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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. It selects and analyzes

empirically some of the antecedents of the complaining intentions including perceived severity of

dissatisfaction, perception of free use, attitude toward complaining, cost of the complaining, likelihood of

success, product/service importance, external attributions and loyalty; and complaint intentions including

exit intention, voice(redress seeking) intention, negative word-of-mouth intention and third party complaints

intention, of the academic library users, based on the theoretical backgrounds. Final data through

questionnaires are obtained from 582 unsatisfied academic library users in 5 universities in those areas,

542 of them analysed with SPSS 11.0 for Windows.

Key Words: Academic Library Users; Consumer Complaining Intentions; Library and Information Center

Management - Marketing; User Study

* . odroot@kmu.ac.kr

: 2002. 11. 15 : 2002. 12. 2 : 2002. 12. 6



2 ( 33 4 )

I.

1) , “ , 32(3) (2001), pp.

1-29.; Dong-Geun Oh, "Complaining Behavior of Korean Public Library", Library and Information Science

Research, 25(1) (2003) (in publication).



3

.

2) , “ :

”, 36(4) (2002. 12), ( ).

3) , “ , 32(3) (2001),

pp. 1-29.



4 ( 33 4 )

4) Loc. cit.

5) Ved Prakash, "Intensity of Dissatisfaction and Consumer Complaint Behaviors", Journal of Consumer

Satisfaction, Dissatisfaction and Complaining Behavior, 4 (1991), p. 116.

6) E. Laird Landon, Jr., "A Model of Consumer Complaint Behavior," In Ralph Day (Ed.), Consumer

Satisfaction, Dissatisfaction and Complaining Behavior. Bloomington, IN: Indiana University, 1977, pp.

31-35.

7) , " ", , , 1993, p. 103.

8) William O. Bearden and Barry Mason, "An Investigation of Influences on Consumer Complaint Reports", Advances in

Consumer Research, 11 (1984), pp. 490-495.; Ralph L. Day, "Modeling Choices Among Alternative Responses to

Dissatisfaction", Advances in Consumer Research, 11 (1984), pp. 496-499; M. L. Richins, "An Investigation of

Consumers' Attitudes Toward Complaining", Advances in Consumer Research, 9 (1982), pp. 502-506.

9) M. L. Richins, "An Investigation of Consumers' Attitudes Toward Complaining", Advances in Consumer Research,

9 (1982), p. 505.



5

10) D. Granbois. J. O. Summers and G. L. Frazier, "Correlates of Consumer Expectation and Complaining Behavior", In

R. L. Day, Ed., Consumer Satisfaction, Dissatisfaction and Complaining Behavior, Blooming, IN: Indiana

University Press, 1977. p. 23.

11) Jagdip Singh, "Voice, Exit and Negative Word-of Mouth Behaviors: An Investigation Across Three Service

Categories", Journal of the Academy of Marketing Science, 18 (1990 Winter), p. 11.

12) , . 32(3) (2001). p. 21.

13) M. L. Richins, "Negative Word-of-Mouth by Dissatisfied Consumers: A Pilot Study", Journal of Marketing, 47

(1983 Winter), p. 73.



6 ( 33 4 )

14) , op. cit., p. 21.

15) Jagdip Singh, "Voice, Exit and Negative Word-of Mouth Behaviors: An Investigation Across Three Service

Categories", Journal of the Academy of Marketing Science, 18 (1990 Winter), p. 11.

16) Ralph L. Day and S. B. Ash, "Consumer Response to Dissatisfaction with Durable Products", Advances in

Consumer Research, 6 (1979), pp. 438-444.; D. Granbois. J. O. Summers and G. L. Frazier, "Correlates of

Consumer Expectation and Complaining Behavior", In R. L. Day, Ed., Consumer Satisfaction, Dissatisfaction and

Complaining Behavior, Blooming, IN: Indiana University Press, 1977, pp. 18-25.; Jagdip Singh, "Voice, Exit and

Negative Word-of Mouth Behaviors: An Investigation Across Three Service Categories", Journal of the Academy

of Marketing Science 18, (1990 Winter), pp. 1-15.

