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OCHOBHbIE 3apaun UCCAEAOBaAHUSA

m BbipaeAnTtb GakTopbl yAOBAETBOPEHHOCTU MOCETUTENEN;

m OueHUTb, HACKOAbKO MOAYYEHHbDbIE daKTopbl BAUAKOT Ha ypoBEHb YAOBAETBOPEHHOCTUN U
KaK CAEACTBUNE — 6OI\bLIJyI-O AOSIAbHOCTb MOCETUTENEN.

MeToA UCCAEAOBAHUSA:
m [IpoBeaeHMWe onpocoB

m lcnonb3oBaHue GaKTOp aHaAM3a METOAOM MaBHbIX KOMMOHEHT C BapUMaKC
BpaLLEeHUeM

m lMcnonb3oBaHue MYAbLTU-PETPECCNOHHOIO aHaAn3a N NMOACHET F- ctatnctmnk




bbIAU NOAHATDI
CAeAyroLMe pakTopbil:

m Responsiveness: attentive, helpful,
prompt, neat appearance, understood
needs, courteous, knowledge of menu.

m Food quality/reliability: Exact order,
order error-free, fresh, temperature
just right.

m Physical design: lighting appropriate,
adequate parking, clean, décor
appealing.

m Price: expensive, paid more than
planned.




Table | Factor analysis of independent variables with varimax rotation (extraction method: principal component analysis)

Responsiveness Food quality/reliability Physical design Price
1 2 3 4
Attentive 0.855 0.261 0.148 —0.066
Helpful 0.836 0.270 0.121 —0.047
Prompt 0.807 0.141 0.098 —0.128
Neat appearance 0.793 0.088 0.313 0.156
Understood needs 0.788 0.384 0.136 —0.121
Courteous 0.744 0.355 —0.022 —0.166
Knowledge of menu 0.714 0.313 0.259 —0.050
Exact order 0.213 0.821 0.090 —0.136
Order error-free 0.247 0.810 0.049 —0.128
Fresh 0.346 0.723 0.228 —0.062
Temperature just right 0.342 0.671 0.095 0.077
Lighting appropriate 0.147 0.067 0.880 —0.102
Adequate parking 0.025 —0.040 0.778 —0.181
Clean 0.309 0.213 0.704 0.138
Décor appealing 0.198 0.290 0.618 0.231
Expensive —0.117 —0.060 0.008 0.900
Paid more than planned —0.081 —0.126 —0.044 0.879
Eigenvalue % of variation Cumulative %

Factor 1 7.29 42.88 42.88

Factor 2 2.03 11.98 54.86

Factor 3 1.65 9.71 64.57

Factor 4 1.33 1.83 72.41




MyABTU-PETPECCUOHHBIN aHAANS U
NOCYUTAHbI F-CTAaTUCTUKU

Table Il Multiple regression results (dependent variable: satisfaction)

Variables Unstandardized coefficients Std error Standardized coefficients t-value Significance p <
Constant 1.891 0.584 3.24 0.002
Responsiveness 0.566 0.087 0.523 6.49 0

Food quality/reliability 0.231 0.089 0.203 2.6 0.011
Physical design 0.006 0.087 0.005 0.08 0.938
Price —0.186 0.047 —0.246 —3.93 0

Notes: F4113 = 38.85; p < 0.001; Adj R* = 0.56

m Physical design ¢aktop — He BAUSET Ha YPOBEHb YAOBAETBOPEHHOCTH
KAMEHTa B pecTtopaHHon chepe

B CaMblW TAaBHbIW paKTop - Responsiveness




P2. OHTOAEKCUYECKNE PECYPCHI ANA
MHTEANEKTYAAbHOIO aHaAnU3a MHEHUN




HanpaBAeHUA UCCAEAOBaHUA

H P83p860TKa AMHITBUCTUYECKUX U KOTHUTUBHbIX MOAEAEN MHEHUN U 4yBCTB

m Pas3pabortka AMHIBUCTUYECKMUX PECYPCOB HA OCHOBE CAOBAPEN
m VI3BAeYeEHUE MHEHWIW HA YPOBHE AOKYMEHTA, MPEANOXKEHUSA AU dpa3bl

m VIHTEeAAEKTYaAbHbIM @aHAaAU3 MHEHWK O NMPU3HaKax




CyLlecTBYOLLME aATOPUTMDbI

m be3 rcnonb3oBaHUA pooMeHa 3HaHuK: Hu and Liu (2004) AAropuTM aHaAM3a npaBuA
accoumaumu, MCNOAb3YET YAaCTOTHOCTb MU BANM3OCTb CAOB-MHEHUIN, paboTaeT B OCHOBHOM C
NpUAaraTeAbHbIMU, UCKAKOYAET HEPEAEBAHTHbIE MHEHWUSA, HO OCTaBASIET MHOTIO HEHYXXHbIX
XapakTepuctnk 6e3 suaumon ctpyktypbl. Aaroputm OPINE - HaacTporka

m C ncnonb3oBaHUEM TaKCOHOMUM XapaKktepuctmnk: Careneni (2005) Ha ocHOBE TaKCOHOMMUM
MO CEMAHTUUYECKON BDANM3OCTU U3BAEKAOTCA MHEHUS M CYMTAETCH, HACOKAbKO OHU BAM3KKN K
paHee onpeAeAeHHbIM B TAaKCOHOMWUK. 3aTeM HEODXOAMMO BPYUHYHO 3aMOAHATb MPOMYCKMU.

