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BEW RS R e By BT

F H oW

{8 Ry

. & 1. gz A3te] w2 27

I. oF =& E9Xo izt DA E T 98-8 #9l
o] #g 2. E93%F FE & ASHNA F=

1. 8438 % A ¢l {attributions)

2. 74 3. 7R dF AF34 dF

3. %8 39 g 4. AAAA B
M. 22 S%of gt 7Ige] tis 5. Wol# wtAY ¥ FHA viAE
V. 024pkx Zatof| 2AolMe ol V.# E

42 28 /19E Aol TATE AGoldt ol FAAY WAL Yo wANE
A9e 7199 HE BAL nAVE T3 24 YA A4 2AE SHAoR A7
2 ZANEY P4 98 ASPoz Vs Aolth o8 Y] A BE Vg
Az pUY TAE Yolu CSFAY, CSFUY § AWEME T 7

RS FFL Aldle ek, AlFe] st wet q2e AgAgez 43S UA
0ddh H¥Fe #3 AAe TRl IAE oFAR AV FFIHA Adz
M, F8E B FFel #F3d 4FS e 9 &3] i o) FEe) AL 2
A7 HA @skrh o AlVle ‘B0l 785 AEId! s gol AAHAY ANA
9 AldzA e 24E A4 AU gt
19709 EAMAA 2 A ZRAAVE oldtt. SHE EAFE Al
T 239 avAEe] 4 avETE A8 V989 RY NS FHd a2y o

2
r>~l

AR BERE HIR
ol BELY 23 AEETAY A7 o 3.
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0% neAdd4e ‘edaz’ 2 i 2 23& A gon 2uAEe] g4 ¥
23 A F5A HAG. o AFlde 89 FFol TFE oFen A4 &
Ho] #ul2 il A AT, WA B {FEAATT FeHAH 29 B
wj e} A7t = Ao

1980 t] Futo] SojdM e AEo FHE dslAn FFol £8.8 sk A%
g7 A, Bl FAeM iHA FAoz WAEA Ht, nAe Aol 714
o HEL A5 He A A e A" AdeMe nAwFe] g 2ol
Atk Aol A%stn ARFaEtE dasad EsA HU7] Wil n7olA
ulE7be Fo] g AEL wEINIHEE sof sle Ao}, oY AlhA FFelM 1
ADEL ol st Aol FEHo Y AFTHE u$ Faddtn ST

RHRE U AFE AA A JFA Bokg o] B F
a9, nATE AHsy nAREe AdE 2 FHojtk. o] F
2 goE 7199 A4AQA 433 F4o) v Fadcian & & . iHEFE nAL
ATl E e nY Aol Hn 9EF nAe] Mahe FHANE AHARAE TEY o

gl

golgh, W RVEL 37 B ojy Fio) FAnAE @A DET e 2
Ao z/gnEe] ADE AAACZ olaste ZAel Bastth ol B wrdde AR
Zo ATAs UG 7)EAPE ol2Hog PES BAUE A ARAoiA A
HQ) o2 AFHIA BTh w3 o] Bopola %oz dFolAcl @ oFIE AVY
o4 ¥ Aol e AAHE ofgd =g Aoloh

I. o5 =& gobEo| thet DHSe g

[

re
olo

Be d7E] BE wE BUEd gd 14 el o 8L dE3E F e a9
sl 2 Al =3t} (Best and Andreasen 1977: Day and Ash 1979. Gronhaug

and Zaltman 1981 and Resnik and Harmon 1983). €3], &%) tigh wtg&oay 1
Mo B s Be #Aol AFHT U AT 9sd nfe B did o

Hol whgg Hoth, = D obf# 2AF AsA ¥ @ FEAE E& YEAIZE
o] B, @ Tk E= AR A £H, @ BEOF AF el e AFEAA I
(23% A ARUAIA) 59 FES Hole HAor vehdth(Day 1980: Krapfel
1985: Richins 1983b).
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Hirschman(1970) & R&/80 5] gk 142 @8-S AAgddos dFste] B
HE AlGgge wet ol D(exit: FREAL), HHAYF (voice), $4 = (loyalty) 9 e
Hove A& AAEAY. it FAEQ 23 el B9E o] o gl
S0l dddEdn Arh. 2 ol fFE2e BE hAA Aol SAstn E3e v o] ok
9] ¥l gun Acte RS MMz vk, v 532 AFERdME 1 #elz}
ERE old® ol ATgH olgurge] £ AAMrt ErledAng 3L une 7y
o d& Ev-& At P S A3y 4z A,

Andreasen(1985)& A F9 FFAEC] TFA td A 538 FAYS Ay
2|9t okkel AR FEAslE 429 ‘=&8 53 (loose monopoly)’ o] AHgHsie A EubE
29 vhgo] #E Hirschman(1970)¢] ©|2% 33t Hirschmano] w=9  Egt
Z2e2{E Agd disf o]F(exit). BFWF(voice), FAE(loyalty)F o= gL B
olezte thi ¥ 7HX 81Ed 93 AFAY: @ AT oA UF Az @ nA
9 59 @ 14 = @ Al ol Ay, ®, HFAFA 4F 7Med ©. 53
Adel elAM e HIAQL BPEHY FE, @ FoiEA, B¥, FYFo WE AF
H) &

Anderson(1985)2] A7= FA S oHdte dE o] A Fe] FR 7T Rz

AIE G5 7hgdel 2o s WA EY. £F A el @o] 243}
e BPE REY rMeHel 2 uAELE BuAES AR BEHE HA e
ot 2SR Ade=s AT AFE mue e RS Hlsdn. o4 5
o, gt RS AP A A8 5Fd dE ¥ 23 de nA4e HA HLE
g Zlojth, Wi e nASL olF Ak A XIm AL gL HEL olssiA €
oh RE/ET S gig qeirkAl f99 AvA g AR,

"

=
oo
o

[

MoK

1. EYs
1) ERgEd g 7128 d+
7} geol dFHoly nATNSe AAWHSE EHYFolv, BHPF Fx
(intensity) v+ 2%re]l Ao Al sicin 713 "ot (Bearden and Teel 1983). =z}
B2 A g2y EggFe] 3UF] Antte] e Ede 2o 54, H
Q0 Abfroll e Lujzbe) 1A A i Zlo), #HE 6 & AEe) /Y 53 2L
o2 flse] golth(Day 1984: Singh and Howell 1985). <18 o 435
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A3 - AR Ao ARG &ite nAEY A fol el ez T 7]
o Zztdoz wrgstEgn S1dshE A ¥ ®el dodr. <]RE

Z Be 47 BRA gete A E dWE F 4 Uvh(Best and Andreasen 1977:
and Day 1984).

Gronhaug and Zaltman(1981)& nAEHE 4Fekr] da A4 29 3, A4
(resource), 3¢s(learning). 914 (personality) 2 d& AAA}. ALdRdL &
Z37] dalME ol o] Algo] Hadtie Mg s B AW
2, B, a2z e 23 % 233 gtk SFEde Aol B 2§ o] ¥E
o] AAES Pealol s oL & Y] gFol BHE &Y 7teAdol Frix B
dinYe S oA &Ao BurE AXFy EYEL EdHc AFH d#FH I+
3 AR dE So B¥S FSste AL ASee nARt Aol o 1 &
Tt H 3 ojelm FAUY. ZAMETC wad Fu Fgol B MY FoF A5
Waz gehgo sy arde AA s gtk o @7 8% A md s e
Howm BRsle aAd BFsA g nAL FEe P /e €HEHE A
A Fesith. |

£ A9l o] 2o AA BEYAFS HEEs]) A8 ALEETE. o] o B A ER
o ug Ay weg ARSE AL w@ed AFol AuPAce ude| oprk. 1A
g 2 ATo] ANHPErIE @7 40k, adn 1 FEE o|f7t 18l EUNELY
Ado] DA urgg HRelrbe]l FFS vl Avh(Folkes 1984: Krishnan and Valle
1979: Landon 1977: Richins 1983b). ol & To}, A4lel 2 AFS 2R AHgdda
vzl AbRE 2 #ge] AZARNA vt =7 cujAet d2A @58 HAeg. o
FAEE DASo] ofB AT il BUEL =2 1 ojd WAoo HYLAE ¥
=4 a+8.

