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o1& g wiug 9F/kgA AAL & u ¢
2 22 72 Aot}
7Hd 23, BuSo] ois) 9F/FA Ebs
s AJS T wEG FH/FA Jhs A
Sy ¢ EEE =2 Aotk
J|

2UE Ao YT L AT I=
o uXe &3 #F 7M1

AH|Z} BEHeE0] A3loA] Folo]2 e
ulake] AE Asje] i A7tR ol
A dSeiFr, AzE o= AR
Soll 98-S WA TKBettman, 1979). F¢
01] u:}% S-uf 7(4/K17]- EJﬂGgE ol XH:TLUH 9]

oft [ 2 b

H7t A7 A2

F23 ek A o] oJtd, Exte]
g A9 whe-5 ARshs AL 9<ee] AlFE
o] AFgr= Advte] ohi, AL ¢
I AFe] AAA=AE &7 A= Aol
o aga F84 olf7t 250 EuEay
& A YA WS AWt GL
ZITH), Folkes, 1984; Krishnan & Vall, 1979;

Landon, 1977; Richins, 1983b).
Krishnan®} Valle(1979)= T & B9
A9 AW} LA FIVEA AT I

AT, o5 AN AL

3 Aoy Q=0 ojxl= &t

Az B4, 9F, BAPHA BKE &
o} B4EH 2 Aokt ek

o) A7 Ll $995 fYe
AH 4% ;

Y
o,
o

w}2bA] Folkes(1984)2} Krishnan 5(1979)2] A
@ QTSN WA Agel A 2AE B
d Uehd WE5S Hgez st xS
e A9 789 72 o] =HYTH A
T o=el FFE vAL e As P
1o

7) A8l et e AHae s

7Hd 31 ERE
Rk o& Foe & u A3 EHYP5S
B Folt.

7Hd 32 B NS
Hro oA 7S & o XIHLUH gEE=
A Yebg Zojtt.

7Hd 41 ROl tiel 9] A/EQHE A
AL & W Boh oFRMEH AJS &
o 73k Jﬂﬁgi—g— 3t A 0]1:1r

7Hd 42, BRSOl dis] 9 A/EQMA A A
AL & o Hoh FEH AJS T o
AT Sz vopd Aot

7Hd 51 EBRbEo] disf 9] F/QHY A/ EA

£

_lZi
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7Hd 52, Sl dis) 2l HRM A /A
7hed AdS & o Ay omrt s v
< Zlojn

e AEZLe P=FE Au|AE ALlsE A
Aalged, A=Zy A8Il=r) AT}
B0 AE aser

ZAF A S A E Au|AE 2z B
glate] A=EF 287lE o] gtz Ag
sttt Aol Foldk A A A
stst Beietaoly Aelst FoE 57
she SAEY JEY FARE 71#e] 2AL
S0t W=EF AEFE Mulx 7t
Zol i3l 550WS AR ZAlsIG o B4
HAE Alelstal UM HE 240 AHd
o ‘ﬂ % | 46078 0] N A&FF=T} 440
o

Ol' oo of Hd oo I

X 23E HEFshr] Y8l AEFH Al 19t A=E A87te Ao st
Azl s 4L ATk ole AFEH A SHA »gﬂg A EE FE E 30 A
Hlso] ojF 2BlAEe) vl e e ¥ S
ohje}t 2¥ ¥ e ANE 2] uE
AN & E£F3E 2004 ED8}, 2009317 2AF 4
WEF B tFd AL AFF AA F B AplMdE HE 2AE B AT7E £
SulEl = AT LESA B7) 93 Aol Halgon, AR A= AP i X}
th weA B dfdie 14 9wy Bk 3 Qe 28] JAE ZAP|EeA QIS
Zo tig A #8 ¥ ohet AN F F BF AE 2A ES ez @ A
s Ao #EE BE JHE ASE AE o Wy o g AT
3 Mulz Zzk) s sl&stud stk
2 g FERS AR Bl ofd A&F AR FH R 34 A=
A wEe) BHAN nAYFE wmsy] B AT AEF HEAE S, A4
E 3 AMETIEFIEE ZAICHAIRT /il 22 & (%)
Ag7l= 200 30t 40th 2 A H=E 20TH 30t 40t 2 A
23 108 88 219 v =} 36 103 81 220
R
(5.2) (24.5) (20.0) (49.8) (7.8) (22.4) (17.6) (47.8)
32 98 91 221 o 7} 53 97 90 240
o 2
(7.3) (22.3) (20.7) (50.2) (11.5) 1.1 (19.6) (52.2)
55 206 179 440 A A 89 200 171 460
2 A
(12.5) (46.8) (40.7) (100.0) (19.3) (43.5) (37.2)  (100.0)
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ath HEHE IdEE F v T fuEe
AAoA BANETE =4 et Zo® 3
44 s 3 A4 NS AL F S
e 44 2472 Assdn A9 F &
e = AN B AFE AFE =S 2
I}, Cronbach's Alpha Zto] Alg7l=ojA ¥
AL F AH FA7L 87, B AL F 3

