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A Study on Consumer Complaint Behavior Caused by Dissatisfaction with the Service of
Smartphone Applications: The Moderating Effect of a Complaint Handling Process and
Consumer’s Attribution

Yoon Shin Bae - Seung Sin Lee
Department of Consumer Information Science, Konkuk University, Seoul, Korea

Abstract

The use of smartphones has grown rapidly over a short period of time, particularly for commuting news search,
smart banking, and social networking services, and has had a significant impact on the pattern of contemporary
life. Further, a wide range of applications are downloaded on to smartphones. This has also led a considerable
number of complaints regarding these applications. In this study, we focus on the levels of dissatisfaction that
users experience with smartphone applications and their effects on consumer complaint behavior along with the
moderating effects of the complaint handling process and attribution. The aim of this study is to verify whether
the following hypothesis--2 (low/high dissatisfaction level of smartphone applications)x2 (poor/excellent
complaint handling process)x2 (internalfexternal consumer attribution)--is in accordance with the between-
group design to build a factorial design experiment. The results of this study are as follows. First, the consumer's
tendency to complain significantly influenced their dissatisfaction level. Second, consumer complaint behavior is
modulated by the complaint handling process. Third, the external-attribution tendency of consumers was found

to lead to more dissatisfaction than the tendency for internal attribution.
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Figure 1. Change by increasing proportion of paid apps. The authors recon-
struct from Han [6] and Lee [25].
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Table 1. Consumer Dissatisfaction and, Damage Information (Multiple-Answers)
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Types of consumer dissatisfaction - damage

Paid apps consumer (%) Free apps user (%)

Substandard quality of the app

Product information of the app, has false/overly exaggerated advertisement claims

The app cannot be downloaded properly, or does not function

App installation, causes problem to the smart phone while the app is in use
Inconvenience of the available app store and the app because they are in English
Downloaded a free app but was charged for it

Complicated purchasing method/ inconvenient payment options

The app allows problems that cause the other installed apps to reset

Requests payments of apps that were never installed or used

The apps purchased soon become free

48.6 53.7
44.0 42.6
40.4 434
294 338
24.8 27.2
239 19.1
211 -

17.4 14.7
1.9 -

11.0 =

Reprint from Lee [21] with permission.
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Reprint from Estelami [4] with permission.
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Table 4. Reliability Analysis of the Variables

Variable Number of variable Cronbach's o
Dissatisfaction level 3 874
Complaint handling process 9 867
Attribution 6 991
Complaint behavior 10 .886
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Table 5. The Moderating Effect of Complaint Handling Process
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Variable
: . df MS F p
Dependent variable Independent variable
Main effect Complaint behavior Dissatisfaction level 1 15.327 7.152 013
Complaint handling process 1 50.451 21.242 .000
Interaction effect Dissatisfaction level x Complaint handling process 1 23.082 9.254 .005
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Figure 2. Interaction effect of complaint handling process and dissatisfaction.
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Table 6. The Moderating Effect of Attribution
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df MS F
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Main effect Complaint behavior Dissatisfaction level 1 18.339 6.663 012
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Interaction effect Dissatisfaction level x Attribution 1 461 .186 584
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438 | Vol.52, No.4, August 2014: 429-441

7P 3—b= A A=A H3Ch

Lee [21]0]] wh=zw AHjAbSo] ARASA, SAIA
o] 5471 AulEES Au|Fto 2N Hro] JshE &
(smart) 4R, 4lgro g2 Aeeo] Aok ik (speedy) 4
A, axE3tal E-ohe AR 2 (social) 42H1A}F 3

HSICE, o7 W T NG HHE FAGR: 20)E2

|
>

ot
b
of

2,

d

filo
ot
iy
o
o
=

-

A 0w WAALLE Sl A 9urk SHHS sH=

3} dnjzpe] Aol Ll HHBFO o] L v
o 7Pyt & A7E Aastart
AZATE S M Aluel 2t R A A stol A