Valle and Wallendorf(1977)%& A& Aatdl Ui Aol “‘mAc2Re ] Had4 A"
gl oA ol Rk AL HAFYUTH AUL g Foll A7) AI(AE Eof A

=

¢

rlo

He

o

o) £% %) 1 thgd 7. AnAFud), AzPA 22 % 2 AEA=(ASF
So] ¥)E b2 oz g ARAM oot BUEHI no] Roly e A
o dad Azl BAHE Ao ot o]HF ALE FA WFAY(F, FAH E=
94)e &4zl Aeolgtm & 4 & Aojrt. Krishnan and Valle(1979)= Z&B| A2
Aole] glojAe] oleldt abgle] A £ a2 Al nAEH] TG AFWS
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BHe WS o3,

Landon(1977)2 #¢l oj&c] EHY 5o digd oA A& AFE 5 e A
483 . W3, 98 &9 54 (fate contro) & A&t O S9AEdA 28E
B3 REe 9998 AEAG. 2 9JAELS UF AJQ N7 dAch 3 o8 A
(rz7t te Atgel 2R o2 EFHAT. AHo] v Aoz AAE o Ay
T EWEA ¥y 0, dRo] o Aty Aoz 15E o 8L gk 99 A7
2 AAH Eve] Aol Hviztel AHE AY o Lujale oL EH3] 4 A
Bz
Folkes(1984)+= Weiner(1980)9] <13 €& AMg3le] A4 (A =& BUF
), AJ2A(dBE T 2w ), BA JHEA(EA sMs Ex €89 A
et AE Ao Ao M} AN ERFezH AU Fd & At o] A AR
A FRdel UL | AF w@Rol gEo] apHw, EUFH2ANE AFE A 7Y
o " AY W 2vRe GET AMSE Wolol Fim =itk am AE Adst
NG FA=HD FA7E 7hsstE AvAte BxE =71 HEsnx @ 9 dolrbA
Folkes, Koletsky and Graham(1987)& F<lo] &3 o|xo] A¥H o F&S uldl B
2 oofde} el Wi £x=2 T3 @A J9= A vdcke & LA

RE dFe B 93 38 #dztna FPHAt. 25 o H 2 AE

2

tlo

2 AxssY.
oW £y suAge] BRI
25k anatst FBaE L] zole TN

21l 4o thE d oA Robinson and Berl(1980)& dukd oz Bl AlZEo]
Az ARERY dn, £l Boen FXFAHT s RE wAs Y. o9
Zo] dn A5 Be AHAEe BHE e AME 259 Zidrt 9 1o A
= Wepdth 77t g71 W& 289 7ldirt BYAE teE 58 Aol 18z
A3 ARFHA=E M AvAE ¥ EGEe A3 4o

2) AEH {7

BEd] Uis]l 5L AR B8 4 AT, BHYPFES ol diMe B
BAFe EFe BHaAY {8S pEsA AziEcr @ BHPFY ¥R 29

TGeE BN o2 FHoz Prsete el & @ ARl weEe N2




SAbetA T G PereldY weEn Aol A €t webd ¥BYBY BRE AR

g BRSE Aol ohiF WEE BReE Relth wd BYnAY FYL APEE ¥

Fahe Aol
% 2 Pone DABES BREAE 2% JEAE | KA A5Y A2 7|
g

A, B33 %ol K E(Taxonomy of Consumer Complaint Behavior)

Day and Landon(1977)& B9& 3$o AAx Fadd oAs 5 A AFA
288 AAst. 3 2AE gEo Fitd BP9l PFo] FiHA &2 BRI
s prata Yok T A4 SAe AEA 5% FHA FFE FEI} Uk FEHY
Pro BAL BAY 2 dAd nEsAY, AMEA AFe e AE gvdn. A
AQ AFL AT IAAA AmsAY FuE FAsE Aoltt. Day and Landonel

B0E A
e ol PFEL
Aok ¥

2H Pz AHH A E
=R AR/ 2A AlHA A AT A A A o) AR
F3 Ao A

3
a2 1> DayandLlandon(1977) ol HiA|8t EYYzse ER
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st nAAA Fa AMEFIG A sHAC HA AL uAEL FH ERYES T
7Veidel okt (g )& o W& Festa Ud

Day(1988)« Day and Landon®] A|Aste 2ABRYZ/E 2de T A oA
A PFA 7R B 7IER AFEATE DHEL oW ZHE @A) A B3
S 3nz B9 B metq 2WAFE EFE & dvke Aot ogH 2 A st
Al WE7E AAH A

I, BAFT: Ay 52 2gAF ez iz, AxdA §228H Bds dege 3
o] #Fo| FAFolr}

2. B9 AL vigplRge e @Y d&8S Fe IS EHoR IAY FF
A FHE T3 B2 453 et

3. 70QA Ro|f: AF, AT, FE, AR daiA AT E E7]8E Aeld.

Bearden and Teel(1983) 2 A EHYP TS @Y NIAZE B3 Guttman HZE AMR
223 E A sty g agle o EHFE AFsAn. gESo] B FxE 9
3t Guttman H & AbEste] a2 E@ Yol el dAdzLe] F2E AAs .
gy o] A= vEEEY gy E XA X2 dve A3 nAEYRFT
Zo| Y9 ddAdezZ dFIde Tt Bavkes HelA H#E B3 AUrt

Krishnan and Valle(1970)+= Day and Landon®] |d7% 7122 ER3Y 32§ L3
7] A8 2QEAE AP 2 A3 v 7HA 9] #fF o] TRHAEH v Z

@ A1¥ %83 (private action type)

@ WA %73 (legal action type)

@ BA 373 %9 (remedial action type)

@ F¥ %73 (noncomplaining type)

Singh(1988)< AERFPF Addt 4FE oldsy] AfH ERAFA=d AA
EHY S TAe gz ERHYSS ERSIAT. sAEH d3 A A
Ade] EHPFREl AU, 4 AH A S (voice) & AufFoltt A7 A
AFAQ A5 2 Hale Aotk o 8L offd BFx FHaA @e vFFHA BF
T ZFstn k. F A= A3 o S (private response) 22 8] Al SoA BHPE
€ F3e e, AMAE A3#E 5% -2 (third party response) 22 2 FH o] &3
g A whgolAut ZIde] tie AH ARl whgo] ohyet AEIIL, APHA tg, &M
A BR3AEE Ao di@ whgelth. #HAA Q<21 F A (confirmatory factor analysis)&
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e

53 nAEYYPFo) ddadel ol A 7 Aoz FAHEH USE BRAFD
Hel2Ad £ A58kt

B. 2 179 £ (Typology of Complaint Style)

Warland, Hermann Willits(1975)& #E£4 §& 534 EFnAFIE S AR
o o533 go] nNEL TASEAT

1. ¥9Z-29 8 %2} (upset-action) : A|Ae] o] sl EAstn YFL Hste
A golc},

2. EwhZ_d| 23 3 %2 2} (upset-no action) : A2l Aol the] EriER T o2 A P F

in)

fd

al
Warland 59 7% HAdA B F5& @AY oh&3t 22 vax FAld 2
ok, AR, I Ade dSFAE e HFE2 g g «4F Bl A7
A BREL ste A 2 R3dadd 28 s e HAR ol v FFo|AT
BE5H 1 9tk E5, Warland 59 %% £7c A4 3

2 5
ol A8 AHASES Ui Aol opm #EA} dgHog =& =23 rigd ¥F

U0y
23 dE
A 3 &
—gofjze A BA}ET —24 ﬂ}fq[:]i]ﬁ jj;; Z{%‘:ﬁf
— E5x] 4L s ) B

Xtz &l Singh, Jagdip(1990), “A Typology of Consumer Dissatisfaction Response Style.” Journal of
Retailing, 66(Spring)
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Stoll 23 o]t}

Singh(1990)& A So] vigate g ~edg 294 HIEL B3 48t}
A A GAlM e e i JAHQ F2E BeUrr. 8AFNE 58 Aw
€ % 79 Adez ved ¢ dustE 2AEIRY. F A G ZHEAL
€Al 2 AES RS 2 ZANY DR EE weAdoA FAA oy gE FHAE
oA =% ERANUC. 2 AR dgH B 471x] F3EL wAGYT.

@ £33 #3 (passives)

AAFE oF 14%E A stn o] B9tE APdx 232 stelx o=st B}
#A d7NM Ead v nAdcy dx g

@ B83e {3 (voicers) -

37% 8 HABE Haoz A ByPFolt A3z 2HAEL T 3 FEy, 53
FRH FHREFOI ARAY Fo PFL HolA Fevh i, BAE A7 A AF
oluf Arl 2~ AFA A Aoz BFFe AL MEIr

® 38 W= &9 (irates)

21%E AABY AN FHEE, FEASR 53 22 AH digL e Ayt g
o Fehg Al zdatd o AAA dx FFRE 24 @b

@ H=3AR #¥ (activists)

28%9] ¥|&& AAEM o g AL o A BHPFo] e W Folde] &
$E EF2 Bole Aotk 53 A3AE FF WeS 2o sz e Rez v 9l
o Ege] B AUH BRAAWY oy} A AA ] o|dFA L 9ot

olde] 4717 EH 1Y FEE MAA EAo| (F1)dl el =o] girt.

