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Complaints management and its impact on increasing demand for tourism services
(A case study in the Iragi tourism sector (Grand Millennium Hotel 5 stars))
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ABSTRACT

This study aimed to analyze the impact of complaints management on enhancing
demand for tourism services. This research examines the relationship between complaint
types (named, anonymous, and via social media) and the level of demand for hotel
services. It also examines the role of complaints management effectiveness in influencing
tourism demand and determines the level of attention paid by the Grand Millennium
Hotel's management to complaint handling mechanisms.

The study adopted a descriptive analytical approach, and data collection relied on a
combination of modern secondary sources, in addition to a questionnaire administered to a
sample of 115 employees. 105 valid questionnaires were returned for analysis after
excluding five incomplete questionnaires.

The results showed that the hotel treats anonymous complaints with the same
importance as traditional complaints (mean = 3.49, standard deviation = 0.644, sig =
0.000), reflecting the management's commitment to fairness and transparency and
enhancing customer confidence in reporting violations. The results also showed that the
use of social media (Facebook, WhatsApp, Instagram) contributes to improving the speed
and accuracy of complaint processing (means ranging from 3.10-3.75, standard deviation
<1, Sig = 0.000), making digital channels a key tool for increasing customer satisfaction.
The results also showed that all items related to complaint management were strongly
statistically significant (Sig = 0.000), which confirms the validity of the research
hypotheses and highlights complaint management as a strategic mechanism for improving
service quality, enhancing customer satisfaction, preventing recurrence of errors, and
supporting a sustainable competitive advantage for the hotel.

Keywords: Complaints management, nominal complaints, anonymous complaints,
complaints via social media, demand for tourism services.
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Valid \EE 100.0

Cases Excluded? 0 .0
Total Yoo 100.0
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b ) e uagl) A i) Ll QN p L S LA Jalee LS Rad G (£) dsaall el
Cadal el Vs da iy g hladl aaa G e Ja 1385 0.6 e ST oy (2 @l dalas) 0.737

Ble &
Llouy) chlbe aeaal ¢l S W Jalaa (£)dgaad)
Cronbach's Alpha N of Items

737 Yy
.20 J)aal SPSS galip aladiuly Alaay) Juladl) gilis : juaal)

Baa o 08 Auhal) cfpiia cld Jalee ¥- 1)
P VIS il el saa e O Al el 5 Lig S Wl Jales Gluay caall o6 LS
Bas o ata S #Lg,s Wl alaa (2) Jgand

il Cronbach’'s Alpha N of Items
Aggaal) gl 778 4
Aaul) goleid) .806 %
= WY Jualgil) adlsa golsd 764 °
Lalud) clandl) o qathal) 3al) 757 v
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e\ G\ adlsa gols 0] o5 k) 3l
Yggaal) Aadd) Sl Jualgill PR LAY Aabid) @laadly
M . Pearson *x . *x ok
i (PTLRA] . . . . .
Y] Correlation 1 855 549 907 710
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Sig. (2-tailed) .000 .000 .000 .000
N Yo Yo Y Ya Yo
e N Pearson - - . ™
IV PR TRA] Correlation .855 1 .589 .885 .670
Sig. (2-tailed) .000 .000 .000 .000
N Yoo Yoo Yo Yo Yo
Pearson " . " I
Sl gilpa s5lsh Correlation .549 .589 1 792 .750
sy Sig. (2-tailed) .000 .000 .000 .000
) N Yoo Yoo Yoo Y. Y.
Pearson 907" 885" 792" 1 872"
<Al 54 Correlation
ad VM Sig. (2-tailed) .000 .000 .000 .000
N Yo Yo Yo Yo Yo
Pearson - N o o
e ikl 3al3 Correlation 710 670 750 872 1
Talud! eleasl] Sig. (2-tailed) .000 .000 .000 .000
N Yoo Yoo Yoo K K

**_Correlation is significant at the 0.01 level (2-tailed).
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Frequency Percent Valid Percent Cumulative Percent
S 90 90.0 90.0 90.0
Valid ] 10 10.0 10.0 100.0
Total 100 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
4w — 35 4w 25 o 87 87.0 87.0 87.0
Valid 33, 36 — 50 o 13 13.0 13.0 100.0
Total 100 100.0 100.0

