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Complaint behavior and response:

An analysis using vignettes

Ritsuko AZAMI

Abstract

This study uses vignettes to analyze the determining factors behind complaint behavior in
different scenarios (legal complaints and non-legal complaints), and examine the determining
factors behind future consumer behavior (future patronage of the establishment, sharing com-
plaints with others) given different responses to complaints (apology, product compensation,
preferential treatment, and no response shown) in each type of scenario. Analysis of the deter-
mining factors behind complaint behavior for each scenario reveals that, regardless of complaint
scenario, consumers’ positive experiences of past complaint behavior encourages them to com-
plain. While grievance sentiment encourages complaint behavior for non-legal complaint scenar-
ios, this is not the case for legal complaint scenarios. With regard to the factors determining
future complaint behavior for each type of complaint response within each type of scenario,
sincerity of staff members promotes future patronage of the establishment in all of legal compli-
ant scenarios. Furthermore, with regard to sharing their complaint with others, the study finds
that the determining factors differed between scenarios. The results indicate that the individual
traits suggested in prior studies on complaints exert different effects depending on the complaint

scenario and complaint response.
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