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q 14 9
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Huefner and I HE g3, A% B4 34, 4d8E,
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Reynolds(2003) (dysfunctional customer behavior) | #| &} %2
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sholom, Zkzkol @l dete] Hd FFAAE A H R
o2 AR ARSI A A A Wao] mE AR F3, 71gel
gk 214, A E A ek 12, oA EF T v AR gk A
AL o] AolE  Holr 7] 9l t-test, UYEAHEA(One-way
ANOVA)E AAstdorn, Jd 1o FAZQl AolE dolr 7] 913
Duncan’s Multiple Range TestZ o] &3lo] AT HZES 2 A3}
A EF O ' ALY ARS| A Al A Wl v 3, 71l dig
14 B uAgE A g Ao mE o4 H =HPET Al gt
AU 2ot #HAste] AWFEe] FdF dFHS AHRT] 9]

DA (Correlation) S WA AHE & EE2W=o f3r #d WESo
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E A1 2R AE A AE 54

N(%) = 313(100.0%)

W4 g N(%) M(SD)
e o] A 211(67.4)
°T A 102(32.6)
20 90(28.8)
30tH 58(18.5) 10974
o] 40t) 60(19.2) ( 1'3 "
50th 90(28.8) '
60t o] A+ 15(4.8)
LZFol &} 76(24.3)
- A= 65(20.8)
o =ES 140(44.7)
el oA 32(10.2)
A% n & 104(33.2)
o] B 7 & 209(66.8)
RS 214(68.4)
AFA N
rd 2 39 a) 99(31.6)
300w o] &t 68(21.7)

3 3019 ~400%H 9 o] s}t 59(18.8) Lo
A 570.909F
4019+ ~5002HY o] 5 61(19.5)

A2 - @ elet (580.227)
50159760079 o] st 49(15.7)
6017HY o] A 76(24.3)
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<3 4-2> MR 73 814
g = QOIT | 29I | LM | K | M(SD)
L of| Aol 7loF 7pg vhgoll mi AES A 5 0.903 | -0.007 | -0.018 | 0816 |3.280090)
=7 7] olgi}
2. oJ| Age] Aol 7P 24 wtkely] oyt 0.869 | -0.078 | 0.031 | 0762 [342(0.8%)
3 AAFES F7F YT wolA) oW AHES Melslor | 0.827 | 0.023 | 0157 | 0710 |352090)
) ol
U] RS UERE S ol AES Asgit ~0.048 | 0.901 | 0.024 | 0815 |321(0.86)
. Bl ARtk ApgEE AFS dasi ~0.046 | 0.888 | 0.003 | 0790 |3.15(0.83)
SANE B p Aesls AEL Ads o=tk | 0.037 | 0536 | 0272 | 0363 |291084)
7. vhake] o]olutt Tl o] ¢Jak 2uAES @tk | 0.000 | -0.034 | 0.804 | 0648 |308(0.74)
8 7Ho] HE 870l si7h 54 W= ABAAES | -0.072 | 0277 | 0752 | 0648 |298083)
Tuj g
9. ok, =523 5 &Y 719 A% 0.270 | 0.067 | 0.690 | 0553 |357(0.29)
FolelA] perh
A3 2339 | 1978 | 1789
A A (%) 26.0% | 22.0% | 199%
2 (%) 26.0% | 480% | 67.8%
0657
Cronbach’s a 0842 | 0707 | 0643 )
(AA)
340 | 309 | 321 324
M(SD)
079 | 067) | (063) (0.44)
22A1 @ $HFE 2zt
fm A &n A
QA : &% AnA
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<E 4-3> 2vlRpe] A Hyo] mE zuld fYe) Aol
N(%) = 313(100.0%)
g9l EX EXIh
=4 73 SgRean UL #98 2
M SD | D? M sp | D? M sp | D?
. o] A 353 | 0.73 308 | 065 320 | 058
°" A 315 | 0.83 310 | 071 323 | 071
13 4.100*"* -0.253 -0.372
200} 334 | 0.73 321 | 062 a 303 | 066 b
304 321 | 0.76 254 | 067 b 302 | 054 b
¥ 404} 350 | 0.65 319 | 053 330 | 053 a
50 352 | 0.89 305 | 073 | ab | 343 | 064 a
60t o] 4 345 | 081 313 | 089 | ab | 338 | 045 a
P 1.801 2774 7.048""
ek 352 | 0.76 a 300 | 064 333 | 054
e A= 332 | 085 | ab | 326 | 063 326 | 0.69
o = 345 | 071 a 304 | 064 315 | 061
thshel o] A 309 | 087 b 319 | 088 314 | 072
P 2.856" 2.405 1.642
AE u & 334 | 075 316 | 066 307 | 063
o] 1. NE 344 | 0.79 306 | 067 328 | 062
t%k -1.078 1.342 -2.937"
Az g 345 | 0.77 308 | 068 319 | 066
T Fred 9@ F9A 331 | 0.79 312 | 064 327 | 055
7k 1507 -0.4%6 -1.049
30099 o] 3} 337 | 087 303 | 066 325 | 062
477 | 3017-97400%H ) o3k | 344 | 064 302 | 063 336 | 057
A | 4013F 275008 o) 3k | 340 | 0.76 320 | 068 313 | 065
25 | 5013976005 ©)3t | 345 | 0.85 313 | 0.70 325 | 061
60199 o] 4 338 | 0.78 309 | 068 311 | 066
FH) 0.113 0.728 1.779