20 )ua) SPSS gualiy aladiuly Alasy) Juladl) il 1 jaaall
DoAY Aty L YO-Y0 el (553 il Al ahdl e Ans el o Slan) Jilaill il ¢ ekl

anl)

Wi, Yo — s Yo u

W 00 — Y1 n
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Frequency Percent Valid Percent Cumulative Percent
Sl 5ias 5 e JB 36 36.0 36.0 36.0
G5 5 -10 (e 22 22.0 22.0 58.0
Valid 4 11-15 e 33 33.0 33.0 91.0
4w 15 e S0 9 9.0 9.0 100.0
Total 100 100.0 100.0
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70 80
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oS ol gl DA (e Gl 3 S e Jypanall pndl) pa Jualsill iy 3.44 .872 .000
Bl g5l F pagdl DA e osl8al andy Juad Jranll apn i oy 3.75| 1.027 .000
Jualgall ebrisY) maliny DA e Jaenll ge 8380 (55K g sunpe Al Ja oy 3.10 .943 .000
S laiaY) Al Al @il yie oDlaall Ciliiles o g ILYL (55l daalie aud oy 3.63 .858 .000
Al g slin) e SBU A Ja ey spadl) yie Jaand) e dnlial) 5 3.20 1.041 .000
Jetsall 3 (pal 5p0 323l 5)L30 4 3gms o o Dlanl) iy i 3.82 .649 .000
eOanll Gl U8 (e dediall cilaaally Aail) e G81S ALSE Slia 3.40 571 .000
)i ey ALY IS e ailariy Badl) iagpal Jaeall 328l any 3.85 167 .000
bl 3al3 alal) el 3 o)lEaY Axady aee Jlial e Jomsy Gull Y1 Jeadl 5l i 3.28 | 1.188 .000
lasdl) o ol slaa¥ls dpadill alualiy slaa¥ls Gall 3 gald J<0 dsen) Alalas Jaee oS opony 331 1066 000

dalud) Gdll il
Lol o By eyl Hhaiadld Ghenll a8 Gadll cilerd Jsa Aadial) Jpend) (5585 dallas 3.53 .896 .000
Gy} adlse e agle aall (olSS dadlas A gy Gl 3yl Glersd) e dliadadll Cilagladll \ 3.05 788 000

daesd) 52 Gaall DI o la) S0 i

20 )aa) SPSS gualiy aladiuly (Slasy) Juladl) il 1 jaadll
clS Aaludl cloadll e Calhally g5l 5y alagl (ality ddleialls digll 28l llaY beal) Jasgid) &
DI o) G e aasl) o el 535 cgsinas (oaladll S ubial 3 aasial) Gubdal) Bilisia g S|
Aual) ol bl G Labd) cloadl) el 52l ) 535 Auhall Jae Gaill & (55l
:luadl) LAl V-
Hleie dejiiall ilaiajilly Al A bl LEAL Gl A8 ey aay
Jualsil) Blga o Alggaal)l Apanlll) ol By o Ligira ANy g3 AU dag Al Ladl
Al Jae Galal B Labud) clasdd) o cathal) 5alyjg (o LaiaY)
Labudl cleaall e Gllall 3alys duan) (g5lSaD 81 (s Ausine AV 53 L0 aag 1 IV diedl) duda i)
Al Jae ol 3
Gleaall te Cllall alyy Usenal) (ool 3)la) o dusine AVa 3 Ll aag AW de Bl duadll
Ayl Jae ol dalaud)
Gl 5alyys elaal) dualsill adlse ye (o500 G Agsine AV 53 0 aa g (AEN e i) Ao
Al Jae @alidl) 8 dalaad) cleaall e
Glaadll o qallal) 32L)s an) (55l 53 G Aagine AV 53 530 sas A Ao AU A dl) LAY
Goa il Jalea haddl plaadl) Jalras O supn Bl Gluay Gl G Ayl Jae Galadll (8 daloud)
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Laluad) clasdl e athal) 515 Apandl) (oslSal 503) (o ¢y pmaus Blity) Jalaa (1Y) Jgaad)

Ganl) ogled) 5 | Aaluall clardl) o qullal) 33
Pearson Correlation 1 710"
Bault gledd 30y Sig. (2-tailed) .000
N Yoo [
Pearson Correlation 710" 1
dabudl clasdl) Jo cuhl) 3al; Sig. (2-tailed) .000
N | Vo
**_ Correlation is significant at the 0.01 level (2-tailed).

