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A Study on Factors in Tourists’ Online Complaint . Disparity between Individual and Group
HUANG Li ', LI Ting >
(1. School of Tourism, Sichuan University, Chengdu, Sichuan, 610064, China;
2. Department of Tourism Management, Xinzhou Teachers’ University, Xinzhou, Shanxi, 034000, China)

Abstract ; In recent years, mass complaints on Internet occurs frequently due to overcharging customers in San-
ya,tickets event in Phoenix Ancient Town, ticket price rising in Beichuan Earthquake Ruins,some of which have
become focus events for news media and society, even blemished the image of tourist destinations. High attention has
been paid to such complaint in academia and industry. So how to deal with tourists’ complaint on Internet has be-
come a new subject that tourism industry must face with.

However , there is little research work about group complaint on Internet of tourism consumers. According to the
current research findings, all of them are about individual complaint in the Internet environment, and group com-
plaint in the interactive Internet environment hasn’t been involved.

This paper chooses and applies typical cases about group complaint on Internet to study a large number of tour-
ists’ complaint on Internet ( Microblog, Forum, and Website) about rising in price for entering Beichuan Earth-
quake Ruins Museum. To improve the ability to control the traveling risk in the Internet environment, this paper
compares differences of discontent and desire to complain that individuals and group show in prices rising event and
explores factors that affect complaint on Internet. This paper also explains the reason why tourists’ complaint occurs
frequently and its amplification mechanism.

304 valid questionnaires are collected online and offline. By adopting the method of Correlation and Regression
Analysis, it comes to following conclusions; Firstly , consumers are more willing to show their discontent and have a
stronger desire to complain on Internet. Secondly, complaining purpose, attitude towards complaint and the attribu-
tion of discontent have influence on the desire to complain on Internet. Explanation is the most thing they seek for
through complaining, followed by the attitude towards complaining on Internet. Doubt and incomprehension are the
main reasons to complain. Consumers attribute price increases of Beichuan Earthquake Ruin to the purpose of mak-
ing profits and breaking the rule of public welfare ,which lead to large-scale group complain. Therefore ,we can infer
from the event of " price rising storm" that the management departments of Beichuan Earthquake Ruins should
promptly declare or explain to the public that the part of rising will be used to the maintenance of equipment and
public facilities ,and reveal the expenditure of contributions raised from various circles of society in the earthquake
to the public. Even if not free,only by this way can the public understand price increases is the only way to make up
the funding gap generated in the operation and management. While rising in price, subjective norms, perceived be-
havioral control ,the effectiveness of network channels and network channel’ s advantages in terms of effectiveness
do not really influence the desire to complain. Thirdly, with the help of attribution theory, it shows that there are sig-
nificant differences between individuals and group in term of the desire to complain,especially in the interaction of
Internet group people tend to produce a strong sense of group solidarity which will amplify the desire to complain.

In the event of price increases in Beichuan Earthquake Ruins,the loss of commonweal and donation have posi-
tive influence on the desire for the individual to complain, while rising in price has no significant influence for indi-
vidual to complain on Internet. However,we can conclude from the group complaint in the real Internet ( Microblog
and Forum) that rising in price is an important factor that affects complaint. This shows that individual consumers
attribute the reason of complaint to commonweal of scenic spots and donation experiences in terms of attribution , and
attitudes they treat price rising event is relatively rational that a slight scope does not lead to complain. While in
group complaint environment, Internet users even regard a slight price rising as a dissatisfaction factor. Therefore,
various factors that caused the service failure of different customers can motivate others to complain. Internet group
will form a high sense of group solidarity , which induces consumers who have a low willingness to complain join in a
complaint group,and group consciousness amplify the desire to complain.

Key Words: tourists’ online complaint ; determinants ; differences ; dark tourist attractions
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