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A Qualitative Study on Consumer Complaint Behavior Based on Cross Cultural Differences
-Focusing on the Formation Process of Complaint Behavior by Korea
and British Millennial Consumers

Areum Lee and Jin Hwa Lee'

Dept. of Clothing and Textile, Pusan National University; Busan, Kroea

Abstract : This study examines the cultural differences in Korea and the United Kingdom, and how they affect consumer
complaint behavior(CCB). Technological advances allow consumers to easily access information anywhere in the world
using the internet thus they demand even higher expectations from the sellers. Consumers from different cultural back-
grounds, especially the millennial generation, have different ways of expressing a dissatisfying shopping experience. For
this comparative study, in-depth interviews were conducted based on the methodology set by grounded theory. The
results of the axial coding produced by recombining the data from open coding were visualized as a paradigm model. The
main phenomenon of attitude towards complaining was formed following the causal conditions of dissatisfaction that
occurred after purchasing fashion products online. The contextual condition, which is the cultural factors, affects the for-
mation of the attitude towards complaining; and the intervening conditions, which are personal value and amplifications
of dissatisfaction, had a moderating effect between the causal condition and the main phenomenon. Complaining costs, the
likelihood of successful complaint, attribution, and the importance of the product were the determinants of the com-
plaining behavior after the attitude towards complaining was formed. As a result, there were three classifications of con-
sumer complaining behavior: no action, private action, and public action. This research will serve as a guide for online
companies that wish to enter the UK fashion industry with a competitive edge.

Key words : consumer complaint behavior (28] 2} &3 %-), Hofstede (F<2=E|=), cultural dimensions GZ8Fx}1), ground

theory (71°]&), fashion products (Z}4#]3%)
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=7to]th. Gt e-commerce A7 LA YRSt 7}
3} gol wek 20199 1% 7P7ke] e 13709 Zeio)
28 o= A, 9= Al ARSREY] 80%7} 2812
&3 Aol e AeF YERSTH(Eshopworld, 2018). 53]
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folalH, sl #AF E= A2 digk AT (Reference
group)?] H7HE A & 5 Qo] AFH BHso| MelaEd
FFE T 7IFELS 28l &g UL AlgiE A
ste] 221 FAFS A vt qlow, exERj] Bie
2 221l = HIjshs HAl=sw Yehtar gt (Moon,
2020). 3 Q) B2 9 AHA|E(SNS)E B8 7 5
oherst 22kl ol Ad 2 A& uide] e S 28
A A AEE SRAFH

ANZHE d$- FadH o7l FFAENA 28 aBe
LxERldA AQFE AIZH HE-S EY & A H, &
2] &o] o= F7I8lal it ol&gl o]f2 ezl
AL ofE e A om, exER] AR Al FES ¢
3 QxERI 2ERIS AAISk= FRliEl7t A diksls|a
Ak 2ERIA Fujetar e xeRldAM AFS FHshs F
A Z9 E (Click-and-collect) AH]| 2= vlj53gollA] o7]E
A= FAREE s, 28l AHRES exeRrIeR

Ql3te] =3l AdS Fasleit) T3 g=te] Bakd Ay

o] Z7F FAlet tlEY] 28] AR E SUlE o,
E3] N2& &a¥le FEoz v A AS 7K E 20-
3ou1e] FHUY PREAlE 2RlEES HEE 7177 A
o] F4lo] =Hof, 7 A AF R AMulE 7153 s
T AEFY T R olofA ZAIYE s thE Tl
PFe =3 Ark(Lee & Jang, 2019).