2. 78

T4 (word of mouth) & Th2-7 & Wrlz] o] f2 4vA BeFoA FoAHa gk,

AA, 7AL B ARUAHolEg BEMARY wlx AFUA M bg e 2
ARE Yehdg. 7H ARYUACIAL PAS FEH a4 sxsM Hot g
A FRE A & 2o}

=4, TAL Z1deld nAE A BEHA #e FULHA 2@k wepd e E
g3zt 23 ARYAol AT WEusictn QA "},

AR, 7199 AP 2o EF L dx el mgstng FAHAT A AFYH o
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E D B 7Y

1. 2339 #% (passives)
NgozRE @ 2fHe] gl B B
ApEA me mEe BHo dia) o FHAQ AeE sHE Al A+
Ml F B Egd] tial ] FHHeE =3
24 %o Ao g Frlol Aol 2 FH A
A el Aol i Fotel] ol 4 FAH At
74 gBEe Avtol g Fro| QeI E FH Aol
o4 HE Folth

2. B¥&E 5% (voicers)
Age iy 9 295 e 2o
A2 H £ wEo] 2R dif FAAQ HEE e A¥gl U
A=) F W] g4 Yol of FHFHRoE =X
24 %o Aue] g Prid el d T Aol
At @Ee] Hriol gl @ FAE Aol
B Ee AT thg Frlol glold S FFAL FoAE TG
bt volrt Bg Helth,

3. 88 U+ % (irates)
Ao aRE & 2250 e 3} B
ARA g wRe] Edd W 6% FAHA =S AT APl Ao
AMelHel Y WPo Exef thal o FFA ez =7t
22 Y9 Az i Prid dolA @ SHAIG.
A Ee] A tgk Frtel sield W TH A
%A P59 Axte] g Hrtel ol dha FHAYA ¥oHE FTh
thi Vol7 Be Heldh

4. AFA9 #% (activists)
Ao ayE ¢& 2= gl R BT
ABAA #o) P e dal vf$ FHAA H=E A
A=l F fo B®el daf W § FHHLE =R
A Y59 Ao i Hrlol AolM whf FH A
AA zel And gl wrtel Aol ul S FH AT
#£8 AEe] Auo] U Frlol Uoid wE FHEHA Hr7HE o
o} 3& Helo

o
o

yol gt

de ge AREdlA AeHs] g Aol 0g Az 5 Aok
4ol 280 AFArE DADE EL $UEQ A Ao R ATAEE FAE
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2] Aol A n7Ee] Az A7 s},

Richins(1983b) & EW&T o] o1& 334 FA(ANe EAF APE e 4
FolA Hats AL TAEY AEFAY, @F9 9, T ¥y gL de dSEH
FARge] o)W E FEAA FE WL ZEYG. 1 2, ¥AH
4 o g2z Huldae] Bgel digt vhgeo] 4o geeletn AAE o vehd
e F3el AAHAUYG. TF FAL Aol o2 dHo] Hed EvEe] Hol v
oAl #HE F ol FAAQQ FHo] TAR shgidol ¥t

Weinberger, Allen, and Dillon(1981)-& 4AB|HEd e 2 PR JIFE FAlG
d7E AEFYD. nAEL Hrld SloA FFH FES opAE olgle] dHAA e
AR HL 713AS T Aeg dvdri(eg, Lutz, 1975). FA AFUA A @
g olAst AT o4 xR (opinion leader) 9} Filo) Bibel] ZxE FHEAM A FA
248 23 g} oo ue, Richins(1983b)E BRHE mAd) g & AF U
2R FAL oade o A E A1ZHE AFA.

Curren and Folkes(1987) & A &4 2ol it #A¢le] el 74 AFYA|dd 9%
& Fe7HE JEF 224 Richinse] A8 F4AT. o] AFAME FAFsY(EF
A 54 E5)3 AP RAEH e GAA), Ao (P &d £ A &
#)zatde] AQE BFsle d A8EHUT. 2 AR ol AAELS AfFselde] F
AH A7 BAFAA A BAGol =, ARUAIEL dA TR, 2 e 7)o} A
glel TA AFUAIA 4L nIde AL ERFAG. 53], ﬂ%qaﬂolﬁfsﬁz}
e 492 oo} FHAE AT 94905 o] v AAm, Hujzis} B#¥d
GAA goe FAAHA ARFYANAE F=3517] Hok. d$r] AA LA(FeR B
EE Wz BE 25)2 BE e fﬂ'fﬂﬁ'_r:} AFo R A HE JFF BESAPH.
And oz ¥R ALY B4 b, A gy APaR Adel S8, FPAH
AFYAel o 25 AFgE vlAe HS: ¢+ UTh

-

3. ¢b5 Fof YWE
Newman and Werbel(1973)2 25t nAo] ©&g nARG A7od 7lede] Ao
£ RE RAFY}(ef, Francken 1983). & I7= ENEE 2v|29] 30%~90%7F 1
A2 ATFosaA geod o AL HoFU(Technical Assistance Research
Programs [TARP}(1979)). Oliver(1980a)E 2 To] HZd F&E VA2 ¢ HE

1'
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o tig AL AKAA AL ed S vjAde JMES AU EXEAE T
ojgt #& o] JIFHY A=, aAUZL dYxd FHHA AFAE s #HAE
F AT, 23 FTHH dHEe FHYEE FUHAATE AR #AHUT. oRA2
Fishbein®] xdo] AMAlste dB¥E d@4dE 7121tk (Fishbein and Ajzen 1975). @2
drEdA nAnZzo] FulE HE ¥ ofz} FrioRdE FEFE wH e el BA
5 glc}(Bearden and Teel 1983: LaBarbera and Mazursky 1983: Oliver and Linda
1981: Oliver and Swan 1989). B2 |pAEL WE 7] P53 48 FIH=7 33
A geg IRt U3 glch(Jacoby and Chstnut 1978). oL nA T Ho] HIE 3
ol FFEH R FHAEE FHAE F Yn AR ABFE FY 5 e AL AIF

. 224 =Ho cet Z7ide| thg

o] @rAEe] 7IYhel el B oA wEsertE xAMEU T (e.g., Fornell
and Westbrook 1984 : Gilly and Gelb 1982; Resnik and Harmon 1983). o] 93¢ &
A EH & 7] B-go] nANEZI FulF PFo] FoI FHE VA
o FU. Gilly and Gelb(1982) B ohs] A& wgo] UL oW n4L
AdE HESL =73 weA A7 xd S tevde AL dA}AG.

AEdAEel 7 EF iz dgolX Aoty AU nAEFGA A 714 A
g dfgo] FARA A A nAe AXI} ZFAY 4] TP Resnik and
Harmon(1983)2 ZAEH i3l HHg dgol Balx A nA9d 2z zo]g
ZAMSE Y. dRtH ez 3L FREY EEHE US FPFsitn Fste Fego]
k. 53 3 fAAS AR @S EFA UodA WL adv. REF g
AAPES of 4L ojd whgo] dadittn de Aol vt olgte dxyoz Y
Ae &ML ol F Y ol fx glo] FAIZIE AR fEn B I gite Ax AdE
g Fan B FozA LA He o= AdE BrhpA Xvia Ao,
Folkes and Kotsos(1986)= A& H3E 438 oA #Avfae AF 2 AAd A 2H
< AHART d Foy e o] e AE wAYY. azju nln JE A=
o0& AztE 7HE 4 dna FEd

&3 nATHE AEAY FoY HHD AAA R k. nARZ @ FhA e @
Be Ao d7atagd ds) AL vk, d7E AlEe 90%elM 71 wbg

p=
we ro
[t
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AP A Holx e o8 878 AL A2HAY. o Be 53 nAE
el B AR AT YT W 28n 2 BYo| B FYAHES sxm 9 B
e 298RS Zde 2o vy 8% Az 874 2Ly 9@ 71549
A e B glvh metd B adel aTse YN AAAN} Hebug se
A AloldlN B3 £38 wE 20 o] Wastth o/ oA Resnik and
Harmon(1983)9] A& 8% A2 o3 ud §4¢ A4S g zag