20 Jlua) SPSS galiy alaiiuly by Jalail) il : juaall
Lald) clasdl) o callal) $ali)s Asandl) (o slSED 810) o R Jlaniy) Judad (V1) Jgandl

. Adiusted Std. Error - Change Statistics
Model R of the F Sig. F
Square R Square Estimate Square Change dfl df2 Change
Change
710° .504 498 92248 .504 87.344 1 aA .000

20 Jlual SPSS gualiy alaiialy byl Jilail) gilii : juaal)

) (S8 BN ks v Bl e Ty 525 0.710 & o BUDY) Jalae G Canll )
Gkl iyt e %50.4 O e Ju 55 ¢0.504 aaill Jales gy LS il clana) e allall 5al55
53l (o Apay) (ool B0y 0 lin G iy Les pan) (55D 5la) iyl o dalidl lardll e
A asl) Apdad by ) Glb ((Sig= 0.000) AYall Jlaa) dad G Lo ¢dalud) cladd) e k)
o Aabiad) clesdl) o cathal) 5l Asand) slSAl 803 Gm Agina AN 53 50 agag pie o pal
Agina ANa 53 LU aga JaE AN ALl Audadl) Sy cAaal) Jaa ol

Gleadll e Cllall alyy Ageaal) (ool 8yla) cm Ausine ANVD 3 ol aag A de 8 dua il
B o Al (s ol by L Cnd) 218 A0 Lyl LAY Al Jae Gl b Al
raaaill Jalaay coabidl cileasl) e (il 33l 4 geaall (55K

dabud) cladl) Ao callal) a5 Aggaall gl )13 O Qs Bl Jalas (1 £) Jad)

Uggaall soleil) 350) | Aalud) clasdl) s bl 3aly
Pearson Correlation 1 670"
Uggaall solgl) 54 Sig. (2-tailed) .000
N Yoo Yo
Pearson Correlation .670 1
Uggaall clasdd) o calhal) 3aly; Sig. (2-tailed) .000
N Yo B
**_ Correlation is significant at the 0.01 level (2-tailed).

.20 el SPSS galin aladiuly Alasy) Julail) ailis : juaal)
Lalid) classd) o cullal) 5k 9 Asgaal) gl 5030 Gy (Aol Jlasiy) Jalaa (1 0) Jgand)

. Adjusted Std. Error = Change Statistics
Model R R of the F Sig. F
Square Square Estimate Square Change drt di2 Change
Change
1 .670° 449 443 .97213 449 70.091 1 aA .000

.20 Jlual SPSS galiy aladiuly dlasy) Jdatl) gl 1 jaaal)

Usenall 5881 3))3) o sk Jssie b)) e Ju 525 0.670 &b oygem TV Jalaw G Canill 2a
Gl st e %44.9 G e Dy 55 ¢0.449 aaaill Jales gy LS cdalyad) cilana) e callall 3055
b Usgnall &l 5oy 550 Al G iay Lae Alggad) (gslSa 5510 eyl ai Laland) cleadl] e
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paadl Alah (b Gad) Gl ((Sig= 0.000) AVl Jlial dad G Layy ¢hoalid) cilanal) e callall 5aly)
e bl clasdl) o quthal) Salijs Aggaal) ool 518 Cm Aygina AN 53 8l axe o el A
Aygina A9 93 50U asaer J A ALad) Al )8l Jiig cA)al) Jaa (3aLAY
salyys elaaY) Jualsill adlse yie (ool 5)la) Cp Aysina AND 53 0 2ap (ARIAY Ao B Lua 8 Ao
Al Jae ol g daabind) cilasal) e (bl
Labud) clasdll o qalhll 33l o Laial) Jualsil) adisa s (gD B0 O uwu LU Jalaa (V1) Jgsad

Jalsil) gdlsa e 5188 83

Labd) clasdll e qhal) 5al

NN
Pearson Correlation .750
S LY Jualsil adlga s sl §))) Sig. (2-tailed) .000
N Yoo Yo
Pearson Correlation .750 1
Aabud cladd) Je qullal) 3al; Sig. (2-tailed) .000
N Ve \a

