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ZviAe] Ado] /19 TAol GFE | 404

ooy | FOF B (59 | %

Caee, | ARl FAR A A B | 33 | | 80
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2H| AL AMAR] FEAS JhAol | 3.99 %
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= vHE 3 A FuE EZ7|S=| 319 84

a1z | RO _ 8 |
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e BT 60 23 Qo] AT ST ATk = O shit oby

_28_



X—l =] U]—EH

Yron 57
At 9 270

AEE el W BEEE
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1. ZAHdY &HAY &4 4%

AP &nlake] ARSI FeE S <EDO AAIRE vhel ZTh =AM
& &Rl T 32 150%8(50.0%), A4S 150%(50.0%) % HEFS T &HAF T
Z1E2= 20198(67.0%), PlEA= 99WE3.0%E UENT =AY AR
< tehel 449, tEL 3677, AEolshs 89W o E YERY anA T A
A= 33278(69.2%), VH GA = 14878 (30.8%)01H A2 FAMA= 1337 (45.7%),
H A EZ 4n8akE 158 (54.3%) 0.2 =iyt AFA G AesEdo] 221
(10.5%), Bls==4o] 1887(89.5%)°1H A7 e LHlA= 239, A7} =
aBAE 178 o2 Yyt anjzke] AFYE AR A3 20071 554
30TH7F 567, 40T 629, 50t o]/fo] 127H o= BreRth. €8+ JHAASES
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<E3> ZAG sl B4 B
W M HNE (%)
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AZAR .
NE 201 (67.0)
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HAA K .
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dpaey | AEA o 133 (45.7)
HAEZMHGESH 158 (54.3)
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2| vl 4= 188 (89.5)
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A of B "
Feets 9e 178 (88.6)
. 200 55 (18.3)
;‘54_35 " 30t 56 (18.7)
SD-1048 | 40 62 (20.7)
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P 2005+ o] 3} 38 (12.7)
A 2= 201-4002+) 99 (33.0)
(M=430.62, 401-600%+¥ 71 (23.7)
5.D.=325.60) | gooutal =3} 92 (30.7)
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2o vre AvlAbs 909 (14.7%), F3HE 179%(75.0%), =2 AHlAE 319
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4 75 11 (%)

(M=11.23 S.D.=1.75) i} ﬁgﬁi 122 ggg
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= ] =1
&{41.;492 sp-1gy | =3 10-12 190 (63.3)
R =2 (13-15) 87 (29.0)
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A7 %24 ol
(M=10.44 S.D.=1.95) ii:}_ 83_% 1;? gggi
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ﬂﬁj{ﬁ; @S (10-12) 107 (35.6)
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o] -8 (1-3) 98 (32.7)
oA ETU S F %o (4-5) 139 (46.3)
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o] 92 (8-10) 12 (4.0)
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Tl =
£ £ EE UF B)
v 12.80
PR oo
¢ o] 4 12.48 1.08
) ne 12.59
Az oln =
dEF e 12.75 0.52
_ s 12.83
=]
=rH RESE 12.60 061
s 12.69
=] ] 1=}
Ader Do e 0.18
Amz) 12.74
4 22 of B o .
HEANY Gasamagz)| 125 064
AEFEd 13.18
= *
AzAe TS e 1.96
5.0
L sle 12.78
Adely O e 0.38
201y 12.63
301 12.67
o] &
B 400 12.82 0.16
500] o] 12.55
20091 o] 3} 12.18 a
BEE 201-4007+<] 12.95 LoD
AALE  401-6009HS) 12.90 :
6001+ % 3 12.30 b
¥ p <05, ** p< 0l *p <001
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=4 T3 5 D
A 5.85
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BA @
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228 :
A=A w A E R 2 JE ) 5.98 0.35
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A neEd A 5.90 0.13
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A &4 oo 584 0.07
20-29 A4 6.43 C
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o] & *%
= 40-494) 6.25 520 b
504 ©] 5.68 a
1-2009+< 6.23
oL 201-5007+< 6.11 197
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1,000+ + 5.88
*p<.05 * p<.01, ***p<.001
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ET AR oA ENt8-sls 2to] A5 A3
£4 TE R t/F D
A 4.46
2 Hoo Fkk
°= o A 3.94 282
, 7N&E 3.88
AEAN ) & 4.35 235
= 4.13
Zzo B —
& 7 o= 191 0.35
o) o
o7 el 1 A 3.96 )
= 1:10:]“!“ %}\4% 429 158
o A2 4.27
AZHAAT  azamagze 4.17 052
= AElFEH AF 4.72
Az sl A 120 1.17
= A 4.47
POREES o5 434 0.38
20-294) 3.87 a
30-394) 3.51 a
ol & Kkhk
il 40-49A4) 4.62 6.69 b
5041 o] 4 4.44 b
1-200%HY 3.81
A F 201-5005+ 4.30 0.85
THAAE 501-1,0009+ 4.22 :
1,0005H+ 4.23

