Korean Journal of Consumer and Advertising Psychology

2008, Vol. 9, No. 1, 87-104

O
N

"l

w3}

T
| N

1

Ao ool v

4 2

:F-Z

4

Tor

b 2gH PASIE 9 AT

S

S

o

o) SlelA] Aol 7}

AT $0E Yot v

Els

L
R

3

o
=

WAL 34 S

4

=
==

el

3

3

=]
=

ZH)2F Hr}

<4

a7 38 A

s

A YEE 3
7} 3, AT gEE gegom, ¥4 PHEE WA Yesth 19

g

BTt &

|

H

o

i

3]

i

il

WEEe] we A AE AAsh 24 9% 2

A2l F
a3, A A% 202

3

D%

Ash 3

HlAme 344 7

H A2

- H
=
128 4 FHdEs =33 AT =E

L

24 A% 27

= 7k HA, 3

g A i R A
Al HEE 7 AnkEg @

S

o ¥

==
=

E{_]:

3|
&

1% 202} wry A}

o} 3

9]

il
ol

73

el

(23

h

3}, syh8981(@kmu.ac.kr

&)}

- 87 -



N
*H|X|», A

|X|:

3

|.

Sh

ISl

Skl

—

<3

L
oy molmam)aml
% [N ﬂ‘ﬂ H\,n.oﬁﬂx_o#.._o_
Gl MM = .L@ HR }L L_u ol
<+ m_xxm«_/ﬂuorﬁluwﬂaﬂﬁl
~ iﬁL7EQﬂ1T_/|ﬂﬂ%EHLtLI
ol g of % ﬂmzﬁ}]i ﬂ/.nxurmﬂw
) @_A%a%nvL;ﬂ%ﬂ} W
it \w—.ﬂﬂ N ™ o file) ~K ‘I% Z‘.ﬁ =) lc < AT
o %ﬂm\mﬁ%wﬁ%%ﬂ%oﬂﬂ%% F T
s W= _ mxﬂ N %dr]%éuel?i.
ﬂmx_\)...rLZ_;Cq}ﬂc ) ﬁa,.ror ]7.21.!:&@ J.\Ul,l
00/u1n ﬂol.;,_ o=t R R 2 n_tu;o zA_Lazo = 5
gwﬂ?ﬂmﬁmﬂg_ﬁwmﬂééﬂﬁg w © ERCHINY
T T om uy Mo bﬂxé%ﬂ%d%ﬂ }égamﬂﬁl < ™ =
7rﬁlﬂma Edrar,mf} 7t qmauL}leE _.oLuTlﬂ = )
Jmﬁ@oﬂ%ﬁaﬂlnﬂh »Eiﬁ ﬂMd\mﬁoﬁoWuhi‘_cmo]x] ,_fﬂnﬂpﬂlﬂ
o % 5 o = o @m.ﬂm% o = Mwﬁ A o o B %o o = B S
%&;%waimmﬂwwaﬂixyﬂwﬂmﬁz%y LA
g 1%1# o e T e %o_aq%lquﬂ_,}% X S
tmﬂmwﬂmﬂﬁmW%ﬂ}oaﬂ%mxélmuﬁonMezoJoo%mﬂmﬂ o R
w s uoEoummo7117:&.@.5?@3%%7_.41@%0 eﬁeﬁaﬂge EOEEOEE
o_mMoaA%OE%EWﬂﬂM%é;S%ﬂﬂ%mﬁMmﬂmHﬂﬂ ﬂo%ﬂoww
H o= o tWﬁ@iﬂWW%MM%WWﬁﬂiwwluwu‘% ﬁoﬂﬁOUrUr
m:cgao.m@ﬂ%1 7?%%¥MMﬂ%?@%ﬂ%ﬁﬂﬂh ugﬂw%ii
M/.nmlaauilﬂ..mLiJl dﬂﬂr%oﬂumﬂm Poﬁnm ﬂ)lnﬁqw dﬂ]UIFMﬂQO_
17ﬁ .o_u I K e ,mﬂxlor,ﬁl T = = © mmoz_,
@ﬂﬁarﬂgww & TR Effzﬁz gf%ﬂxﬁﬂ w}cnﬁpﬂ
-~ ]ﬂﬂ ~ o I~ = -_ — 7-
urm___wﬁmo%ﬂ&ﬁwwarwwﬁ - ﬂw@M%%M?%é%@%a%ﬂ
— g —_ <. 1r> AV
wwwe%qﬁoqq%%q YR e E %ﬂﬂaJMﬂ@quq
mﬂwffag b CL B @ﬂ%pwag_ﬁ N T ﬁﬁ@.@ﬁ@
H.ro mo 55 = o_e WH 0| m._ﬂa 7ﬂoﬂ%oL o_eq &u_m_ 21 = = = = oM oaﬂ,ni
G m o = Mo 3 W o H oy ® B ol o1 o W
ano_aiaa_ﬂe i@ﬁ@%} aggﬂ%_h <o auomqm_xqﬂ B RO
o it .m.o,ol 1)) 4 i =0 HmE o LU o zo X | Er.lmc,|1b ‘m_x,ﬂlmﬁ]ﬂ
‘lﬁoontﬁJ‘ammoi_. = o_w:t }ﬂﬁe EX‘_OOE ﬂﬂﬂM.lﬂ@

" ﬁlili Vo2 Lﬂlwqé R X T
le N o o e mﬂu}mﬂﬂ juig| o n_tnoz i Bl T ~_ Ltﬂl z_o]_,__lmﬂ =
i&ﬁ T ﬁmﬂ%%xgeﬁ i T 111&;# ﬂPJ]du G
il oy oo maﬂ T N ﬂbt.m_ﬂ]ﬁooq1ma o_#o_foM7£ﬂoMm

uaALQQl - 4 s = = X T %xﬂrmo e & = L
ewﬂ:jémgyﬁ_f = % ﬂﬂm«z1$ﬂ %yﬂﬁ%@@? i
ﬂj:##ﬂyﬁﬂ%ﬂokﬁm wﬂmoﬂwm%ﬁ%ﬂ%dﬂﬂmﬂﬂ%%@%oﬂ
ﬂd.oﬁbuﬁﬂﬂzﬁmlaz#:q@ov ix%qwowﬁﬂﬁ%%mﬂﬂ.qﬂﬁ [ o