Fornell and Westbrook (1984)& o{® A< ge Bgo] F4ude o 2 Fxfefl of
@ 71 AA7Y Qe RE 2daY. AF - BY A9 A ge AgE we 5
MeE AY BEo2 ol% oziee AA ° Holw AyHoz o we Eme of7] Al 7]
A dat. & w7 B9 o438 (vicious circle of consumer complaints) o] Zxjgc}, 7|
We e vhete ©e BPH ARUAC Ao Be ASNTE TN ARUAo|de] we
Bl Z1del mAEH Hizkaldl whgatn Sl Aol wAE QY dede] Wa wA
e A Bl ol Fad g Zu Y. F olAe BE sgoe] nARHEe
AFAA clole]l R AlgsrNT e nARER B Do5H HEo Lo

RE Jebdh. whef vije] 3AREE BelPoan o2 Anzx @uid ou o

N

T

i

TR ATEE DALY AP 1199 BgH BUYR M2 NG AT =g
o S B d93e 983 AFAQ v golgrEth: £89 AR Bap ot
@o® ALEE £ ke A eo)ch(Fornell and Wenerfelt 1987 Gilly and Hansen 1985).
Fornell and Wenerfelt (1987, 1988)& Hirschman(1970)¢] o9 EHYE o] & (exit-
voice theory)o] ~]zsid mA B #e)2 A48 Wolx o} A 2k (defensive
marketing strategy) 9] AA%H3 wd& AL} oA ujAE Ao Ry 7o
olgR FEAYL Zoln 79 K2 2yl Aolt}, Fornell and Wenerfelte] H}
1% =AY dete) Ald 8= Houser and Shugan(1983)e) meta} §AFah] s +d=x
#Holth. Houserst Shugane Pol4 niAg e 28 ZYIRY 240 dat 7= 3
#9 digolzta Fogtet. 124} Fornell and Wenerfelti= A Fo 4 4j2.$ dRe A9
ol gl A4E T v},

Fornell and Wenerfelt(1987)9] 24 & 291 p7e Eme we 719 &0l &1 de

AAH FA2717] Hote e#)e] v gActe] B2 Iyslsiojol g Mo &




A, ase =g B@aeid o WA sHAR(F, 24 $A)E ddden 34
= a7 nAL FRaE A)uEL 29FoEA T AR HES B9
2 goe AL BoFgn. o A7d g BAY AFge] FrHA Uk IAEF @
i 29E el U¢ HPEES ASHY 6E AR Ha gy dEd HE
47 o] dobs Aotk ® @ = ARA EHE#e IFAA A
ARYAAE 7tH4E 4 ek Rolth, Fornell and Wenerfelt(1988) € ol 4 wA®
Ay BAg 2y gL APsin YRS Hekste olFE THAS
AE A o) BHEAAL Aol AT AFes AFnAE FEIHE
B = ugo] UL EolNE A% 53 Faddvh g spAR A& F7H
ol pAe BHay] Ad nesQen FEASS Fzdn, FHFE FIT TEHE
Lo AT TAX uAY ASL FE& FAT wold s B dFe B
ggeg MA olFolAGTH o e wold AFozx B w2 FEL B2
AP g 7B dota 2ot
Goodmang 7] %7 #Bajst was] mAolu Alzle] A¥E FAANARYL ohi v
ol7} 7ol BAA - 244 ojolg ATt £ RE 4FHAUD. Goodmand n7
ooz A7le 7ge oldg ABSHT F e ol AFAL £ Y o4 27
2 e

i

AFsd 5 de ol
pApA AT YrlE olde YEHLE 5 £ dvd o BN A Ry
uAe] Aoy gel AEaE BnaAd uE g w7 GR e ooz A
7] W go] @i Az ol (&) FAFAE(RODY F /b4 842 P

A, Bw A BEo] ¥ 3 oY

Py = BuAE Rgel ¥ od/&d
Py = BwtAZe] 95T nAd BEFAZ Y71E oY
P, = 29zl $weldd nAe] HETHZ Y71 ol
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2

B. $A59%

Py
ROl = ——ru«—
Xp %X Cy
ROI = x4+ & (Return on Investment)

Cy = Bubdele] Rad Pao)&(1a%)
zoralelel Uig Wk 9de 42 ol
A FAAR g Fo8s FAscl & A

Azh S 917 gEelt.

=

o BUY B ohizt RHHIE 9
9 Mge A FALEoE

19

T

. ETHA

* AFEE F e oY

AFstd = gle oY E3 22 92 7127t et
@© AF M, AAF A ctolr]o]

@ B, B FF H2 AA

@ 2vdA 5 FEdAY FUA e #HA A

@ 714 <IvA Fd

® 71l g e} Mg o

® BAF TR FFAH

@ x¥A w9 713

A B

WEEe] 71E AFe ME anAs B4 992 g AYH adedA nause o
FAEd HIde o1& et Y1y, A, Ex 27 akgelA BEMEa ste AT
7t $4stgdcl. B3] w|lA7bAS] Fornello] 42213 Customer Satisfaction Barometer
(CSB) 178 HEHCS2 & 4 3Uth, 4 £&= 7Y AddAe nATRE AF= 4R
2, AEFD nAREE BlwdA @ Fe A U

A FA, AF AHE, ok, Al E 58 2ol =g o2 AAEHA o
27 Az o2 AFAY e 4750 FIHUG. AFYFETS ANSE B
Aol 3l EU e A4S ATdte Fornell(1992) & o] 43 o] &(ideal point theory)
& olgati Yk AHete AFEC]l wol EAste AAdY ALl ARFRE T
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1dE 2 2 199 FEC) tE o)dAe] e NS Wol A doh wE, AR
A{Eol 22 71 Aol 2 AEe) WS o}l 2HH T 7sHol =
o, wEd AR RS0 B 71l AFEREC] @e ZIdRT BERs ¥4 E A
olgte 3ot}

Fornell(1992)2 %&£ RAVFE7 71doA F+ o7 9L AA g, duks
oz Fo nANEL 712nde FAEE Foln, /HEANAEE ¥FY. APH =¥
2XE Zl2nRe BEsy, mgAduESs BEy, Ad4ueE @A, A
o fAH S gAAAH, 7de FRE gt 7IEnge FAEr Fohdvd v
o B} g€ AFurt o] Fojd Aol nAFAHEr FdE A FYEE] AEH0
A H22 7199 Zale] ola Ho|t}(Reichheld and Sasser 1990). A4 2H 7
e A& FuiE Aoz I wHA AU w4 8 HAelth A& B0 F WY AR ¥
87} AR 29 § A2g AF o&ddm A 107 A Ee] Ha 53deln
dZYo] 3HA 1 AFE ol LY 1 AP o]FRTRE 1de 1500 F=9 FH
2 AFE Aotk wrek oG FAnA] Wy Yok o]E2FE 1A 7,500
ol #9& AFA Fr}. c150] 499 7o) BH o] AP 25 FF 4FL o|ERT
B 39 ¢g HA "t BE ¥EFF o] ALY S FHo 2ES ol A=
o]l fAHE R A 289 A rEAFFHLE 018 Aotk F uAY
L A9 YA E Fold 7149 vidrddE Ang,

AAREL 7|EznAe] A WP NPEE HEY. HFaNEL 25 e He
o 3 ABY &7}t ooz AL dal ddHez d A3 Aok, T
7t ¥ AL nAolggo] A 1 UAM S0l Foplxn, ZAAA] sy Tt
g FAsol BB AdnA fFAH&o] Fobd Aot

Ao %A HA F AP L= HaEA Bodh aAfAEe] & A+ 9 7
Zholoh AFanALE #us7] Q@ AHEdte v go] FAaT et nEHF AL o §
& F& Hrd wiEA Tl 29 ohve o gl Agste e AFou MEs
% v &k (Reichheld and Sasser 1990)

Mg BEANNE AFS AEHo2 ATE A oy o] i, nATRER
7h B& 7199 AS A, AR, EHY A 9 e Fe oM @ dg
g & v,

LAREE7 5 7ide] AS AFnAdL FA3e HEE 2E€ Aot 48 &9

1L

e
i

S
ot
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UHEIME F& 288 A Fv & Jd2ojAdyE THe HEE ABT 71540
' E aAURERd ZAHA Bng W Fue FHS g ARAo| FolAA
Hi e zAe AAAE Ui o B2 RES ATE 4 dE old, 18da 2
dng o g2 AdaAE $A% 5 A B,

AARFETE golAW 71909 AWrEQ HHE Fold Aotk Huo| Folx|A Hd
AAF =94 & =go] @t JAAEES #o|7] 43 AQTo/AbLe] B s1go] i
7] fEelrt. 7idel HHe & FEAA A5UA S AAE 21 fAsted =%
ol & ot} ol¢l HuL FPAAEZ JIAA Hol nAe] Hrte] FEFL v WA
A BARAUA Buutoz g,

Anderson, Fornell and Lehmann(1994) & o) 43 & o|&a ZAd) oA &4 mAul
ol 7199 A4 e wdve 7S HEUD. 2o A2 nARE Al
22 ARE AT A aAUFo| 7o BALIE JF S s He] 2y
ATk FE ol FYAe g BFHE F7hHog RYsx] ¢ Frigoz HAPus
Ax EA=AG.

