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Abstract

This study investigates the ultimate factor structure of consumer dissatisfaction with the off-line purchase
and usage of clothing. It identifies the determinant dimensions of consumer dissatisfaction on clothing
purchase and usage and investigates the hierarchical structure of consumer dissatisfaction by assessing and
comparing the effectiveness of five alternative factor structure models. A total of 300 women were online-
surveyed to assess the level of dissatisfaction based on their dissatisfying experience with clothing purchases
and usage in terms of product quality, price, salesperson's attitude, and store environment. The exploratory
factor analysis identified the underlying dimensions of dissatisfaction: Handling, Aesthetics, Salesperson,
Size, Price, Product Quality, Service, and Environment. By employing a first-order confirmatory factor
analysis and higher-order confirmatory factor analysis, consumer dissatisfaction was confirmed to have a
hierarchical structure with three second-order constructs Intrinsic instrument is manifested by handling,
quality, and size, Intrinsic expression consists of service, salesperson, and environment, and Extrinsic
circumstance contains aesthetics and price. On empirically demonstrating the multi-dimensional constructs of
consumer dissatisfaction by identifying its hierarchical structure, the study provides the theoretical and
practical insights to comprehend consumer purchase and post-purchase behavior. Specifically, it affords an
empirical platform to extend the scope of research with condensed concepts of dissatisfaction to researchers.
In addition, it also enables marketers to take a broader view of consumer dissatisfaction by providing cues
about potential problems and identifying the source of those problems.
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