** p <.01,

* D #*% p <.001
A e AR FAE OF Aole SAASE FonF zolvt

_40_



5. 2ule] BURSYE FFL AR
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S SYPHSTE FUIste] IAEAS JYsAn 1 AAdE <Eol| AAEA
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GESY AuALe] ENtS3ls FaF a<l IARA A
=T H E &3} £73)
(4 4=1) =37 -.13*
AF(F=H=) 20 .04
S (tHE=1) .04 01
A4 57 12%
71& -.05 -.01
ik -.18 -.15*
NALE .00 .00
B PR -.02 -.02
e P -.00 -.00
P =< -.07 -11%
Z1gel tig AnApal g -17 - 32H*
& 5.32%%*
Fak 3.47%%%*
R® 16
adjusted R* A1

* p<.05, ** p<.01, *** pd.001

6. 2| Ao A EXtSPFT FFL 3

v A A Bt S sl 4F PAE 8-S
3] A &2 (Multiple Regression)& 33ttt ouf,
T 9ol &HA A, AHA FHYH, Ar|2d, 7
B HAFES SHHUSTE o IJARHE
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AHo g FA Auz, Ao ESFE

o= A

<EO viAe] b H Bl RE I 29l ALY A3

ER ki H| 3% F3} ®F3h
(A 4=D -.45 -13%
AFH(FEdEA) -.59 -11
st (th==1) .25 06
A4 04 00
71&E -.30 -.08
A .34 23%%
7HA &= .10 .06
2R A ¢ .07 .08
Byl P el =12 -.13*
A7 zA -.03 -.04
Z1gel gk &nAp4Ll E -.14 -22%F*
R 2.98%**

Fak 2.86%*

R* 13

adjusted R* .08

* p<.05, ** p<.01, *** p<.001
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<100 2ARY g3z aEA Axel IFeld = A3 A5
aEEs  wes FaEd 7
i Q9xsE  gelRs) t gk SMC FZz A=
(B (B) (AVE (C.R)
o]l 83 53 8.10%** 28
2 9] 2] 2] Q)2 1.02 77 10.62%** 59 63 83
A3 1 78 60
=41 .99 80 11.52%%* 64
494 =42 1.16 80 11.55%** 65 76 .90
343 1 69 48
EX 1.27 72 7.68%**% 52
27 24 222 1.03 66 7.68%%% 44 55 79
%43 1 62 39
2181 1 52 27
719 2152 1.31 73 7.79%%% 54 5 %
] e A R R 1.37 75 7.84%*% 56 ' '
2154 1.15 65 7.40%*%% 42
1 1 47 22
RS o) $2 1.16 55 5.64%**% 31 39 65
23 1.55 72 5.79%** 52
of g B-uh o} 1 83 69 6 %0
- o}A3 2 82 74 8.03%** 56 ' '
AGAHZCR=(T EFZFHA)? (X EFZAX): «(=HWF0 0 218H)] > 0.7
PAFBEAFZZZHAVE)=(X 23X (X FFFA X! IHZA M52 2213)] >0.5
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(GFD, A AFAFAGF) 5L 7|Fo2 A3t A RF ] s 7|&5
stz|4=¢l GFI, AGFL, CFL, IFI Zto] 0.9KHt 29 HJ=Z ztx Ao g #AAH3
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ABSTRACT

