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Abstract

This study investigated if there are differences between the effects of lifestyle
and personality on consumer complaining behavior between Korea and China.
Sample subjects of this study were female college students of
Korea(Jeollabuk-do and Jeollanam-do) and China(Yunnan). The questionnaire
data from 780 college students were analyzed through the following
statistical analyses: a reliability analysis, factor analysis, frequency, mean, and
multiple regression analysis. The results of the study was as follows. First, the
complaining behavior types of college students were divided into 4 factors:
third party, breakaway behavior, compensation claim, and negative word of
mouth. Second, significant differences were revealed between the
dissatisfaction and the conditions of complaining behavior between Korean
and Chinese consumers. Third, significant differences were found which were
related to the effects of lifestyle and personality on types of consumer
complaining behavior between Korea and China. Fourth, the complaining
behavior factors of 'third party’ and ‘'compensation claims' of Chinese
consumers were higher than those of Korean consumers; however, the
'negative WOM' of Korean consumers were higher than those of Chinese
consumers. Fifth, the lifestyle factors of ‘'fashion orientation, 'rational
orientation' and ‘activity orientation' of Chinese consumers were higher than
those of Korean consumers. The ‘achievement orientation' of Korean
consumers was higher than that of Chinese consumers. And the personality
factors of 'sense of responsibility' of Chinese consumers were higher than
Korean consumers. Finally, '‘openness' of Korean consumers were higher than
Chinese consumers.
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Table 1. Dissatisfaction and the Conditions of Complaining Behavior

Variables Korea China P-test
Nothing 7.0% 5.6%
Dissatisfaction experience Somewhat 79.4% 76.7% 2.869"
Abound 13.6% 17.7%
.. 1 0, 0,
C‘E)Z‘E;av'i'g:g will (Ijo 30.6% 8.3% —
Won't do 69.4 91.7%
For compensation 35.6 17.7
To correct the mistake of entrepreneur 10.0 67.9
Reason_s for To reduce the damage to other consumers 9.8 26.0 238 730"
complaining | znger 10.2 28.9 '
Etc 345 0.0
Department store 13.4(4) 47.8(4) 111.756™"
brand-name brand shop 3.9 49.6(3) 221.272""
Place of Designer brand store 7.7 12.4 4773
dissatisfaction Middle-low price shop 40.1(1) 51.9(2) 10.738™"
experience Public public wholesale store 20.9(3) 42.2(5) 41.390™"
Public buying shop 32.4(2) 67.6(1) 87.243"
Foreign brand-name brand 1.6 6.8 14.000"""
Sewing badness 49.9(3) 68.4(1) 27.065™
Material badness 37.0(4) 59.6(2) 39.409™"
Size Dissatisfaction 51.0(2) 44 5(5) 3221
Transform after washing 20.6(6) 49.6(3) 73.628"
Dissatisfaction Miswritten washing method 1.809) 12.109) 34.406™
source Dissatisfaction of style & color 27.4(5) 31.9(6) 1.806
Lack of design diversity 7.9(8) 20.4(7) 25.575™
Unkindness of salespeople 12.7(7) 20.1(8) 7.767"
A narrow store 1.809) 10.9(10) 29.198"™"
No refunds, no exchange 51.8(1) 48.2(4) 1.874
Two piece 17 90 83.397""
Shirts 112(5) 1104) 4681
Slacks 153(2) 156(2) 10.274™
One piece 132(4) 71 8.042"
Casual 177(1) 91(5) 15.015™
Dissatisfaction
items Out ware 74 116(3) 31.632
Sportswear 18 63 43.316™"
Lingerie 59 62 3.526™
Bag 95 82 .765
Shoes 147(3) 164(1) 18.094""