IATES] o] 71Qde] A Az mAE JEo] Fr]Holg AlA
AAEE Al AR Zu7l v PFE G FEFE MAGH mAREgA)
Bag Ade ugolghr] Boks FAR Holop & Aot 42 wEuge o
Fa&ste Adoln ol A - fa - ALEs) M E Fxot e Aol
old Asle wWEE oA d¥Hoz Ws= AEAQ] A AFANZ BE AzHE
Z Apol7k Ak, 7iddel P o7 nARFAH0] €] YalMe ZIg AR T2 A
o, AREFHA, AFTFE T WA aAE Ao g 4|2 E wrEolol & o|},

Anderson, Fornell and Lehmann(1994) & nAEA 48 14 Zolx o] <} 7}
A7 e AAZE AH RS AW nANEFA(SCSB)e AEAHQA Q9E ARn
A 3 5dde] 71 B¢ od CSI & 144 Eole AL 75098 FE9 £33}
7 2rtsle Rez #2411 J19Y Hasde nes By sHzoz 1]
5%9 F7t5 7FRLw Aot o] A#AE HXUA 93 1.00000 71de] A8A A HR
wid CSIE 14 #3341 o 9.400%H89) F7 w£& & ROIY 11.4% %719 2ulA) ¥

flo
2
i)
Y
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V. 2ZHokx Zatoll YA Ol

1. BAE @isle] opfs2A Dol Ags #Ol
(2@ 3ol mARH ol vieh vk, 2@ B upsh o] 3749 7)zke]
sick. A WA )9 T& Pulbia A2 ANdaRe Az AFe A =S 34
&3 o] HEe A Fodes AFsA 2o F WA 7132 AFE LYEAY AE
e gAe nAe U 4 T BYAE ZgsA 8d. A HA V1A Tox &

244

71 o — -
H = — g =
9 = - g =
T 2¥ 733 Ty

a8 3 nAgkEe My
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HE dAZA 2dA7t 7lde 34 f5eEs 4300 & o] WS ) Hxeg

A M2e HEE AFeA Btk o L A35E oed dAAdn 2 & Aok
sAses Tisl 9=t Mg HEst ¥ AYetel the Flue FoEE A
Ao,

A7) A 7k F8F olfre HR HEd SloA nATEe] ooty nAHL 1F
ol =g oju] FA ¥ AFA FsHE8F o F 7pA A9 d¥E WA dn 2
e M2 AP AR AL FEE F9 ashr] MEd. Hx=e AF AE
S B3 ¥ £ g F HEE AF Aol Hoksol vebd nARFHd g8 JF
Bt ® g s 7129 dER oA s @ AFer ¥
g, & BEee 71Ee] Hzd o Jater. o|RE g8k of 1¥HI 2

H=(T) B (T,)

ErELh s

A2 1A% ¢ — HE ) Ao} 23 sz g4 nAd) ua g 5 Ut
dE B9, HEv THA Zdd 7128 duo A A 72dgE 68 g He
2 9.

AR 2(HE ¢ — 2ATNFH): 71E P nATIg it dE%S RolFr HEE
2H) ZY g Hrle fE¥E v AEE £ v oA od FAC dE &
i AR glojd H=rt ¥ vives HdER ¥X¥d(Lord, Ross. and
Lepper 1979). © 9% m2o] A Fo dish Avad Zuid of o 2FstA ebd
Helth, A#d Al e AAY AAH ADRTE AVAA o9 7lRee AF
AHE A3E Fol7] wiol},

AR (VF — HE £,): Bl P AT G Ao HA2g olad

F . aAPEE ANF FRoENE WP} e Yy Adoltt wed nAgFoz
2E gxe o|ZE ARe Ao ZAHd o Bt gAe P L wgd g

E g2 oty A ol & AAM FAYEDY At Fold HEzNE AT
% FojF HE, om, Fo= oo ¥ HPo| TAMIATH:= Ao AW
74 He] gth(Oliver 1980a). ol#id ddel o]l RE A% EZE AF e 14
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AA FEHE TE o Rl oA, AF, A¥ me 7V # A hed 2%
H4ER B9 E(involvement) st AE AHE Y2H £ F U

2. E8YE REE dEAFAH Fc 7 2l(attibutions)

ERgEY /8L dagdoe AL o) 4F AddA F&¥ 5 Utk zRBELS
g 2uZAPE g24 H4E S k. EUE FrEoe O EUNE FEe @Y
o] &HlA BF S AFE Aoz . AF 2¥le aATH AF Abele] FF]Y]
) Foll Ao g AL mAely AlFe] ) o] oA & Stk AL gy @3}
W, OAE UHS AF 244 4, @] FrFo, 28R A AF AHEEH,

& A So] 79" 4 AoH(Westbrook 1980a). o1® 7gle] ol Folx| vt wt

B 2 ATE /Mg Aot d§ Sof, 2T AdA B 992 &
E AHAE g £ Aoetm 71hE = Ut} (Russo 1979). wHAE A 2] FQ o] &

ol

s

jo
jh]

3 HEZ 984 Mizerski, Golden, Kernan(1979) 3 Folkes(1988)2 d+& 3

uAEg AFolt Mulze] A7t e AS- 2 AL Al Wi A 7R SEe 4
HEA @t

© X342 (A7 GAAS AU A5 A AL

@ AdaA (FA7F 24 A7 719 AL A7)

® BAEAY (EA7F A€ 5 de AA7 ol A e AA7)

AL fAe] AtH o WA=t ofH A LA AA7PA B Relrh, dA
HQ A0 #F AL wle] ATl i A& A £ gent AHAHA 4 #
g A”NE viele Aol did $alE A Pk dE Bl AF Aot AFH g
AT nALe FES 27F Aolch wA A Ho|Fdm AJdATE v AFL
Ao e 2 227 qEd uAL AFe n@d a7E Aog.

AP aAe BUHEe 4] nn #dg AA7 oW HefA AlxYgAtet e
AAE TR Adoltt. AFS HuHrt 719 FPolzd nAEL Fholy ud
< 878 Zolu.

FANSAS EA7 7Idel AE + de HY Wl dert2A ZAd e Hds
I AA7LE Ay At AFLY LAt BAVFE T WA A A EL N9 Rxd
A Bk AFe At BAET WA srejetA Jlddl dF Exe AHolH Ao




221

o] olsrel AAMM F FHA dBo] UL 4 sled ‘AL AR AJL =} A
de F2 280 BUEHS o Yojuersly oW nARE 7oA dBHom 7}
FE Rl "NHYL W Ado] dojupert P EiE “WHo|} BylEe] Zxz Ad u
ALS ske7b?” Tol azloln), olg #AE WX AL sldetA ZHY o} =
Y dol R E W AFEL AU BN P Holth(Folkes 1988: Weiner
1985). B¢ AFEE Uy nEAHT FHe £ Aldo] PP L w AARN L
b A%l AdH(Weiner 1980). nATEL 7|ve] BUxsl B wZo e
TE g ALl deojd F UL Aoz 4P, THY AE LT So| A9
A Aol 9%E v1d £ Yot 7123 Ax 499 AAo] e RuizEy P
A g Alele] wiAWSRA FEPTE Aolth, BUE A 3 o] HEL AT
AHEBRA7] WEolEtn =7l DAL Az A HYol AUtk A= nAY v @)
A o2 g Heitk, maly AQH H2e el Buk2d Aed dE ojRA uh
3terhE AMatn zAbse | FEa0, T EuEd giek Alo) BEgEe of
Z1¥gE A& 4AZ BoFe d7E Hh ZolAz} o] E(self-perception theory)d] A
Arste AAY eolel BHAFe A 1 AME orAAGE AL A, o
AgE 23] A% 4% A7rt as