Effects of consumer psychology and consumer trust

in companies on consumer complaint behavior

Lee, Mi Na

Dept. of Living Culture & Consumer Science
The Graduate School

Sungshin Women’ s University

This study analyzed the effects of consumer psychology and consumer
trust in companies on consumer complaint behavior and malicious consumer
complaint behavior. First, the following variables were selected: sense of
obligation, sense of sovereignty, and self-control (consumers’ psychological
characteristics) as independent variables; consumer trust in companies as a
mediating variable; and consumer complaint behavior and malicious consumer
complaint behavior as dependent variables. Analyses were subsequently
conducted to measure sociodemographic-specific differences in these
variables. Second, factors affecting consumer trust in companies, consumer
complaint behavior, and malicious consumer complaint behavior were
explored through regression analysis. Third, an analysis of covariance

structures was performed to ascertain the relationships between the three
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psychological characteristics of consumers, consumer trust in companies, and
consumer complaint behavior.

Through Insight, a market research firm, a survey was conducted in July
2021 targeting 300 male and female adult consumers living in cities across
Korea. Survey items were centered on consumer psychology, consumer trust
in companies, public/private complaint behavior of consumers, and malicious
consumer complaint behavior. The compiled datasets were analyzed using
SPSS for Windows and the AMOS software package while employing t-test
and ANOVA to measure sociodemographic-specific differences in consumer
trust in companies, consumer complaint behavior, and malicious consumer
complaint behavior. Additionally, to investigate factors affecting consumer
trust in companies, consumer complaint behavior, and malicious consumer
complaint behavior, a regression analysis was performed. Lastly, the analysis
of covariance structures was conducted using AMOS to verify a structural

model created in this study.

The major analytical findings of this study are as follows: First, the
analysis of sociodemographic-specific differences in consumer trust revealed
that residents in the Seoul Metropolitan Area with a monthly household
income falling in the range of KRW 2.01-6 million exhibited a high level of
trust in companies. In contrast, research participants with a monthly
household income of less than KRW 2 million showed the lowest level of
trust in companies.

Second, according to the analysis of differences in consumer complaint

behavior, female, married, and young consumers were active in filing
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complaints. In terms of age, those over 50 were the most passive in terms
of complaint behavior, while those in their 20s were the most active. This
implies that those in their 20s are active in sharing their dissatisfaction
online.

Third, men, singles, and those in their 40s and 50s were active in terms of
malicious consumer complaint behavior. This highlights the need to develop
various educational programs and campaigns targeting these consumer groups
to eradicate such behavior.

Fourth, the analysis of covariance structures presented the negative effect
of two psychological characteristics of consumers (i.e., sense of sovereignty
and self-control) on consumer trust in companies. In other words, consumers
with a strong sense of sovereignty and high self-control show a low level of
trust in companies. Meanwhile, the mediating variable of consumer trust in
companies negatively affected both consumer complaint behavior and
malicious consumer complaint behavior. This means that consumers who
exhibit a low level of trust in companies are active in lodging their
complaints against them. Given that consumer trust in companies can reduce
consumer complaints, companies must redouble their efforts to build

consumer trust and loyalty.

This study confirmed that consumers’ sense of sovereignty and
self-control can lead to consumer criticism toward companies, lowering
perceptions of corporate reliability. It also ascertained the effect of consumer
trust in companies on consumer complaint behavior and malicious consumer

complaint behavior. Thus, from a company’ s perspective, gaining consumer
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trust is key to substantially reducing consumer complaints.

This study is significant in that it provides fundamental insights into the
relationship between consumers’ multiple psychological characteristics and
consumer complaint behavior. In addition, it can serve as a powerful
reminder as companies seek to incorporate consumer trust into their strategic
planning and decision-making. In sum, this study reaffirms the importance of
consumer psychology in managing consumer complaints, leading major
stakeholders, such as consumer organizations, governments, and companies,

to leverage the findings to formulate strategies tailored to them.
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