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Abstract

On-line clothes sale are on the increase, and the returns(for replacements or refunds) of the clothes are
also increasing. Many studies on off-line consumers’ complaints were made before, but few studies on
the returns of clothes sold on-line have been made.

From this viewpoint, this study was conducted to know what effect returns of clothes sold on-line have
on their brands. Therefore, this study was first focused on the factors affecting complaint acts(return
intention or return acts) such as lack of information and recognition of product, delivery errors and
product defects concerning on-line sales, and second investigated the changes of buyers’ attitude toward
the brand following the their acts of returning the buyers, and third looked into the changes of on-line
buyers’ attitude toward the brand.

The study is carried out by subdividing the objects of the study into return action(replacement,
refundment) and purchasers who experienced return intention. Such experience is demonstratively
analyzed to find how it has affected the attitude toward the brand.

The study comes up with the following outcomes.

First, the effect factor causing complaint action(return action, return intention) on-line is shown as the
lack of the information and recognition of the product.

Second, it is revealed that the effect factor causing complaint(return action, return intention) does not
lie in an error in delivery or a defect of a product.

Third, the positive response of a brand to a return action does not raise the repurchasing intention and
positive attitude of purchasers who experienced returning a product, but lowers their private complaint
action intention .

Fourth, the repurchase intention of purchasers who experienced return intention for the brand is
lowered, but their negative attitude and private complaint action intention is not raised.

Key words: attitude(EfT), information(& ), on-line(2221), recognition(2IX]), replacement(11=)
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<H 4> JidASHE Q0oF
7t A =2 254y
71 1] -1 1I-3-D@, V-1 V-3DOQ
[1-2] -1 : 1-3-C@, V-1 V-3-Q@ OS2 AN (NPar Tests), T-Test
[1-3] -1 2 1-3-®, V-1 : V3B
e i; :::1 :::2 :::j :::Zg Correlations(Ar TR | 2Ad)
23] IH, 112, 114 : I15C FRegression(S17H2-+4)
I Ve ET—
33 N1, V2 £ IV5EC Regression(=tAZ)
<H 5> Jtd 1-1 AS HHEES T-Tests
Binomial Test
Category N Observed Prop. Test Prop. Asymp. Sig.(2-tailed)
Product information/recognition lack 45 80 0 000
Product information/recognition normal 11 20
Total 5% 100
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<H 6> Jid 1-1 23 HEOIE T-Tests

group mean Mean Difference t af Sig.(2-tailed)
Respondents for recognition lack 34773
— 1365 3207 113 (002
Respondents for recognition normal 2.7407
<E 7> It 12 HS UHESS T-Tests
Binomial Test
Category N Observed Prop. Test Prop. Asymp. Sig.(2-tailed)
Error in delivery 10 18 50 000(@)
Normal delivery 46 82
Total 5% 100
<HE 8> Jid 1-2 AE HEQIE T-Tests
group mean Mean Difference t df Sig.(2-tailed)
Error in delivery
: 00810 283 113 778
Normal delivery
MW=L e 22IIM0IN QFHMES HE HE LERIZ(Observed Prop)2 ‘MEBHIS/ZA 9 SE
2212 MBS0 et ZEQt oIX] 250 /lgs ¢ = B0 82%2EM N o =2 Ac=zZ BMEIRICE &
Aeny, 2 72 KIXIECE ZERIMOIN OIFHME BE 2012 MBS &E
“ TWIEHHA()| K AFOI oF 0HO)| ZHAHSHS
[7}A 1-1] @ [EFEEQIE] Che MBS0 HaY M 206l2f ¢ 20| gdgs
. lE R Eo| Him oiar colS = & = QUL M2t 2 72 VIZECE 01 28 &
ECIESOI ATHSS 6E S8 wEe HS NZTE BANEl AZHE S0l HEMSS A
CHot ZEQL Xl 220 Us AOICE 22 M0k
OH; - ut_o | TUMEHC‘)O‘E i ; O*(ﬂ O”j QELI O 52 ¢ERSS RLVP| Ble AR
= diZo|E ¢ = = = =
SITNE EESE Saes @ HEse oAl T MBQ HIEHESO0| MBS A =2 NeHSIHE
= SEARN 08X ¥ SEXe 424 vEol: F
e HA20l 8 NOZ oiiMgr &= ULk
o 3477314 274072 M 1 KHOl= 0730ICE OI2t
Ze TR MO JHE SHE RoniMe U (74 1-2] - [EhEelE]
Bl7| 2IBt ttest Z3t (E 6)1F 20| RAES 0002 ZERIYOIM ARHZ2 gs g 222 HEd
2 LEIL 001F0IM § TEtO BRE K07 2 HiS 2200 [E K0I7H UE NOICk
o|0|Bt0| AXEIQACE MR 2 JIMS XXISIC t @88 = o Lrgl A0l= 0081022 M
. i oM, O olol Brdt A0l EHACE %
(7t 1-2] @ [BHEESE] N -
O|SHXl %2 A=z ZFEIRILE MetM 2 72 7
SCRIM0IM OIRAMES BHE g 0212 ME9 ZiC(04
HIS 2201 M2 KHOjoll IS ZA0ICH i
THOl HHB 2ol OIETUNS o HIE (E 18] [HEgsl]
7)1F Z2LCF Test Prop.2 MIZHIEO| =2 MA0| L ZERIM0IM SIZMES tEEE R0I2 ME ot
S 20| 212 05Q8 LohED QUCH J2ILt A Aol %A= AOIL
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<H 9> Jid 1-3 AE BIEAS T-Tests
Binomial Test
Category N Obsenved Prop. Test Prop. Asymp. Sig.(2-tailed)
Product defect 9 16 50 000(@)
Normal product 47 &
Total % 100
<E 10> T 1-3 AB UEEQIE T-Tests
group mean Mean Difference t af Sig.(2-tailed)
Error in delivery
- 00663 -0.101 113 0919
Normal delivery