2 AA7E 91 olglal, FMEFAM FH AHA
7k 85, FA AM7F 9302 YEh =2 WA

AT Fuie] BRYEY JEE 245
FEZ 13719 2RAF FEL

on, wiAEe] 71 eEsed w2
)%
ge 6 AxE W goln A9 7

il el
HAAE =BPsS s stk 7
< d

93 A4 A= LSS A F
Ht AAET 2RAFY FEE
A5 A8

=

H ©
T-teste 359t B3935 73k Ar e
2437 98 107 A= 34T 134 2
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ANE BHPE 1 FARE BAN F,
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o "X& &7 H=Fo A et 235 HY, 2871=

AJ &l M2 3% g Aolg B4 oA YeRd A v7AR Y9 ARle] F
7] A3l 94, AL FFel wE JAd £F 7 FJel &9 ARV M8 A3 BA 7t
A9s WA Atk AJ ALEE 7 2 ST BT T3 FJTe] Bel yE
T A A5 Hugoz A ¥ Ua Utk wE A=FAME AQJ FFol
H A BRY VIEoE Atk £ 49 5ol wE Je 21 Apo] B4 T JEs A
AL FFE F BFEF AAEH Qioh A7l zfo] AFS ST

AE7tE e AN FEE I BFRE wA AL FFe GE F FAY AolE
ol U2 AFE BEY, U] AQle]l 1 H 0 SIEtE W= tis) WA AYE shd
ol &AM 7P A A 7Fs AT ARAelY AR e AME =2 Ao
M E 7 Jde] wol Yehal 9l e JMEE AFe 2 ARAY A9
=, ol A F¥S F8ske A 4 A AU Jdw=240, M=6297} €5 A
gatA olaletA RalA A7 Adeta A7 Jde=187, M =6.40°] o]} §IAl UrERs
o, B3 BSo] MG olfvt teksl  Om(=-577, ns), 2318 &F Al o]
7] wiell AQl ES SHS A% £ R E=A JEETE AR Aer WA
o] Y&o] JdAHA Rl ASE 7] WE AL JATn=240, M=6.23)7} & A et
o A7 Axgtas B 4 Stk wEk A (=187, M=627)F o7t §lAl UERgoH
fFrEe OE He 7+ o] E4le T H ©=-205, ns), AFAL PR 9F A9
@& ALJA7IaL Aol AFE Tk Fete] ofF =A JEhwth wEA 7hE 11
4 NBIFIE 7ol REY Fo 27 AR

CR 57154 A
_ Rks 93 3 BANs B S ERE a3y %

= 240 187 13 209 148 83 186 168 86

Lo WA O = BAs B 2 BEekE owE 3

= 112 287 41 301 101 38 165 190 85
5 HEE 7ol REY Fo 27 (AR

) EA7s4 QA
_ BlkS OF Z BAs B F3 0 BokgE okgd gt

b 154 281 25 184 195 81 164 190 106

Lo WA OF  BAs B F3 BokgE okgy gt

= 77 346 37 303 106 51 127 235 98
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olzof Ojxl= &1t

E 6. 2 Mol 0|x|= 2EEof oist Wi/e| ele| ErAlETlE)
=9 Hal & ¥l n Mean df t Sig.
=N PR ) 240 6.29 425 -577 564
7M1 . i il
-9 H AR 187 6.40
=S PRI 240 6.23 425 -205 838
Z- U1 A A Aa7
-9 H ARl 187 6.27
=RV 240 5.57 419 -8.507 .000
74 12 o A
-9 H ARl 187 7.14
wE A 70 240 5.72 425 9.618 .000
T LH ha '—H R4 /‘\lﬂ%}'
-9 H ARl 187 740

