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Abstract

Internet shopping provides convenience to consumers, however, in recent years the consumer’s return
rate and returmn-related disputes continue to increase. This article examines the characteristics of return
behavior through return experiences of internet clothing purchases. For an empirical study, questionnaires
were handed out to 317 undergraduate male and female students, in which the results had been used for
data analysis. Data were analyzed through SPSS 12.0 software, descriptive statistics, factor analysis, t-test,
ANOVA analysis, Duncan test, and x*-test. The results are the following:

The analysis of consumers’ return factor for clothes in Internet shopping showed there are five factors:
product and quality, delivery, impulse buying, change of mind, and service. There is a significant
difference in product quality of return factors depending on the availability of the return experience. Thus,
consumers with return experience showed more return tendency owing to product quality factor than
consumers without return experience. The availability of consumer’s return experience was significantly
related to information search. Consumers with return experience showed more consistent information
search than consumers without return experience. There were significant differences in perceived risks
depending on the availability and degree of consumer’s refurn experience. In other words, consumers with
return experience perceived more account related risk than consumers without return experience. Moreover,
the more return expetience the consumer has, the more risks consumers perceived in product performance.
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