17) F. B. Kraft. "Characteristics of Consumer Complainers and Complaint and Repatronage Behavior", In

Ralph Day (Ed.), Consumer Satisfaction, Dissatisfaction and Complaining Behavior, Bloomington, IN:

Indiana University, 1977, p. 80.



7

18) V. S. Folkes, "Consumer Reactions to Product Failure: An Attributional Approach", Journal of Consumer

Research, 10 (1984), pp. 398-409.; Mary Ann Hocutt, Goutam Chakraborty and John C. Mowen, "The Impact of

Perceived Justice on Customer Satisfaction and Intention to Complain in a Service Recovery", Advances in

Consumer Research, 24 (1997), p. 460.; S. Krishnan and & Valle, Valerie A., "Dissatisfaction Attributions

and Consumer Complaining Behavior", Advances in Consumer Research, 6 (1979), p. 447.

19) , “ , 32(3) (2001),

p. 21.; Dong-Geun Oh, "Complaining Behavior of Korean Public Library", Library and Information

Science Research, 25(1) (2003) (in publication).

20) Jeffery G. Blodgett and Donald H. Granbois, "Toward An Integrated Conceptual Model of Consumer Complaining

Behavior", Journal of Consumer Satisfaction, Dissatisfaction and Complaining Behavior, 5 (1992), pp. 93-103.

21) , “ , 32(3) (2001),

p. 21.; Dong-Geun Oh, "Complaining Behavior of Korean Public Library", Library and Information

Science Research, 25(1) (2003) (in publication).



8 ( 33 4 )

22) Loc. cit.

23) Loc. cit.

24) Jagdip Singh, "Consumer Complaint Intentions and Behavior: Definitional and Taxonomical Issues", Journal of

Marketing, 52 (1988 January), pp. 93-107.

25) , op. cit.



9

26) , " ", , , 1993.



10 ( 33 4 )

.

27) , “ :

”, 36(4) (2002. 12), ( ).



11

28) Loc. cit.



12 ( 33 4 )

29) , “ , 32(3) (2001),

pp. 1-29.; Dong-Geun Oh, "Complaining Behavior of Korean Public Library", Library and Information

Science Research, 25(1) (2003) (in publication).



13

30) , “ :

”, 36(4) (2002. 12), ( ).



14 ( 33 4 )



15



16 ( 33 4 )



17



18 ( 33 4 )



19

31) M. L. Richins, "An Investigation of Consumers' Attitudes Toward Complaining", Advances in Consumer

Research, 9 (1982), pp. 502-506.



20 ( 33 4 )

32) M. L. Richins, "Negative Word-of-Mouth by Dissatisfied Consumers: A Pilot Study", Journal of Marketing, 47

(1983 Winter), pp. 68-78.

33) , “ , 32(3) (2001), p.

21.; Dong-Geun Oh, "Complaining Behavior of Korean Public Library", Library and Information Science

Research, 25(1) (2003) (in publication).

34) M. L. Richins, op. cit.

35) A. O. Hirschman, Exit, Voice and Loyalty: Responses to Decline in Firms, Organizations and States,

Cambridge, Mass.: Harvard University Press, 1970.

36) , op. cit., p. 21.

37) , “ :

, 36(4) (2002. 12), ( ).

38) , “ , 32(3) (2001),

p. 21.; Dong-Geun Oh, "Complaining Behavior of Korean Public Library", Library and Information

Science Research, 25(1) (2003) (in publication).



21

39) Ibid., p. 22.

40) , “ :

, 36(4) (2002. 12), ( ).

41) . op. cit. .



22 ( 33 4 )

.

42) , “ , 32(3) (2001), pp.

1-29.; Dong-Geun Oh, "Complaining Behavior of Korean Public Library", Library and Information Science

Research, 25(1) (2003) (in publication).

43) Loc. cit.



23


