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A Study on the Effects of Company's Actual Response to Customer
Complaints on Justice, Trust and Satisfaction
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2 2 7| AAH Evbxg] vk Ent 1o ojghs Folk 74]e] T % AT alelt) oo B A 7|9
BrkAz] vhe-S A2 B, U@ Y)Y ToAel AF agm 7o HAE FESIT olu] 1] AejQlalQl
3784 Azto| AlZ e}l visel| mX|= JFS AFH 0T AFde] AAAQ 7S] W9 FoAE AAlstal sk AT
e 7ol A Aoz Big 47|13 4o de 2102 AE AR E SPSS, AMOSE o|-&3te] BA4sl9i). o
ARE ok BntnAe] gigh B/ I Froek JFE vAE AR YEgon, FYHY SoA9l HERE
A o3 LS vHE Ao Yehdth Eute) gk 7] Al A FAAC folek JFS vAE Jow
B Ao AL £3), o)k FAAL 4] 20w uMe nef 5] A9} v JEkS nXe Aow
el o]f ATt Aol TAte] AARES AN B v ATE AlEAT

Abstract The actual complaint handling response of the company serves as an important success factor for the
company to reduce defection rate of customers who have complaints. In this regard, this study sought to divide the
company's complaint handling response into substantial compensation, favorable employee behavior and organizational
procedures, empirically verify the effects of the customer's justice perception on trust and satisfaction, and thus to
present the importance of the company's actual response. To this end, the data obtained from a survey of 210
customers who filed complaints directly to the company was analyzed using SPSS and AMOS. The research results
can be summarized as follows. The compensation for customers with complaints has a significant effect on justice,
and the favorable employee behavior also has a significant effect on justice. In addition, the organization procedures
about handling complaints have a significant effect on justice. Especially the justice as justice perception was found
to affect the future behaviors of customers such as trust and satisfaction. Based on these findings, this study presented
implications and suggested future research.

Key Words : customer complaints, customer reaction, justice, organizational response, trust

1. M2 @ 7)Y B wAoRyE AHEE 5 3] Gl
o}, olo] Bk Aol %3 A= 7|y AL 8 3
11 970 Ty o =X &4 A w093 77} ik At g e 3
Aulzs ejrh A3 5 Aol NEA Bk 1A wEvbe] opel BukE 17 whe] @ B Aels A%
o FATE 719 o Mul2E AFH A H SR A2dg mdshs Aol H8aIE Sk w w
e thARE 2ol = Eeka Au| o] £90 oju] A Bl S ek 7|9 aRA] 1R 719 Rl AR
*Corresponding Author : Hee-Jin Ji(Joongbu Univ.)
Tel: +82-10-6286-1233 email: ji1233@jbm.ac.kr
Received April 5, 2015 Revised (Ist May 26, 2015, 2nd June 8, 2015)

Accepted June 11, 2015 Published June 30, 2015

3829



3 =S A7

[+

7] 4]

o
&

2. O|2X H{i A

Rt

Aol &7 B

L

[¢]

=

=

=

|

47

ZH

al

o Sdwkct

[e)