2D : Duncan’s Multiple Range Test 2 3}

P < .05 TP < .01,

P < .001

_34_



o
14

-

T

k)
gl

3. 71l o
1) 71l o
ZAP A ] A E

Ho & o
X ~
"y oTII oo oples
S HI s X Ot e :i z
NI Ao il N :
oo ) T §al w7 - 5 &
< Thy _ it x
I o -~ &P = B S g
o 4 . Of S = ﬁl 0y a <
5 : Fad o Ty =
T o N — I o < 2
< o Yy o © 2 e
X o) o - G z 5
wom oW = = 7 e "
VARSI = o W &) ﬁﬁ%ﬂq T,
p o ool o S c g
op > gl > ol .
W e - B D < i r
., Oy oh- o F 5 ) o - iy
i g - an wn T
s 4 ,_lw_u;.._ = y MW_ HL HL o o) OﬁE
~ _o o ‘q L o ‘7
w BT X Eoo 4 R -
oy < ol m 3 e 5 X
~ & 0 S o o : au__ 52
7 K T oW o &@.mp_gﬁﬁﬁ.&mg
Ea) o ° e e #2253
S % 0 B B M T kW
< o W W m B ow T o T T
N o o mqﬂﬁﬁwgqﬁa
o~ T \
N i mﬁ Wz = M n = om o -
& _ g e o o W N )
- 5 oo w T O S & -
3 w3 - 2N & < m iy
TR G e o T B ® o 3
ool ol 5 mzﬂayﬁ %GQ_sLﬂ
il of _ = X =z B S o B T
gg%%i,,%ﬂ&vwﬂ%ﬁ@%%
—_— | To i W_| _ =~ = Mu = <r - ﬂ/v o % el
TS I ) X o3 5 N 4 EE g v
oF Mo = % r ™ 9  Z o & .,
- = - , TP T s T
oA T _ A 5
XA T W o _w,_ 4
o HH

o] o
H

’] E—}\OE L O jL . 1-09 ) ]