%wﬁL_L%7ﬂA§j Lmﬂ_ﬂﬁmpgﬂ gﬂﬁa@@ﬂlmgas%

= oL}sz%dré%ma%oEiﬁaﬂlﬂ Juvmﬂ_gwmﬁ
»n_m_.LZ]aE_/_.mA&_.]] N Aﬂu“_/u_aﬂuo_au ﬂwiﬁqmi
B ﬂ}ﬂz7ﬂww@mﬁLﬁ%iomomo%§ﬂﬂ§w
,|.|\ x_,|.| —_ o
ﬂ%wﬁwqo?%% 7o§mmﬂL_LaMﬁo@c&:m
EDE J.Or: .‘.Ir:A _— Hrmb\*
bl _f1%xﬂoiﬂxmﬂ T %mo,w
WmﬁoE]rM]ﬂa W= = 4
ﬂﬁQ‘WHEE._%}lm#EeﬂDldﬂ ,Lm..mﬂuu
zﬂg;@a %ﬂﬁwymg
z_.uﬂazogomwe@ﬁoﬂmﬂaeG.
Eﬁﬂﬁwmﬂoag,ze_ )
AﬁmLHoTﬁmow
) mo S
w2 s
SHV

A
- 88 -

[¢)

]

3L

=

oA B

-

gy

uth

H go] 2
001 %J/}ﬂ gﬂgr/}

=



o] T U AToh ool

2=
—

Ot

=
-

t=8 e

AuRAY AR doms AAHoR wol

o] ¥&A YTHHalstead & Dorge,

=
=

a9l
1991; Jacoby & Jaccard, 1981; Singh, 1990; A7

sl

51, 1995).

ol i

=
=

aeg oAY R AT

)
et

o

=
-

W%, 2wl

(CER

l
=

=
=

El_]_—

w7}

& Aot
o B=rt o5

ol

B

AT

s

7H s i

ko3
e

o]

&

3
H A= F420](2003)7}F

g
3

3

MAEY B

A
b

21, 1997).
e

[¢]
Ein

&

5

3

o
=

Aol o

o
.

faxe)

(2}
gl

ol

Njr
T

A

o

=

P

g

3

o
=

H2003)7}

33

Qs 9o

A

£

]

W

NI

=t

=
=
)
fop-
T
o

el

12)

!

)
-

Nr

i

ofp

7} E=UHGilly & Gelb, 1982) AT A7} ©]

Y5 2u)A 719 Hol

3

b

2T AvAs 2

@5o] Ve ¢

3

b

of &

RE 4%

Fopi]

T

3]

—~
o

R

3

AT

Hep] B ApeE audel %

H7tol wet wAeke

UehA 27

ojn

3K

=
HH

)
NI

mt

—

XS

axel

B

i
of

e
ol

o

olch. wep mAZe] &

Q]
=

o
e

Atk

5

3 Huxp

T2 v

X
ol
of
o
o

axel

B

WEo| wet 254 74

<
T

Aol &9 A7

ol

mﬁ
o
ol
o

o

Holx

=
=

st A7) elwolA | Aol

w
oj
ok

A+

—

)

e
I

X

o]
=

PE&

g

3

&
o=ZxM Hiu o &

A=
1

=
=

agere] 49 A

EURE i

3|

7t vaE 2vuc 2

s
a

Az

9

NJr

A2)
7E LvlAn 2

3

=

H gF AL =

]

3

¢}
a

o] i

=
=

3]

3R vla

Al

_ZE
K

oj
KH

N

LAY
B

=7k

&

5S4

jé]
AAE ®E, APA

gl

-89 -



SH=AEIEERA AR BT

A=} = = =
DAEL] ERtEo g Q3 ¥E3Petn o
E]

F e B AEe 2R P wsel 3
gl

Aol A6z Bl 2ol wd
B e 9 ol W oY Bl

= o
A ofn] wie] SHE AT ZofR #ilo]

S ] AFel dgd sNast
F 7R AgE ged, 2 5 st
Bearden¥} Teel(1983)0] 7|3}t Ao 2, AMH]
Aol 9% BEe WASolt 44 el
AgH9 Az AR PBolgka A
ISt =Y = ATl e BUE Y
Tl A vt 7Pgeta e,
ol AMA e = PFF Akl

nf7iRQle] EAletA] detha 7Pgska

=
HHH ) Day(1984)= 53 3%

ee =oAeR
el Flojo] EAstAt ERte] s}
= FHE Aos Hole e 424 aql
B A aclel odf YFE e dLE
T3 gEolgtar Holth o2 wEEw
=2 il g JERA oW AN &
Wmlege il A ot ke T
7] Fol a]lolw, o] AEAE Hd A3
7bF AR 2% Fsolde AE ovdtt

Al Eehd, EvEE LA} Bk £
Htebe oAbR e AX =S g
AZIARE o] Sabad I
o Aol Ot oEsHA gow,
kel 791, Aol i Zdi-7kA],
H1E, AlEFe] $84 S0 i anzke] A
2l o] Egthe Aotk

A A&
1 39 ARSdAE 244
. wg AFAe L]

el
e gAte] g@RaAkE oAy s} o

# 5L 24T 5 gov, 2ARzAY
A9 w5 GAlEA ARAl] 92 =

ot ot o rlo
W0

i o
tlo
o
o

Ll

ot
>
N
]
2
=
et
it
£
Ho
ot

>
=

o
o
N
——
b
(o]

W 4 gk

SEEHIE

il
o
of

[o

Og;,“'
i
lo

S

(o]
Lo P

:Oé
N
ot

A

T
oo ¥ 1o X

tlo e oA rfr

12
o

T ook g
0% N
&r“—!—’
LN
o

o Roogt S

o
o
Erlr

o oo o
o M il

o
oif
1o

N R
o
ol

o N
o
2 e
N
_?\_',
N,

o r

oL
R
bu ol

)
:L
>
EDg
N
)
_g{ I
o

B ro
)
5,
N

)

it
= ]
rir
>,
o
il
o

o & 1o 1o |

o
A
4 =
rE
)
dr o e
M
3
r

=
o
rr
S

N
oftt
N 1o

2
A AR v fFAH B8 2o
71t TRl FA, 1995).

Day(1988)= Day2} Landon(1977)¢] A|A]St=

24 29 4% 44 wde) T wA e
P54 o] B 71ES ANk 24
S ofd 24% gy A9 B9 )
WEd] ¥ B2 ek B Y5 $FY
F Qo RoEd, Bew 2e v wE
A ANFDS AAE B FReNE AP

- 90 -



0| Fx
S
.

