance toward consumer complaints and thorough knowledge of compensation rules for consumer injuries and sub-

sequent guidance.
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Table 1. Factor Analysis for the Variable of Consumer Counselors’ Attitude for Consumers and Preparation for

Consumers” Complaining

questions

loading  Eigen internal

M .
value value  consistency

attitude for

- I think many consumers demand excessively

320 858 3.10

consumers - I think many consumers are unethical. 2.88 766 (13.49) 80
- It is excessive demand that consumers request exchange products with  3.53 882
attitude for non-defect.
, - It is excessive demand that consumers request refund for products  3.65 884 2.66
consumers . 78
.. with non-defect. (11.57)
complaining . . . .
- It is excessive demand that consumers request compensation for tri-  3.79 606
vial product problems
- Our customer service center have guidance for compensation toward  3.40
preparion consumers’ injury.
for  Our customer service center had educational training programs rela- 236 2.35
, . L 734 62
consumers ting PL(product liability) (10.22)
complaining ~ * Our customer service center prepared for compensation reacting PL ~ 2.21
(product liability)
- Our customer service center performed educational training reacting  2.63
preparation for  vicious consumers’ complaining
consumers’ - Our customer service center have a professional counselor for vicious  3.25 695 1.87
. . . 61
excessive consumers who demand compensation excessively. 755 (8.15)
demands - Our customer service center have a strategy and guidance for vicious  3.35

consumers who demand compensation excessively.
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group Group 1

Group 2 Group 3
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D a b a
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preparion for consumers’ M 10.78 7.07 5.86 81 43+
complaining D c b a '
preparation for consumers’ M 11.78 841 712 80,77+
excessive demands D c b a ’
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ojE 7lHo] A 54, FHA SAd wt od devt
= AF3] A8l 7tel 4%(xz)iﬂr HAEX(ANOVA) S 53
Stk BAHEA A BRE AHIARE 2l 1S 2ol
7F e B 718 FAIAS 2folE vletaly] ffal AT
U 2 51l Duncan A5S AAISFATH
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Table 3. Demographic Characteristics of the Sample (n=195)
variable category frequency(%) variable category frequency(%)
ender male 56(30.6) ace single 104(57.1)
8 female 127(69.4) fmarriag marry 78(42.9)
educational high school 87(48.6) work regulary 46(24.7)
level college/univ 92(51.4) flexiblity irrregulary 140(75.3)
2029 olds 106(56.7) 1-2,000 thous. W 74(56.5)
2,001-3,000thous. W 31(23.7)
age 30-39 olds 49(26.2) salary 3.001-4.000 thous. W 9 69)
(M=30.85 S.D.=8.55) 40-49 olds 26(13.9) (M=258.16 S.D.=352.91) ‘ . ' '
50 olds over 6( 32) 4,001-5,000thous. W 10( 7.6)
’ 5,001thous.W over 7( 5.3)
-2 years 92(55.1) 1-20 hours 45(24.5)
year of work 3-4 years 5( 3.0) work hours per week 21-40 hours 61(33.2)
(M=5.12 S.D.=8.55) 5-9 years 36(21.6) (M=36.96 S.D.=352.91) 41-60 hours 68(37.0)
10 years over 34(20.4) 61 hours more 10( 5.4)
. high level 78(43.6) , 1 having license 151(83.4)
occupational level low level 101(56.4) counselors” license not having license 30(16.6)
Table 4. Characteristics for Counselors’” Working and Customer Service Center (n=195)
variable category freq. (%) variable category freq. (%)
1-3 32(16.8) 1-3 63(33.5)
45 32(16.8) 45 32( 17)
num. of worker 5-10 56(29.3) num. of female worker 5-10 42(22.4)
(M=38.34 S.D.=121.62) 11-20 23(12.0) (M=27.90 S.D.=95.98) 11-20 14( 7.4)
21-50 25(13.1) 21-50 20(10.7)
51 + 23(12.0) 51+ 17( 9)
1-3 124(70.9) 1-3 121(66.5)
num. of inernet -5 19108) num. of male o 19104)
cc‘)unselor 5-10 17( 9.7) v\./orker 510 17( 9.5)
_ _ 11-20 6( 3.5) _ _ 11-20 12( 6.6)
(M=5.98 S.D.=16.37) 2150 5 3) (M=7.32 S.D.=24.72) 2150 9( 49)
51+ 4 24) 51 4( 22)
1-100 55(32.0)
lager size 41(22.0) num. of 101-1,000 62(36.0)
size of center small size 115(61.8) complaint(month) 1,001-5,000 32(18.6)
the most small 30(16.1)  [(M=38,126.75 S.D.=24,749.7) 5,001-10,000 5( 29)
10,000+ 18(10.5)
. of excessive 1-10 106(61.6) 1-5 117(73.6)
<;om laint 11-50 40(23.3) num. of unsolved 6-10 19(11.9)
mc?nth 51-100 7( 41) complaint(month) 11-30 11( 6.9)
- . =13. .D.=49. - .
M=89?55 SD)=341 68 101-200 8( 4 M=13.75 5.D.=49.36 31-50 4( 25
( 35 SD.=341.68) 201+ 11( 6.4) 51+ 8( 5.0)