m McnoAb30BHAUE OHTOAOTMWN: HET YETKOW MEPaPXUU, CTPOUTCHA OHTOAOTMS 0OAACTH, a 3aTeEM
oborawaercad HOBbIMU TEPMUHAMKN BO GPEMSA UAEHTUDUKALIMU XapaKTEPUCTUK. OHTONOTUMK
MOMOratoT ONPEAEAUTb NOASPHOCTb MHEHUIN, U3BAEKATb HE OTAEAbHbIE CAOBA, a LiEeAble
dpasbl MHEHWUN
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PaboTta cuctemMbl Ha pectopaHax

m  OpaHuy3ckas OHTOAOIUS
pecTopaHoB

m /\eKCUKOH MHeHusa POS

m Pa3meuyaeMm 0T3biBbl BPYUYHYHO
ANl METPUK CUCTEMD

Precision | Recall | F-measure

Our sys- | 0,7692 0,7733 | 0,7712
tem

Hu and | 0,6737 0,7653 | 0,7166
Liu

Popescu | 0,7328 0,7387 | 0,7357
and al

Taxon- 0,7717 0,7573 | 0,7644

omy




P3. Consumer Complaining behaviour

Figure 1: Taxonomy of Customer Complain Behavior Complaining-consumer types:
- Passives
Dissgiizﬁcs:tion - Voicers
- lrates
- Activists

Voice Private Third Party Types of complaint:
Responses Responses Responses _ face-to-faCe Wlth manager

- Face-to-face with employee
Seek Redress Word-of-mouth Take Legal i
From Seller; Transmissions Action - W”tten
No Action - Complaint on the comment
card




Complaining consumer algorithm

Dissatisfaction
Incident

1% level:
Behavioral vs |
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Action
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2™ Jevel: l

Private vs Public Private Action | Public Action |
Action

__________________________________ ].______________________._____._______.___‘_______________________
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3rd level: Boycott Brand/ Negative Seek Redress | Legal Action Complain to

Specific actions Product WOM Directly Agencies/Govt
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channels l [

5™ Jevel:
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Source: Adapted from Day and Landon (1977) and expanded by Mattila and Wirtz (2004)




P4. Automotive emotions

TABLE IV
MOST FREQUENTLY ASSIGNED CAUSES FOR JOY, ANGER AND SURPRISE
Basic JOY ANGER SURPRISE
emotion N CAUSE N CAUSE N CAUSE Cuacrtbe:
Interaction with 3 High tr_attlc 9 Interaction with 38% KOMMYHUKaLUS C APYrUM
another person density another person
i BOAUTEAEM
17  Music/radio 3 Sup/ll_ght 8  Bump on road .
blinding
Causes . -
- NCA Long wait at Cut off by S AT A, T
' traffic light another driver Aap b , TPY o
3 Spotting friend 2 NCA 5 Tzzll]f;rllc z:lght C/\eI'IFILLI,\Il/H/I COANHEUHbIN CBET U
L KpacHbIX CBET Ha cBeTodopax
TABLEV
MOST FREQUENTLY ASSIGNED CAUSES FOR DISGUST AND SADNESS
Basic DISGUST SADNESS
emotion N CAUSE N CAUSE
8 Sun/light blinding 2 Sun/light blinding
7  Long wait at traffic light 2 NCA
Causes , - .
- High traffic density
2 NCA




TABLE VI
MOST FREQUENTLY ASSIGNED CAUSES FOR LIP CRESS, LIP CORNER CULL
AND BROW RAISE

. INNER BROW BROW
Action  LIPPUCKER RAISE FURROW
units N CAUSE N CAUSE N CAUSE
High traffic High traffic Checking
14 . . 27 :
density density mirror
Tight road 4 Roundabout 20 NCA
Causes passage
Long wait at 9 High traffic
traffic light 4 NCA density
7 NCA 5  Speedbump
TABLE VII

MOST FREQUENTLY ASSIGNED CAUSES FOR LIP PUCKER, INNER BROW RAISE
AND BROW FURROW

Action LIP PRESS LIE CORNER BROW RAISE
. PULL
Hns N  CAUSES N CAUSES N CAUSES
High traffic Checking High traffic
: 10 : 10 .
density mirror density
7 Nca 1o Lengwaitat NCA

traffic light

Causes .
Sun/light
Sun/light ~° Roundabout 9 L ding
blinding 9 Slow driver - Infotainment

ahead change

HabAtopaeMblie aMOoLUUK



