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Abstract : This study is to investigate complaining behavior of consumers who purchase fashion products on the inter-
net, as well as to find how the complaining behaviors are related to the consumers’ characteristics. The subjects of this
study are limited to the consumers who have experienced dissatisfaction when purchasing fashion products through the
internet. The questionnaires were administered to male and female respondents using the internet shopping mall. The
results can be summarized as follows: The factor analysis shows that consumer complaining behaviors are fitted well into
four factors(direct complaining behavior, private complaining behavior, third-party complaining behavior, and no response).
In the difference analysis by consumer’s complaining behavior styles and gender, private complaining and third-party com-
plaining behavior were significant statistically. In the difference analysis between consumer’s complaining behavior styles
and internet self-efficacy. Internet self-efficacy was significantly different according to consumer’s complaining behavior
styles, especially for direct complaining, third-party complaining and no response. Private complaining behavior, third-
party complaining behavior and no response were negatively related to consumer retention, while direct complaining

behavior was not.
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