Z, ANke UiE €S 7N ATk AEAte] Aol R
o &) 2 e A3 AFAL 46%(25%), BIATFEL 140
H(75%) 02 B Atk ZAMN A EAre] FrdEe 314
Hil AU BEE A 27 2007} Ate] He 1067
30th7} 4998 0.2 26%, 40t o] F 32WOR 17% = ¥

Ak RAte) 99

A3} 2007 0] 313l *J A= 74 o2 At

Uelkon, 201~3007-9 317(24%), 301~500%H)- 19

3(14%), 5017+ 0]4

}2 7H(5%

%)= Ve RAte 27

A5 g 5902 Aito] W A} Al 2584
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Table 5. Characteristics for Customer Service Center in Training

o T & W= (%) W 5 T & U= (%)
num. of training Bre=y 20(10.2) num. of Brees 64(32.8)
for customer 13] 38(19.4) training for 13] 42(21.5)
service(year) 23] 42(21.5) vicious 23] 31(15.9)
(M=2.86 33) 19( 97) complaint(year) 33] 15( 7.7)
S.D.=1.89) 43) o] 76(38.9) (M=2.43 SD.=1.26) 43) 53221
num. of training for Sresy 80(41.0) - 109(58.6)
compensation 13] 42(21.6) num. of recall 13] 23(12.4)
(vear) 23] 26(13.3) of firm(5year) 23] 16( 8.6)
(M=230 33) 17( 87) (M=257 SD.=127) 33] 9( 48)
SD=1.21) 43) 30(15.4) 43) 29(15.6)
[e]

num. of training ?;1 gggg%
for PL(year) 23] 17 8‘7) supporting for S8 139(81.8)
™M =221 ! vicious consumers Ae 31(18.2)

SD= 140) 3% 1( 5.6)

43) 27(13.8)
supportingffor ge 137(75.7) providing for ° 133(782)
stress O gs 14043 excessive gs. 7019)

