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gz AXA =44 EEE £

- R A% 9 B3 A% HZ4
A A1 818 111 307
A A2 .832 142 297
A A3 .863 129 266
A4 .862 133 247
E41 397 133 712
E42 141 097 .871
E43 450 106 770
B34 372 191 687
HEZA1 -.136 -.074 -.061
HZA2 -.086 -.080 -.073
AdH A1 086 874 .093
AFRA2 .169 .829 114
ARA3 029 .833 108
Ag R A4 179 .863 113
Eigen value 5973 2.359 1.579

A

o 2 42.666 16.848 11.277
FAAYEF 42.666 59.513 70.790

& 9 9= AF 7154 234 &
ES 130 864 ~157
) 162 882 - 182
423 069 871 - 167
SES 008 ~376 724
H] 42 085 - 194 812
] 43 - 051 - 176 812
H] §4 253 055 718
gE] 902 041 074
BR=D) 935 120 067
=3 858 181 098
Eigen 3506 2.856 1195
value

A

e 35.058 28557 11.957
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o] 834
9 x2 962 .063 17.804
o) &3 .804 .067 15.162
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Abstract

A Study on The Influencing Factors on the Customer

Complaint Intention

- Focusing on The Factors Under Company’s Control-
Im, Guk-Hwa" + Park, Ju-Sik™

Today, the consumer complaining behavior is recognized as a valuable
source of marketing information in the company. Therefore, studies on the
factors that lead to consumer complaints have been done. In the previous
research on consumer complaining behavior, the factors influencing the
complaining behavior was focused on the personal characteristics, but factors
under company control was rarely identified.

We try to identify factors under company’s control that have a effect on
the likelihood of success of complaining and complaining perceived costs.
These factors are tendency to compensate emotionally, tendency to
compensate materially, accessibility to complain, empowerment to manage
complaint. Through empirical analysis, we proposed company’s strategies to
encourage consumer's complaint and gave theoretical and managerial

implications.

Key Words : Likelihood of complaint success, Complaint costs, Compensation
tendency, Complaints accessibility, Employee empowerment,

Complaining behavior intentions.
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