77<0.01, "<0.05, *€0.1
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Table 2. Relation of the Determinants and Consumer Complaining Behavior Types (N=780)
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Model 1 (Totality)
Independent Variables Third Party Breakaway Comper]satlon Negative WOM
Behavior Claim
((t-value) Bt-value) B (t-value) [ (t-value)
Country:(Korea)
China Consumer .367(10.636)""" -.005(-.123) .097(2.547)" - 112(-3.042)"
Lifestyle
Fashion Orientation .103(2.998)"" -.017(-.445) .103(2.699)"" .094(2.553)"
Achievement Orientation -.046(-1.143) .069(1.561) .049(1.093) .045(1.036)
Rational Orientation .074(2.180)™" .032(.867) .041(1.089) .016(.439)
Activity Orientation -.063(-1.668)" .020(.478) .001(.024) .051(1.257)
Personality
Openness -.110(-2.926)"" -.010(-.249) -.079(-1.908)" .093(2.320)™
Creativity 177(4.528)"" .033( .779) 176(4.070)"" .000(.005)
Extroversion .089(2.684)"" .073(2.007)" .029(.804) .064(1.872)"
Sense of Responsibility .001(.031) .071(1.600) -.059(-1.308) 149(3.409)"
Confidence -.008(-.198) 102(2.416)™ -.036(-.842) .000(.000)
Dissatisfaction
Experience -.093(-2.928)"" 122(3.483)™" .005(.138) .069(2.027)™
R? 235 .080 .061 122
F-value 21.401™ 6.088™" 4,560 9.716™"

**¢0.01, *<0.05, *<0.1
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Table 3. Differences of the Determinants on Consumer Complaining Behavior between Korea and China:
Korean Sample(Higher Rank: n=441)-Chinese Sample(Lower Rank: n=339)

Model 2: Korea, 3: China

Independent Variables Third Party Bé:ikai‘;zary Comglz ?;latlon Negative WOM
O (t-value) [ (t-value) ((t-value) B (t-value)
Lifestyle
Fashion Orientation 152(3.110)" -.039(-.770) 167(3.345)"" 115(.277)"
.023(.380) -.006(-.109) -011(-177) .030(.561)
Achievement Orientation -.105(-1.778)" .076(1.239) -011(-175) .076(1.240)
.053(.796) .042(.657) .106(1.569) .024(.396)
Rational Orientation .077(1.637) -.037(-.764) .092(1.903)" -.080(-1.654)"
.058(.971) 130(2.273) -.005(-.076) 170(3.140)™
Activity Orientation -114(-2.119)" -.004(-.076) -.004(-.072) .043(.783)
-.005(-.081) .055(.868) -.005(-.081) .053(.871)
Personality
Openness -184(-3.642)"™" -.036(-.685) -.092(-1.781)" .071(1.361)
.070(1.007) .030(.449) .001(.012) .102(1.629)
Creativity .235(4.309)" -.008(-.138) 184(3.312)™ -.031(-.556)
135(1.919)" 125(1.853)" 159(2.252)™ .059(.920)
Extroversion .093(1.995)"" .077(1.595) .040(.846) .039(.814)
.108(1.866)" .066(1.184) .018(.310) .084(1.604)
Sense of Responsibility .051(.908) .052(.901) .100(1.738)" .078(1.350)
- 114(-1.561) .047(.665) -.226(-3.070)" 165(2.482)""
Confidence -.010(-.177) 116(2.042) -.063(-1.132) -.035(-.628)
.006(-.083) .072(1.127) -.020(-.302) 047(.776)
Dissatisfaction -147(-3.206)"™ 162(3.417)"" -.009(.195) 125(2.651)"
Experience -.016(-.292) .054(1.028) .019(.350) -.003(-.053)
R? 137 .076 .099 .088
.053 132 044 222
F-value 6.835"" 3.528"™" 4716 4124
1.830" 5.002"" 1.495 9.358"""
**¢0.01, **<0.05, *<0.1
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Table 4. The Difference of Complaining Behavior Types between Korean and Chinese Consumer

Types of Complaining Behavior
Third Party Breakaway Behavior Compensation Claim Negative WOM
Korea China Korea China Korea China Korea China
Mean 2.044 2.760 3.240 3.250 2.53 2.72 3.483 3.344
t-statistic -12.647 -.261 -3.347 2.679
Sig. sig. at 1% level Non Sig. sig. at 1% level sig. at 5% level
Result Korea < China Korea = China Korea < China Korea > China

Table 5. The Difference of Lifestyle and Personality Factors between Korean and Chinese Consumer

Determinants of Complaining Behavior Korea(M) China(M) t-test
Fashion orientation 2.952 3.050 =219
Lifestyle Achievement orientation 3.523 3.343 3.97"
Rational orientation 3.040 3.417 -6.93™"
Activity orientation 3.500 3.617 2117
Openness 3.720 3.477 464"
Creativity 3.123 3.140 -0.33
personality Extroversion 2.996 3.024 -0.91
Sense of responsibility 3.438 3.572 -3.24™
Confidence 3.412 3.350 1.171
Dissatisfaction experience 2.07 212 -1.668"

7"<0.01, 7€0.05, "<0.1
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