=
=
-

2k

=

e

| 2 %
|

—_
o @ R
= ra
Htoi,llulyll
iﬁ‘omﬁ.\sh%;omg
3 =
Eov%.m aog%%q1
ﬂﬂﬁm\m%cww7ﬂ
—_ »oO;ﬂnooTLmO#& ~
ﬂmmov, Eé.ﬁm}m %ﬁl
émfmwngguuq_e QﬂJcm_ﬂi
R = 7;150 B8 o o EXE
° weaﬁﬂﬂﬂw%%4%ﬁ}l1nga
L_Loﬂ_ao_naﬂ.muaﬁow ao%ﬂosLLWMqﬂﬂ,OOQA
@%mwmzug@M%wngTﬁowwmmmﬂ ?ﬂ,fgi
ﬁ E..w_/mé.auﬂ,w? m1u€uﬂﬂ|mom%/wm@mem.LﬂaﬂoA&ﬁi
wﬁ:ﬂmo_uﬂﬂiiﬁﬂﬂ@mﬁpﬁAwa@;ﬁmev?ﬂE -
i i@;%d@?%wmmﬁﬁqw@ﬁ@%%%q%%@ g o
.. o IS o _‘ il ﬂAlﬁ7 ]dl =
JQ%%Eﬂmg%q]¢ligw @%@%1@ TELT
mwﬂr;ﬁmo s n%dm._oa;ﬂogxﬁ P e o 0T
o@M4£oLtS%t%ﬁ%%ﬁ@ﬂw%soumbzooﬂﬁﬂr _ﬁgama
fdé@b%ﬁumm{%?awu% ﬂ}ﬁﬁﬂ_ﬁﬁﬂrﬂh ;:ﬂj.m
_ x:_u97A _aol/z,#rjlaoé_ i]xﬁ1i1r£ = ﬂw,mﬂA X
= wpﬂbﬂdOLzTAWaoeiO\H@le/ ‘Ro,ﬁ\_f\m.ouﬁ I3 LEOH
T = f%%m% ﬂgggs_ %i%so_aufrﬁ%a Ltwﬂoi
%_a&ﬁﬂ o £ Mwn?%ﬂﬂ%ytmﬂi?ﬂ o WmﬂAaE
_ 2 —_ ) = 30
EE%EI& o = t%%?ﬁ@wﬁagnﬂﬂm\ﬁﬁﬂo@%@oﬂ ﬂum%?ﬂm
— - X _ X = W M
W@mﬁéwm ﬂémaﬁa @u%@ﬂMﬂudkﬁﬁmﬂi% Eo%_vvmﬂuf
}Eﬂ,%n,;o T A’ . r op Vdﬂi@kﬂo " B B 9
= B Hmﬁ%ﬂﬂﬁmﬂ% ATého u]io.,e N =
g%ﬂ = 9 (R e AE = g = aolvow_a
O_E ]_vE p— 5.0 o HT HE Nai? S EO _ OO O_E ~ 1 &Y 2) = o ‘_ﬂno
J%oi mﬂmﬂﬁl]mﬂorgoﬂoﬂ} el wtm]ﬂa 1 mioﬁ_o
< ﬂw)eg X ooﬂoﬁe sﬂxmﬂ ,%%_drﬂd]ﬂrloQuoT
o P W OE uwzoﬂ.ﬁ_o 03453 oo mM%éomﬂﬂﬂoﬂs
,szﬁ]ﬁT = T 5 ovo#aﬂgoumaeﬂaumhﬂq Atﬂﬂbwd iroga
S.L ;OOﬂ.” ﬂ‘ﬂum.ul Lllﬂx_wo.Alvall \LI‘.A_I~H ‘_lpﬂ;o\mmb‘wo HT.EJI
ol oﬁe Eo u/i\ ~ [ [ 7 o o = K Sl X S N R = c‘* _H B
ﬁoaoogw_ﬂu %%u%ﬂog%ﬁt@k%mﬂﬂmo@%ﬁ u:mm,ﬁm
%dom__%u% ﬂﬁﬂw@%#oﬂwﬁ@nw?w ﬁuiﬁﬂziz%ﬁ T Lﬂ_ﬂ.m
< i [~ \_UH ~n N 711,@. o~ T
%q%uﬁﬂ zwﬁﬁiﬁﬁuo urw%;o_ouﬁﬂw;odb L
aMﬁﬁMﬁr %omo_ EﬂUrcTau @u%mm11_n.uoiﬂm _aﬂﬂm
mﬂ,m:l;u wﬁooaﬂoﬂkx#qﬂoq@qbﬂ%%% 5T YT R
wurﬂﬂ £® X < = %iﬁmﬁnwﬂﬂﬂ%dr wr.m:;_a o
,MAI, mo,ol,ﬂmoﬁowm\_%oi_ﬂonﬁ mpﬂ,oﬁoioﬂoo‘_,’ﬂqullomu_eelﬂ
. gyﬁ,%im%m zwﬂ;ﬁl\oﬁﬂowﬂ}oﬁ%
ﬁ_.ﬁouuﬂzﬁﬂo 5 er,_ﬂ 4io_u17ﬂa€ o
T T 3 1H ml il 2 ab mt (2N ) e olo B iy
Eoﬂdrmewxrﬁm1ééu§mavt£ﬂ%w«ﬂoX@M
G.Amlj. o .do o ﬂAl‘o,,Ho dMﬁmﬁo,_Ll
AeXﬁLtto.Ho#o ,ﬂ%ﬂ_n}afqhvaur‘_,lﬂ}ki%
rﬁuLmEmmuimaﬂx vﬁcuoﬁo_.EEA
q@z%1Mw ﬂ@ﬁﬂa&%a@gi
ﬁeﬂooLo m.%ﬂﬁoﬂ/lﬁﬂo_pllaflﬂma
ﬂalﬂ?lo} mﬂﬁ,z p
s " T uLﬂﬂ9,.#oUEu_1ﬁ.uu7
zo_aﬂ%;AEwﬂ%liog
@.Aog P HD\L_L S %
»ﬂﬁmzomc@mozﬂ%}
Odﬂ&aww_cwl—l_lﬁﬁl
il gl
WJL%Q%
oL,ul

- 91 -



sHEARBESIAl: AR 2T

o

°f 7M¢ =9t 3 tee A A, %
=]

\:\ Y

YT TOR YERAL, 47929 LE|APE &

3 &= Zog Husldrh wat o]oﬂé}
003)%= =% A& FPol wet A7 o=
2 ¥4 Fadwst gebd Aolehe 47