2.2. EAHE(Geert Hofstede)o| 23kxtel 0|2

FxEEE o7 7|9l IBMALY] 3R] AYELS ke
2 AES AAst F7He] Esixtelo] sl A& skl
th F2HEO] E3kAb o8B AR & =3
o= ARSEIL glom, ol oy FofollA FLE|=9] &3}
A4S v o R FTRE AjAte] g 9 FafsEel o
3] ZASFATH(Kim, 2017; Lee, 2010; Lee et al, 2016;
Park & Choi, 2001; Yim, 2010). AlA3} Aol =71k 2
g2 Fezke] £33} a7t Fa BAow F74E 4= vhof Q)
ThChae & Kim, 2017). SH=E 315 <3t WEE 724
Sie AFEES T JY e HEe PEYUEs HEA s
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ME] Aol A7 s ofof Ftal stATHHofstede
et al., 2016)
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TR 2 el o HEE9](Individualism versus
collectivism)Z, )& 7]217ke] Ayt =3 A=E Yehle
o, 7HAFe] sl sHQ1e] o]¢fo] ko] o]rT} A
ofof gifar Wow, HuFe] E3l= [t olo)g fsixe
7fQle] ojejo] FAE 4= vty Wk FXAHE2] 7|5 wh
20 = o] Aol gt w71l F=-2 AT
AR S =71E EREh

AAA) Zle @34 o 37324 (Masculinity versus femininity)
o7, GAAR ABlE HUe ge] Eskal AflE AEE
olmjsi AgA|gFH ofrt. Wil 2] AlElellxe AT A}
o] Ha, AAelA ] FEjrTt 4te] Ao /A& o F8s)
Al AzFab, 17 Aol Bl @S B3l EAlsi ol
Hagtt, F2EEe] A7l mER g o444 Al
2 E, °ﬂ%9‘ 242 AR e

A 22 2844 33 A (Uncertainty avoidance)-
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= HA 9 gl sl 9de e ARE ouigith g
H=o] A7dd) gh=-2 B3 Sudae] o, J=x2
E34g slud o] W E3lHo R el

=l L I e R A P L ‘47]7<]5k(Long term orientation
versus short-term orientation)® 2., 7|2 &S 7R T= %
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WA= e S5, AW A, AEE e ol F
9] 7HXE F238H oI71th(Hofstede et al., 2016). S2=HI=2]
A7AH =2 7RG AREleln, Y DIAFE 7]
AFe opd F7F 2Fo YXsh=s AR et

XA 212 ZA| 2} 214 (Indulgence versus restraint)>
2, AH(E#EyS AR W71, & E71719F A3E 17
78R 2pdx el s AiHo R ALRe 2ES e
sk= gk, A AEfE 23d S Tl 94 Al
2 el ol A= dAlE Hevt dvks Q’ﬂ‘% LR
= AoZ Aot FLH =] A7 g2 ZAIA AL
3loln], G2 AHA ARBIQl Aog Vet

FEHES] AFe S I EIE olsked <&
Al57F Aok 2y FHshs ddAElCAN F2EHE] AT
© w3le] A3t A4 ARl VXEE AHErlelle T
7F Slem, S71zke] &8 Hlael] 79| HolHE It
43t =2shs A Al $HAI7F AUTk(Lee, 2005). wEA £
AN E FZHZIE AN F3RE TSR0 R B, A
tje] wslel S5 wet ABA E31 SHoA S G5
9] 20-30t]) AHIAE o AH|RF EREF s AEH
TS AlEstaat gt

2.3. AH|X} EWs=
M2 £ E(Consume:r Complaint Behavior: CCB)<]
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BE AE Do, oA e ERdse] ¢ whHe=w 715
3 TH(Day et al., 1981).

