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ABSTRACT

The Study on the Effect of level of
Transaction Coupling on Consumer Complain

Behavior

Choi, Ho—Kil
Advisor: Prof. Whang, YoonYong, Ph. D.
Department of Business Administration

Graduate School of Chosun University

This study aims to reveal the effect of the perception level of
customer’s transaction coupling on the negative feelings, such as regret
and disappointment; and the differences, according to the perception level
of coupling, in respect of the effects on the customer's loyalty and
complaints. For this, a survey, targeting only the students, who have used
the school cafeteria within 1 year, has been conducted. Total 400 survey
questionnaires were distributed and 377 questionnaires were collected.
Among these, 373 survey questionnaires, except 4 questionnaires which
were not suitable for the analysis, because of their undependable

responses, were finally used for the analysis.



The study results are as follows.

First, by verifying that there are the differences in the level of regret,
the negative feeling which can appears after the customer’s consumption,
depending on the perception level, it is known that the development of
appropriate operational strategy to improve the negative feelings is

required to be strengthened.

Second, the effect of the perception level of coupling on regret was
significant, but the effect of the perception level of coupling on
disappointment was not significant. Thus, it is necessary to seek and
improve the variables for adjusting coupling perceptions, such as method
of transaction , the type of transaction and the transaction period,
depending on regret and disappointment, by proving that regret and
disappointment, which might be considered as the same in general, are

different from each other.

Third, contrary to expectations, the effect of regret on loyalty was not
significant. Thus, I failed to obtain the wanted results. But like the study
of Zeelenberg & Peters 2007, regret is the feeling of blaming oneself for
the present decision, by imagining and comparing the results which can
be expected when the decision are made differently. So, it is thought that
it focuses on their choice, not on the products. Thus, it implies that, by
clarifying that regret and disappointment, the negative feelings, are the
feelings which can be divided, and verifying the differences in complaints
at the perception level of coupling, originating from the sense of regret of

customers, developing the appropriate management and measures to

_Vi_



control the negative feeling of customers is required.

Fourth, it is found that regret, the negative feeling of customers has the
effect on the protest, the complaints of customers. Many prior studies
show that even though it does not relative affect the decline of loyalty, it
may lead to customer’s leaving, if their protests are ignored. Thus, it is,
consequently, necessary to develop the appropriate management measures

to actively accommodate the protest from customers, for their complaints.

Fifth, the effect of disappointment on loyalty was examined. Unlike
regret and disappoint, the negative feelings of customers is one of the
factors what will definitely affect the decline of loyalty, and it is because
that it is not the feeling of blaming oneself, but the negative feeling for
the product itself. Thus, it indicates that the quality of the product and

the development of the products are the most important.

Finally, the loyalty of customers, having experienced disappointment for
the product, tends to decline further than that of the customers, having
experienced the regret. Thus, it is necessary to study more rational and
appropriate alternatives to the complaints, in the aspect of individual
feeling, by classifying customers between the customers who are
protesting for their disappointment and the customers who are protesting
for their disappointment. Because the appropriate and effective handling of
the protest of customers will enhance the loyalty of customers, prevent
the leaving of customers and maintain the existing customers, it will
eventually reduce the expenses to introduce the new customers. Thus, it

1s necessary to seek the strategy for this.
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<HD7IE ARASZE A5 3

Thaler(1980)
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Garland and Newport(1991)
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Moon(2001)
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2 35.21(2000)
Soman(2001) &
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. Arkers & Blumer(1985)
5714 54 ]

1} Ay €1 0] MaCain(1986)

Webley and Plaisier(1997)
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S Whyte(1996)
Thaler(1980)
B Prelec and Loewenstein(1998)
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(d ling) Gourville and Soman(1998)
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) Heath(1995)
(mental accounting)
" A RERS R Conlon and Parks(1987)
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N Simonson and Nye(1992)
(accountability)
7] 3lu] & Northcraft and Neale(1986)
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