= 7
[¢)
S =38kl SPSS ver, 18,0 (SPSS Inc., Chicago, IL, USA)
Q.
[e)

Slo] 7 £AS Sigick, ofeA] BAg Aol Fa 2
]_

A, 28] Hks e BHAE A GRS X
A0 Uehgt, B 50| S A9t BUkS o]
L

i)
)
rr
pacy
lo
il
i
iu
, 30
B
U
o
X
| O?Ii
L
10 r
&
ek

. = .
ot AJRHE Hhgsto] AmtERE ol ZE|FA oS o83kt

7hs BN Rk SHA HES S8l RSl AJ4sH

www.fer.or.kr



AOEE OfZ2|A|01M 20F +F0| WE 2H|X}

SEsso|cof B A 2okx2|a}

S
=l
ro
0x
o
10
|->|
E"

o FEo=

A|ststo] AAsledrkay] 1 ojolg 2he 4 olr),

53] 71% LH]X@E s ArollA vhFolAA] eidkE HAE
|

ole} clitol 1 7 Asle] ARl A e 2
2A70] Aol LheRt vle} o] Subxjelutao] 945t
Soliz HnkEgzo] whE HHAFOI ol 2 Zol7} g1
oma 7|9le A Sl 1Mol S mU R sl A ohe}
SNSeIA] 27H= Aot A Aol Sekels o) 715
oA SRSt SAE 7R wEA) g sk Ae] o
s, Aul 5o Yhets elzo] B 2 gAlE 715 e}

7 kg -sfok sheH15),

o] 71912 A Holeks ghds] Ajse iAol Aul)
ofl FrllolbAH BAE AX AFOIE AH|AT FilishzA]
2 AEA olaishz Aol E] Alsfaiol siet, ol Slai ¢
AT} o] 2 AMgEle 2n|Rp] 2242 Zlo] o]aajokst). T
FAREOILE AH| 0] F2o] $X] glot il Hol Seter 4
1517 $lal w2tsjor k. TlAE AAeA 710401 gl

i Frgot o] ") o] 2] AU
(o)

o

o r°1‘

i
1o
b

k)

m{n
ooi>_\sloﬂj2l>*_‘rl'ﬂ_l

T o = 1T O
o TS ofE B 2 HAS 22 4 ek
= 2AHOR Ygsks A W
71912 dwlaet 27 chwtst 4
o BbAe] LRA|AE TEslokstn Sl A
AT h9-2 AT Eio] 21919] taket mgo] Ua
10 S elubgel e <helite] A3, nE
%, P, 1o vhel ARUAo] el Telet Al e
wonl 4402 Sl Taske 5 oY, Helelel

= 4 w
2
e

rr i
N
e o2 o
ol
“@ wx MO o

)
=
g
=
Q

www.fer.or.kr

fer

SolAl= Au1x1~4 W}DFE% =k 7sje] wolso] AE
AU A 7o) Zhal " o

Family and Environment Research

2. Mg W Bl
B AToA AVREE ofZ e Aol g ol gk anlAE
rEi oH 6171]01*4

oz 215
“P+1—r_ A =33

.
ol
1o
I

g2 >

go] e} Elﬂ tHeeE olgrE0] ‘:‘e“éi

=]
oAk w3f oy U EEPJ SR/l F2EAL el 7]

2

S ol 41 28 5 9 B, A1, Ak B, A4 T
7] % ApAle] shz RS Qledlol A SRelskar S4s] ofa
7k slekan debe o ol gk, eharht etelold ol
oAl I e A WAL olek, AnpEE, PO, AnhE

= S5 HelSIA AEE Tolst 4 slck, 2Eelelol A1
£ A2 Sjeli  AvjEEo R Jafe 4 gle1s), 5,

g 31 9l Slole}, 1ASo] A%
o3 whsolt Hako] WAy Aol L) Slo] ohet 11

2] 1glo] Fotolan eje oft]o] Gli=rtol w|71E

/\]/(1—%\
th= Alojot, 53] Bkl tisiAl= 1 @il Bl% skl U
ERLRAL Qlet, wheba] 7)Y aE0] AlFolu AU AE SLuls)
B H