**_Caorrelation is significant at the 0.01 level (2-tailed).

20 Jlsa) SPSS galiy aladiuly by Jalail) il : juaall

Labud) @lasidl) o callal) 3l g o Laial) Jualsill adlse e oslSal 503 s Bl Jlaai¥) Jidad (VV) Jgsal)

R Adjusted Std. Error R Change Statistics
Model R R of the F Sig. F
Square Square Estimate Square Change dr1 di2 Change
Change
1 .750° .562 .557 .86662 .562 110.411 1 98 .000

20 Jlsal SPSS galiy alaiialy ilaay) Jilail) gilii : juaal)

Slse e sS85y G Ll asay e Jy 1385 <0.750 &l i) dalee o Galal) Jsaal) (e ey
525 ¢0.562 302 Jalra 31l LS e LY 13 cdalid) cilaxa) e callall 30l o laaY) Jualsil
Jealsill adlse yue (55l 3))) il i Apalpad) clexal) e callal) salyy st e %56.2 o Sle dy
Sl bl 5aly b elaay) Jualsll adlse e €l 5oy Lsine il angy 4l ey Las ¢ e laial)
oy Ay Ml cgsine LLENI o e Jy 13g (Sig= P= 0.000 < a=0.05 of Lay cdaludl ciloaal
SLiaY) Jalsill adlse o oAl )y Cm Aygine AN 53 LEE gag ate o pall Al sl Lk
AU s Jal A AL Apapdl) Jad ahg Aubl Jaa GURN B Labud) cleadl) o bl Saljg

Aogiea AYa 43

Jualsill ailse o Alggaall Apanl) oslSN 5d) Gn Aysiee AN 53 Al aag Aai LAY L)
s Bl Cluay L Candl o8 Auhll Jae okl 5 Aalidl chlaadll e lall 50l (oo WinY)
tsl Lo (VA) aly Jsand) Ledl cum alundl leadd) e callall 30l g5\ 31 (p Al
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Laludl clasdl e alhal) 305 (gl 88) (s Chgmunm Bl Jalaa 1(VA) a3y Jand)

@Sl 5)1a) | Apalid) clasdl) & Gkl 3aly
Pearson Correlation 1 7427
@\l 50) Sig. (2-tailed) .000
N 100* 100
Pearson Correlation 742 1
dabudl clasdl) Jo culhl) 3aly5 Sig. (2-tailed) .000
N 100 100
**_ Correlation is significant at the 0.01 level (2-tailed).

20 Jlua) SPSS galiy alaiiuly by Jalail) il : juaall
Lald) lasdl) o qthal) 30039 o slSAD B (o (o dd) laaiy) Jalat £(14) &) Jgaad)

R Adjusted Std. Error = Change Statistics
Model R R of the = Sig. F
Sauare | square Estimate | S9Y4® | change | 9 | 92 | change
Change
1 7422 .550 .545 .80870 .550 105.312 1 98 .000

20 )aa) SPSS gualiy aladiuly (Slasy) Juladl) il 1 jaadll
Gllal) 3l (55l Bl vl wa Bl (o Ty 545 0.742 &1 pmpm BN Jalaa O Ciadl 2ag
Sle bl @hss e %55.0 O e Jy sas 0.550 waaill delee il LS daludl cleadd) e
Gleadd) el 32l 3 oslall )oY 5h elia G ey Lea ogslSll 5y iyl o dalidl cileadl
1529 e o pali N asl) Apdad by cad) Gl ((Sig= 0.000) VA Jlas) ded G Lags talad)
e bl 5aljy (S laia¥) Jualsil) adlsa o (Aggaall (Apaudl) @alSal) 508 On Aygina ANa 53 Ll
Agina AVa 5h L aga JaE AN ALl Al dl) Sy cAalid) cilaadd)

el Sl e aaad Jeagill e sl (R lca il HLadY dapn€, tlalifiud) A=Y )

sSal daxh Y Lpeal) Ll juadl Ageae osSal plly asilie IS Gad o bl eyl )
DIV Al ey Lo cvyv e Aglas) AN pe 4, TEE glaall CaladVls ¥, Langiall gl us Ay
i 90 Sl e Zlady) b eDleall A8 S50 e alaill 508 S5 A8lasly Alaslly

