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Abstract

The objectives of this research were to investigate the relationship between purchase behavior
and consumer dissatisfaction of cosmetics at internet shopping malls, and to examine how the
purchase behavior and consumer values influence the consumer dissatisfaction. Subjects were 212
females in Seoul who had experiences of cosmetic shopping at internet shopping malls.

Consumers showed highest dissatisfaction when the purchased cosmetics were different from the
products showed at internet shopping malls. The dissatisfaction with consuming system was higher
than buying system or transporting system. The higher the expense and frequency of cosmetic
purchase, the lower the consumer dissatisfaction of buying system. Females of 18 to 24 years old
purchased color cosmetics more than females of 25 to 39 years old did. Females of 25 to 39 years
old purchased functional skincare products more than females of 18 to 24 years old did. The cosmetic
purchase expense of older groups was higher than that of younger one. The more consumers spent time
on the internet, the more frequent they bought the cosmetics at internet shopping mall. Consumers were
most willing to buy basic skincare products at the internet shopping mall (42.9%). The consumer
dissatisfaction with cosmetics at internet shopping malls was influenced the most by the happiness
value(-) and the next by the responsible value, the frequency of cosmetic purchase at internet
shopping malls(-) in order.
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