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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.
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=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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