3. THoll tist AEX &7

T HUE FLF olsre 2 AEa BEF FH AFUAMY Jdd B Ao
o BUEY 1AL BEg aANg TAGE 0 Bo| BrlaEsl? & AR A}
S0 ¥ 242 TEA dodin st AL Nz Ao Ao Bumg
(Tesser and Rosen 1975). ol waw 334 FALFHC 244 phgEe] Aoy
Aol Adn & £ Uk 23U dE dFdqME AlgEe] HEedel FH §o
AstthE Aol AU} (Lutz 1975; Richins 1983b; Weinberger, Allen, and Dillon
1981). FA&E9] Aol #HA o= Ro] BL R

TARP(1981)< 93 39 A7 & :Ac] w23 Azfd dia) §L Lo] sigs
A& BejFAh. &% Engel, Kegerreis, and Blackwell(1969)& #}Ex} @u]Ale]o] o
q REAAT] BUF uAd) oF A ARuUAI A G ZAS AR T Y Al
8 FAZE A=A 0N Holrh Yot RS EASFYY. 221} .Holmes and Lett
(1977) & =53 o] FTALE o Wo] Fogrls AL WA AL}
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o] olgrol IE AZE BA AT e 40E R&E Holm itk a2y olH@ gwkd
PASS S§Poz AWt ol Yasith, ¥ @A Richins(1984)& A Fol
e nde) BAEsL Sl wet (2FH FA vimsted) ¥ 7B AFUA
o] =719 el FAYT o FHE A WF Byt 2EFF U #ol £
HFAY v AlgdA 28 5ol Erhe 7R lZsa vtk FFH e #EA
ARl Me] LA AL olHsie Re nAR NP FEF AAE ATE &
At

ARE ¥ AgoA lA &8 AR d@ FH AfFUAoA mAe ¥
T BHE oA mAE TR ARUAJHCOZRES FRE AT 2
33 7A ARYsAelde] o8 $d¥ez Jedesl wek nd e AYe
ARl AT thactd 25 oFA BT AU

2ale A ARUACIHo] HE Wate tlxe dEE 2T 4 ok 7 HAA
(=, T2 Aol AT AL Aol =E2HAL o AR A7 e BEA 712E
much ARYAelA el R (bias)el MBHQ) 4% B & Y. ek of® mA
AnyAolde]l EASE 7Ty =g® 2k 2RE FAE et wek ARUAC]
Ho| A Zo o#f MUt =7vE 2= FA AARE AF FEEA AT Ao
0. 2% oj| 89| {RfFdl U AL AP RATV

A g e FAUe] MAAL F&3 AF e AGe] IFE A F A, T
Aoz BB AT g AQe JAADAe Rifl B A& Fd FHeld. o
B Aot Ae] W AL ALY (Rifd] BT A4L F7AE Aok, TS
Hoz 7A ARUAo Mol wde] 7E2F HE Wae Az A s A4d
AE FA Foint.

4
2 4o

4. BOpNel gEME
BAE 24HQ EH B glola AL e EAFH 717 bt 2 A 2
A A8 =52 Aelg. Jde AgHos n BAE 4P AAAd. 2 2E
g A7E 14 2ol anxez #HXNY o8 sHA FHAN A 717 4

S o A% RaFw oo
A 2w AEH 719l Avel ne nAe sl=wozd Ayt add a3
& uAR 24e A% 78¥ FuE ATE 4 Uch(Resnik and Harmon 1983). %
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oA 2ge AEe Al FAHE 7] Betstd 1 FaAls) g4kEr] Mol Al
AET F ULE HErt daAE P&GALY %S 3 g £70 g nAe &
HE Bl §718 91 28 o &71ehe g7 4o BA4L 24 9. 2 99
= 3 Y GEFAA M Arkd v AzAEog E =70] Alzto] 2uwW el
A¥|zte]l & A & 5 Aoke WS LA F90. g8 opA A 5o gr)u o
wH Aol dAM PEGALE &40 £7154 & aAMdozd 2AE A% 4 Udo)
4A P&GAFE 17 & AFHoz $8sle 1 998 7)o Fotain 18 )
Aoz AT Ay Fate I 4SS A £

4. Hde feE EHE BUE 07 s18d AES Aftels Aol 22 @43
Z2:A1 71tk (Fornell and Wernerfelt 1987, 1988). B% & E2¢ 203 o] Faba
e BuE aAsc fpud shsAde] Y ok e 92 ApoA HoZ3 gl
o @ Aol BNE ue APoee AR Hy 2He WE Easiz g

A @A 9%ute] AFS thAl pUPY. wE BYE Ezstd ddo] © A% A7)
€ 54%2 6wy H%ith & Yol §2 5Y 1AL 244Y adoz w@ 4 g
w AZIZY 2 29E Fd edEE Aok, o = 3 A ey dde 8y
T E2Youy BVt S2EA e Feolnt o] Aol AFLE 19%2 BHE 8
A e AeEg Fou) ojgely A % aA nAEHE SoFE AwozE 3
Aelge AA Fole A/ e Aloldh. o] Alde HgHo AAlsh wish A
5. 71de] @9F nAdA BHE E2d 713 Bl & A I AAst BOE i

A A= Fx =go] E + ke Aol

AR, 71E 2] {FA ME(F, B2YAAE EB)o] A nAg B wsry
Sk dE S0l 2dde 2FEA A Volvor 217 14E FEsle o =& v fo]
71€ A& fASE vge] Ay drie A ¢899 (Fornell and Wernerfelt
1988).

e AdE UHEY J)de BUE uAoz o BEL Y EfsrE A3y
L2 FEIHD Fefsjcl & Aotk mAe] BHE EgaAH §EstE & 7ix] wye
Az F Mg Muiaz 2 A5 A8 (hot line) 2 F& zolt} 080 £ 2z
Avlx T8 8 o] ojdd] YEXR FHglo] FARHE JY) ¥E Rgog xH
RS B2 e Aotk 27 ASARME o 72 "ol sYgelA E8o
SR=3
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A, ole ENEG nAS FF3A g F Uk BE E958 24 F AL 5%
Tho] £3& AddAl E2dn. 2 UdelAe AE 7YE FUstAL, HAE wwse
Aoz deid ot YFAHNE ndo| Y sdo] BHS B2 5 & 7HE n)
dgoms o gL 24 PEL Y + Utk BA. AFASE QAL AdAe
2 =77 HFE ool Ut AU 7Y d¥sso rPe) aHgAL TEANY
YR AgsAL FoldzsiA 2olr] 4. 2 AEARE B nAL Aol £HE
Are HaA Bk GEY @ $92 ‘GE F d7lde oA d2o sl A7 €
. $eEE Z1ge]l 922 A an. 2 7199S 2aW JUNY Bol=g wHsta o)
o ghx 2ok olsh o] AFHE Wl At BAS EolFn AIY] e
7Y 24 BAE AL 4 Aok AA. AEAHE A AZHE we vge
AR ¢ A ok iREel dAHA BASE Ao A2 & Jdeneg A
B oulge Rgdol i 2 B9 MAY S 2 F Yo

%& 17 JFAstdl A gle AL otk Be B@mAo] WA Asigud
o M gol A e £ U, AFAI A% 5329 9 2Ae U HE W $ 9
£ Rolth. aRelE ¥7en FE 14 AFASE /19 vlolAY =Y YsEr2
¢ AEz AYsn Yo 2 FFAME o9 e F4A FRAGs) Bo) dAHE

o e nRAQ Haolg sk, oY FAA Rut AHuA gox Aulx de
g, ATt Ava YA AFHE £IY ¥ 94 A 23UFY F= EVE
nAe] BY& EZFHES fEdE Aoln, ARolE s AT 159 B Hx
] = oEte gzt 41 B ol 88a g,
2y@ee EARYL BYDAT Alo|9] WE F2o oF HrHE 5 Utk o] ol

T A8l A& 4 th o 8] uA BH iy B2 AR
S8 B9 HARA B¢ Ege 34N nASd g oW J¥IL s e
717 olgid RES AP AL BHo aARA #eZ AHM Fasit, AIAs)
1A EWE HEA7)7) QAA Hete BFo| AEAH AY Be: ZEY DF
BAE 497t 3% A dE S0 AGAE Nge] A9E AVES Y3 HEsA
Age FE ok YAt o 2HY 22L A9 JgAAY A wE F28
FE A F29 9ol Furh

Richins and Verhage(1985)e ¥ @2 & dalH na g=x=ue 23zt 3ol ze
oo sl =oigich,
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A2 Ao Ao 3 Be)o) Bale] Hart, Hesket and Sasser(1990)= t} o o
HEL ZZ3909.

