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Complaint handling and management has become more
Important recently with the renewed emphasis on defensive
marketing, yet little is really known about how customers
evaluate organizational responses to complaints and how
these evaluations impact their post-complaint behavior.

This research posits a comprehensive complaint handling
framework and develops a model of organizational responses
to customer complaints, details how customers eval uate those
responses and estimates the impact of those responses on
post-complaint customer behavior. In other words, the
organization's response to the complaint is what dictates the
complainant's post-complaint customer behavior.
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