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Abstract

The putposes of this study wete to identify factors of dissatisfaction and complaining behavior in internet fashion
shopping mall, and to investigate constructs of service recovery for solution to this problems, Data were obtained
from 201(male: 87, female: 114} internet fashion shopping mall consumer who have experiences of dissatisfaction
and complaining behavior after buying products, and were analyzed using by descriptive analysis, factor analysis,
Cronbach' @, ttest.

The results were as follows. First, the most responsc(80.4% of reponses) was experience to dissatisfaction
through internet fashion shopping mall, and the most dissatisfied items were blouse, sweater, T-shirt in upper
gatment. Also, in men’s case, the most satisfied price zone was not exceeding 30,000 ~ 50,000 won and in women's
case, it was not exceeding 20,000~30,000 won. Second, 7 factors of dissatisfaction(called quality, payment,
delivery, price, interaction, returning/changing/refunding, contract) were identified after purchasing fashion products
from internet shopping mall, 3 factors of complaining behavior(called private action, legal action, remedial seeking
action) were investigated. Third, constructs of perceived service recovery were extracted from literatute review:
perceived interaction and justice. Perceived interaction were categorized into two factors: the interaction on the part
of the consumer, the interaction in the part of the shopping mall. And perceived justice were categorized into three
factors: interactional justice, distributive justice, procedural justice. Usually, university students were likely to take
a serious view of service recovery through interaction and justice with internet fashion shopping mall.

Key words: service dissatisfaction(A1H]2 &), complaining behavior(EF 3 5), service recovery(Afu] 2
), perceived interaction(2] 2 S E L), perceived service justice(AHE A8l FF4).
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