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Consumer Post—Purchasing Behavior of Internet Shopping
— Focusing on Dissatisfaction and Complaint Behavior —
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Abstract

The purpose of this study was to examine the post-purchasing behavior focusing on dissatisfaction and complaint
behavior. There were some studies concerning dissatisfaction in on-line shopping related to satisfaction and intention
to re-buying, but did not focus the relationship with complaint behavior, or identified the factors specifically related
to consumer's dissatisfaction. In this study, it was examined to minimize the consumer's dissatisfaction and
complaint behavior by investigating the detailed factors relating dissatisfactions and complaint behaviors after
shopping apparel goods on the internet. Two hundred fifty five customers who had purchased fashion products in
internet shopping had participated in this study. The data was analyzed by factor analysis, regression analysis using
SPSS program. As the result, first, product, delivery, returning and price factor were extracted as factors of
dissatisfaction, and as factors of complaint behavior, legal action, private action, remedial action were investigated.
Second, dissatisfaction was significantly effected on complaint behavior. Specially, returning factor and price factor
had effect on legal action, product, delivery factor had on private action and returning factor had affected remedial
action. Third, more purchasing frequency, less dissatisfaction. Also, female had more dissatisfaction than male.
Finally, more dissatisfaction and compliant behavior, less repurchasing intention. Based on these results, internet
shopping fashion marketing strategies were suggested.

Key words: internet shopping( &/5/ 5 %), dissatisfaction( & %/=), complaint behavior(£% &%), repurchasing
intention( /727 /%), purchasing frequency( 727 #/%).
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