T REES} L RS Ao S T80l M o
=]

11

A AOHEE ofEel ol i ook AnltEo]
zﬂaﬂoﬂﬁ A SRS ) el B B 4
AelaAhs Hs] AN, Guile] ofEe Aol e 5
57] ol A=pslaL ARt AFAT A PRE A
Frhyl @A) ofEel Aol o] tat BuiEe A
o o] FEu @ FHE 5 TN Frpus AR ol
87 95 o] QlolH, FE vl ARIXE e Faf dulx

‘_]—v-& TV AE) ]40]3]- X

5 Bosl7| Qgk ARe] gkt Fasf|d Aol oE &
o], njake A1 0)okd(Food and Drug Administration, FDA)

o] zntEnclofe] 717} Pl OH%ﬂﬂlO]ﬁ%ﬂl ol 5 7

& ol golehs A B Hjgich A7 ofZel Al 4

O i A4 A, SIS A e A

ShEs s ol Bel ol M5 E izt FDAL of@ o Ze))
oli5e ofu] olw7)7Iu} thEgls W AL Wasicha v

\Vol.52, No.4, August 2014: 429-441 | 439



fer Family and Environment Research

AL QIEH31], torte tAE R gdhs WAl A4 v Hely
AaL YRl PHAIE ekl sto R JH%E% Y AsliA, =
Ha} ARE] WA} B8 =5l gehs WAIR ddE o
tH15). olofl Al&sHAl 8511 Hé}wt—, 719 ot g
B E B AAS ok skt

B olaris gjok 2 ANEES AF 4 Yol Eet,
1;]_#31]. ke O_! =] 6]—7:]] 3l o] Z:xH%]—E]-

A, 5 Lo Al ARFEZE SRy} =0 ool 20-30
o SollAl oAl S o83t A WS R SRS
Rsto] A%H 02 Bajslelrks YollA jel glxut ole}
o] ofHFE & 4= Uk 2 Aol A= 20-309} Blasto] of
SOl E ARESh=t QloIA s=ElA] St 71/3ANH AlS

/gt weko . SR gt g AA|R QIR wls|7p wiaA] e
) Addst A AddolA ARSI, 45 At 2ot
EE ofZe Aol e Agats d A MudTE dchu o
& oJu] Q= 3} wEE S5 QLS Aofef Al

), 2 Aol AntEEe M CheRE M S gl W
£ 2579 ofZalol i BABIAC) SNt oSl Ao] e
FEE e, o] T S S SR A0l
o} &, ofEelAlolae] cepst FRES AlRalstol Bagchd

e sl £ A0 thea 4 gl AN

r

¢

=<
S AR A S o AR 0 o3 o)

Declaration of Conflicting Interests

The authors declared that they had no conflicts of interests with

respect to their authorship or the publication of this article.

References

1. ATLAS Research & Consulting. (2014, May 14). Worldwide
applications market trend and forecast 2010-2017. Retrieved July
14, 2014, from http://www.arg.co.kr/atlas/client/html/article/article_
info.html?type_seq="10&content_seq=60779

2. Baek, B. S., & Park, H. J. (2009). A study on consumer's problematic
behavior in the consumer complaining behavior process. Journal of
Consumer Policy Studies, (36), 1-24.

440 | Vol.52, No.4, August 2014: 429-441

3.

o

s

~

©

10.

1.

12.

13.

14.

15.

16.

17.
18.

Day, R. L. (1984). Modeling choices among alternative responses to
dissatisfaction. Advances in Consumer Research, 11, 496-499.
Estelami, H. (2000). Competitive and procedural determinants of
delight and disappointment in consumer complaint outcomes.
Journal of Service Research, 2(3), 285-300. http://dx.doi.
0rg/10.1177/109467050023006

Folkes, V. S. (1984). Consumer reactions to product failures: An
attributional approach. Journal of Consumer Research, 10(4), 398-
4009.