EH—O—ﬁ]—E}’ 3
= s3tt} 39889 o=



F 44> AFERbel Uigk 714 giS 1A alEA

g = Q9T | LI | LM | K | M(SD)
L 719e Btk 9% S5 o AHETH 0.880 | 0.145 | 0.061 | 0800 |363(0.86)
shgit.
2. 719 AL Fujslele Bl Fait 0.776 | 0.321 | 0.113 | 0719 [396(0.78)
3. 719E Fdgk 2nRTh A5 golais AHAlAl | 0136 | 0.888 | 0.167 | 0835 [4.000.81)
BAS 9 slEh
4, 719 28 A2E AR A HriRAkS i 0.352 | 0.793 | 0.077 | 0759 [3980.82)
A xuApo) A aTF oz et
5. 719E M aHAEA A oA giAst JdEAlel [ -0.044 | 0.099 | 0.878 | 0782 [3610097)
i R R o e
6. 7192 Eafudel dia) 2u|RSol A Abde] F2a | 0226 | 0127 | 0.820 | 0739 |3840.3)
oOFA) ket
LR 1574 | 1568 | 1493
2 A H 2 (%) 2%2% | 26.1% | 24.9%
2 2 (%) 2%2% | 52.4% | 772%
0.729
Cronbach’s a 06386 | 0729 | 064 )
(RA)
381 | 44 | 372 386
M(SD)
072) | 072 | 077 (055)
8AT1 : A AAF I tht <14
QO : EFH3 Evtrn o] gk o2
QO : B ARAFTA gigk A4
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<E 45> 20Ae) QA E4o) we slel mg 14l Aol
N(%) = 313(100.0%)
ael ol 29 5
g o S e g
=4 2y FA 2 EFH3 EFES 4 AA
5 153 29 3] 1 Bty A ARAF .
M |sSD|D | M |[sD|D?” | M |[SD|D?”| M |SD | D?
- o] 4 3.79 | 0.67 4.00|0.72 371|071 3.83 | 0.50
e T 387081 4121073 3751090 391|065
3k -0.828 -1.348 -0.398 -1.163
20t 3771072 3.99 | 0.68 3731069| ab | 383049 ab
30tH 3.90 | 0.65 4.1310.60 403|065 a |4.02[054]| a
S 404} 3.85(0.72 410 0.71 375(0.70 | ab |3.90|057]| ab
500 3791 0.76 393085 346089 b |374]058] b
60t o] 3.82(0.70 410 | 0.66 397 |0.77 396|053 ab
Fh) 0.345 0.634 5.622°" 2.580"
FEL! 369|059 3.870.74 362|073 3731048 b
e AR 3.8210.86 4011073 356 | 0.86 380 (0.63| ab
o 0z 3.85(0.73 4151073 3.8310.76 394|057| a
3t o] 398|057 4.02 | 0.60 3.81 | 0.69 3.94 | 0.40
F) 1.497 2530 2514 3.098"
A% o & 3.82|0.67 4.06 | 0.62 3.810.65 3.90 | 0.46
o 7 7% 3.81(0.74 4.030.77 3.68|0.83 3.84 1059
3k 0.126 0.476 1.376 0.801
- A& 3791 0.73 40210.75 370 0.76 3.83
T Fed 2@ B9A | 383067 409 0.65 378 0.80 301
3k -1.021 -0.863 -0.824 -1.178
30099l o] &t 3711078 3.96 | 0.69 379 0.70 3821056
233 | 3019+9~4009+9 o] [ 3.92]0.60 402063 3731067 3.89 | 0.50
7HA | 4019H7500%H 9] o] 3t | 3.95 | 0.58 4111062 3741 0.83 3.930.43
25 | 501976009 ©13} | 3.80 | 0.89 420 0.90 3.89 | 0.75 3.96 | 0.64
6011H) o] 4 3731 0.69 3.96 | 0.76 35410.86 3.75 | 0.58
FH) 1579 1.226 1.721 1.676

2] : Duncan’s Multiple Range Test 2 7}

TP <05 7P <01,

TP <001
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<3 4-6> 2HAF frPol mhE gl did 1A ] Aol
N(%) = 313(100.0%)

291 8910 L9l Z1gel dig 94
24 &3 FA A3y [EFPI} BN A (EZES AEAF AA
M |sD|D | M |[sD|D”| M [SD|D?” | M | SD | D?
4 14151081 | a |426]08 | a |368] 115 403 | 075 | a
o o B
TS = 13750065 b | 398|068 b | 370|065 381 | 049 | b
Z~H]| 2}
3 | 394|091 | ab | 420|078 | a | 388 | 1.05 401 | 065 | a
FH] 5.377" 3.325" 1.012 4.047
A | 387 | 067 405 | 0.72 357 | 0.81 383 | 0.49
MEA | _
i | T 3.80 | 0.69 401 | 0.70 373 | 0.74 384 | 052
s | 384 | 087 415 | 0.80 385 | 0.86 395 | 0.70
FH) 0.225 0.761 1.598 0.770
2| 398 | 0.69 399 | 0.80 365 | 0.74 387 | 052
#2494 |
i | F 381 | 0.70 406 | 0.70 373 | 0.74 387 | 056
s | 366 | 0.79 399 | 0.80 376 | 0.98 380 | 0.53
FH) 2264 0.287 0.287 0.258