© nA9 ¥HL st

M2e 2o £l g dRdHE MHAE AT 4 A= 7|87 8 2 9o

@ A7 dold & FA el

Mu| 29l e B3¢ g Qe 580 A Bore ofrlAl7lE 8910 Hu
BF7t B BAIZE A3 dojus & AASA W= Ao Wastg

® &Koz gsig),

MHl2e kst 2H)7) A6 dojumz 2 28 da ZAHo T et A
o] dasjr}

@ 274% Ay Az FYLL S8,

nAI FAUE Guago] o)z £DE #9287 YR uAY FEGs G
o w&ol FRIAD. FUY RS Y BN EAsE Foth 7%e] ATabe
A2l A Axagle] g5 dBAE 4A oldT BA HEL ¢ £ YuE so
Aol Easih o& B0 AR SV ¢ &L AN A2HE Py 2= g 1385
A F g}

® FIA9A 4T, FU3}e Rosla)

2 ERE FA QYR FUE 718U 4+ YEE T 2 sEHoz HA
& & UESF sjof it}

5. WoiX ojAlY ¥ BAN oAy

Hirschmanno] madl 7]ge mae] 898 % 712 Bylo) oajy sietar 2 9o

olgE /Yo a e Tof AReln BHE JQdA Yoz 2O Lzas A
ot}

AEA FANBAC 2 B2 olge NF WAYEL WAL 2A JRe o
o 7ol nAL MEAFA 2E AL nAHe Fus Fudc owe A4 s
AelelA oo $2E WANI D AgelN HA J[ASL v A eaf APL
A Aok Bge Bo HA4 4oz B 4 v Age) gigt nA) gel ]
dol B AY, AZE FL AN D NS SRS @y

Hirschmannel 13l9 7jo} e nA% @50 Y& mAdo] 9ot Ao Ye nAS




e AL ojge @ Aotk JEo e AE, FL vojE 14E

k:
o Bug Exd 5 3le fdojth, vlo|g nAHo] B AL o|gT fEL G

s BH Aol H2 Aus A e Aoz Hol stk 2 ol e nAe
Sz o Afolel At} dE Bolgel UolM HAAS A& & gl WEeln @
oF wAs) @ B Aloleld EEAHY UAE BE 5 GohW, APe 29 g
wwzte za® Fe A4 vEos TAVES AT Aucks AUA FURAL
exse AS 2E2 @ Aot = oW AF FPANE A2E AL AL B
A9 oA Aekol $Wstte Aold

vl of Fornell and Westbrook(1987)2 ol#igt ZAge] i #e&s A7EEs. 1E
o wold mhalm AmT 2AA sAY A Fx FolA o Aol sYBsETE
o] wael GAE oPA AUNEAE BEAYT. s nAg ol FaF
o oje] PBAS gulsAE nAe] BHe Feld ga A nAe EAR HAges
W ona s EA7Ed Ak AL BHY NS AT Aol oW ¥ B
du AAe Bad Be de W 2THeEA 1Ae ogg Bn A 249
A AN B0 BAE old A FAd 4FE slAE A% PRE FLH
s A7 ves 24 ogE @ £4% Mgt Ao = ez AFHAE
o =A% mEs Wold shAE § te] o @@cke Ao|d. (Fornell and Wernerfelt
1987

o5t @el B2 A AL WA AR Fade) hE Dale Fel wet Pl
a0 GeAts BE Azl AWACD Bi AT AZ 24 fAd H ARE
e REse uee] WA AAR 97 BT FAA ARLF Wold WABE F
eAse ATtn B 4 o 2oy PAMCE oE Ase Boid sAHel o £8
HALshE 27 AdAE BT 42HQ B Basith

2 Ao nAPEe ARWssd Uy 2ATE ooz FEIdAT. oA
Mz /EuEd te nAel wgemd EHHgE FAARYAH, wEITWHE T
gRRgn AR g 7lge Nee EASRA. 7de) nAERE AL A
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golelzgt A4t Hd 29 nAEE Y Ao wAA e NS A EGY. o
gA 719 e a4 EHel ASHoE dEdte nMelES LA nAFAHEE Foln
AU A AFUANEE A EAE AHH 7132 uphpojol & Ao, 7|E
d7el AdEe ofed FF AT7HIE AMGHed nARFe] emdstE wfse
., EHEE RIS A3 da ALl dg A7, FAH ARdAClAY HEHA &
T, BHAQ 38 B Hold spAE Fo Ui A7t e Aoz fddH o
% Z& ok A7 E B nAATNZA o 2ot @A HFH oSS %A €

RAez 7lddd
B2
1. IHEE

ARG, A PFe #AF A7 AEANGw G MAES =8 1995.
Az, nAgkERe] A adle @y A7 MEttn Ad MNAstY =8, 1994,
ol Al Mulx uiAY, FAAL, 1994,

olftAl., "nANFI Ak hE A+ AF=H, A27A. 111-130, 1993.
olftAl, "mARFL Ao Ui o] 1A AF =, A28, 90-123, 1994,

2. =&

Anderson, Eugene W., Claes Fornell, & Donald R. Lehmann (1994), “Customer
Satisfaction, Market Share, and Profitability: Finding From Sweden,” Journal of
Marketing, 58 (July), 53-66.

Andreasen, Alan R. (1985), “Consumer Responses to Dissatisfaction in Loose Monopolies,”
Journal of Consumer Research, 12 (September), 135-41.

Andreasen, Alan R. and Arthur Best (1977), “Consumers Complain-Does Business
Respond?”, Harvard Business Review, 55 (July-August), 93-101.

Arndt, Johan (1968), “Word-of-Mouth Advertising and Perceived Risk,” in Perspectives in
Consumer Behavior, H. Kassarjian and T. Robertson, eds. Glenview, IL: Scott
Foresman.

Bearden, William O. and J. Barry Mason (1984), “An Investigation of Influences on




228

Consumer Complaint Reports,” in Advances in Consumer Research, Thomas C.
Kinnear, ed. Provo, UT: Association for Consumer Research.

Bearden, William O. and Richard L. Oliver (1985), “The Role of Public and Private
Complaining in Satisfaction with Problem Resolution,” Journal of Consumer Affairs, 19
(Winter), 222-40.

Best, Arthur and Alan R. Andreasen (1977), “consumer Response to Unsatisfactory
Purchases: A Survey of Perceiving Defects, Voicing Complaints, and Obtaining Redress,”
Law and Society, 11 (Spring), 701-42.

Curren, Mary T. and Valerie S. Folkes (1987), “Attributional Influences on Consumers'
Desires to Communicate About Products,” Psychology and Marketing, 4 (Summer), 31-
45.

| Day, Ralph L. (1984), “Modeling Choices Among Alternative Responses to Dissatisfaction,”
in Advances in Consumer Research, T. Kinnear, ed. Ann Arbor, MI: Association for
Consumer Research.

Day, Ralph L. and Stephen B. Ash (1979), “Consumer Response to Dissatisfaction with
Durable Products,” in Advances in Consumer Research, W. L. Wilkie, ed. Miami:
Association for Consumer Research, 438-44.

Day, Ralph L. and Muzaffer Bodur (1978), “Consumer Response to Dissatisfaction with
Services and Intangibles,” in Advances in Consumer Research, H. Keith Hunt, ed. Ann
Arbor, MI: Association for Consumer Research, 64-74.

Engel, James F. and Roger D. Blackwell (1982), Consumer Behavior, New York: Holt,
Rinehart, and Winston.

Engel, James F., Robert J. Kegerreis and Roger D. Blackwell (1969), “Word-of-Mouth
Communication by the Innovator,” Journal of Marketing, 33 (July), 15-9.

Fishbein, Martin and Icek Ajzen (1975), Belief, Attitude, Intention and Behavior: An
Introduction to Theory and Research, Reading, MA: Addison-Wesley.

Folkes, Valerie S. (1984), “Consumer Reactions to Product Failure: An Attributional
Approach,” Journal of Consumer Research, 10 (March), 398-409.

Folkes, Valerie S. (1988), “Recent Attribution Research in Consumer Behavior: A Review

and New Directions,” Journal of Consumer Research, 14 (March), 548-65.




229

Folkes, Valerie S., Susan Koletsky, and John Graham (1987), “ Field Study of Causal
Inferen‘ces and Consumer Reaction: The View from the Airport,” Journal of Consumer
Research, 13 (March), 534-39.

Folkes, Valerie 8. and Barbara Kotsos (1986), "Buyers’ and Sellers’ Explanations for
Product Failures: Who Done It,"” Journal of Marketing, 50 (April), 74-80.