= AAEA dgit). vl gk

4 HAdES e W, vk

(0=240, M=557)t} ©|Z

M=7.14)0] A gk, F %

FroBHAl WO W(t=-8.507, p<.001), A7

W A %

)
A n=240, M=5.72)X .t} 9|7F H
v‘?_

¢l Atkn=187, M=7.40)°] =A U,
A 7 Aol oA VERETH=-9.618,
p<.001). Wt 748 125 AAEYL. A

113} 129 B3k A5 23t ®

6ol A=

7 113 129 AdeE ®
Atk vt WA A
1/]_ ]_ ]71—_74, ZEL‘Q“ 7(4/\12- h%
—% A5 A3, ARale 4

HAHn=154, M=6.68)°] 94” %ﬂ
ol @%(Fzsn, M=6449H T}t =A Yehstod
AGE Zo)7b QI Ace=1.272, ns). A7)

ATE WE A Atkn=154, M=6.72)°] ¢]
A A2 k=281, M=623)RT} =4 UE

Y1 1 Zo|= Fo3ltHe=2.654, p< .01). o}

o] gk A 714 11e REHes AAHA. W
# 7. 7L Mol Ojxl= 2ER0f| oSt Li/e| #elel sotRh=E)
=g ol Z& Wl n Mean df t Sig.
T A A9l 154 6.68 316 1.272 204
7H 11 AR4
79879 281 6.44
k=) 7 Al 154 6.72 320 2.654 .008
A2z
91479 281 623
k=) 7 Al 154 5.81 311 -6.806 .000
7Hd 12 avhE
-9 579 281 7.16
k=) 7 Al 154 5.92 281 -8.414 .000
Kk
RHE-91 2 7Rl 281 7.53
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rok

= lE[stefX|: 2H[AL- 20

of Eel dis &7 AQlES WS W, 1k 212 AAFHAG 2n BuS] dis)] 94
2 WA A FAdn=154, M=58DET 8  ALS T uf PFH ALY EHFH AUl
A FHn=281, M= 7.16°] =A ki, w9 Zo|7b UEAE Ay E A3,
T A% 2 Aol= foshl vertoric=  9Fmebgd A Hvho=64, M=6s8)uTh
-6.806, p<.001), AT WA A Acka= /A Z A FGn=159, M=678)°] &
154, M=5.922t} 97 A Atkn=281, M= =2 ¢ AA =ZoH {23t zo]x XA
7530 =A Uk, 7 Jd T Aol {9 FUthe=.257, ns). wEpA] 7 228 A|A]E
SHAl UERSTHe=-8414, p<.001). webA] 7 A itk pREEAR oA S & o F
1-2= AA AL A 7Fs ALY E7Fs ALl wep Zolrt
Eo] tig A F¥d wE f BA A=A E AY B Ay, 9F/54 s I
o] Zpolg HAS At £ 87 99l AAH °l(n=198, M=7.17)94/FA E7ls A
of it WA AgII= oﬂxu el AJel (=68, M=590HT ¥ & ExE =Zon
2 Aolg Adum, Frt Wy A I F AU Aol= felshl etk
Wn=112, M=5.005tk 97 A Ada=  p< 000 WA 7HA 238 AU,
287, M=6.84)0] EA Utar, 7 e 7t 2o a2 d=ZoA e ARl & o]
T fYsHAl Uehbe=-6.148, p<o0n) 7K E AyEd, BExE gFd 79 Jon=77,
E 8 T HMEL) OjXl= S350 oist ol XY SoHAIEIIE)
=2 ol Z4 Wol n Mean df t Sig.
St F 721 112 5.0 18 -6.148 .000
A4 21 f WA s 9 9
ETE- A A 287 6.84
A4 22 ButE_ 9] &/ 5ok . 64 6.88 106 257 798
ERHE-9) 3 /M 159 6.78
ENE-od /B A 7 198 7.17 122 3.791 .000
7Hd 23 T
ENHE- 9 &5 A B 68 5.97
9 T8 HMEL) o|X= 2250 ois 7ol X SHEi=E)
=3 ®Hol =& ol n Mean df t Sig.
BulE ) A 7ol 4.8 111 -7.002 .000
A 21 BolE 1A - 77 7 7
ETE-91 3 346 7.03
A4 22 Bt 9] A/ 5ok o 70 6.76 117 -.884 379
B9 3 /M 207 7.06
EUNE- A5 A7V 303 7.35 146 2.742 .007
714 23 AN
ENHE-9 &5 A B 106 6.49
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M=487)Kt} 9]& F9l Hthn=346, M=7.03)
of ®A Uga, F A 1 Aolw Fola
A Jehke= -7.002, p<.001) 7} 2-1& A A
ik a3 BuEe] ds) 9F AU
g A AT ERFEA A wet
By o] z}o]r} A 2 Ay, 9%/
B A2l FAva=70, M=676Ht} 9|3/