<E 11> BISS2i0] ARty

=4

Description Brand response Repurchase intention Positive attituide Private complaint action
Brand response 1.000
Repurchase intention 107 1000
Positive attitude 210 A1 1000
Private complaint action 512 436" 64 1.000
* (01, ™ p{00B, ™ 001
ol ZAE RloH Ol BELZE o Blh= (B 2) UM 219 MEIIM ZHZ
QL ZtCl 2 MEZS MAKNIZE0| L2
et @rh Test Prop s HSSSar SETIS0) s THol ABE oby| TOI 2 SRS Sauis
StEQ0] 22 0522 ZollzxE UCE TJ2LE &M 2 = o o = S~
X2 (Observed prOE)S ‘;MIHA;’ ol Quez a0 2 SHol AEtME 2MT| 2ol ARt 2Ms Aldst
- Ple Seils 2 ee= ° UOM 1O ZIHE (F 1)1 ZCh 2 HLSZto| A
S| M| =90 J{o= =2HME|of = 22J}0|AK
MEEE RS B SRR 5 St W IS UREA of+)9 ATBHAS ¥ &
O|SMZ tE G2 MSEYE e JUNS
‘T:o‘ e . F‘ \ = 10: o Cj\oml QICE Zh AEHAIL= 010~05129] 9| LHOl A0 L™
oH= (@) 1t HIAHA|IOI 2=
O‘ME [[H _._O‘E:I E‘I LBO‘ Eoo)’/\m::E = T /\/\I:)> _élj /&;ng_go‘ QAE ng_% % —/F 9/“:}_ I:l'D.J Hae 'fjj
A2 MZ9 gtE 0187t Beol 280 st A
o “E 'OO‘C’ Ojf *M;fc', - Oﬂ _' ﬂgg STHTOH o5, 2= PIS-SHN EHZol H2 021
= = or= _—
OtLzt CHE 010l olol ZME s odlsle A2 DCloZ M TS w2 ATTHO|CH
SMEICE M2t 2 7HEE 71ZEICE
- [7tAd 2-1]
(7t 1-3] @ [HHEEQ=
=0l CHet 2RiEol SEA 82 =8y +
SEIMOIN AFHMEO| UEEE R ME Z o
. ; 074‘07 }'ﬁ 52l fess s 2 DIl TR0 OS2 £ ZOICk
= =1 C . o
o Ol e SR = Aol me 1 TAIHR! Jheel ZES BAEMS S5i 0120
-testOl| 2|5t Z i ZChZto| WAz -
el et TS SEE s T BReEl Eeel A BOL 2 718 2MUSS OST 20 BH BE
= = o Rte XM = o3l =ICtz
Ol= 0B=A i 5= SZ0(0, 0l= Zoj SIS Ol CHE D2ico] ST (422 WIEHE TN
o WRA0IE EAXCR ROGA| U2 He= _ . N
4‘;’? o ; e }‘ A A W04 O=E £ ZOICK 2= Jhe 19] SRR
- C|O == =1 ZtE]
AHEIUCE T2t 2 7tE2 7[ZEIChH Zo= (T 1200} 20} UES 4SS =2juias
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Standardized Coefficients(Beta)
=l
Standardized Coefficients(Beta)

