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Behavior and personal traits in complaints situations.
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Abstract:

Situations in which complaints are made, behaviors when making complaints, and
personality traits were investigated for developing teaching materials for consumer education
related to complaints. In Study 1, situations in which complaints are made in daily life were
investigated. In Study 2, behaviors of consumers in specific situations of making complaints
which were made on the basis of study 1 were investigated. In Study 3, on the basis of study 2
five kind of scenes were selected, and correlations between behaviors of consumers when
making complaints and their personal traits were examined. The results indicated
correlations between people making complaints and aggressiveness. Furthermore, people
that did not make complaints felt that others were hostile toward people.
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