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A Study on The Characteristics of Consumer’s Complaining
Behavior on Internet Fashion Shopping Malls

Jung-Young, Kim

Dept. of Fashion Design Graduate School

PPukyong National University

Abstract

Internet shopping mall is getting more and more important due to
comprising a unique segment of the clothing market. Intermet allows
businesses to collect customers’ information, to contact on individual base,
and to communicate bilaterally. Much increased interest has many
researchers make effort to verify effectiveness and efficiency of clothing
marketing. Despite the importance of clothing marketing on internet
shopping mall, there has been no systematic study of the complaining
behavior of internet shopping mall-customer.

The purpose of this study 1S to investigate the communication
characteristics that depicts the key variables of consumer’s complaining
behavior in clothing shopping mall-customer situation. It is verified the
difference between the shopping mall type and consumer’s complaining
hehavior category.

Data are collected from a sample of the customers who have
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experienced dissatisfaction in shopping mall. The collection method makes
use of both on-line and off-line. A total of 646 questionnares are
distributed with 326 returned. The resulting 325 responses are included in
the further analysis.

The results are summanzed as follows

(1) Customers usually use more e mails to resolve the
dissatisfactions than telephones and hulletins.

(2) In the analysis result of a difference between consumer’s
complaining behavior style and internet shopping mall types, the
voice and lovalty was significant statistically.

(3) In the difference analysis for internet self-efficacy, the voice,
foyalty, and exit action was significant statistically. But there is no
difference between the high internet self-efficacy group and the low
internet self-efficacy group.

In this study, the internet shopping mall manager and the
marketing require a strategy to control and construct a shopping
mall fixing an appropriate target group to their characteristics and
they need various communicating tools to manage effective
dissatisfaction management.

The results demonstrated that internet shopping mall style,
self-efficacy and gender have direct effects on customer’s
complaining behavior. An important contribution of this study is to
clarify the characteristics of consumer’'s complaining behavior on

the internet shopping mall,
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