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Abstract

Consumer Dissatisfaction Factors to cause

Complaining Behavior at the Internet Apparel Store

Kim, Boram
Department of Clothing and Textiles
Graduate School of Jeju National University

Supervised by Prof. Hong, Heesook

This study investigates the contents of dissatisfaction experienced by
consumers when purchasing apparel products at Internet stores and examines
what types of complaining behavior would be caused by consumer
dissatisfaction. This study tests the influences of consumer dissatisfaction
factors on the types of their complaining behavior. Data were gathered in
convenience sampling in an online environment. The subjects were female
consumers aged from 20 to 39 with experiences of dissatisfaction when
purchasing clothes at internet stores. Total 214 questionnaires were used in final
statistical analysis. They were put to frequency analysis, rank & percentile
analysis, exploratory factor analysis(principal component analysis, Varimax
rotation, above Eigen value 1.0), Cronbach’s a analysis, paired t-test using Spss
win 12.0. Measurement models were analyzed by confirmatory factor
analysis(reliability and wvalidity tests) and structural models were analyzed by
path analysis using AMOS 7.0.

The research findings were as follows:
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First, the kinds of dissatisfaction the subjects experienced when purchasing
apparel products at Internet stores were apparel products
dissatisfaction(dissatisfaction with appearance, dissatisfaction with quality, and
dissatisfaction size), shopping convenience dissatisfaction{inconvenient product
search, dissatisfaction with distasted product information, and dissatisfaction with
absence of notice for products out of stock), delivery service
dissatisfaction(dissatisfaction with shipping fees different from the notice,
dissatisfaction with shipping fees charged upon consumers in case of
return/refund, and dissatisfaction with insincere delivery service), and
post—purchase customer service dissatisfaction(dissatisfaction with dealing with
customer complaints, dissatisfaction with lack of additional benefits, and
dissatisfaction with poor communication with the shops).

Second, the types of complaining behavior demonstrated by the consumers
include direct complaining behavior through online, direct complaining behavior
through offline, non-purchase of apparels at the internet stores and negative
personal word-of-mouth through online.

Third, the subjects had the greatest dissatisfaction with product quality
regarding apparel products. When dissatisfaction was about the quality of
apparel products, they tended to stop purchase of apparel at the stores. The
more dissatisfied they were with product size, the more direct complaining
behavior on—- or off-line they engaged in. But extreme complaining behavior in
the form of leave the stores was not happened. Dissatisfaction with product
appearance leads to no increase of complaining behavior of any types.

Fourth, the consumer dissatisfaction was the biggest with distorted product
information regarding shopping convenience. When the subjects experienced
dissatisfaction with distorted products, they engaged in powerful exit and
e-voice. The more dissatisfied they were with absence of notice for products
out of stock, the more direct complaining behavior on- and off-line they
engaged in. And dissatisfaction with inconvenient product search led to no

complaining behavior of any types.
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Fifth, the subjects were the most dissatisfied with shipping fees charged
upon them in case of return/refund regarding delivery service. The more
dissatisfied they were with shipping fees charged upon them in case of
return/refund, the more direct complaining behavior to the Internet store on- and
off-line they engaged in. But the dissatisfaction level with insincere delivery
service and shipping fees was lower than the average level, and dissatisfaction
with shipping fees different from notice and insincere delivery service led to no
complaining behavior of any types.

Sixth, the subjects were the most dissatisfied with communication with the
shops regarding post—purchase customer service. The more dissatisfied they
were with communication with the stores, the more direct complaining behavior
to the stores on— and off-line they engaged in. The more dissatisfied they were
with dealing with customer complaints, the more powerful exit and direct
complaining behavior offline they engaged in. And dissatisfaction with lack of
additional benefits had negative impacts on direct dissatisfaction offline (voice)

and thus led to no complaining behavior of any types.

Keywords: Internet Apparel stores, apparel products dissatisfaction, shopping
convenience dissatisfaction, delivery service dissatisfaction,

post—purchase customer service, complaining behavior
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