ENE o RRE op|ys EHIE] A AYATEL, 8
TE ERske AoE2RYH MPHFE tig o]&S /Esiar
ASshe Aol UtE o]F3th Day and Landon(1977)2
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R, TR DAle FHLIAE A ELRI7EE
3t} Krishnan and Valle(1979y= AF 35, Bsds, 24
4 9 Fesoz BFIINL, Singh(1988) A F, Ao
WS, A3 ko] 3o BRSIGith ot vt &
HPse olyd 3T FIFE =T Pt Ao] oz,
Q) FEE verd $= 7] mEe] tRER] S

Ease £l weh defivke 7 ok, Liu et al.
97y =3 = ARl i) AR =T, 11T
L 1- U]% /\H]Z]—-— 3.\,1 ( xJag.E /\}Z-lng ;<1]3;<].6<})]
TR EREAL, JeFe] 5o At g AH|AE wl
AT F Hube B4 2 9 S 5o A 8
T2 o T AHEE A uke] 2o Ent EREE Ae
2 Ueht, vg3 g2 EspRtel7t e AEEHATh Lee
and Park(2007)y2 P53 Sh=o] 28RS Fg Az £
T F3e g AR A¥, S v FFellA vl 7
58 (e-voice, e-private, e-mass, e-3" party)>E 583} ==
e QOI—S}@E} Liu and McClure(2001y= A% 71912 B
A =71 21&] SN S w5 AH|Rle] BEYE
H|Wal3= Eﬂ, HAdFe] gake] EviEel AHRES Ay
35 (Voice behavior)th= AF3E-S 3= 222 UERTH
g vl AHRES BV Y & %ﬂé Y5 & of BN
d3to] @ dofta, o AMRES EVES AEsid B
olge] °‘°Mb Zo=z Vel B3 Hong(1999)9] 4
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2 1SS XAB, 30.5%7F AE 2 e FES 93
on, 22.1%7} %, 20%7F T delA B35S I3, 17.7%
7h Rl FAA S & AoR vehylth 4

o dejZivke $ES 22%on, WA PEe
TAYF vgo] v el

AH)2L BgeEol #Ag Mad AFE(Choi et al, 2004;
Lee, 2002; Park & Cho, 20102 E38Fe BF Tx= AF
o] &, Mul2 F4, e Fujadela HAle BV ol
et JFstaL, vis LHREE] Sk AR7F e
™ (Back & Lee, 2009; Cha, 2005; Lee & Park, 2007), <=
2RI} e xejlS sl dHdow BASIGth 2F A
ollre 22l Aol 893}t FA1e S Hjte] oy
H= tekst o2 YehdwAl 020(0ffline-to-Online) 5
el 2ERRlS E83F SUAE FAe] A2 H(Cross-
over) &3 o] FoIR| 3L Qlrk. AM|RF B Fo] gk =7k
Hu AT FE3] FA=] ghovt, Al tigh A+
A gk o] o, %ﬁl 2;% AlAISE Aol Bt SA1 g
UJ&:—J% Eﬁ@ﬂ 4 174 FF FEH NES BRI S
= 719 % JJruHxH AEE TR F S Zlolth mEA
U AR ol 319 adAdS ST EdAl 7l
she 2l Tl AnjRte] Eelse] s EZAo]a &
Al ATE Al=git.
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2 4ol Gelsjern B TRt GFe) S0
g ooz, 2okl AiAE = B
AMst7] 91k AT 2A19] A7lE okt 2ok
1. ekl Belx SAAE o) F St 35 2nEe]
BRYE s goprrt.
2. 3 AT 2uAEe] s B3k PSS Ws)
3k,

Table 1. Characteristics of interviewees

3. 270129 dethy) B JoR BREe] B4
ol thal Lo,
31 WG] BN 54 THRS u), BHAE
G FAE 295 Doy,

— adE=E =2

3.2, A7MA

2 AdTte = I MRS B giste] Bt
AT A got Br] 913 BAA AERA, dHAT S
At AT OFSaL tg(Multiplicity)Z] Q] WHE
S ¥&3e= Ao Z(Lee, 2006), Rl%=(Frequency) 5 X4
Wy o)e]e] Mo R JAS st Ak HHSE A
dolglxr & 4 AtH(Van Maanen, 1979). £ AFoA=
28Rl FAEF FujFA A N e BN F A=
5] s tsHFoR geotstr] 98, g AT