oSl daia (o 3iailly cilaliad)) paen dpe e Bliall daialy lasen Jhy Guall of gl cuy Y
oSy Lo vy en s Adlan) AVD e TV 5 7YY Alal) @3 gl Jangie il Cus clgiallae Jd Alseal
ceDleall iy Llen s o glaall 483 Glaa 8 5))3Y1 4 sl

e eyl Joalsill adlses Calgdl Jadi o gslSal ai) aaie gl gy 3l o ) i) el v
AVa e VIV VoY) G Glhugiall Gl S dagpally LgSall golSall Llaady) e dle 5)8
c OBl Allad dadles (lasa (8 A )lly L2l Jual gl g8 dullad uSay Las vy e v v dilian)

o Ladling pUal) (et Cliass wafi o Gy (5580 Ge Oalgpeaall Cuilagall o ilal) el ¢
WS (e Lecr,ve Adlan) AN g o, YY) gilaad) CabaiVly ¥, ¥ 0 awgid) Al Cus oDl 51y
LGl J20s peusall Cprailly sal) alacl
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ceDanll Liay aiat cculaadl) sasa Cuneat] doadiffind A0 55lQ3N 3)00) duanl 33aus Candl Cilua jp dana X
. 3l] el Yiase Aadlis 800 aed ) ABLaY L e lhdl) )5 aag

s\ 38 Aallae 483 (e 3 Auilia) (3a

A i Lo dabpa ST bl Ll OVsS555 s Slasteall dpu e Blially dileia) 3seall CaiSs Y
3 pe Y] Jeliill e agradyy sDleal)

(e lia¥) Jualsill ailge) Zaad)ll o (ciilel) il slow codanll ae Jualsill Cilgl iy augi -V
(Sl Aallan ey (3o iy Ley Ayygil) Aot tite (3 a5kl

Ul iy Agye lajiie i o (55 KAl (e Galypaall (uidasall mondi o abusall Gl A8E 5a £
el 501 pn \gailial dam)

(ol (5o (3o ST Joanl) pa ualsill iy Gy ¢ al3l) ehalS (558 da amy Lo Anglie s slaie] 0
) Ayl e s bl G ) oslSal Jsmas oVl 3m Ly

Glo e Deall wanin Aghiat Aiysnd gebn Ledayy e ceDlaad) o¥s el 818 g5lS 5yl milm L) 1
Qi) G sl Lals ALY LS

(Ul st Baee Jlin) ilass e (First Impression) 4dsY) s deal) d3as cpuas e 3850 Y
sl dalin) st dplag) 8)sa (1585 Olaal

Loy iyl e (gol&all dallas deju Gauad pe cleadlly Jaally dualall 4 S cliaidl skl A
ol Bomdl 8 udlil) Bl xd e eanyy




ISSN: 2079-7486 a 25

e esSkaal) e Al lE pun ol (8 Laily (g€l Uil 8 L Gl e liaY) Jualsill s L) -3
AR ey e J<0 shaial) Jolall Shuls e il CBlea cagyud) 3530

Omend cslaal) LSS e 8 Al 1l S AV Jslad) glaty (Sl BylaY JolSie alla ol )
c2aY) Al sk Audli 3hae (Baiady cAasiall daam a0 cleadl) aga

Al@ie byl clajiia Y o — ) Y

Vs o byt 8 gl Ll ) aeUaally dalind) (3aLdl) b (ool ) o ASlie Al sha) )

. Janl)

3y}l «Chatbots) eliha¥! ¢ S cilipdas s ¢ Daall Liays (55\Sa0 Alaia) Gy (p 4D Julass Y
(Y

Sle TripAdvisors Booking dJie adsall dualudl cibiaiall & sl sla) 50 Jadid ) gpusgs ¥
ol LB

iadll (pagye sDlee ) agliad 8 aysay cpualall oDledl o sylaY) ddlanuy eall BV Au L
.(Promoters)

zasalll Lnda (ge @aaill oyl lSHE S Wl Jie (yal dead clelad e Jall zisall Guks 0




26 a ISSN: 2079-7486

saalall daild
24 o) )

IBM SPSS  alatiuly desiiall cllad) Jias 3wl daadl " (YaVY) e cauly
YET-YYE o eV 3l55 dpypum S 232l STATISTICS20