H1 =2
=

AEE

Al FAhn=207, M= 7.06)°]
O 3A =4 o3k Atole YEhA] &
ATHe=-.884, ns). WA 712 2228 A A|H
2] Z) AR 94 Adds & o &
A 7Fs ALH B7Fs A wep zelrt

AEAE A B Zi, o4/54 7ts Jd
ol(n=223, M=735 ¥/FA E/ls T

(h=89, M=649)Ht} 1] & ExE 7o
T g Aoz FEA UEhgthe=
2.742, p<.01). WA 7Hd 23L& AA =Yk

IS F{elo] EEAS

_—

= Ao 2l=of o= 51t

ANE A, AETtEdA e A/ AE
A 7Fsd Fdo]l M F EEE e A
o7 Ustomn=90, M= 732, Yzt o]
= o3 Aoz YePThE=6.137, df=8431,
p<.001). 22 o] FHeH Yz He7e
APA B E AAIEL7] $13) Contrast TestE F
Ay, {Fo3k Aolg Hole Fo=Z yEh
(t=-3.733, p<.001) 7} 24%= AA|HAJG. o]
o tigt AZ AFe X 109 AAFHo] Ytk

H=EFNME &4/ EA] 7hse Jt
o] 7M¢ & EEE e ZoE Ugon
(=116, M=7.34), FH7}t o= H2Jg+ Ao
2 YEsTtHE=6.237, df=8,451, p<.001). ~L&]
o] ey} veA Jezie] ARd BlaE
23] Y8l Contrast TestZ 3+ A=}, 793
ZpolE Hole ASFE YERKe=-3.869, p<
001) 7HE 2-4= AAEHAH. ool digt A3}

=

L

Eve dis) 37k A FEE Al & 3 119 AlAE ok
AHE&Ps o, AHRAPAEA s AdES 7Ha 11914 24742 AR A, 4R
she A%el M3 2 $ieE 12 ol AT AFS ANz 0§ F dxHoz
S AZE) S8 A A F8Y A wEe SFEoA A, 2 ANE AW,
os 23t RS Fol Y HEFRAS  wEH EuE A o]Fd] Aol o]Fz
H 10. S050| ofst 2{&/SH 7Hs/ety Felo] B4 FAM(R)o| 0jXl= oHASIIE)
P df B AE F Sig.
ezt 296.013 8 37.002 6.137 .000
A 2598.751 431 6.030
A 2894.764 439
A 3 JAd
Contrast 27+ WA/B7Y WA A58 WA/EE 387N 257N A2/58 SH/5E
EHA &3 EHA &+ EY &+ EY 3
1 1 1 1 1 1 1 8 1 1
Value of Cont. Std. Err. t df Sig.
EulE7Q fubgA-Ex -12.05 3.23 -3.733 431 .000
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H 1. SCHR| oist 2&/SH 7ts/erd Fielo] £ HMED)| D|Xl= FoHHEE)
A< g df B A5 F Sig.
Ak 304.890 8 38.111 6.237 .000
Ay 2755.684 451
A 3060.574 459
AN 7 o
Contrase 271 Hlf/ 7t WA/E7Y WASE WASE A&7 AAE7Y dHEE AAE
EHA &3 EHA &3 3 &3 EY QH3
1 1 1 1 1 1 1 -8 1 1
Contrast Value of Contr.  Std. Error t df Sig.
EuZ 9] ARy -12.24 3.16 -3.869 451 000
oAHoz 7 aqo A e A o F 8 AT Am s A8 mo}

(N ot

m{m

o2 Yehyith

BY5 © AT =

o ddes #
FI= o=

287, M=23.02)7} £3¥ 352

129} 139] A|A] =] o]
Bkl dis W3 A<
(=112, M=1725Kt} &5 2l
BE7F frosH
O =74 e O H(e=-7.238, p<.001), AT}