3
(Exploratory research method)2] ¢F WO Z AZHH (In-depth
interview)HS ©]-8-3F /4% (Qualitative) A771HS &3I4
o AEEEHS 548 A diste] By B3, HHy
AT he ARl tiate] AfFA A A s,
Ao A7k A AR T2 oloVlske 7o EM, 54 AN
Holul A4 ddE siRle] ARS A4l A vl
oM HFHOZ Al HAHE olFsA v F= QIH
Felal & &= QIokHill et al, 1997; Kim & Lee, 2015; Shin
et al, 2019). o]# & HH-S Hsh/F we 22l oA
St =] AHIRRe] AN sl i BAeR Tt
ofetal, BRI A &R BHAES dAyehet] Ade W
HOo R wetwlo] ZAH0IE FAMPHC] AAl ulel 481

32.1. A7 W A= 3

2 Aol BHE G Qs A ela 2]
A ARERTE AMZE HFS ol8& st dH o
o] ZAlE AFIHE AMESIATHKim & Oh, 2019). ©]&
Aoz A3t gPIAE HH3EA (Purposive sampling)oll w2k
20199 119 28UNFE 2020 3Y 28U7IA] F=ollA] 57,
oA S e R AHS JPsidict. A7 ke =

el

Oow
o ol

Interviewees Age Job City of residence
K 35 Banker Busan
H 33 Physical education teacher Kimhae
Korea L 31 Researcher Seoul
J 29 Graduate student Suwon
S 28 Marketing administrative assistant Busan
M 34 Graphic designer London
C 31 Marketing Coventry/London
United Kingdom R 25 Sales Wolverhampton
v 24 Fashion photographer Birmingham
G 23 Building management manager Coventry




F35 S0 mE 2ol 7o) F LY #et 25

el AEAES T AFel Y w194 ol hi
% 29Y% 430 dE A2 ST Aoe dwA
g FHOE FFE AL, A Y AP, FFE A 9w

o

19 2w EA, the 2 719A Ax T 24
st FARE ATk ddAEe A, 99,
T T, odAEe] 542 Table 13 2Tt

2A3E9

322 8 W
WA o E AR WA FAl= Al wokout, FAIFQ]
AR Lol Wy W

o} AEe A, 183 58 §
3] ¥ (Interview guide approach)E |8 3}5]
TH(Chung & Rhee, 1999). B3 7 A w3 U8l dis]
Zeh A 3 FAdEta a1 slell AR 59l
H FoAol MW F HHES et Wy Faiel 714
H A g@A AgAHR IS A Al A Hst F o]
HYR Agsie] AR Jx A E R, 5 o
He| olmdE B3l WY YA, Al A4S eI ‘:]' A
WY ae A7 tdREe] AR AFsiar 9)\—‘5
o] Tt AxgolA ]—roi ﬁo‘ﬂ x| o
< 71 9 s'e] AHd

=
o,
i
of
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AgHol 7ie YEE Fele] WA Folxieh 31Uzt
(Rapportys FAsIaL, A9 &2 2 o LeA7H a3

A W8-e] el ohah

“qxqc’ﬂ EUT U S AT AT Al

FHEE A9, FUE 52715 53 ZE diz uss 53
Ohiq HHE o JERF AERER TAE JEH 7lol=
(Interview guide)S W3t o}, 7-%3ke S} R (Structured

interview)?= 28] A7 FAR} o= A §5EE 7
w, X133l oA A48 7 e wrxstE QIE-F(Semi-
structured interview)= 33ttt WY AQA7RS HF
ZF Qo godrtet 1~23] HHS st QIEF &
oAzt thgt A7Are] =4 9 #9715
AREBI oM, Ho] B & 71 AR diEii = oHlYS
Boto] gHe Basiint.