Aglae Ay 1 AN oAbl Gllall dpeti b 3g S ald) Gogull dpaal (YY) Sy s 0 -

glatlly TalaiY) bl B ypdia i ahsSs Al . Baldh ) dabudl cliel G Al

AT a e ihall o) Ank dals

sSaall oYy e lafly st 358 G Aa3lil oISl dallae (Y4 )A) lasll v cplad 3lin ¢ Jlady

(Y ) 22l (Vo) alaal) Lyl Jlad cilpalal) Alae . il se JE) Citlgd) duse Alla Ay

@M\ ;\.\Lﬂ@\,}ﬂ\ asdal .(Y~Y\) Aga.ul\ ‘)"“AJU-‘ efx_wm “;L\u ‘ULA:LL.\I A e Cazdy (e

A(F) 330 () alaadl BTN Ailually Aaldl aglal dupall Alsall L 3uSila (S Ayl Hladiuly

tospll Ly e dplaall @) 3 oMeall 5l<0 Aallae 51 (Y0¥ ) LapS (56K €anlily cgolea .

(V) 23l (1)) alaall cyaal) SLaBY) Alse Al S, cidaa) dpenl) ol illa dud)

G 3 Aglne Al tddadl ciledll o callall 8ol b abidl gyl e (Y0YY) &b s

YA aae £8 alae cdgalall GlaBU Gl drals Aas . ushayhy pasa Sililas

Op AB (Y e A) el de ST Sl de bl ae Jig olsle ¢ e deaa Jielend L)
dalidl yaise I ashe Cany L Al Aalyd) Japdss AlSals Coadl) ddiblae 8 aludl Calllly (el
YV £ a (VYY) aal sl 5y A o ¢ oA Gl 0= (e sl Canill dlaila & Y

3.9_.\.25\ sL‘)J.'\S.u\g\ ‘)&J\J A.G\AH\ \4.131 913‘93\ )\J c@w\ alaidy ) (‘.J.c .(Y . ~/\) @.m.d\ e mi c(:).c
NN Ga o A

Ailae Al Al Il e by alidl clasdl sagm (Y2TT) Db ol taame glae

¢ ) ?}hj ag)lanlly dalady) e}hj\ LS Byedia e itwale Al —AE- ADLAY EIAA S ya

NOa ‘)jbaj\ dE Ya¢o LﬁL“ A daas

D




ISSN: 2079-7486 a 27

10.

11.

Aadia¥) aalall
Ali, R; Latiff, A. Sh. A; Wahab, S. A (2024). Exploring the Black Box of Knowledge
Capture in Public Complaint Management. Malaysian Journal of Social Sciences and
Humanities (MJSSH) (e-ISSN : 2504-8562) 2024, Volume 9, Issue 9, €002998 DOI:
https://doi.org/10.47405/mjssh.v9i9.2998.

Ali, R; Latiff, A. Sh. A; Wahab, S. A (2024). Exploring the Black Box of Knowledge
Capture in Public Complaint Management. Malaysian Journal of Social Sciences and
Humanities (MJSSH) (e-ISSN : 2504-8562) 2024, Volume 9, Issue 9, €002998 DOI:
https://doi.org/10.47405/mjssh.v9i9.2998.

Ali, R; Latiff, A. Sh. A; Wahab, S. A (2024). Exploring the Black Box of Knowledge
Capture in Public Complaint Management. Malaysian Journal of Social Sciences and
Humanities (MJSSH) (e-ISSN : 2504-8562) 2024, Volume 9, Issue 9, €002998 DOI:
https://doi.org/10.47405/mjssh.v9i9.2998.

Alvarez, L. S., Casielles, R. V., & Martin, A. M. D. (2010). Analysis of the role of
complaint management in the context of relationship marketing. Journal of Marketing
Management, 27(1-2), 143-164. doi:10.1080/02672571003719088.

BALON, U (2024). Costs of consumer complaints in the quality costs management.
Proceedings of the 12th National and 4th International Conference on Quality
Management “Quality of the future — the future of quality” (2024), ISBN
9788367405843, pp. 2-12.

Barlow, J. & Moller, C. (2008). A Complaint Is a Gift. Berrett-Koehler Publishers.