I 12 S0HER0| chst Lie| 2{elo] EdE 2T ¥ Ao o/ =0 0|X|= FTHAIEIIS)
=3 ol =& ol n Mean df t Sig.
2 B CRES Pl By 112 17.05 255 7238 .000
g 3
EkE-9] 1 7l = 287 23.02
o = P )| A v 112 5.98 185 3.096 002
=
EkE-9] 1 7l )= 287 5.34
E 13 S0R0| oist Wil #elo] EEdE Z= X Mol oo 0|Xls STHEHEES)
=g ¥el =& ol n Mean df t Sig.
=Rz 3| s
s A wyax 77 17.76 131 5269 000
=
V-9 A7 A 346 22.84
" -l ReE A 77 6.48 121 3.850 000
744 32
B9 -9 o5 346 5.58
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Igr= W3 AUL & wh=112, M=598)K
o 917 FAelS & wjn=287, M= 5347}
oAl o @A YERHe=3.096, p<.01), 7}
317} 32 B5F XA EHQch

I=Eo M= B dis] Uy AdS
& W(o=77, M=17.760ET} 24 AJAS & of
(n=346, M=22.84) Z=7} F31A o =4
YERg 0 H(e=-5.269, p<.001), ATH =
W& ALE & wj(n=77, M=648)ET} 9|F]
AN & wn=346, M=5.58)7} 55 ¢

L
.

Q1 2 7))
ol Aol YEAE A B A B}
145} 159 AN} Ak $4 A1§7hE

g 29, oHEdE AdE & Ha=64, M=

2 F{elo] EEAS X Aol o/ =0l 0|X|= st

A VR Ke=-924, ns) 7H 4-12
okan, ATl Yx== 9F/P8 A
& w(n=159, M=5.15)7} &&= 7
& w(n=64, M=5.76) Bt} ] A YE}
Wil 7 JEE Aol fFofeA Uehke=
2401, p<.05) 7H4 4-2&= AA =k
HA=ZoME /e FAJS @
(0=70, M=23.67)ET} ZRHY AJE &
(n=207, M=2237)7} EH3PF ZF=7} ¢
KL, FYSHAE FA e HKe=1.024, ns) 7}
A 41E AAHA FRa, AT s 9
2R AJS & Wn=207, M=5.36)7} £]3/
Y AYME @ W(=70, M=608)ET} T
A Jehga 7 A9t Zole frelskAl o
B k(e=2.550, p<.01) 7Fd 4-2= A A FHith
o] s 37kA AQl FES A
HEPs W BFFEH AT =7t o

s}

w2 2

21)EG FRFY  AJS & wn=159, A YEY=AE AHEJT ALTIEd M=
M=23.2607F S%3ES] F=7t o =tou =9qee A= H/FA Ths/PE AR
E 14 2050 ChEH 2F/oFgA F{olo] 2SS U AF0) o=0f 0jx[= FTHAIRIIE)
=3 ol =& ol n Mean df t Sig.
g EUSSEERM 299 S 2 R 3
M 4
EThE-94/qhg A 159 23.26
BulE 9] Z/8otA] 64 5.76 116 2.401 .018
g ap S SAEEE e g
ETHE-913/QH 159 5.15

u]

Mof o|=0f D|XlE SREIES)

I
o =<
=g ol 224 ¥l n Mean df t Sig.
ETHE- 914/ E A By 70 23.67 120 1.024 308
718 4-1
ETHE-913/QH AL 207 22.37
ERHE-913/EH 70 6.08 275 2.550 011
7He 42 ATl o)
ETHE-913/QH 207 5.36
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[En S LI PN HERCI PR Al

H 16221500 ofst 2M/SHIFs/eHE 2elo] SElEs 2= 3 Ao =0 0Xl= SoHAEIIE)
A3t df B A5 F Sig.
sk 2405.074 8 300.634 4.740 000
Y5 = Zlehy 27333.747 431 63.419
A 29738.821 439
ezt 83.949 8 10.494 3506 001
AT o= gy 1289.955 431 2.993
A 1373.904 439
AJg FrEE AT
Contrast Z7F WA/E7Y WA/E7N WAEE WA/EE 93/57Y AdA8/57N dH/EE 98/F
£ Rlees Rlees £ &+ = Bery
1 1 1 1 1 1 -8 1 1
Contrast Value of Contrast Std. Error t df Sig.
EHYE A= -30.3992 10.4702 -2.903 431 004
A o= 5.5099 2.2745 2422 431 016
H 17. S0H=0| thst 2/&/SH 7ts/td #elo] 2ddls 2= Y Ao =0 0|X|= STHEHEE)
A< g df B As F Sig.
EEYs A Huzt 1507.566 8 188.446 2.380 016
A 35703.465 451 79.165
A 37211.030 459
AT o= ezt 89.526 8 11.191 2.931 .003
Al 1722.146 451 3.819
ZA 1811.672 459
AN 2 A
Contrast | 271 WA/B7Y WAE/E7 A58 a/58 8/57Y AR5t 98/58 948/58
£ ey Y 3 i B o B oo A o
1 1 1 1 1 1 -8 1 1
Contrast Value of Contrast Std. Error t df Sig.
EH T A= -8.0532 11.3866 -707 451 480
A & 5.0080 2.5008 2.003 451 046
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& Wo=90, M=2359)7} =7 Yepga o