Han, M. S., & Korea Association for ICT Promotion. (2010). An
Analysis and Ex-port Regulation on User's Smartphone from
the Consumers Perspective. Gwacheon: Korea Communications
Commission.

. Heider, F. (1958). The Psychology of Interpersonal Relations. New

York, NY: John Wiley & Sons.
Hirschman, A. 0. (1970). Exit, Voice, and Loyalty. Responses to
Decline in Firms, Organizations, and States. Cambridge, MA: Harvard

University Press.

.Im, Y. H. (2004). The effect of perceived justice and complaint

behavior types on complaint handling'’s satisfaction, repurchase
and word-of-mouth intentions (Unpublished master's thesis).
Sungkyunkwan University, Seoul, Korea.

Jo, B. S. (2014). Digital Consumer & Marketing Strategy. Seoul:
Acorn.

Ju, H. G, Ryu, M. H,, & Lee, S. S. (2012). Complaining behavior and
repurchase intention on social commerce for South Korean and
Chinese consumers. Journal of Consumer Studies, 23(2), 225-248.
Jun, S. Y., Ju, T.W,, & Jun, H. J. (2009). Effects of information provider
on consumer's attitude toward a brand crisis: Who should announce
the truth of a brand crisis? Korea Marketing Review, 24(2), 81-108.
Kelley, S. W., & Davis, M. A. (1994). Antecedents to customer
expectations for service recovery. Journal of the Academy of Marketing
Science, 22(1), 52-61. http://dx.doi.org/10.1177/0092070394221005
Keum, H. S. (2011). The effect of perception of characteristics and
usage motivation on smartphone purchase (Unpublished master's
thesis). Hanyang University, Seoul, Korea.

Kim, D. Y. (2008). The effect of service recovery on consumers’
repurchasing intention (Unpublished master's thesis). University of
Seoul, Seoul, Korea.

Kim, J. W. (2010). A study on smart phone news application of a
domestic newspaper company (Unpublished master's thesis). Konkuk
University, Seoul, Korea.

Kim, R. D. (2013). Consumer Trends in Korea. Seoul: Miraebook.

Kim, S. Y. (1986). A study on the relationship between attribution
of responsibility for post-purchase dissatisfaction and consumer
complaining behavior (Unpublished master's thesis). Ewha Womans

www.fer.or.kr


http://www.arg.co.kr/atlas/client/html/article/article_info.html?type_seq=10&content_seq=60779
http://dx.doi.org/10.1177/109467050023006

AOEE OfZ2(AI01M SUUF +F0]| ME AH|X SHBSO|=0f 2o A7 S0HX2|at

H HelYee| xS FFe=

19.

20.

2

—_

22.

23.

24.

2

26.

27.

28.

29.

30.

31

o

University, Seoul, Korea.

Korea Management Association Media. (2013). Cases of Successful
Korean System of Marketing Volume 12. Seoul: Korea Management
Association Media.

Lee, B. J. (2012). Sence: The Desire to Detect the Evolution Strategy.
Seoul: Leadersbook.

.Lee, C. 0. (2010). Case of Consumer Demage Mobile App. Seoul:

Korea Consumer Agency.

Lee, E. J. (2012). Effects of the PPL type and the attribution on
attitudes toward the brand and the indirect advertising in UCC
(Unpublished master's thesis). Hongik University, Seoul, Korea.

Lee, H. J. (2011). Smart phone based Chinese education application
project and production experiment (Unpublished master's thesis).
Ewha Womans University, Seoul, Korea.

Lee, H. S., An, K. H., & Ha, Y. W. (2010). Consumer Behavior. Seoul:
Bupmunsa.