counselor compensation
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R g AABIAETEE AR A9 B 2832 UEE & AFE Aol e o= deiith
S 10% DARME AT A S-S AARE bk §le
Ao YERIL, oF 10% = 13], 22%< 23], 33]0] 2 oF 3. 2H|AbY] SHHNETHYE EA
48% % JERIT) 5213 1AL 99 SUlng A4t B
243812 YERtal, 22%7F 13]9] w55 AAskalaL, 23]= ARG RBIAVEEAE ST b s, EE Y
F 16%, 33|01 o 30% =2 HaHth AnAan g 5 27 HE9] AFE 2AKEE A3} <Table 6>l AAIE vt
BAY WSS Y 23302 Uehton] cuTsE o 2o WA A0 Axske Al obdavla
ARG A0S AN e ASE A% Uehgth A2 HES A 23 43 B f30) 0, 24, Fut Fe)
597 2129 ANS Sl WE 25592 BT, F50% 9 A0 it 84%e) ARAEo] 18 tEHS ok
= gES AN Aol fle Aew waH PL(AIXE A A ER g 20|13l v e Aol 6%,
) B WRASE BT 282 e, wRL A AAFARIAL 4%2 ek 39, HYENADEH
AAEHA e A= 43%E Ut e darolzta A Foz FEAtEe 35%7F wHeA AEkE L )it T
e A s e s o sk A < B andoly guhslvhs fuk25%) A5 RbE
H 2~ 58 A Zets AAL /M3 Ye ASE ALY (23%), AFHEE 24(16%) A= H3HTh oz oA
18% 2 Uehstor, 24%7} 45t 2EHAE A3 45 AEAST U 1 o2 FEASS Al s fls
AR S 7HAIL 9l Ao =, oF 22%°] uAFHRAE = g, wd 8] 27(56%)EL HaATh theol A
HYEBAEEL AVl Ao HE ol G U BARTAS, BUAR 5 HANeT F2 A
Table 6. Characteristics for Vicious Consumers’ Complaint(frequency, %)
vicious consumers’ attitude vicious consumers’ behavior vicious consumers’ requesting
category 1st 2nd category Ist 2nd category 1st 2nd
crude, violent 162(84.4) 18( 9.9) repeated telephone 68(34.9) 32(16.4) [refund, exchange request 107(56.3) 44(24.1)
destruction 3(1.6) 11( 6) habitual return 44(22.6) 27(13.9) | excessive compensation — 46(24.2) 45(24.6)
requesting interviewing .
personal attack 12(6.3) 78(42.9) representative 31(15.9) 62(31.8) requesting apology 9( 4.7) 43(23.5)
showing off high-ranking . compensation for
social position 7(3.6) 38(20.9)| plank-card showing 1(.5 1( 5 psychological cost 21(11.1) 24(13.1)
complaint drunken 421) 18(99)| threat of prosecution  48(24.6) 62(31.8) fraud complaint 3( 1.6) 16( 8.7)
etc 4(21) 19(10.4) etc 3(15) 11( 5.6) etc 4( 2.1) 11( 6.0)

Table 7. Firm’'s Reaction Toward Vicious Consumers” Complaining and Reasons of Unsolved Complaining Request

customer service’s reaction

reasons of unsolved complaining request

category freq. (%) category freq. (%)

compensate more for consumers’ higher voice 18( 9.9) impossible to know the reason for problem 50(26.9)

compensate more for. consumers with high 10( 55) no proof 10( 54
information of law

compensate adequately after consumers’ 93(51.4 consumers’ fraud complaini 25(13.4

rationally calmed (14) p 5 (134)

compensate samely whatever consumers” action 59(32.6) not negotiated with consumers 86(46.2)