A1) : Duncan’s Multiple Range Test 2 7}

P <05 P <01, P <.001
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0.73)
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<E 48> 214 EA4ol mE wAgEAe] e 49 ol

N(%) = 313(100.0%)

EXN adn EX !
y . aspdge | ade | amsgay | SATEEN
it TE ey AT 93 w5 A
M |sSD|D | M |[sD|D?” | M |[SD|D?”| M |SD | D?
. o] 3.17]0.67 319 0.62 3.070.70 3.140.43
e 3 3.15|0.75 3.16 | 0.76 311078 3.15| 0.54
7k 0.223 0.304 -0.485 -0.003
20T 3281063 3.15|0.64 315075 3.190.42
30t 325 0.65 3.09 | 0.68 299|067 3.1110.47
A 40t 3.09 | 0.67 3.15|0.63 2.96 | 0.62 3.09 | 0.43
50t 3.070.79 3.2510.75 3171077 317|055
60T o] 4 3.00 | 0.65 3.40 | 0.43 2.970.88 3.12 0.40
Fu) 1637 0.925 1.237 0523
1% o] 5} 3.1110.74 332064 3.08 | 0.66 3.17 | 0.42
- ARz 318/ 0.72 311|057 3.06 | 0.73 312 0.47
o = 3.210.64 3.16 | 0.70 3.08 | 0.76 3.15 | 0.47
B R AL 3.06 | 0.78 3.08 | 0.75 313|074 3.10| 0.57
Fu) 0.565 1.562 0.060 0.257
AE n & 3.2710.66 314064 3141074 3.18|0.45
SR 7E 3.110.71 3.20 | 0.69 3.05|0.72 3.130.48
7k 1.867 -00.804 1.026 0.966
o g 312|072 3121069 312 0.72 3.130.49
T Fxd g2 F9a |325]063 331060 3.00 | 0.74 3191 041
7k -1504 -2.411 1.273 -1.095
300%H$1 o] 3} 3.30 | 0.68 3211070 3.070.77 3.190.48
A5 7 | 3019-97400%+9 o3} | 3.29 | 0.64 317063 3.06 | 0.61 3191 041
ZHA | 401%F17500%F<) o] & | 3.05 | 0.68 3.07 | 0.64 289 | 0.71 2.99 | 0.44
A% | 501976005+ )& | 3.110.67 319 075 313/ 0.78 3.16 | 0.52
6017HS1 o] A+ 307|076 3251065 32310.73 3.19 0.49
Fu) 2.014 0.673 1.929 2.069

A1) : Duncan’s Multiple Range Test Z 3}

"P< .05 TP <.01, TP <.001
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N(%) = 313(100.0%)

89l [9I Qm IARGA o
2 o9 |AAT BAY| ALY ARY  |zARRAY 9| A4 AA
M |SD|D” | M |[sD|D” | M |sD|D¥ | M | sD | D?
A | 306 | 078 2051082 | b |28 101 | b |29 |068]| b
SR
R = | 316 | 062 317 | 061 | ab | 306 | 064 | a |313]042]| a
Z~H]| 2}
s | 329 | 099 3431079 | a [336]08 | a |33 ]049| a
FH] 1.036 4.657* 3.972* 6.655™
A | 328 | 073 330 | 077 | ab | 294 | 0.81 3.18 | 0.49
TRAY Zj|
j ° = | 311 | 067 311 | 064 | b | 309 | 0.68 311 | 0.44
Z~H]| 2}
s | 328 | 0.75 337|066 | a | 315|083 327 | 054
FH] 1.901 3.983* 1.059 2.350
A | 322 | 078 3.24 | 069 205108 | b | 316|061
#24
Aa] = | 318 | 064 316 | 065 305 | 069 | ab | 313 | 042
Z~H]| 2}
3 | 3.02 | 0.89 323 | 0.78 341 | 071 | a | 323|052
FH] 1.058 0.372 5.146* 0.790

2] : Duncan’s Multiple Range Test 2 7}

P <05 P <01, ™P<.001

_46_



A

Ao mE NG Oig A9 o
5 9] (p<.01)7} 9

714l
4-10>3 2ot

]

713l

?-_].'