Fornell, Claes and Birger Wernerfelt (1987), “Defensive Marketing Strategy by Customer
Complaint Management: A Theoretical Analysis,” Jurnal of Marketing Research, 24
(November), 337-46.

Fornell, Claes and Birger Wernerfelt (1988), “A Model for Customer Complaint
Management,” Marketing Science, 7 (Summer), 187-98.

Fornell, Claes and Robert A. Westbrook (1984), “The Vicicus Circle of Consumer
Complaints,” Journal of Marketing, 48 (Summer), 68-78.

Fornell, Claes (1992), “A National Customer Satisfaction Barometer : The Swedish
Experience,” Journal of Markeing, 56 (January), 6-21.

Francken, Dick A. (1983), “Post-purchase Consumer Evaluations, Complaint Actions and
Repurchase Behavior,” Journal of Economic Psychology, 4, 273-90.

Gilly, Mary and Betsy Gelb (1982), “Post-Purchase Consumer Processes and the
Complaining Consumer Behavior,” Journal of Consumer Research, 9 (December), 323-8.

Gilly, Mary and Richard W. Hansen (1985), “Consumer Complaint Handling as a Strategic

Marketing Tool,” Journal of Consumer Marketing, 2 (Fall), 5-16.

Gronhaug, Kjell (1977), “Exploring Consumer Complaining Behavior: A Model and Some
Empirical Results,” in Advances in Consumer Research, W.D. Perreault, ed. Atlanta,
GA: Association for Consumer Research, 159-65.

Gronhaug, Kjell and Gerald Zaltman (1981), “Complainers and Noncomplainers
Revisited: Another Look at the Data,” in Advances in Consumer Research, Kent B.
Monroe, ed. Ann Arbor, MI: Association for Consumer Research, 83-7.

Hauser, John and Steven M. Shugan (1983), “Defensive Marketing Strategies,” Marketing
Science, 2 (Fall), 319-60.

Hirschman, Albert Q. {1970), Exit, Voice, and Loyalty, Cambridge, MA: Harvard

University Press.




230

Holmes, John D. and John D. Lett (1977), “Product Sampling and Werd of Mouth,”
Journal of Advertising Research, 17 (October), 35-9. .

Krapfel, Robert E. (1985) “A Consumer Complaint Strategy Model: Antecedents and
Outcomes,” in Advances in Consumer Research, E. Hirschman and H. Holbrook, eds.
Provo, UT: Association for Consumer Research.

Krishnan, S. and V. A. Valle (1979), “Dissatisfaction Attributions and Consumer
Complaint Behavior,” in Advances in Consumer Research, William L. Wilkie, ed.
Miami: Association for Consumer Research, 445-9.

Landon, E. Laird (1977), “A Model of Consumer Complaint Behavior,” in Consumer
Satisfaction, Dissatisfaction, and Complaining Behavior, Ralph Day, ed. Bloomington:
IN, Indiana University Press, 31-5.

Landon, E. Laird (1980), “The Direction of Consumer Complaint Research,” in Advances
in Consumer Research, J. Olson, ed. Ann Arbor, MI: Association for Consumer
Research, 335-8.

Lord, Charles, L. Ross, and M. Lepper (1979), "Biased Assimilation and Attitude
Polarization: The Effects of Prior Theories on Subsequently Considered Evidence,”
Journal of Personality and Social Psychology, 37, 2098-109.

Mason, Joseph B. and S. H. Himes, Jr. (1973), “An Exploratory Behavioral and
Socioeconomic Profile of Consumer Action about Dissatisfaction with Selected
Household Appliances,” Journal of Consumer Affairs, 7 (Winter), 121-7.

Mizerski, Richard W., Linda L. Golden, and Jerome B. Kernan (1979), “The Attribution
Process in Consumer Decision Making,” Journal of Consumer Research, 6 (September),
123-40.

Oliver, Richard L. (1980a), “A Cognitive Model of the Antecedents and Consequences of

Satisfaction Decisions,” Journal of Marketing Research, 17 (September), 46-9.

Oliver, Richard L. (1980b}, “Theoretical Bases of Consumer Satisfaction Research: Review,
Critique, and Future Direction,” in Theoretical Developments in Marketing, C. W.
Lamb and P. M. Dunne, eds. Chicago, IL: AMA, 206-10.

Oliver, Richard L. (1987), “An Investigation of the Interrelationship between Consumer

(Dis)Satisfaction and Complaining Reports,” in Advances in Consumer Research, Vol.




231

14, Melanie Wallendorf and Paul Anderson, eds. Provo, UT: Association for Consumer
Research, 218-22.

Pickle, Hal B. and Robert Bruce (1972), “Consumerism, Product Satisfaction
/Dissatisfaction: An Empirical Investigation,” Southern Journal of Business, 7
(September), 87-100.

Reichheld, Fredrick and W. Earl Sasser (1990), “Zero Defections : Quality Comes to
Services”, Harvard Business Review, 68, 105-111.

Resnik, Alan J. and Robert R. Harmon (1983), “Consumer Complaints and Managerial

Response: A Holistic Approach,” Journal of Marketing, 47 (Winter), 86-97.

Richins, Marsha L. (1983a), “An Analysis of Consumer Interaction Styles in the
Marketplace,” Journal of Consumer Research, 10 (June), 73-82.

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

Richins, Marsha L. (1984), “Word of Mouth Communication as Negative Information,” in
Advances in Consumer Research, Thomas C. Kinnear, ed. Prove, UT: Association for
Consumer Research.

Robinson, Larry M. and Robert L. Berl (1980), “What About Compliments: A Follow-up
Study on Customer Complaints and Compliments,” in Refining Concepts and Measures
of Consumer Satisfaction and Complaining Behavior, H. Keith Hunt and Ralph L. Day,
eds. Bloomington, IN: Indiana University, 144-8.

Rust, Ronald Anthony Zahorik (1993), “Customer Satisfaction, Customer Retention, and
Market Share,” Journal of Retailing, 69 (Summer), 145-156.

Russo, J. Edward (1979), “Consumer Satisfaction/Dissatisfaction: An Outsider's View,” in
Advances in Consumer Research, W. L. Wilkie, ed. Ann Arbor, MI: Association for
Consumer Research, 453-5.

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

Singh, Jagdip and Roy D. Howell (1985), “Consumer Complaining Behavior: A Review
and Prospectus,” in Consumer Satisfaction, Dissatisfaction and Complaining Behavior,

H. Keith Hunt and Ralph L. Day, eds. Bloomington, IN: Indiana University.




232

Technical Assistance Research Programs (1979), Consumer Complaint Handling in
America: Summary of Findings and Recommendations, Washington, DC: U. S. Office of
Consumer Affairs.

Technical Assistance Research Programs (1981), Measuring the Grapevine-Consumer
Response and Word of Mouth, Atlanta, GA: The Coca Cola Company.

Technical Assistance Research Programs (1986), Consumer Complaint Handling in
America: An Update Study, Contract HHS-100-84-0065, Washington, D. C.

Tesser, Abraham and Sidney Rosen (1975), “The Reluctance to Transmit Bad News,” in
Advances in Experimental Social Psychology, Vol. 8, L. Berkowitz, ed. New York:
Academic Press, 193-232.

Tse, David K. and Peter C. Wilton (1988), “Models of Consumer Satisfaction: An
Extension,” Journal of Marketing Research, 25 (May), 204-12.

Valle, Valerie A. and Melanie Wallendorf (1977), “Consumer Attributions and the Cause of
Their Satisfaction and Dissatisfaction,” in Consumer Satisfaction, Dissatisfaction, and
Complaining Behavior, Ralph Day, ed. Bloomington: IN, Indiana University, 26-30.

Weinberger, M. G., Chris T. Allen, and W. R. Dillon (1981), “Negative Information:
Perspective and Research Directions,” in Advances in Consumer Research, Kent B.
Monroe, Ann Arbor, MI: Association for Consumer Research.

Weiner, Bernard (1980), Human Motivation, New York: Holt, Rinehart, and Winston.

Weiner, Bernard (1985), “An Attribution Theory of Achievement Motivation and Emotion,
Psychological Review, 92 (4), 548-73.

Yi, Youjae (1990), “A Critical Review of Consumer Satisfaction”, in Review of Marketing
1990, V.A. Zeithaml ed., Chieago, IL : AMA, 68-123.

Yi, Youjae (1993), “The Determinants of Consumer Satisfaction: The Moderating Role of
Ambiguity”, Advences in Consumer Research 20, 502-506






