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Antecedents of Complaining Behavior and Complaint Responses of
Library and Information Center Users
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Abstract

This study investigates the antecedents of the complaining behaviors and complaint responses of
the library and information center users based on the theoretical backgrounds and suggests eight
propositions and conceptual model for the library and information center. It examines as the
antecedents, satisfaction/dissatisfaction, attitude toward complaining, likelihood of success,
materials/facilities/service importance, attributions, loyalty, and justices; and as complaint responses,
exit, voice(redress seeking), negative word-of-mouth, and third party complaints.

Key Words : antecedents of complaining, complaint responses, consumer complaining behavior,
satisfaction/dissatisfaction
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58) Jeffery G. Blodgett, Kirk L. Wakefield and James H Bames, op at, p. 4.
59) A O. Hirschman, op. at, 1970.

60) Jeffery G. Blodgett and Donald H Granbois, op at, pp. 93-103.
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61) A7l op dt, p. 322

62) 84, ok5E, TaHRRS g oS 3t HulaHAkE, | AE 0 AL 199 p 422

63) V. S. Folkes, "Consumer Reactions to Product Failure: an Attributional Approach”, Jourral o
Consumer Research, Vol. 10(1984), pp. 398-409.

64) Mary Ann Hocutt, Goutam Chakraborty and John C. Mowen, “The Impact of Perceived Justice on
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Research, Vol. 24(1997), p. 458.

65) S. Krishnan and Valerie A. Valle, “Dissatisfaction Attributions and Consumer Complaining Behavior”,
Advances in Consumer Rearch, Vol. 6(1979), p. 447.
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68) Jeffery G. Blodgett, Kirk L. Wakefield and James H Bames, op dit, p. 3.
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72) Jeffery G. Blodgett and Donald H Granbois, op. at, p. 9.
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74) 748, “AdE FoiF FHPFAAE AT, AER =T, sHoxbEk, 1998 p. 2L
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75) Mary C. Gilly and Betsy D. Gelb, "Post-Purchase Consumer Processes and the Complaining
Consurrer”, Jourral of Consumer Research, Vol. %1982 Decerrber), p. 326.

76) S. S. Tax and M Chandrashekaran, "Consumer Decision Making Following a Failed Service
Encounter: A Pilot Study”, Joural o Consumer Satisfaction, Dissatisfaction and Complaining
Behavior, Vol. 5(1992), p. 6.

77) Jeffery G. Blodgett, Donna J. Hill and Stephen S. Tax, “The Bffects of Distributive, Procedural and
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78) Ralph L. Day and E Landon, Jr, "Toward a Theory of Consumer Complaining Behavior”, In
Woodside, Sheth and Bennett, Eds., Consurmer and Industrial Buying Behavior, NY : North-Holland,
1977. pp. 425-437.
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79) 73N, op dt, p. 8

80) Ralph L. Day and E. Landon, Jr, op ct, pp. 425-437.

81) Ralph L. Day, "Research Perspectives on Consumer Complaining Behavior”, In Lamb and Dunne,
Eds., Theoretical Developments in Marketing. Chicago . American Marketing Association, 1980. pp.
211-215. (A7, op at, AL

82) Jagdip Singh, "Consumer Cormmplaint Intentions and Behavior”, op. at, pp. 98B-107.

83) Jagdip Singh, "A Typology of Consurmer Dissatisfaction Response Style”, op. ait, pp. 57-99.

84) Jeffery G. Blodgett and Donald H Granhois, op. at, pp. 93-103.

85) Moshe Davidow and Peter A. Dacin, "Understanding and Influencing Consumer Complaint Behavior:
Improving Organizational Complaint Management”, Advances in Consurmer Research, Vol. 24(1997),
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