A
it

<

o

=

o}

2 A Al

ERERRD
o AolE el

4) 714l o

.

1

o]

Eis

]

Ax}, TAo A

=

B

il
-

)l

Ao w e,

SEEE)

3

2

2ol 7F Qs WS R UEwkT
A 9]

zel
il

g

X

o

I

314

=]

"_

0% eyt

=

?_]/\1

S

3

O]

o

T

9
pul

o3

(p<.05)e]
S ARA ol

ar

o

ol

B

=

Aol

1

9
i

9

[e)

i

3] 9] (p<.001),

=

J o]

2

Al (p<.001) 7}

] %

S
fa

o])j|

L=,

FR 2 (p<.001), 71geol ojsh
<] 3] 9] o]

-

hus
)

=]
=

ki3

7 €]

3

7 e e

LN

=

B

_47_

o= eyt



Z1del gigk Q14 AAo dis] FAgHoez A= HidrHyg F45
o2 AstE Huo] uAdEHe At g QAAE FAARA AL
2 YERsoh

<E 4-10> 7149 el wE aAggAY Wik Q12 9] Ao
N(%) = 313(100.0%)
EXIN EXN Q9m IS o
207 49 [ A9 w3Y| Ade AR |(nANGEY 9¥| Ay AA
M |sD|D | M |[sD|D”| M [SD|D” | M | SD | D?
| 293 | 091 297 | 087 2681100 | ¢ |28 |062]| b
O _
qozg| & | 32|08 320 | 065 305|067 | b | 316|044 | a
a | 311 | 072 321 | 062 339|065 a |324]043]| a
Fy 2316 1.705 11.090** 7.059™
A | 323 | 081 320 | 075 2771 083 | b | 308 | 059
3R

wanyg| T | 316|064 3.17 | 061 313|065 | a | 316 042

a | 3.09 | 0.79 318 | 0.84 329 | 078 | a | 318 050
Fy 0.546 0.048 7.812"* 0.744
A4 1333075 a 322075 3.10 | 0.74 323 | 0.44

!

Z 315|064 | a |315] 062 306 | 0.69 312 | 046

ARAF

a | 284093 | b |338]|087 3.19 | 1.03 315 | 0.64

FH 4.475" 1.142 0.331 1.314

719l | 4 | 336 | 077 320 | 0.76 284108 | b | 315|051
z:yl_

aa | T | 315065 3.18 | 063 306 | 068 | b | 3131 046

Ax | % | 304 | 083 3.13 | 082 350 | 079 | a | 3221 049

Fy 2301 0.123 8.774*** 0.579

A1) : Duncan’s Multiple Range Test 2 7}

P < .05 7P < .01,

TP <001
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<E 4-11> o484 =9 ds

sl Ge AnAEHE 29

B yS|

R4 -
g = 29T | 2910 | K | MSD
Lok 9le st A 2vde] AU 272 ohgd 2| 0.805 | 0.124 | 0664 [311(1L02)
s AulAtolT)
2. 8l 7199 YA i 22 AAlshk: A& &M 0.766 | 0.127 | 0603 |2.66(1.01)
A AFow oA Ees LH|ztoltt
3 AT WS st AL A AU e E odH 58| 0746 | 0204 | 058 [335(0097)
& ZH|ApelT),
4, AFo| ol&do] ¥HE AS AAA It glee®E S| 0.707 | 0.119 | 0514 |279(1.12)
S8k AL oMdF BWdE Aotk
5 &RAPE AAeES dolA #xe 547 BAE 876k 21| 0.030 | 0.838 | 0703 [38(0.74)
< 2R AU 8GR oA B s An|Atelt)
6. EHloly Aol FAMES FEshllths 2s o A2 &| 0127 | 0759 | 0592 [376(093)
HAke] A o e oA Evels An|Rtolr)
7. 2B|A7E AF HE7R] AgglE FArEE S8k | 0.176 | 0748 | 0591 3420083
& A AUR e R A ER AT AuRtolt,
8 AHIA} AlEE AHES ol F ukgoluy wdkE aeh= A & 0275 | 0.669 | 0523 [333(095)
vz A e tw opd A Edels An|Rtelt)
ELE 2415 | 2372
A A (%) 30.2% | 296%
2 (%) 30.2% | 599.8%
0.789
Cronbach’s a 0770 | 0.763 i
(%1A)
298 399 329
M(SD)
0.79) | (066) (0.61)
2T AYFEE Ln Aol dig 04
KO wo A AT LnA] T Q14
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CE 4-12> AHAe] AuE Sxo] wE o4y RPBE Lulol
e aul A Ee] Aol
N(%) = 313(100.0%)