p

w2l BEe| 7|

Abel7) 4ot s8] Al16d A6Z, 2015

Aol

kel
i

K

pd

= oo oy R R OB o T ~o a
Y 2 X » 0 Nromh o Mo R ®C Ha — — ] ]
T Mrwmwh.mlﬂ E\r;,%m),.w% L_ﬂoma%uﬂgmﬂﬂ% %Wﬂ@owﬂ
T N - on =g = =z I = O .
ﬂﬂ.]ﬂ,m ﬂ%mm wﬂ.mﬂlM,wmq HL._M07EWO11E/HMMNF u_uo#oM-onﬂ,_@ﬂr
S ORI s 278520 CapTer B4 T He Bl
— = o7 g Mo M g [ <) ) = = 28 T o=
N < = T s o B " o B o Mo . K o
GIELEETEY g3lZrov TrUrlEEzETEIERII
l]oo_ﬁLﬂum N > ) X 5 2 ~ o 3,o|,|_|],..\ﬂBL w_ N
M7%u%uum%muml M_lmlwi@\m‘m uﬂﬁmﬁombt%mﬁhﬁrﬂﬂﬁiqﬁﬂiﬂohmﬁw%
“Wﬂ‘l‘l\ln( 0 w0 O = oY s X:A‘ID‘IO‘_|L ol U‘I‘_._‘
ah171o1yﬁh%%b Hrmmigew 3 L;quﬁurﬂrﬂﬁ,_]A]_/raHfVmﬂgﬂwﬂ%ﬁ%
soME fax F o R X g 3 Pd_dm%%gmh%ﬁiuﬂ%z%uuuowﬂo
s <O o o o T os T L o X T o =
ﬂmmﬂlmlﬂﬂ%mcw].%ﬂo%%%mlm 10%wWﬂ&;i%?ﬂ%ﬂr%@ﬂoﬁwn}m
SN M S N ST S P SRS T LN L
Mo mo e N = oo o SIS = v~ I ° = o — N
o AP Awaﬂﬂwﬂasﬁo%5mahwlﬁﬂﬂwrar_oﬂsw%ﬂwm@ﬂ,%ﬁ%é
i B e ,m.n,m.n = T+ S S o) W™ o= g ok O OB ® ,lﬂL‘_]
%.gurm\%w).mgwﬂﬂ.ﬂa\wﬁﬂﬂ.mﬂﬂﬁ%ﬂ%ﬂm,WEmeaumﬂ@mOﬂﬂH
ﬁﬂoﬂmm&.mi?ﬂllmx ﬂmbmiaa%._nauﬁ?zﬁ T o & ﬂqux&.mﬂ
d.ﬁrn;ﬁ@emdu]%%_immﬂm)ﬂﬁo_aﬁ/oﬂ S BT NI <o
= N 220 EX g so 2 g = > < 58 R I A Y T - (s B
oo — EoS =S = 3N a0£oldﬂ_x]u€5ﬂ,_1JRoEE1u.4_l =y " Mo &
zwﬁmmﬁﬂ_w#wﬂrmm_u@m_gﬂeﬂﬂm(;;gM@d%@ﬂﬁ?ﬂh%éﬂ%
‘Ub H_.EaAAM‘UFALamLpWM_ﬁTMMﬂMﬂﬂMH;&EﬁE ‘_Al‘m.omﬂ ﬂow/,f W_AO ],..,M‘._‘_COE‘_&H_‘WOH
W A ¥ gaa® 5 s 2 - I W OON e g gl W e o
o o o) ﬂﬂﬁﬂaﬂwuﬂ‘mo @M.L.‘_RMWMMH 7ﬂmﬁAﬂﬁﬂoEAuﬂLEoXduﬂmhﬁ\m/ﬂmmdooi
< N R ~ T T. —
N T oo HOE oK o) R BT o qbtﬂﬂﬂuwﬂﬂ
du ol = o H W No fore} — o~ .
do T — T | =0 L oo HOE ) %O oo o mh BE o o —
rReiisEig LETE  r Lo ESERTEREIRLT LRE
S N T N SR o M g e BN o TE T Mo T oo ow T
prE s P e SRR T 3 g el T g g
Eeaav 33T LI T o e PR T BN Mg by T © g
™ o ) X o X oo M Mo ™ oo =y = % N X Ho o N o= T
T o b Doy X T 0 Prdos HN K RLERT TN S g —
nL.wﬁﬂmlJrﬂm.LlAﬁT, %E;.ﬂmﬂ oLAH‘_ﬂﬁﬂuﬂz]_ﬁoo#oo#oﬂQ A o T T
inM.ﬂ.EHdl.qu»&ﬂWeE Mwﬂ,ﬁm.__u NﬁMMﬂﬂoﬂﬂﬂﬂﬂﬂMﬂMﬁdomﬂﬂﬂﬁmﬂu M.MWLW
do ™ = & 5 S T BT O OE o _ =7 L
%%%%m%@rMar% %zonrzﬁdr@%ﬂﬂ%%éﬂmﬂ%m&%iarﬂ o T g
Wy R ﬂ_.mﬂocdl.ﬂ%%ﬂaﬂﬁﬂmﬂ%E,ﬁoﬂl@ﬂﬂlnﬂﬁ. TN
ﬁ%ioﬂ%]%wﬂ iﬁd%@?%éﬂﬁﬁﬂﬂiﬂwm_/ﬁyldl.af WALM_.
Wﬁ‘m.h‘urLOn# O#EOMM‘Wﬂ ﬁoXﬂi Mﬂ‘m‘_o#o‘.ﬂopﬂ]],O#iﬁmei‘lﬁﬂ‘lﬁo#a ULHM
SR ol e I R BT TR T T ELRA e 2 P
%mﬂéwﬁ%%ﬂ%%%ﬂﬁe%%1ﬂm%o@%wmﬂ%ﬂ4vﬁwqrw% TR
o T T B = = Ty o X o oo
H%ﬂ&%wtéaLﬂoﬁﬁmﬁﬂe_Emeléﬂﬂ@%%.ﬁﬂﬂ%ldr.mm%k g%ﬂ
mﬁiﬂ%%?amﬁﬂﬂ%%%@%mﬂﬂlﬁ%ﬂﬁﬁ.}#&%ﬂu Lf
Wﬂdr.AlﬂmmﬁﬂﬂﬂsszTEqﬁuLﬁﬁoﬂi}%ﬂiﬂ&W W Lo )
Mawﬂq.amﬂ@il@_Urﬁ?ogaﬁoﬁioﬂ%ﬂﬂﬂm%wyﬁio#ﬂ,ﬁﬂorﬂlﬂ omwmm
%%gﬂ#ﬁ%@%EM%%Mﬂqamﬁ%?a%wﬁﬂqi%@%.%ww
fale KE X A~ w N R B < =0 R - ™ X ™
@oﬂaorﬂﬂ;ﬁoﬁuﬁo#ﬁo7ﬁmﬂ Il © X X falae. B =0
— = m o W o T = — = T - b © =y 0 o B N N
~ M oo x X T o) =B L N RGO iy I L~ S et S A .
< e o M A e — - 3 X TS = 5
HE TR N PP B ET MR T A i} M.HoM