3.3. Az
AFTE o wAE AK, Teln A7 WEES /1%

o== =
3k 2 7]1=(Field work journal) ¥ W IHoAM =H=
&S A= A 2= HAKTranscription)2tdS FA=2 A

Fsle] BAo) ARSI AR s)Ad gJolA] AB|R 24
3 QA8 Tolel FHS 71sEE IR Algasle] At

F32 MY L AAL wAEBIEE =gt 9= FoRs
AN FHE AsE A7APL 1= HY og.g_sy 11}-
Al 291001A] e]Elste] Mol HeA)S Basiirh. &
o} A7 Fezte] tist HAb Aw F AT FAI 514,01]
Haet U4 BERsla, 283t B3)Ee] uigt Qe o)

So) Bae ulgoz Sy 2ol weh Apdseich A8
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o] A FRE ), A= Jdsiel Wasts Wl o
AollA 78t wab g w3t w2917 i«l siem, 24
< evaste] AxE st HFEE GAs

25| AL AAZ ARREA WEE AN s 2A]
2o] tHAd IS 53 Lee(2017)2] A7-ollA] AAE =

el a2 ek Zd Ao E2HoA B
B5 DUAGE EAsG AAGUOE AL A5
Ak Ao ]E(Grounded theoryy2 o]Ae] A7} ALl o]F
olA|A] ghe of, T A7} o] Fofxl Holrhs AEE
Ag olFoUl= © #8¢ WO ThChenitz & Swanson,
1986; Kim & Lee, 2012; Rhie & Lee, 2007). H=3+ 37'101

£ e 217 Pe) vs) 4B BPPe s A
e AT} 4979 S04 93 sk 2

4 AtkRhie & Lee, 2007).
Straus and Corbin(1998; 2008)2] =7]0]& HAupbH.e sut
g, 39, Az A eAZ gt Hxe

ARl MR = #HE ZE dHolHE /8 FEo=E 4
Esle] A Apoldg Zhol Mlwehs 8-S HHESHHA
MNEe E&sla BHFate] HEsgitt. FHA dA 5329
2 NS ]’5“ oA A= FAEHAT WA=
£ AxFsted MEAEgeN =E2d HFES =94 2AS
ARg-3te] s thl le—‘i]% AAgt £3Y AAHS AZeRE

(Yoo et al 2012) H]‘ﬂﬂﬂ = LE—HE’_ d(Selective coding)
o] HAEA, HFES TSl IAHT(Central category)S
%sl= O ]i(Glaser 1978), HFES AAZoE AWAA
3 Haslshs A o|tK(Strauss & Corbin, 2008).
= f?l%ﬁr B MR ERYE I8 HHE st
HFE HEoE 7R HluE BEXo= 7] w&

gel WAl ekl

g Azt o= °E‘% L aﬂ%oﬂﬁ e B HET} 22
Hom, yle HFEVE, EHE, 2Hd%E 4389, &
mﬂ )2 EEH0] Table 29} 7o) AL TAIFel AH)

o TS Pk EuES AEEA, Alo|=, 8 2 HaAH
o] oJ# &, WA = QFulE, Fujte] whe F82¢]
ZH9] F=o] 9 FER UERiT gﬂsﬁ%dl EHth iRt
ZHzte) e e B AR uke-S B9 AlF e ¥
% Wolghs dNtEle At velsken, BWss A48
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Table 2. The results of coding

Korea

United Kingdom

Category

Sub-category

Concept

Sub-category

Concept

Product quality

Product damage

Product quality

Product damage

Size

Sizing error, different scale in
brands.

Size

Sizing error, different scale in
brands.

Difficult process for refund or
cancellation

Procedural complexity and time

Difficult process for refund or
cancellation

Procedural complexity and time

1. Dissatisfaction

Difference in color from the
information given

The delivered product was
different color what’s expected.

Difference in color and size
from the information given

Different color and size in
comparison to the color seen
online.

Late delivery

Delayed in delivery time than
expected

Late or wrong delivery

Delayed in delivery time than
expected; wrong  product
delivered.

Seller’s response

Unfriendliness, lack of infor-
mation given.