Py XN SFEESEES
- e 29H FHYF | 2Rl A
54 T A4 297 i A E A

M |sD|D” | M |sD|D” | M | SD | D?
. o] A 294 | 0.78 356 | 0.66 326 | 061
°" T4 304 | 0.82 365 | 0.67 335 | 059
tak ~0.996 -1.140 -1.278
20T 264 | 071 | ¢ | 358 [ 064 311 | 046 | ¢
30t 278 | 076 | ¢ | 344 | 061 311 | 055 | ¢
S 404} 326 | 082 | ab | 360 | 0.69 343 | 070 | b
50 317 | 070 | b | 365 | 071 341 | 062 | b
600 o] 353 | 086 | a | 387 | 056 370 | 064 | a
Tl 11.116™ 1633 7.141°"
Z o] 3} 312 | 074 | a | 361 | 063 337 | 058
. A= 310 | 084 | a | 353 | 078 332 | 068
o e 292 | 076 | ab | 360 | 061 326 | 056
et o] A 264 | 087 | b | 361 | 073 313 | 067
Pl 3.642" 0.203 1.356
AE nE 257 | 0.70 363 | 057 3.10 | 047
o] 5. 7NE 318 | 0.76 357 | 0.70 3338 | 064
tak ~6.806 0.839 -4.287""

o g 291 | 0.78 361 | 067 326 | 059

T S 9@ FGA 313 | 0.80 354 | 065 334 | 063
tak -2.293"* 0.925 -0.988

3009+ o] 3} 297 | 0.76 362 | 063 330 | 055

ooy | SOTEERTA00RS ol3h| 303 | 0.78 352 | 0.68 327 | 061
7;”";5 4017175007 <] 1@k | 294 | 0.70 350 | 059 322 | 056
7| 5017HT600%HS o3k | 3.08 | 0.89 364 | 0.72 336 | 070
6019-9 o] Ak 291 | 0.84 366 | 0.69 328 | 062

Pl 0.454 0.785 0.375

2] : Duncan’s Multiple Range Test 2 3}

"P< .05 TP <.01, TP <.001
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<E4-13> M)A F e mE oA R dE LAkl i

N(%) = 313(100.0%)

—
2H2 73 A gLy 2uA |(19FH PP F ¥ A _,‘:;]X}EHE %i:‘ﬂl
M SD D? M SD D¥ M SD D?
¥ 302 | 093 387 | 076 a 344 | 073 a
[eE<In=]
T R - - I~
A = 295 | 0.72 352 | 065 b 323 | 055 b
el 316 | 1.04 378 | 058 a 347 | 074 a
jaad] 1.288 6.148" 3.962"
2 287 | 083 341 | 076 314 | 064
N4 - .
vl n = 300 | 078 363 | 060 332 | 058
3} 207 | 082 359 | 081 328 | 066
FH| 0.529 1.957 1541
2 203 | 085 372 | 077 333 | 069
84 _ _
. = 302 | 078 355 | 0.64 329 | 059
el 280 | 083 366 | 064 323 | 061
jaad] 1.472 1611 0.265

A1) : Duncan’s Multiple Range Test 2 7}

P <05 P <01, TP < .001
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<E 4-14> 719l U@ Aol mE ofyH BRAE 2uRe] uF
ol e o] Fol
N(%) = 313(100.0%)