etc 15( 8.1) etc 15( 8.1)
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jggﬁjig_ﬁiﬁ;g—ﬁj?;}i ;;Li;@ i 4 AL B W2 7199] 2HIA RG] Ao
B9, AL AASh 7199 wlE B avldeT 7ol SRR 2nlApdRAte) anlash 2nlxa ol
7 SAHA G olfol thel £AIR AT <Table 7>0] U HIE B AuIARHA) @ oS HFo) whe} 3] Wt
AN vlek 2ok, Aol abe] ARhAlE 2HIA) obEE o2 ERSAE oF Pue] ARAe A - vty
BEL B B9 7199 UL 2uAe A% gaol ik 54 R AREA0 wet olwl Aol} sk A 4
G F APH HAL S ADT SHAAT. oF & 3 AoldFA BAEHS AASGh £HEH <Table 8>
MY AE Be FUghE SHE 130 HE o AN vieh o] hatel 4, AR, anA
Aoz WA TFelE Bk o 10%) AT A AAF BRR, 2RdS, 2T 2RA a2k $AH0
He d Fole Ao Baol i Foldtkx geldn, 2 FOF Aolrt Y A0 e,
oF 6%9] FRARE W Aol B AulgolA Bgol o WA Flol A% BARNE RE NF%)S FHOE 4
Folvka SRl 3, £Hke] a7t s dsA] o Bl A2 S8 AR 7HAAL 9l ARARRe )
< olfroll thejM= ARt o] FeEAe2 arlAet 714 ek thul B3 fd 30l o4 g BlFo] w2 wh,
2Rt 94 g Aoletn $HRATL, e #AE B FIH 2048 AT QoA 2ueTel 4
gre] Qolol] U@ B BAQr%)cln gadon, & sk A9 20 94 AL B 2 5 Utk @9,
M) #9143, FANY A2 Ueks AP HAAY IAEAY ARE folF WS U
Table 8. Differences in Groups by Counselors’ Socio-Demegraphic Characterics
group 1 group 2 group 3
gender male 14( 9%) 20(12%) 12( 8%)
X*=2.63* female 36(22%) 36(22%) 44(27%)
marriage single 30(19%) 32(20%) 32(20%)
XP=054 married 22(14%) 24(15%) 33(14%)
education high-school 27(17%) 27(17%) 25(16%)
X*=872 univ. 22(14%) 29(18%) 29(18%)
age M 30.20 31.80 2991
F=79 D a a a
salary M 256.64 325.14 199.08
F=1.18 D a a a
job flexiblity Part time 10( 6%) 18(11%) 15( 9%)
XP=2.33* Full time 42(26%) 38(23%) 41(25%)
counselors’ license not having 44(28%) 48(30%) 41(26%)
X?=3.57* having 6( 4%) 7( 4%) 13( 8%)
former career nothing 25(17%) 25(17%) 29(20%)
X*=151 having 15(10%) 25(17%) 26(18%)
occ. standing lower 41(25.8%) 43(27.0%) 41(25.8%)
X*=009 high 11( 6.9%) 12( 7.5%) 11( 6.9%)
working year M 5.09 542 431
F=2.57* D ab b a
work hour M 34.90 36.72 37.46
F=2.69* D a ab b

*p < 05, ®p < 01, **p < 001
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Table 9. Differences in Groups by Customer Service’s Reaction for Consumers’ Complaining

variable group 1 group 2 group 3

num. of worker 3.65 3.22 2.89
F=3.25* b ab a

num. of male worker 213 1.88 1.38
F=4.63** b ab a

num. of female worker 2.85 2.68 2.55
F=44 a a a

num. of counselors 311 271 224
F=3.74* b ab a

num. of internet counselors 182 1.66 1.36
F=3.93%* b a a

size of center 1.80 2,01 2.01
F=2.09 a a a

num. of counseling(month) 230 233 2.08
F= 55 a a a

num. of excessive demand of consumers(month) 1.84 171 153
F= 94 a a a

num. of unsolved consumer complaint 142 1.50 1.04
F= 54 a a a

num. of training for customer service(year) 3.50 278 197
F=8.05** b b a

num. of training for vicious complaint(year) 322 1.66 125
F=48.58** b a a

num. of training for ompensatiaon(year) 282 1.74 111
F=24.93** c b a

num. of recall of firms’(5Syears) 276 227 214
F=1.66 a a a

num. of training for PL(year) 2.63 1.75 137
F=11.30** b a a

*p < .05, ¥p < 01, **p < .001
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Table 10. Differences in Groups by Customer Service’s Reaction for Consumers’ Vicious Complaining

variable group 1 group 2 group 3
supporting for stress of counselor no 30(19%) 43(27%) 49(31%)
XP=9.87+* yes 18(12%) 10( 6%) 7( 5%)
providing for excessive compensation no 4(23%) 35(23%) 46(31%)
X*=4.18* yes 9( 6%) 17(11%) 9( 6%)
supporting for vicious consumers no 2(22%) 44(30%) 49(33%)
X?=5.78* yes 2( 8%) 6( 4%) 6( 4%)
over-marketing for vicious consumers no 26(18%) 42(29%) 47(32%)
XP=11 44 yes 17(12%) 8( 5%) 7( 5%)
*p < .05, *p < .01, *p < .001
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