0
g 598 23, A4 3L @ At B
@ At A7) SEE b

©
AR 5AA FAEE wolitie A% &

e
-
N
)
i

-] ANzt B9 ey #HE AT
A B Avate] §3E wRote] AW
oz Esta, AA B4 PF F 71de B
PAg HPS OFE dFoAE 2Y Y5
FAe FEIA G Jdok = B P5S
7190 B AAIG kHxle] EHAE &
o] W= B & wpout 24E Fol UFEUS
W, AA FE, A A 3 34 s
Hole AHAES FESI] EBREd o2
2 55 3 Fo Ay wEEE o9
Aozt v, B dF FFT B Ay ¢
59 3 3o wet Yxe PFo] ofF
A g E AE & A7 FYHA g
Atk wEhA B A E AMH PdF 4 ¥
A PFes HAske LHAEY B A
WEZo A ztel7t YRS HTE Hal, A

2 g :'_754‘ 2y J5S o Anase &

¥ Ae F PERd wl FY% Lvxel
FAA A= B AT omelx oFA
Zol7k vheA g ERle] Baat shdct w

Bearden & Teel(1983)0] FA3INZ B3 3%
o] wuze] N AR AL v

00

o= 3o] AF} Myl o) F 2l B
W5 Aes} 89 @%e) £3 wet o)}
&S wel Huat aslck
B2y g=o guldor P AlA g
, oA FEoE ol & o sded, F
& AlFold Mu|zd] BN 5 opy
YEE A3 g P, A PFol
2 Z19Al BAdE asAY A
u ERIAA 74& HEdE YFol
. FH PFold 434 gow A 37,
dE 5o &M B 55 B9 BEUs
ANSAY e AF WA 22

j=2}
fngo]u}. 22 olawﬂ gy zu)Ae) &

sole] B8 4 F9E P g2

L 5O %O fIF ob oft r{r

o 29 Azl Bgel 0@ 262 Bois) 3

S o) AT oH 9. 22 A4 5T
T3 z‘sg%_g qAo] gE PFoz EPA

Aefell g &m|AF g7hot

Day9} London(1977)S B3 5 ‘j‘ﬂ}—ﬂ
Aol e RABelA A P
oA A gzoz AME & 9 1:}1 H
gkom, Singh(1990) Al o8 FEe &% ¥
£ F o= shiwg Fske 9w sleu
%/\]oﬂ g—ﬁ];ﬁl o7 = /\/\1x4 o7 —.7“45]' 2=
Atz 9tk 8-40]2003)9F 99 EH2003)%
A e T Pes FEste] 2 dF
T 0 242 pAdE % AT owd
A zpel7 Sl @Rl oldd Ads
o wigow A4 GBI FA PYFL FA
1% 5 glon} BAle] AZAdl nel v
Hoz et & glonz 7 YES Hshe

Eml

-92 -



£gst / 2B #S R 2B M2l% 2150 T

AHzke] Bt Her) thE Aol dAate ¢

S wepd gt ge e Adadn,

o ¢€¢ L_:rL(Knshnan & Valle, 1979; Richins,
1983; Valle & Wallendorf, 1977)0l| 4= A& 4
o] A9e 94 FAdste AL AvfjAL, A 3
Aol A EHsHAY R FFelA ErkE
ek 4 T 2Ed fdo] &S HRlrh
E5 Folkes(1984)= =RH] A& ¢Fd &
T B4 P AT el =1
=7} Avtn sk¥th £93K20060%
ol s e Adle & wjET
ANE & o F=7b E1 i?ﬂ vehd 3
A

4 87 A YINE 293 ¢ 4 3%

e ot i‘ﬂll}
o Ede 7
T Fote vy

wetA A FEe
29 AgE AlTEe
7h =1 7RA AR
g ¢ o 23y 24 53%—% ol =%

AP ABLE A¥AE T AT} BEA

B Okﬂ
k)
>
Ir
Y
iy
i)
IS
> I

drighe oln] Bwe] sl Am 2HA7}
A zble B9 Axrl 2z A7) owst

H AT 2|=0f 0jX|l= =0t

A A%e AR ARG gag
EG PAYE QoA AY BBS AT &
M 544 TAET $ A

el wo2 wiow thee L AHe

o]
AR

2 B9 AP F WEEE AY 3%
o 32 GERct ) vepd

4 3. 89 Ae ¥ 24
MR A HES @ el BgH
R EA g Rolk

M 4 B9 A ¥ 3 YBS AT &
M A4 AES @ swAe Av) o
©7h 5 Reltk

A FHEr) AP KGilly, 1987; Bearden &
Ted, 1989, webd The3 ge S 49
35Tk

7t 5. 2% AP § W] wom w3
F 2HAEG B P I v 7
A A=) frelshl wobd Aol

7Hd 51 = Ae] F vkEo] &
Y& MR A PF aH|ate] FAA
Q FRET Feleil wobd Aot

7Hd 52, w9 Ae] & o] wom
Yz nPAET T4 P av|ae] FAA
ol FHAEI) #-25H Yol Zo|th

7t 6 &% Al F wiEe] xom 73
T 2MAEG =Y P FHI 2H|AE A

—

- 93 -



sHEARBESIAl: AR 2T

o

T Q=7 fof skl Fobd Aelth

7Hd 61 B A2 § o] wom F
g aHRET ALY PF iHIXM Al
=7} fref sl wobd Aelth

7Hd 62, &% APl F wEo] oW
P AvAEG T Pg vae] A
o7} fref sl Hobd Aolrh

ZAF o

w 2ARE 20thell A soth7bA] ] Y A

o
AL tPgez sel ANHAL B 6507
]
_Crl_

R

dgos ZAS dAela ved dex
=A% SRAE Alefsta 580 Hax
S AF Ao ARgskh ARl QT

o T Rl

EAGH 54 B 1 AN

=

MEX 74

AE AF 79 Fe AF 7Y 7, B
= A%, B9 WA g dEse BV
FIANE 7Y AE av I3 29 PF
T30l #we FdEsoln, B A dig
T AT o, BRI Fo ke digh
e T5 W 34 AT FEEo|n,
nprjEto 2 QIS A WlE F A, A
g, A4, g9, €997 2557 22 35
Soldt A E EIEL Likert 78 ZHEE A}
&3t

2 A7 e 8 85 7
5 A ol i Fu

stazl etaal 13719 B9 PF
stk 13709 B AF #
Landon(1977)3} Singh(1988)2] <17+

g2 Day9
ARE 7%

2 g i) AHAEE o s AR

B AT e AlFely MHlze] EAI7E AR S8 HS A dEER A9 A
HAGAY BHNESG s o AuAE o (st 2003; 93} 2000904 AHEg =
FoR AT AE AAEITE AR A= BolH, F 20 AXG AR o] 194 37t
Mg A R AR 2AF At QIFYL AE FE, 44 MRS A @, 109
= &l o]Folxlch A 1B E 34 Peor ERSIGT 4]