3830



F7lgde] A4

3
QT

Ao o

FATE olof 2 A

EEES

9]

i )
=

o

el 3714 A%

BT

o}
L

|

ool

AR

=
=

Fe ol

ne A2

al

=T
B

—~

ol

1

o)1

of whe} th2A vepu, 3

e

<)

00

]_

-(interactional), “&=Kprocedural)

AE Aoz T4

o] Eolxith, a3eR

=
o

B 7h

=
=

7 /3 E(loyalty)

57

s

wlj(distributional),

EORAAl HH, volrk 54

o
A

29} v

<
o)
=T

B

-

Thy

1% s 11].

9

=
o

BN

chea

L
L

Az & aT

B

A7} sokA]

rox
-~

H.
Fut

o]t

3y 7o) Hoel 9

394 A7l

A=

7199

st

5

w ik azjo] o

ojtt

]

DS

U]x‘7

re

Y

gl o

A7 A

3.

o=z

A

32371 3

)

H

< AAstaat 714

84

i

1o} tee) 174

3
il

TAR

)

%
A

| g

|

Q1%

X
of

jut
T

o] 57| wjZolt.

_g_o

)
T
ol

A4 AAA N o

T

3831



A& =R A6d A6E, 2015

Organizational
response

Compensation
&

employee behavior

Customer
reaction

Justice Post-complaint
perception satisfaction

Satisfaction
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Model Analysis
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Justice 8| 1.027] 927 | 055 [ 18767 858 | .174
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Table 2. Inter-Construct Correlations

Table 3. Statistic Results of the Hypothesis

Inter-Construct Correlations
Scale
1 2 3 4 5 6
Compensation | 1.00
Employee
employee 541 1.00
behavior
Organizational 456 748 100
procedures
Justice 344 124 724 1.00
Trust 393 486 .693 617 1.00
Satisfaction 523 553 749 622 790 1.00
Construct | 6 | 887 | 874 | 902 | 895 | 876
Reliability
AVE 623 .664 777 755 .681 639
43 714 483
Table 32> A|QFRL <ol theh P74 mele] 4
4 Astoltk. AR AWHOE 5875 E HRA
YRS HolFE AOR HYT & Yk FALOE x
’= 212300, df=138, p=-000, GFI=903, AGFI=.967,
CFI=974, RMR=.068, RMSEA=.051, NFI=.930,
[FI=974¢] =22 ekl 7bd Agdskis ooa)

o] Yehgtth WA, BAdo] 3784 FaE mE Ao
g <M 1>9 A5A 3 t7ko)] 3.220(p=.000) 2.2 &
AH ol stlld 7o S A= 2w g
82 <M 1> AEEAT THU] S
o] iﬂ“Oﬂ A 9FE A Aolgte <7 2>9]
3.362(p=.000)% 5713 #9535 ol
HAE Ao ge A <7Hd 2> A
o] AAp7t w40 Ao S mAE
= <7Md 3>9] HEAT, tgke] 5.858(p=.000)=
SAA frolaE st o TS vAE Aew
yERs T 343 o] 2ol Aol dke w1 Felzt
<M 4> HAEA t3ko] 9.029(p=.000)Z FAZ
FolgE shollA frojgt S MAE o WA
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Hypothesis S.R.W| R W C.R. p
Compensation 314 | 313 | 3220 | 000"
= Justice
Employee employee «
. 34 362 .
behavior = Justice 309 340 336 000
Orgamz.atlonal procedures 520 556 5.858 000"
= Justice
Justice -
.651 521 9.029 .000
= Trust
Justice -
wSatisfaction 478 376 5.236 .000
Trust -
mSatisfaction 571 561 6.820 .000
Xz=212.300, df=138, p=.000, GFI=.903,
Model - Fit AGFI=967, CFI=974, RMR=.068,
RMSEA=.051, NFI=.930, IFI=.974

p<.05 “p<.01
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