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Complaining Behavior and Its Antecedents of Academic Library Users
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ABSTRACTS

This study is to investigate extensively the complaint responses of the academic library users,
with a special regard to those in Daegu Metropolitan City and in Kyungpook Province. |t selects
and analyzes empirically some of the antecedents of the complaining behaviors including
perceived severity of dissatisfaction, perception of free use, attitude toward complaining, cost
of the complaining, |ikelihood of success, product/service importance, external attributions and
loyalty; and complaint responses including exit, voice(redress seeking), negative word-of-mouth
and third party complaints, of the academic library users, based on the theoretical backgrounds.
Final data through questionaries are obtained from 582 unsatisfied academic |ibrary users in 5
universities in those areas, 542 of them analysed with SPSS 11.0 for Windows.
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