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I QIEo| TSt 5724 2o}

R’ Adjusted R’ Std. Error B Std. Error Beta t Sig
Model 1 454 448 1.26
(constant) 2.608 414 6.305 .000
S3E4 543 .060 673 9.019 .000
Model 2 527 518 118
(constant) 1.449 488 2.970 .004
S3E4 495 058 614 8.587 .000
b A 226 058 278 3.893 .000
Model 3 561 547 1.14
(constant) 784 532 1.474 144
S3EA 419 062 520 6.716 .000
B 223 056 274 3.960 .000
A= 178 .065 207 2.719 .008
Model 4 587 570 L11
(constant) 664 521 1.274 .206
s34 386 062 478 6.185 .000
3l 203 056 249 3.651 .000
AoAE 16 064 190 2.555 012
RN = 119 048 173 2453 016
Model 5 .604 .583 1.10
(constant) 374 533 .701 485
S3EA 294 077 364 3.818 .000
Rl 198 055 243 3.616 .000
A= 152 .063 177 2.408 018
RSN R 112 .048 .163 2.348 .021
SshsAY 160 .080 180 1.986 .050
2749 HEEVEA G ALY % Fu ST B 5 Ak ole FspsAe)
<HE 7>5 AYEY, 23] wEd T3t §EFEa SHHET o5 FUe
SAYe] 7MY & dFS, o E 1ASUY b BEFE U0 FoRital o35S @
So RNzl eAHoR wEe] %Stk of FiE BARRAY UE A o)
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R*  Adjusted R® Std. Error B Std. Error  Beta t Sig

Model 1 186 177 1.53
(constant) 3.237 .542 983 .000
E37sA Y 379 .080 431 4704 .000

Model 2 314 299 1.41
(constant) 1.497 .647 2314 023
E37sA Y 379 074 431 5.097 .000
IASHE = 273 064 358 4230  .000

Model 3 .381 361 1.35
(constant) 741 661 1.120 266
E37sA Y 342 072 389 4762 .000
IASHE = 220 064 .288 3449  .001
LA L1 ES 237 074 271 3207 .002

<I 8> 2AY E0HR0| Chst 3|7EAM Znt

R Adjusted R*  Std. Error B Std. Error  Beta t Sig

Model 1 191 182 1.85
(constant) 7.839 .605 12.955 .000
S3E4 -423 088 -437 4805  .000

Model 2 269 254 1.76
(constant) 9.270 730 12.706 .000
S e -364 086 375 4220 .000
S A -.280 087 286 -3.216 .002

Model 3 322 301 1.71
(constant) 10.137 774 13.101 .000
SsE4 -322 085 332 3795 000
b A -.239 .086 243 -2.790 .006
A% L ES -252 092 240 -2.743 .007

Model 4 350 323 1.68
(constant) 10.906 .850 12.824 .000
Z3&7 -234 094 241 -2.488 015
b A -.238 084 243 -2.825 .006
R L1 B -222 092 212 -2.430 017
A= -.209 103 196 -2.031 045
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A Study on the Dimensionality of

Customer Satisfaction/Dissatisfaction

Yongwon Suh Younghwa Son

Dept. of Psychology, SungKyunKwan Unversity

The Purpose of the present study is to confirm that customer satisfaction and dissatisfaction are
not unidimensional but two-dimensional construct. To test this assertion, an integrative model
which includes both cognitive evaluation of expectation-disconformaion and affective evaluation
was developed. T-test between measures of satisfaction and inversed dissatisfaction showed that
satisfaction and dissatisfaction are two distinct construct. Crosstabulation analysis of satisfaction-
only item and dissatisfaction-only item also indicated that high satisfaction does not necessarily
meant low dissatisfaction, and vice versa. In addition, content analysis by critical incidents and
regression analysis showed that product attributes contributing satisfaction are different from those
contributing dissatisfaction. Finally, structural equation analysis revealed that two-factor model is
superior to one-factor model in explaining customers' complaining behavior and loyalty. All of
the above results corresponds to the argument that two-factor model is better to understand the
customer satisfaction and dissatisfaction phenomena and more useful to develop the effective

marketing strategies.

keywords : customer satisfaction, customer dissatisfaction, complaining bebavior, loyalty, consumption affect
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