AL g 7 FHe g2 A= sk

T 1. EAICHAR M/l 32 4 (%)

okl Sk
w2t ozt Al 20t 30t 4ot 50t 7l
230 350 580 438 67 52 23 580
(39.7) (60.3) (100.0) (75.5) (11.6) 9.0) (4.0) (100.0)

- 94 -



&get / 28 45 R 28 el UH0| 78 3 AT |20 0jXlE 21t
¥ 2 2% % 7Y
29 Y% T
I OOFEA 9 Rz ol PBE s et
2 ol AT welo] oA ol PEE HalA stk 2YE
30 29 guol 280 §l7) HEd o} PEE AokA st
4 geAFer udd F AL 27k
5 wkEAle] F g 2etn Poh
6 aFEAe] ke Aol Felgrt. R
7 T8 ARSIl o] AlEel Wal E%E SolEdt
8 AlEolu AdEle] =] & &3tk
9 F9 ARSI o] AlFE ARSShA Bt TEln
10 2 3 AES ALEEA RS BojeE AR
1 g AT 5 Ede 25 AZETh 24 9%
12 # 2¥)% BAe g
13 Y AF7IEE AN 93] Sl wEhe
E 3. 5H ¥2 ME 24 2
G5 Qe
. Loy a2 71]fo] Algdt w3 Afe] Mu|ze] dis) vttt o4
2. Ue 2 ARe] AlFo] BHEARA ARlE it Azt
1w ol F2 F9 AHEdls) 2 AEd tE A olob g
A4 PALE 2 au) o) Fe) FW AFECA 1 SAke] AFL AR LD ok 788
3. Aol I Yle] 1 Akl sl =] 2= e=lsa Ao
A o mR 013‘& e of Ak AlFE oAl I A7l slv a0
am o] 2 v g Ak AEE AR dn
oA Fejel &% eE Aol Ev dAH T A9 HIYH Pg K= AdEsH,
o2 FHohe o] Heoltheds, 1998). W AP FTe THUR ABES Hdis T
A 2EAE A ok gEe BE /8 Ak
& AT o] FelA YA P& 1= =% Ae] wEEe 7Yl Aed 29 A
A etk g ol PeE FAHeR F o 2o el v Azehe WEES oy
BeAE Lot aviAbEeAl o ¥ ke B 712, aa AT e A

- 95



sHEARBESIAl: AR 2T

o

29k AFel skl AT Theidel e

Ao gt 23 oz sk Anzie
TR AMulz, AFd tiste]l BRIA

e ThsAoln B AFddxe ¥4 74
ZAstax} 7] Wi AH|AE]
AHl 2, AF digt FE4 FHEe HE™”
7hsAdel W ¥ 3z FAEAT o &
T2 Blodgett<1997>9} James(2002)2] & T-o]| A
}%% BEES AuE Fle] B Ao 5

sttt =% —Ei’o—‘é—gl Alﬂ}g B A7)
Cronbach's Alpha Zko] B3 7] & vEr:=
924, BAA FAEE 788, 22|31 AT

e 860 st BF & MRS B
ole Aoz Uehton, P83} AL ghe
3 300 AlAE o] ek

o=
—=

4 ¥

Pe FAd e ATzt 74
Tz zolE HFs] s 4
gs & ERoIAT anAp 59
F8 1B7IA] FolA AuARE A EA
3 M Ao dHglol HAd AE T

25 QoW FelFEoR, 4 s,
Sof7hd

fi

Aok 1 &

F AV GBNE AT ALE Y
Y5 2vAE, AR PB4 A YL @
A

al

a2
og\:t“
fr
[o
N
_C‘>\_‘,

W 3(F=17.708,
df=2, 577, p<.001) 013 At ko Aoz} 9

A2 #olslr] sl AFE H] w(Scheffe test)

Fate] FPFI AMH QE(p<.001), F
T 34 WFp<.00) L3 A PEI
A Y F(p<.001) BFoAA fFelgk ko] 7} gl
e Gsigith dIRFEY e £ S
o AABIATE webd =% PF FA w
gt BEuE AmoA Aolrt E Aolgte &
FHEM=5.04), A FEM=550), ¥4 I
EM=6.18)5c 0.2 BuE Awrl F Aolge

7Hd 12 AA = A

0 0111 o m\m rlr

rr

6,7,8 % 9d A AR Eo R, 10, Oee B9 Ag & UM A @F
119 129e] Bosbd 24 PEor BRe o ¥4 PERG BA vehd Aolge A
B4 £4 iz 7Y Y &= o (FTHAD
A 8 En=1298) A 8 (n=403) T2 YT n=49)
B AT 5.45 5.04(1.16) 5.50(1.18) 6.18(1.08)
Ae § HEE 3.79(1,75) 251(1.51)
BA3A 7R = 3.83 3.82(1.49) 3.65(1.55) 5.27(1.55)
ATl o= 3.33 3.54(1.66) 3.42(1.86) 2.04(1.33)

- 96 -



£oi5 / 2B BS S8 28 xelE

2RO 8 H Ao o =0ff O[Xl= 21t

¥ 5. =% #3 Y0 e =0E Mz Ao| 43
A& AHHE oAl F
ARt 48.434 24.217
A 789.105 1.368 17.708s
A 837.539
w0k < 001
¥ 6. 24 #3 78l 2 =8 Mz| F UET Ao] HE
S Ea Nl N Mean df t
A A Y= 29 27 & 403 3.79
64.864% 5528
24 P nhE 49 251

=
% Qo BUY
ol UnequalZe] ZHA ZAAES 0]_9_-3].03 o},
An = W 2 Aolrh el erics
5.528, df=64.864, p<.00DZE Frolatdom, A}

u

A #eE A HAM=3797F 24 BE
& Fg 2vAM=25DET =9 A2 § v
F=7b wokoh webd E9Ae * 2A 9
T o AHAREG AR dEs 3 an|Ale]

=t AE 71 2
Z A= £ 69 A

Au|zte} 34 =

< AT A F Y b BEA 7R
=9 Al okl frelgtk Akelzt gleAl A
T SE S AAEGien 1 Ade
& 79 AAEATE A F e R
& 7PgsheAl AnE Ay RgA A=
T e 7Pk sk Al o=
T e et A 78 A

7 7. 24 45 7Y mE FHH LMool xiFol o xlo| HE
=2¥ol ZZ&wo] N Mean df t
A Y 34 403 3.65
60.338%* -6.885% %%
38 Py THAY= 49 5.27
A4 = 403 3.42
AT 0% 450 5.048% %%
2R Y= 49 2.04
* FHEA] BIMHA] ARE, ## p<001