12> Jkd 2-1

1A

H
Sig : 0431
118
Sig : 0.121

<E 13> Ji™ 22 HEE ¢

Std. Error
Std. Error

<

107
F 0629
186

Unstandardized Coefficients
F . 2481,

Unstandardized Coefficients

2442
1859

(Constant)
Brand response
R 10012
(Constant)
Brand response

10044,

B2 MU EYASH] A7 4%
* Dependent Variable : Repurchase intention
* Dependent Variable : Positive attitude
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CE 14> Jh 23 2 Sist B2

Unstandardized Coefficients ; o :
Standardized Coefficients(Beta) t Sig.
B) Std. Error
(Constant) 1.381 327 4227 000
Brand response 42 101 512 4377 000

R 0262, F: 19155, Sig : 0000

* Dependent Variable : Private compliant action

<H 15> HIRE2 AR 24
Description Brand response Repurchase intention Positive attitude Private complaint action
Return intention 1000
Repurchase intention 228™ 1000
Negative attituide 061 672 1000
Private complaint action 67 BAg 803™ 1.000

* (0.1, ™ p00B, ™ p¢001

<E 16> Jid 3-1 HEE 2ot SFHEN

Unstandardized Coefficients ; o !
Standardized Coefficients(Beta) t Sig.
B) Std. Error
(Constant) 2319 346 6.707 000
Return intention 228 097 228 2350 021
R 0052 F 5522 Sig + 0021
* Dependent Variable : Repurchase intention
3) [7td 319 M7 HS Mol ZEg 2ol HEYT 2 SEHSR ol
JHo| ZHS 7] MOl B 2t AS7I0] A THTOH I & SHUSE 01 2l7izds AL
Hag 247 2loh Mutd 2ME Algs dits (F 2= (F 1610 20k 24210 BtE9x9 EEst
15)9F ZICH 2t BIASS BiZo|T-BNNEE. B QAT E 02282 HHEOE E SEPSZE o=
CAPY SEHE7H0| A A2 2424 006D 006 SIAEHEOl MY¥E2 52%0|CL BEEN0 OlK=
= Wiz = 1= oIXist ofstEd()| Ol
S 06T22N AECZ K B2 MBS JIT S8 &7 S = /S AREH
Aoz EME(ALCE [7tM 3-2] @ [HIZEQ|E]
[7tAd 3-1] @ [HEEQIE] UHEo|T E Agot FOHAISl Hei=0| CHet 28N
BT S ZEish TOHRIQ SESON CHSH KON EH=7F =0F2 A0ICH
O|E= =0t AOICt i A¥E 2ol WECL E SEHeE ol
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Standardized Coefficients(Beta)

Standardized Coefficients(Beta)

x

[
=
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=0t
GNES,

17> I 3-29|
Std. Error
329
Std. Error
47
97
Sig : 0568
EH= 7t

ws
T

4

<§ 18> JIM 3-59
X_|

<
Sig : 0542

=P
—o

<]
2f

Ol 05422 LIEFLY
=]

=
OWRtSl ERH=01 CH

Unstandardized Coefficients
Unstandardized Coefficients

2943
2877
b

I
=

F: 374

F 328
F

9
il

C [

(Constant)
Return intention
- 0004,
(Constant)
0003,
[7HM 3-3]

Return intention
OHRFLXI2HE Eei=01 CH

* Dependent Variable : Private compliant action

B2 MU EYASH] A7 4%
* Dependent Variable : Negative attitude
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