Lack of efficient system

Lack of efficient management
of the mall system

2. Attitude towards
complaint behavior

Prefer to purchase offline if
complaint is foreseen

Low frequency of complaining
due to low expectation for online
products

Product quality improvement
through customer feedback

Identifying the problematic
situation is beneficial to prevent
same problem occurring to
other customers.

Consumer rights

Necessity of complaining to
unfair treatment

Voice opinion in a formal way

Unreasonable and irrational

complaints happen.

Complaint behavior is unlikely
unless false advertisement.

Depending on Personal value;
not wanting to make a big deal.

Price

Refund amount is small value
especially for discounted pro-
ducts.

Price

Refund amount is small value
after paying for the return
delivery fee.

3. Determinants of

complaint behavior

Attribution

Complaint is acted out if
dissatisfaction caused by seller's
fault.

Attribution

Personal value plays an im-
portant role in deciding whether
to complain or not, rather than
whose fault it is.

Probability of complaint success

Return process is generally
easy unless custommade product
ordered.

Probability of complaint success

Return process is generally
easy.

Cost of complaining

Time-consuming process and
cumbersome

Cost of complaining

Time and effort can cost more
than the value of the refund
amount.

Complaint
behavior

Avoidance of negative emotion

Hurt emotions not desired in
the process of complaining

Accept as general routine.

Not uncomfortable

Brand loyalty

Avoiding disappointment with
the brand

Continue to purchase of other
product category

Continue to purchase products
of other product category that
are not the cause of previous
complaint

No
action Annoyance of resource utili- Unwillingness to devote time . Return shipping costs more
. the cost of complaint
zation and effort than the refund amount
. . No complaints due to purchasin; . No longer purchasing from the
Discounts and affordable prices .. P P e Stop purchasing Berp SIng
discounted products. same seller/website
. No longer purchasing from the
Sto, chas .
P purchasing same seller/website
Complaint through online and Complaint through online and
Private Customer service (including offline means of customer Customer service (including offline means of customer
action phone, email, and online) service (including phone, email, phone, email, and online) service (including phone, email,

and online)

and online)
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Table 2. Continued.
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Cat Korea United Kingdom
atego
gory Sub-category Concept Sub-category Concept
Mobile messenger or Social Mobile messenger, direct Seller’s online chatting service Discomfort due to lack of
media message to the seller (e-chat/chatbot) human interaction
Salesperson Complaint directly to the staff Salesperson Complain directly to the staff
Private

action  peturms / refunds

Return or exchange products
or get a refund for the product Returns (exchange) / refunds or get a refund for the product

Return or exchange products

purchased. purchased
4.
Complaint Negative word of mouth Tell f'rlends anfi family about Negative word of mouth Tell frlends anfi family about
behavior negative experiences. negative experiences.

Take administrative measures
through higher authorities.

Legal action / higher authority

Take administrative measures

Legal action / higher authority through higher authorities

Public

Enforcement of insurance

action Customer reviews on seller’s

Online customer reviews

website or personal Social Claim insurance
media accounts (Blogs, SNS)

claim for complaints through
buying an insurance coverage
of purchased products.
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Causal conditions: dissatisfaction

Korea

UK

Product quality

Size

Difficult process for refund or exchange

Wrong or delayed delivery

Difference in color or size from the information given

Seller's response

Lack of efficient system

Contextual condition: Cultural factors

Main phel
formation of attitude

nomenon:

towards complaining

Power Distance KOREA

UK Intervening conditions

Disinclined to complain

Voice opinion in formal way

Individualism/collectivism

Uncertainty Avoidance L
complaint is foreseen

Prefer to purchase offline if

Amplification of dissatisfaction
Customer feedback helps in
Personal Value

improving product quality

Long term orientation Consumer rights

Uncessary unless false

advertisement

Action/Interaction:

laint beh.

Determii

P

Cost of complaining
Likelihood of successful complaint
Attribution
Price of the product

[¢ C

No action

Fig. 1. Paradigm model.
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