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Extant research on consumer satisfaction and complaint has largely focused
on the individual consumption context. Relatively little is known about consumer satisfaction and
complaint behavior in the context of groug—based consumption--engaging in a consumption activity
along with other individuals. Our research adds to the extant understanding of group-based
consumption by investigating the process through which consumer derive satisfaction and engage in
complaint behavior in such context.

Our research makes important contributions. Complementing the extant research on consumer
satisfaction, we show that superior services can lead to more complaints in group consumption
contexts. More broadly, our research highlights that, compared to individual consumption contexts,
group consumption contexts can evoke different goals and different satisfaction assessment and
processes.
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