Lee, S. M. (2013). Developmental direction of the app market desired
by the consumer. DIGIECO Report Issue & Trend. Retrieved June 3,
2013, from http://www.digieco.co.kr/KTFront/report/report_issue_
trend_view.action?board_seq=7894¢&tboard_id=issue_trend#

Lee, S. S., Kim, W. S, & Kim, J. S. (2005). Understanding consumer
complaint intentions and behaviors from the perspective of self-
construal. Korean Journal of Consumer and Advertising Psychology,
6(1), 19-42.

Lee, S. W. (2010). The effects of user's attribution of behavior
failure on user's emotional response: Focusing mainly on online
shoppingmall (Unpublished master's thesis). Hongik University,
Seoul, Korea.

Lee, S. W., & Chung, D. H. (2013). Verification of the mobile
entertainment app's unsatisfactory. Korean Journal of Journalism &
Communication Studies, 57(6), 35-64.

Lee, S. VY., & Hyun, D. W. (2011). A Study for Enhancing User
Choice through Improving Digital Content Distribution in the
Mobile Communication Era. Gwacheon: Korea Communications
Commission.

Lee, T. S., & Kim, M. S. (2013). Preemptive response to customer
complaints. LG Business Insight, 13, 39-44.

Lee, W. T, Jeong, I. S,, Jo, Y. H., & Mun, J. W. (2011). Media Policy

www.fer.or.kr

Family and Environment Research fer

Measures for the Protection of User Rights in Media Convergence.
Gwacheon: Korea Information Society Development Institute.

32. Mun, H. W. (2012, March 6). Warning to prevent damage for smartphone
apps. Korea Communications Commission. Retrieved May 25, 2013,
from http://[www.kcc.go.kr/user.do?mode=viewépage=A0503
0000€&tdc=K00000001&tboardld=1113¢&tboardSeq=33273

33. Park, Y. L, Oh, J. S, & Lee, E. M. (2013). The Study of Conversion fees
and Conversion Determinants of Smart Phone Users. Gwacheon:
Korea Information Society Development Institute.

34.Shin, H. Y. (2012). The study of SNS service on failure handling
customer complaints, customers’ perception of fairness and
impact of crowd effect in SNS (Unpublished master's thesis). Korea
University, Seoul, Korea.

35.Sim, M. S,, & Kim, E. M. (2011). Research on Using Pattern of Smart
Media Service. Gwacheon: Korea Communications Commission.

36.Son, Y. H. (2003). Effects of customer satisfaction/dissatisfaction
and attribution on complaining behavior and repurchase intention
(Unpublished doctoral dissertation). Sungkyunkwan University,
Seoul, Korea.

37.7ax, S. S., Brown, S. W., & Chandrashekaran, M. (1998). Customer
evaluations of service complaint experiences: Implications for
relationship marketing. Journal of Marketing, 62(2), 60-76. http://
dx.doi.org/10.2307/1252161

38. Woo, R. (2013). Effects of customers’ justice perception and failure
attribution on service recovery satisfaction (Unpublished master's
thesis). Hanyang University, Seoul, Korea.

39. Woo, S. H. (2003). A study on consumer complaint behavior and
service recovery in cyber-shopping mall (Unpublished master's
thesis). Yeungnam University, Gyeongsan, Korea.

40.You, S. Y. (2002). A study of consumer complaint actions and
satisfaction after taking complaint actions associated with usage of
cellular phone. Journal of Consumer Studies, 13(3), 151-168.

4

N

.Youn, B. S. (2012). A study of the influence of perceived unfairness
on anger and regret, negative word of mouth and repurchase
intention: Based on the moderating role of the relationship quality
and regulatory focus (Unpublished doctoral dissertation). Inha
University, Incheon, Korea.

\Vol.52, No.4, August 2014: 429-441 | 441


http://www.digieco.co.kr/KTFront/report/report_issue_trend_view.action?board_seq=7894&board_id=issue_trend#
http://www.kcc.go.kr/user.do?mode=view&page=A05030000&dc=K00000001&boardId=1113&boardSeq=33273

