
 

 

SUMMARY 
 

ANDRIE PRASETYO. Analysing the Consumer Complaining Behavior (case 

study : Cibubur people), Supervised by HARTOYO and NETTI TINAPRILLA.  

 

The researcher’s interest and attention, particularly among the graduate 

school of business management Bogor Agricultural Institute about consumer 

dissatisfaction and complaints of consumer behavior is  very low. This is 

evidenced by the lack of theses, dissertations and scientific journals that examine 

consumer dissatisfaction and complaints are very limited in number. 

The opposite happens in the business world, where the attention of the 

businessmen have high concern about consumer dissatisfaction and complaints. 

Consumers are increasingly facilitated to submit complaints either through the 

customer care hotline or via alternative media such as websites, social media and 

others. Against the background of the gap between business and education to 

consumer dissatisfaction and complaints that we conducted research on consumer 

complaints this behavior by taking solid economic location in South Jakarta, 

namely Cibubur. 

This thesis examines the behavior of consumer complaints in Cibubur 

community and see its relationship with various factors suspected to affect the 

behavior of consumer complaints. The main objective of this study was to map the 

behavior of consumer complaints in Cibubur community and dig up information 

about the relationship several factors to the behavior of consumer complaints, 

including demographics, consumer personality, attitude towards businesses, 

attribution of the causes of dissatisfaction and product attributes. 

Respondents in this study amounted to 120 people with the criteria that the 

respondent is a consumer who had experienced dissatisfaction in the consumption 

or use of a product. Consumers are then grouped into 4 groups based on the 

response that has been done in the express dissatisfaction, which is passive, 

voicers, irates, and activists. 

Demographic factors that will be examined in this research include age, 

gender, education level and income level. Crosstab analysis conducted showed 

that consumers both in the group of type whiners voicers, irates and Activists 

dominated by female consumers, young, aged 17-24 years, have a level of 

education that diploma level or higher, and have higher incomes than 3 million per 

month. 

Consumer personality factors examined in this study include self-

confidence, conservatism, assertiveness, a sense of justice, and the attitude to take 

risks. The analysis showed that there is an average value that is tiered from each 

group of consumers. Passive lowest, followed voicers, irates, and ends by the 

highest Activists. Factors attitudes towards entrepreneurs, attribution of the causes 

of dissatisfaction and product attributes also showed similar results where there is 

an average value of a tiered beginning with the lowest passive and ended by 

Activists highest. 

Results from this study indicate that consumers complain either type 

voicers, irates and Activists have a positive attitude towards businesses. 

Consumers with this type also have attribution causes of dissatisfaction were 

blamed outsiders, in this case the seller or manufacturer of the product.In terms of 



 

 

product attributes, the results of this study showed that the more expensive the 

price of a product to a consumer, the higher the level of complaints when the 

product did not succeed in satisfying the consumer. Then the more important 

meaning for the consumer product and the higher the product is deemed to 

represent the consumer's self-image, the higher the consumer complaint when it 

found the product did not satisfy consumers. 

The findings from this study can be used as advice for businesses and 

education practitioners that the phenomenon of consumer complaints behavior 

must be responded to appropriately. Service recovery strategy can be formulated 

by each of the businesses, according to the type of its business, and by observing 

the behavior patterns of consumer complaints 
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