XN XN ddd EHIPF AH| A
71l g A4 A GEE 28" |19 FAYPF L8[ O3 2 AHE AF
M SD D¥ M SD D M SD D
o 4 | 208 | 118 376 | 077 a 337 | 080
o | T 29 | om 363 | 059 a 331 | 056
o & | 295 | 077 33 | 079 | b 315 | 064
Fu] 0.047 5.556" 0.985
o 4 | 319 | 0% 376 | 064 a 348 | 067 a
23Ye
ponn | | 22 | 0w 358 | 062 | ab 325 | 058 a
U g | 206 | o 341 | 083 b 318 | 060 b
Fi] 2758 3.750° 4117
pomg | 2| 310 | 087 | b 370 | 057 340 | 057 b
j;fﬂ; % | 289 | 073 b 354 | 065 322 | 057 b
ce & | 352 | 093 a 378 | 093 365 | 083 a
FH] 7.679% 2413 6.958"
e g | 2| 31| 10s 365 | 062 a 338 | 067
O]‘; 3} q]” = | 295 | 075 363 | 063 a 329 | 058
<! ‘__X
B & | 303 | 074 323 | 081 b 313 | 065
FH] 0.789 6.125™ 1710

A1) : Duncan’s Multiple Range Test 2 3}

P <05 TP <.01, ™P<.001
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<HE 4-15> g gigh Ao wE gy BHPF v Aol
o g AH AR o] A}l
N(%) = 313(100.0%)
ey ey 5 EH 9% 2R
v M | SD | D | M | SD | D' | M | SD DY
aegaa | F | 30 | o8 375 | 061 337 | 054
g z | 207 | 075 354 | 063 325 | 058
s | 301 | 099 360 | 0.88 331 | 083
Fu] 0.074 2613 1.049
a5 A | 295 | 083 370 | 058 332 | 058
B = | 29 | 076 350 | 068 329 | 059
s | 289 | 079 343 | 0.69 316 | 062
Fy] 0.346 2.802 1.410
wagage| * | 20| 09 364 | 068 319 | 068
- % | 301 | om 355 | 065 328 | 055
T g | 308 | 09 369 | 073 339 | 076
Fy] 2,970 0.861 1.221
e e | | 29| 08 378 | 058 334 | 058
ax an | | 27| 0B 354 | 064 325 | 058
& | 298 | 08 355 | 077 327 | 069
Y] 0.144 2.783 0.475

A1) : Duncan’s Multiple Range Test 23}

"P< .05 TP <.01, TP <.001
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q 29 otdd EHAE 2H ol
. F4UH aausy sud A aRE The eaas a4
B(B) B(B) B(B)
A% 0.009(0.152) 0.014(0.267)™ 0.011(0.248)"
LT M LS ~4.102E-006(-0.003) 2,019E-005(0.018) 8.04E-006(0.008)
Ay Y 0.071(0.042) 0.092(0.065) 0.081(0.064)
1% 0|8 0.104(0.056) -0.015(-0.010) 0.044(0.031)
ALz 0.159(0.082) ~0.049(-0.030) 0.055(0.037)
ojatel o) ~0.255(-0.099) 0.022(0.010) -0.116(-0.059)
F53 2 BN 0.182(0.107) -0.012(-0.084) 0.031(0.024)
& -0.413(-0.249)" 0.346(0.247)" -0.033(-0.026)
SR 2207 0111(0.110) ~0.036(-0.042) -0.074(-0.09)
WA 2l -0.033(-0.028) -0.078(-0.079) -0.055(-0.062)
SRS -0.094(-0.074) -0.017(-0.016) -0.055(-0.058)
Al #9)3]y] 0.024(0.022) 0.162(0.176)° 0.093(0.112)
23U Bvhig 0.042(0.039) 0.043(0.047) 0.043(0.052)
BEEG AWAT ~0.051(-0.049) ~0.034(-0.039) ~0.042(-0.054)
Aspge 84 0.021(0.019) 0.022(0.022) 0.021(0.025)
Agle) A% ~0.004(-0.003) 0.120(0.121) 0.058(0.065)
aAgEA g -0.086(-0.079) 0.072(0.078) -0.007(-0.009)
e 3537 2004 2771
2] 4.280™ 20997 2415"
R? 0.203 0111 0126

A1), SFE(HE), AFA (),
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ABSTRACT

A study on the consumer behavior

on malicious complaint behavior of consumers

Lee, Hye Young
Dept. of Living Culture & Consumer Science,
Graduate School of

Sungshin University

The malicious complaint behavior consumer is a consumer to claim
complaint for compensation by abusing the weakness of the company
as the means of own profit.

