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ABSTRACT

This research is focused on the reaction of dissatisfied customers. by reviewing previous
documentations and in-depth interviews, the exploring and researching of the characteristics
of the three subjects and how they interacted with each other, also understanding how to
increase and decrease complaints, as well as how to decrease negative word of mouth and
brand switching. This research had discovered that enterprises can step into the dissatisfied
customer’s shoe, by understanding customers, realistically improvement also having a
channel of communicating complaints can increase customer complaints; at the same time, if
the enterprise can change customer’s mind or feeling, let the customer forget, and try to
improve the problem or no longer provide service or the product to the customer, this can
certainly decrease the negative word of mouth; this research had aso discovered that
enterprises can create an image of excellence, provide superior service, be devoted to product
innovation and improvement, provide customer service and promotion to decrease brand
switching. At the end, discovering that complaint, negative word of mouth and brand
switching have the characteristic of: chain reacting, sequencing,reversing and intersecting.

Keyword: Dissatisfied Customer, Complaint, Negative Word of Mouth, Brand Switching
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