Bayir, T & Bozyigit, S (2024). Consumer Complaints Management in the Digital Era.
Copyright © 2024, 1GI Global. Copying or distributing in print or electronic forms
without written permission of IGI Global is prohibited, DOI: 10.4018/979-8-3693-
0428-0.ch003.

Baywr, T & Bozyigit, S (2024). Consumer Complaints Management in the Digital Era.
Copyright © 2024, 1GI Global. Copying or distributing in print or electronic forms
without written permission of IGI Global is prohibited, DOI. 10.4018/979-8-3693-
0428-0.ch003.

Breitsohl, J., Khammash, M. and Griffiths, G. (2010), "E-business complaint
management: perceptions and perspectives of online credibility”, Journal of Enterprise
Information Management, Vol. 23 No. 5, pp. 653-
660. https://doi.org/10.1108/17410391011083083.

Erick Yusuf Ardiyanto, & Agustin Amborowati. (2024). ANALYSIS OF CUSTOMER
COMPLAINT MANAGEMENT ON THE INDIHOME. Juremi: Jurnal Riset
Ekonomi, 4(2), 399-410. Retrieved from
https://www.bajangjournal.com/index.php/Juremi/article/view/8504.

Filip, A (2013). Complaint Management: A Customer Satisfaction Learning Process.
3rd World Conference on Learning, Teaching and Educational Leadership (WCLTA-
2012), Volume 93, https://doi.org/10.1016/j.sbspro.2013.09.188.



https://doi.org/10.47405/mjssh.v9i9.2998
https://doi.org/10.47405/mjssh.v9i9.2998
https://doi.org/10.47405/mjssh.v9i9.2998
https://doi.org/10.1108/17410391011083083
https://www.bajangjournal.com/index.php/Juremi/article/view/8504
https://doi.org/10.1016/j.sbspro.2013.09.188

28

a ISSN: 2079-7486

12.

13.

14.

15.

16.

17.

18.

19.

20.

Filip, A (2013). Complaint management: A customer satisfaction learning process. 3rd
World Conference on Learning, Teaching and Educational Leadership (WCLTA-
2012), Available online at www.sciencedirect.com Y+ )Y © The Authors. Published by
Elsevier Ltd. Open access under CC BY-NC-ND license. Selection and peer review
under responsibility of Prof. Dr. Ferhan Odabasi.

Goetzinger, L., Park, J. K., & Widdows, R. (2006). E-customers’ Third Party
Complaining and Complimenting Behavior. International Journal of Service Industry
Management, 17(2), 193-206. doi:10.1108/09564230610656999.

Kabue, H. W (2019). Complaint Management Processes and Customer Satisfaction
among Clients of Commercial Banks in Kenya. The international journal of business &
management, vol (7), no (7).

Pio, Pedro GC, Sigahi, Tiago, Rampasso, Izabela Simon, Satolo, Eduardo Guilherme,
Serafim, Milena Pavan, Quelhas, Osvaldo LG, Leal Filho, Walter and Anholon, Rosley
(2024) Complaint management: comparison between traditional and digital banks and
the benefits of using management systems for improvement. International Journal of
Productivity and Performance Management, 73 (4). pp. 1050-1070. ISSN 0043-8022.

Shammout, M; Haddad, Sh (2024). The Impact of Complaints' Handling on Customers'
Satisfaction: Empirical Study on Commercial Banks' Clients in Jordan. International
Business Research; Vol. 7, No.

Standard, B. (2006). General requirements for the competence of testing and
calibration Laboratories, EN ISO/IEC 17025. p. 42.

Stauss, B., & Seidel, W. (2019). Effective Complaint Management. Springer.
doi:10.1007/978-3-319-98705-7

Taleghani, M., Largani, M. S., Gilaninia, S., & Mousavian, S. J. (2011). The role of
customer complaints management in consumers' satisfaction for new industrial
enterprises of Iran. International Journal of Business Administration, 2(3), 140.

Tax, S. S., Brown, S. W., & Chandrashekaran, M. (1998). Customer evaluations of
service complaint experiences: Implications for relationship marketing. Journal of
Marketing, 62(2), 60-76.https://doi.org/10.1177/002224299806200205.

s 5 ASN) g sl

1- www.millenniumhotels.com



http://www.sciencedirect.com/
http://www.millenniumhotels.com/