HIFEAS 53 Jd T Aoz fofsh
07 YEPtOom(F=4.740, df=8431, p<
001), o] Az Uz Aozt APEH|uE
287 Y3l Contrast TestS 3F A3}, 93+
ZpolE Hole Ao 2 Yehk=-2.903, p<.01)
71ds5-18 AR E Y-

A o= HA] QJF/FA Thse A
Al & & =90, M=4.96)7} A e}
o glom de MEFRAS T3 Je 7 A
ol o3 ZoE YEREI(F=3506, df=
8,431, p<.001), o] F{r} U= A Hek7te] Af
AV E AAE}7] ¢33 Contrast TestS 3F A
I, fFoF ApolE Kol AR YR
(t=2422, p<.05) 7} 5-2& XA Hr} o]
o g HE A7t E 1600 AAIE Uk

AeZAXNe EFPzol oIzt &3/FA
7Fs/Rb8 ALY EHE dotr 7] ) Y
HFEAS ot Jd Aole Fod s
e O LK F=2.380, df= 8,451, p<.05), ©] H
@ Uz Jezke] AbHHIE §17] el
Contrast TestZ 3F A3}, §9]3F 2}o]E Ho|X
2e Aoz Yehkit=-707, ns) 7Fd 5-1&
AR = A Fsket. RiA] A = 3]
A YABA TFsA AN BRE A
2 Az, d9Y wHERRAEFE=2931, df=8451,
p<.0DI} ARA Hlw A3Ke= 2.003, p<.05) &
T s veht HE s2e AAEHAST
7Hd 5-13) 520 Oid HdE Adge %179
AA = o] Ak

o, m[o

e 9

AT FopllA A

§
-
i

3= 7P

3 Aoy Q=0 ojxl= &t

cholAA] gl g Fejolela

& % 9k

Weiner(2000)= Review =2 =3 2}4lo]
A 97T LUEN ALTAE

2HA FE
wopell Aol Al vaiM= Fa4 Ad=
N71% P& A= tholAA gk Rof
oty BFU 1A wEN BurEel 239 T
29} A BAZ TE ATE A AR
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The effect of customer satisfaction /dissatisfaction attribution on

complaining behavior & repurchase intention

Younghwa Son
Dept. of Psychology, Keimyung University

In this study, hypothesized about the effects on the attribution dependent emotions after forming
satisfaction & dissatisfaction & effects on the complaining behaviors & repurchase intention was verified.
The results are as follows. The hypothesis that internal attribution about the satisfaction would lead
customers to feel confident & proud was not supported for the credit card but was supported for the
cellular phone. External attribution about the satisfaction causes gratitude & faith for both credit card &
cellular phones. Anger, the emotion led after performing dissatisfaction attribution, was all supported
except the external/stability attribution. Therefore, people feel greater anger when there is external
attribution about dissatisfaction rather than internal, & external/ controllable attribution rather than
external/uncontrollable. External/stable/ controllable attribution leads the greatest anger. On the other h&,
only half of hypotheses related to complaining behaviors & repurchase intention were supported. Especially,
hypotheses related to internal/external attributions were mostly supported, whereas ones related to stability
were not consistently supported. As the results of hypotheses verification, stronger complaining behaviors &
low repurchase intentions were shown with external attribution about dissatisfaction rather than internal.
External/unstable attribution about dissatisfaction showed lower repurchase intentions than external/stable
attribution did. The lowest repurchase intention appeared when there was external/stable/controllable
attribution, yet the strongest complaining behaviors were shown only for the credit cards. On the other
h&, external/controllable attribution about dissatisfaction did not have a significant effect on neither for

credit cards nor for cellular phones.

key words : Customer satisfaction/dissatisfaction, Satisfaction/dissatisfaction attribution, Complaining bebavior, Repurchase

intention
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