-97 -



sHEARBESIAl: AR 2T

o

JEA F Je 7k ztol= K
THt=-6.885, df=60.338, p<.001).
= FHd 2HAM=3.657} T 6§5° 3
AHzM=5.27)ETh B Ae] & A A
Aozt sk ek B A
A YB3 pHAEG A PB
Hizte] FAA FHe=sb A Alolg
7Hd 3 AAHJT TS AT oo
A TR 2k atelg Bl A £ e
2 atel= ol abAl YRR The=5.048, df=450,
p<.00D). = =% A F F4 YT Mz
M=2.04) Ht} AH @5 LH|AHM=342)<]
A =7t #E Aolgks /M 4= AA
= At

TS A Qs 34 P Akl =
gAY F USRS A4S YA A
ojze} A =7t T MRkl Hlw
sto] E o o9 gEA=AE Flach
5 A A AR 34 PE Rt
B e & whgo] oW R AH|[AR
o BHA e Ert gold Aolgte M
AseAh o5 faE =% A
(e}

37l ek

= A4 A%

R

Br ol

rr

< A Aye & 8 AAH Ut B
B AYE wHo] e AMA g aHA
(N=218, M=3.14)9} F-3P= AH|AN=128,
M=3.82)¢] F3t Aol AT A, FHA 74
&7t et (e=4.207, p<.001) HA Ve
o} Rhe] B A whEo] 2 34 3
5 AHARHN=11, M=452)¢} FaF AH|A
(N=128, M=3.82)9] H zto] HF Az}, ¥
A FAAEt frofgk zfe]E HeolA] sk
3, 23]y FAE ARAET o =4 v
ok whebA 7R 512 AAHJDL 52 A
2|2 ket

Thee A Al aHAke} 33
A7F 5% Ae F nkSo] mowW 3
HIZtE T A =7} mobd Aol
A 617 628 ATtk =9 AF wE
o] =2 AA g% LH|ZHN=218, M=4.12)%}
T AH|Z(N=128, M=354)¢] JF =}o]
A% A3 AT =7t ool e=-3.043,
p<On) EA Yest whde] &3 A% vt
o FA Y= LH|AN=11, M=2.68)
FAT 2HAHN=128, M=3.59)°] F 2}
ol A% A, AT It FosiA &%k

o, 938 FYPF

4o

X

o]

o

o 2B § =8 Ao
2 uehgrh weh M e1e AXEY
625 AAEA Logrh 7FE 51, 52, 61 2L

SHN M U W7o o BT
B

AbA g 34 PF
A4 FEE AA HAel EdAe A EEA E¥Ae
A = B =1 1A wE A wE 1
Base 580 128 403 185 218 49 38 11
BAA A= 3.83 3.82 3.65 4.26 3.14 5.27 5.48 4.52
ATl o= 3.33 3.54 3.42 2.60 4.12 2.04 1.86 2.68

- 98 -



205 / 2 HE SN 2B M2 0E0| TH U M0 o|zof 0]

9. AM2|F oHRof| mE AKY/3H 3 o 284S

A= =21

71 Sy F&H N Mean df t
=R B 128 3.82
>-1 N — o . 248.691% 4,207
AP 2 AE P% TH = 218 3.14
o ogx B 128 3.82
5-2 . . 11.148% -1.223
AP =& 34 Y5 THY= 11 4.52
=R R 128 3.54
6-1 } e ) ATl 9= 288.0427F 3.043%%
A =& A4 YT 218 4.12
oo 128 3.54
6-2 } T ) Al o= 11.842% 1.662
el =& 74 % 11 2.68
T EHTY BrPA] AGE, #EE p<00], ¥ p<0l
620 Tjg A3 E 90 AAH] e AE 89 AP ¥ ue] wridks Y
AHAET BAA FHEE o =343 Al
ol o= o WA Yehta 9eg Els
= o Aot wEbd 7 1, 2, 3 9 4= 25 XAy
otk 7M 5ok 6 BEA o AX 9T,
2 A e B9 d5 34 wet £ 2 AFoM e 2R B P59 A3S
% FmdA Folk & Rolvl, ¥Y A% £ AA P53} 3H YFo2 BRI T Y9
ol wet B9 A2 & wEe, 2 7 e 23 T AT = FFAA
o o

~ AN
2 dgsdeh 9T A% TaE Awat
95 Pt b Wk, A 3% @
aElAt 24 AT e avAurt g
% Bt vtk Rg
A B A AulAt
24 ek 29 A

o,
o

ofl
)
ol
[o
R\
o,

2],

o
I
i
N
it
K

3

o,

b

b
2 o
ol
R
88
[T RNO

ol ¥
=
I
b
=2
R=)
i)
itid

4 4

Lo
OEEL OWE
B
z
b3

HIZHS Hlwsl & A3 A
A5 B9 A F uEo] oW Ry F

A T35 2HAEY gastdn A+

A o= Aol 7t
A PF ke 2HAE ¥4 PFe she
AH) Rl BlE| EAE o]F A Fuje=rt
F1 FHAQN FHIEI Hhshe oz
vt dedsh2003)e] Aot gk A
2 HoFQth agn T %E 2H|Ael Bt
A § whEo] A JERd A B 9%
vzl 23 B9 4% avaks 72 Hla
St A, A gF o)lF B A wEETt

A HH BV Arrb E3E T 4

A 232
Aol oE=e
Al HEErE w7 desTa 6
ARt F44 74 ke f

- 99 -

010 O 3
Aes &l

2R FRAEE ol

FOA AR

Sk =,

A

a4 dE ol

= T

>
-



sHEARBESIAl: AR 2T

Aol e o st ok BuEd 1 AL AR 9o

Aol BRE AIFOoRM WE2HA BPel  wWebd e Auap Buel 4w

SR Sa ge TA% A B A3hon BddES sl sAw, 2
27 29 9% 5F %

of YoldE Bur mAe mRAQl B A AH B s
2 Fo B0 aviAel ¥44 TAdEs 4 A B9E Aelse] 34 29 3

