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Analyzing and addressing malicious consumer complaints

Kiriu, Masayuki

2,000,000

Web
44 9%

The purpose of this study was to clarify the actual situation of malicious
complaints in Japan. First, we set up a study group with consumer representatives from a variety of
companies and then classified the claimants based on their experiences and proposed responses. As a
result, typical types and their proposed responses were identified and published as monographs.
Next, we analyzed the actual situation of malicious complaints through a questionnaire survey using
a web survey. The results show that 44.9% of all respondents had experienced a malicious complaint.
Women also cited “ the clerk had a bad attitude” as a reason for their complaints more often than
men, while men were found to be louder and to talk more aggressively than their female counterparts.
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