©
2011 2014

An empirical study on theory and art of "customer complaint management™ in sport
management

NAKANISHI, Junji

3,900,000

The purpose of this study was to examine a hypothetical conceptual model of
customer complaint management strategy(CCMS) in commercial sport and fitness clubs(CSFCs). The main
findings are summarized as follows: 1)Using exploratory factor analysis and principal component analysis,
a 5-dimensional model of CCMS containing "complaint management organization,” "complaint
philosophy/complaint simulation,”™ "complaint reaction process," "complaint
processing/analysis/reporting,” and "complaint information feedback,"™ emerged. Also, the result of
confirmatory factor analysis was that the 5-dimensional model has a better fit for the data
(GF1=0.883 AGFI=0.837 CFI=0.968 RMSEA=0.040 AIC=330.125); 2)The higher the CSFCOs" MO level became,
the more customer complaint management strategy was conducted.

In conclusion, the present findings suggest that the above 5-dimensional model can be a valid viewpoint
of relationship marketing strategy for obtaining customer delight and customer loyalty.
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