Ip
[>
r®

N

Mo 3 R
_OL
X

Y= Gilly(1987)9F Bearden & Teel(1983)9] R == dlof & Foluf. g2 o i
AT AHET F o FAAR] A S AT AHRe] B e ﬂﬂ?ﬂﬂ}t AL 7ol 1
Fa Uttt = Gilly2}t Bearden 52 £33 3 Mol FAo|A 7|l AFAPE 317 9
s A Aed T4 PFoR FRSA ¥ 8 diFske =HeR olE B A% B
aHA B dE o wEagA Ayt 4 dRE 22U F UdE FL 7FE Aot
HAue o FAF AnApee] vluEg & Zo] of & Zolu, BW P& FHste nA
i, B AFdA e B9 g5 A 8§%F+ = AAS g3oz B AYE wE2gA
A PFor FES ] AHH Pee AT AT HA 2 a4 03]y T R
7aolwt 7 Hlx}iﬁ} A4 FAdE AE sheAde] moeRtke e FAs
7b st AT Ew Sk dA" QlAjElor & Aotk
A3E HAFIa, 34 EB%—% g 75l 2 AT dig ooe E¥ AT 73S
= FdF aHAEY o5y FHA FHe st B9 A & nkEolu ¥4 £
=7b o =3 AT oEe o 9 v =g AT oxd rjAe EHE et
& Aot of HZ FUoA FPE AFraol, 2002;
B AFelA vehd AAEE Aeletd o A3k 2003)9 dAE 2RES HAFUS
w7 2tk B dFdA e SEAEAA A ¥ ol AS7A] vhEA #3d 59 8
d Pes AHez AEE s%ed, 21 TS FHHA ¥ FdE iﬂlZ}S’Jr A B
Heg B 34 5 Aste aHA PdF B I B s AT aHAY] &
of AT A& A B AT B3l B E AP T WS mE o]%o HE dF
e A7) s BEgeta 7o) R B & 747 vluwsle] AR AAES AlAg
de AT FA AU A-E S A = Holth ole 7IgEe] HeHder A
e W AR EvlEss AV AHAE 9ERrt wte ATE Axsa e w9
To| mEAY WA Y& THlske 7] FoA BN s AAE B dFs
Ae & F Aok we AF AFHE T3 olFo] Uof dvke AH A B P
719& 2L 45402 719G BUES o9 tiAdlok k= 3ol 1A ojgg Ya
AP v vz Aol aHAte] B o8y FA nAoRo M3 steAe =Y
A o]F WS =9 7|ge gt FAEE F deAd did 2A A5E AFdve A
A skl AT = Eolx, AMA oA 2 ourt Ava & § itk
o] Evol] tigh ¥4 g olof grh= 2 A7 A & & A7 wEge A

- 100 -



t/ =24

ol

o thest ok A, PR A4 3
F 20 B2 FRAGAW, T4
auAe] B2 27t SR Rl
a9l 27 Aelrt gaka

o)
A

1% @ﬂ]x}%— MER set

m{n

:%
b iz
o3

K
oX
o

Jot
)
_C"L‘
B

[o

=

=3
oX

paz)
e
R
re
4
o,
tfo

Aolth. vpAte®, 2
gt Mul g A g
s, ol 54 AlFoluh Aulx
2Hzte] B9 PdF FE0] vE F
B Aol gk Az zkel7t
onz T AFAE o]t
23 A7} ol ol Aol & Aoluk

o

o]

A=
=1
hal

=
=

1ED

n}L

o]

(1994). MZRHo| mE AH|X}
Zo| pet A7, arelaro] Wit
AFEHY] =1
XA 3] (1995). “o] BA H] 20

I ARAHETE A AR
Chetz b sts|R|," 33(2), 29-41.
+£93F 2006). 1A REE/ETE Flo]

PF L AT oz wAE 73}
ZAlE|sH|X]: AH|XL -, 7(2), 165-193.
frazo] (2002). FUiE AH]2of tigh AHR)

rc";’

Mele R0 78 & AT o =0f 0[Xl= 21t

E3PF T o
T, 133), 151-168.

A 2ol g 2
2 A ol

TEPHAS FAoR AH|XET,
7(2). 87-108.
o[frAl (1995). AREEC] o] Bl ZH e &
St A, =R, 2901), 145-168.
ol Al, ATy, AAMY (1996). AMH|A4kee
Ao digh AFAT, M|RE A7,

7(2), 129-157.
3} (2003).
=4xz|
xe dg, A
2} (1997), 7o
o] ARl
T, 3(D), 33-57.
5175 (1998). &HAb=% PedTel MdA,
o] 22, WHHEZA 3zky} A, MAIK}
CHEtW MEERST X127, 193-224.
Bearden, W. O., & Teel, J. E. (1983), “Selected

ok

o Xz =gHSRHO|
oS, XFof, FA ezl o]
Foe AL =2
Wx3 BAYFE o]

e AT, opAERE(

qul

jare
[=)

k=3

nn

=z ©
TI

Determinants of Satisfaction & Complaining
Reports,” Journal of Marketing Research, Vol.
20, Feb., 21-28.

Beis, R. J. , & Moag, J. S. (19806). “Interactional
Justice: Communication Criteria of Fairness,”
in Research on negotiation in Organizations, R.
Lewicki, M. Bazerman, & B. Sheppard, eds.
JAL Press, Greenwich, CT, 57-59.

Bitner, M. J., Booms, B. H., & Tetreault, M. S.
(1990).
favorable, & unfavorable incidents,”
of Marketing. 54, 71-84.

Blodgett, J. G., Granbois, D. H., & Walters, R.
G. (1993), “The effects of Percived Justice

“The service encounter: diagnosing

Journal

- 101 -



sHEARBESIAl: AR 2T

on Negative Word-of-Mouth and Repatronage
Intentions,” Journal of Retailing, 69(Winter):
399-428.

Crosby, L. A., & Stephens, N. (1987). “Effects of
relationship ~ Marketing  on  Satisfaction,
Retention, and Prices in the Life Insurance
Industry,” Journal of Marketing research, 24,
November, pp. 404-411.

Conlon, D. E,

N. M. (1996).

“Customer Perception of Corporate Responses

& Murray,

to Product complaints: The role of
expectations,” Academy of Management Journal,
39(4), 1040-1056.

Day, R L. (1980). “How satisfaction is research
on consumer satisfaction?”  Advances  in

consumer Research, 7. 593-597.

R L, K Grabick, T. Schaetze,

Staubach. (1981). “The Hidden Agenda of

Day, & F.

Consumer Complaining,” Journal of Retailing,
57(Fall): 86-106.

Day, R L. (1984). “Modeling Choices among

Alternative  Response  to  Dissatisfaction,”

Advances in Consumer Research.  496-499.

Day, R L, & Landon, E. L. Jr. (1977).

“Expending the Concept of Consumer

” Advances in  Consumer Research.

Satisfaction,
149-154.
Gilly, M. C, & Gelb, B. D. (1982). “Post-

Purchase  Consumer Processes and  the
Complaining Consumer,” Journal of Consumer
Research, 9(December), 323-28.

