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Abstract

This research aimed to examine consumer's expectancy disconformation related to purchase
satisfaction/dissatisfaction and post—purchase behavior in cable TV home shopping. A total of 700
questionnaires were randomly sent to cable TV home shoppers and 172 copies were used in final analysis.
Frequency analysis, correlation analysis, analysis of variance, regression analysis, path analysis, and
multinominal logit were used. The expectancy disconformation on “fitting” and “how well the clothes suits
oneself” were significantly related to the complaint behavior of return and refund. TV home shoppers
tended to express their complaints by requesting the home shopping company or the manufacture
company for a compensation rather than express privately such as warning friends, stop buying and
boycotting the item, The significant variables that would influence consumers to seek refund rather than
exchange were purchase satisfaction, request of compensation to the company, overall expectancy
disconformation and expectancy disconformation on decoration and details and suiting oneself.

Key words: cable TV home shopping, satisfaction/dissatisfaction, complaining behavior, expectancy
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