Thanks to the change of the time, if any complaint to consumers is
distributed to the media via internet without clear cause on products
and services, the relevant company receives a serious damage. Such
some consumers raising malicious complaint used to contact the
relevant company directly, to abuse verbally, and to threaten to
distribute to media like internet. In severe cases, they demand money
and valuables.

The damages of the company by malicious complaint behavior

consumers lead to the good general consumers. That is to say, the
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excessive demand of malicious complaint behavior consumers increases
A/S cost and marketing cost to restore damaged corporate image. And
such burden leads to the product cost increase and general consumers
have to take burden for that cost. However, most companies used to
accept such demand even though they know it improper simply
because to avoid any negative ripple effect. And, by abusing such
point, malicious consumers demand inordinate compensation to the
company by raising willful consumer problems.

In order to prevent any damages by malicious complaint behavior
consumers, it i1s necessary to examine the awareness of the complaint
occurrence companies and the customer services centers of relevant
companies. And, it needs to exercise proper consumer right through
consumer behavior against malicious complaint behavior consumers.
Accordingly, the aim of this study is to examine the awareness of
complaint occurrence companies and the customer services centers of
relevant companies, and also to examine consumer attitude against
malicious complaint behavior consumers. The research results are as
below.

Firstly, as for the consumer types of consumers, it was classified
into indecisive consumer, characteristic consumer and ethical
consumer. Women, high school graduate and below, and university
graduated consumers were higher in indecisive consumer type. If
consumer age level is 20s, and 40s, they showed higher characteristic

consumer type. Consumers in their 40s and married had higher ethical
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consumer type.

Secondly, as for the awareness of the complaint occurrence
companies, indecisive tended consumers had more negative awareness
of evasion of responsibility of company’s consumer problem, and
unfair complaint compensation than other general consumers.

Thirdly, as for the awareness of customer service centers against
product complaint occurrence, low indecisive consumer tendency, and
low characteristic consumer tendency had higher awareness of the
specialty of staffs in the customer service center, and overall
positively aware group on the company had positive awareness on the
role of customer service center.

Fourthly, as for the consumer behavior against malicious complaint
behavior consumers, consumers of over 60s and married consumers
had overall higher consumer attitude against malicious complaint
behavior consumers. And, consumers of over 60s, college graduate and
below, capital and metropolitan area consumers had higher awareness
on right abuse type consumers. Consumers with higher or lower
indecisive consumer tendency had higher awareness on the willful
malicious behavior consumers.

Fifthly, when the relative influence of related variables on the
consumer awareness of malicious complaint behavior consumers was
examined, the older consumer increased in the consumer attitude level
against malicious complaint behavior consumer. And, unmarried

consumers had lower consumer attitude against malicious complaint
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behavior consumers. Older consumers, unmarried consumers, and
consumers with higher awareness of evasion of responsibility had
higher consumer awareness against willful malicious behavior
consumers.

This study 1is significant in that it analyzed the influence of
consumers against malicious complaint behavior consumers in te rms
of consumer type, and awareness of companies and customer service
centers.

The fundamental role of consumer, government, institution,
organization and companies to realize proper consumer rights include
solution method in case of consumer problem of consumers, objective
information acquisition on consumer right realization, reinforced
regulation of malicious complaint behavior consumers by the
government, proper consumer ability improvement and malicious
complaint behavior consumer advanced preventive education by the
organization and institutions, and proper staff education of customer
service centers and proper compensation guideline and procedure
against complaint. If the efforts of these 4 parties are combined, sound

consumer culture might be settled.

KEYWORD : product compliants, consumer ethics, consumer types, malicious

complaint behavior consumer, consumer percpetions
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