M. C. (1987).
From organizational response to repurchase
behavior,” The Journal of Consumer Affairs.

21(2). 293-313.

Gilly, “Postcomplaint  process;

Halstead, D., & Droge C. (1978). “Consumer

Attitude Toward Complaining &  the
Prediction of Multiple Complaint Response,”
Advances in Consumer Research, 18, 210-216.

Hart, C. W. L., Heskett, & Sasser, W. E. Jr.
(1990). “Thet Profitable Art
Recovery,” Harvard Business Review, G68(July-
August): 148-156.

Jacoby, J., & Jaccard, J. J. (1981). “The Sources,

of Service

Meaning, & Validity of Conumer Complaint

Behavior : A Psychological Analysis,” Journal

of Retailing, Vol. 57(3), 4-24.
Krishnan, S, & Valle, V. A (1978).

“Dissatisfaction ~ attribution and consumer

complaint behavior,”  Advances in  Consumer
Research, 6, 445-449.
Leventhal, G. S.(1976).
Relations,” J. W. Thibaut, J. T. Spence and

“Fairness in  Social
R. C. Carson, eds. in Comtemporary Topics in
social  Psychology, Morristown, NJ; General
Learning Process, 21-239.

Leventhal, G. S., J. Karuza Jr., & Fry, W. R

(1980), “Beyond Fairness: A Theory of

Allocation Preferences,” in Justice and Social

Interaction, G. Mikula, ed. New Yok;
Sprongger-Verlag, 167-218.

Landon, E. L. Jr. (1977). “A Model of Consumer
Complaint Behavior,” in Consumer Satisfaction,
Dissatisfaction & Complaining Bebavior, Ralph
Day, ed., 31-35.

McCollough, M. A., & Berry, L. L, & Yadav, M.
S. (2000). “An empirical investigation of
customer satisfaction after service failure and

of Service Research. 3,

recovery,”  Journal

121-137.

- 102 -



203t / 2F Y5 QL B H2IS US0| TH L MR oo olxls =14

Oliver R. L. (1980). “A Cognitive Model the
Antecedents and Consequences of Satisfaction
Decisions,” Journal of Marketing Research, 17,
460-469.

Oliver R. L. (1981). “Measurement and Evaluation
of Satisfaction Processes in Retail Settings,”
Journal of Retailing, 57(Fall), 25-48.

Oliver R. L. (1989). “Processing of the Satisfaction
Response in Consumption: A Suggested
Framework and Research Propositions,”
Journal of Consumer Satisfaction, Dissatisfaction
and Complaining Bebavior, 2, 1-16.

Oliver, R L. (1993). “Cognitive, Affective, and
Attribute  Bases of the Satisfaction
Response,”  Journal of Consumer Research,
20, 418-430.

Oliver, Richard L, & John E. Swan. (1980).

“Consumer  Perceptions of Interpersonal
Equity and Satisfaction in Transactions: A
Field Survey Approach,” Journal of Marketing,
53, April, pp.21-35.

Nyer, P. U. (2000). “Investigation into whether
complaining can cause increased consumer
satisfaction,” _Journal of Consumer Marketing,
Vol. 17 No. 1, pp.9-19.

Richins, M. L. (1982). “An Investigation of
Consumers' Attitudes toward Complaining,”
Advances in Consumer Research, 9, 502-506.

Richins, M. L. (1983). “Negative Word of Mouth
by Dissatisfied Consumers: A Plot Study,”
Journal of Marketing, 47, 68-78.

Singh, J. (1988). “Consumer Complaint Intentions
and Behavior: Definitional and Taxonomical
Issues,” Journal of Marketing, 52, 93-107.

Singh, J. (1990). “A typology of consumer

dissatisfaction  response
retailing, 606(1), 57-99.

Smith, A. K, & Bolton, R. N. (1988). “An

styles,”  Journal  of

experimental  investigation  of  customer

reactions to service failure and recovery
encounters: paradox or peril?”  Journal of
Service Research, 1(August), 65-81.

Smith. A. K., Bolton, R. N, & Wagner. J.
(1999). “A model of customer satisfaction
with service encounters involving failure and
recovery,” Journal of Marketing Research, 30,
356-373.

Tyler, T. T, & Bies, R J. (1989). “Beyond
Formal Procedures: the Interpersonal Context
of Procedural Justice,” in Applied Social

Psychology  in setting,  J.S.

Carroll, ed. Hillsdale, N.J:

Erlbaum and Associates, 77-98.

Tax, S. S, & Brown, S. W. (2000).

Organizational

Lawrence

“Service

recovery, research insights and practices,” in

Swartz, T.A. and Iacobucci, D.( eds.),
Handbook  of  Services ~ Marketing — and
Management, Thousand Oaks, CA: Sage

Publications, 271-285.
Tax, S. S., Brown, S. W., & Chandrashekaran, M.
(1998).

Complaint

“Customer Evaluations of Service

Experiences:  Implications  for
Relationship Marketing,” Journal of Marketing,
62(April), 60-76.

Valle, V. A., & Wallendorf, M. (1977).

“Consumer’s  Attributions of the Cause of

Their Product Satisfaction & Dissatisfaction,”

Satisfaction,

Consumer Dissatisfaction &

Complaining  Bebavior, Ed., Ralph Day,

Indiana University, 26-30.

- 103 -



AR A 267 B
Korean Journal of Consumer and Advertising Psychology
2008, Vol. 9, No. 1, 87-104

The effect of complaining behavior type and complaint
handling's satisfaction on word-of-mouth

and repurchase intention

Younghwa Son

Dept. of Psychology, Keimyung University

The present study evaluated the predictions that different degrees of dissatisfaction produce different types
of complaining behavior and the degree of satisfaction with complaint handling influences word-of-mouth
and repurchase intention. In terms of the degree of dissatisfaction, public action complainer was most
dissatisfied, private action complainer was less so, while no action complainer was the least. With respect
to the degree of satisfaction with complaint handling, private action complainer was more satisfied than
public action complainer. Moreover, for private action complainer with higher satisfaction, repurchase
intention increased and negative word of mouth decreased. By contrast, for public action complainer even
with satisfaction with complaint handling, this did not contribute to the increase in repurchase intention
and reduction in negative word of mouth. Based on these results, it was concluded that a more effective
strategy would be to target specifically complaint handling at private action complainer to increase

repurchase intention and to reduce negative word of mouth.

Key words : No Action, Private complaining bebavior, Public complaining bebavior, Complaint handlings satisfaction,

Word of mouth intention, Repurchase intention
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