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£ A =9 o] AFHFEL Fujd FYUE
sehdvEol Ao et @epiin, S 7oA
& w¥8e EYPede Brstn AF P AnE

A E A Ao ALE YWEAD g4RT 9
2A9 242 Y steiel ¥o ol THA
2 o= E7stn AFFuldl A
AAF1A

g AL ARl 48 L 5 A7) dEel
% |

ol el AN

t
JB
o
4t

0

rlo Elg
i
ol Ho

oX.

ro,
> ox nf rlo

I‘E

4o 3

4

&Eloﬁrkmé

g EA( Bradley 1978).

20 234 S RYAA Fohd HuFA

AHEATR H3sA M52 20064 108

! Yol olxie dgol et AT Tohd AR ol ME YO JEH 62

do] 371245 J4HUS WAAYY
o8 go| @ Relth,

1998). B2

Ag A8t Zeelenberg et al.

Aol#A AFEL AUF AT FHA | i)
Aelo] 743 & Aagsi AAAF ] S FEA
72191 AAFHn Atk (Folks 1984: TFolks,

Koletsky, and Graham 1987: Machleit and
Mantel 2001: Weiner, Russell, and Lerman
1979. Weiner 1985). Weiner, Russell, Lerman
(1979)9 AQH 2R A whgzte] BA A g
FolN AYL A e FEAIT AAE
A Q7Ee Almste d2 w7w, Atne Wt
AAe HgE dozitdn FFRAY. B¢ A3
of dgs mAE ANE 7R M F2E A
% shurl vz A#A A, F oW ARdo] I
dojdeA EL o dojuA] EpeEAd tE o

et AAsEY. olHd F4

< gA A #
Aol AAH FARFA Jwke £ Aoz AL

S AN e T8 IXNA #HIh F9 s
2t & 4 itk (Lazarus 1982, 1984, 1991). #
A3t QA BAC #H AEH =hSAM FA 9
AxA Hrlege egd I d4Ao F4Hn
Atk ol A9 AXA Byt BFo A A
$20& H} B 7E8 F UTF A F7|
2ol Ao it dFHEE A vl WE
ot}, McFarland and Ross(1982)9 A+ X3
;qo o] 7L;g]z% 7:164_9. Oul—/\]g"___] T 9)\____ tﬂ-aLH

1 92, Russell and McAuley(1986)& A7l
A AA-2 23YE 2 (attribution-affect
script model) & AZNSIHA QAA-ZHY HEA |
AAs AL ZHA weo] 4L mATn
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ANST o =
7He Edz 7‘7801
24 Jﬂ7]-J_O

& ZP—;: e 7‘1]53401] e g 2t
2 Al Hedl AFe AL Av)zpe]
Z1giell mAAl 2 A 42 Yl diste] o
Filzd A3FeL A A9 ol ddte
2427t A
Frijda, Kuipers, and ter Schure 1939:
Machleit and Mantel 2001; Schachter
Singer 1962: Weiner 1985), vlgjaiEdl ¢
£ Pl (Schachter and Singer 1962).
2L AARGEAY S Aloly] Hrke &

a2 0 =
<= 9

L_
\.

o
L
2

=
T a

7b vkebe 2Ee 24 32 2 U3 01451

29 23d Z¥lolth, mEbA Az e
9] F&HEoIH oAl AUAT e tel uke} Avlzt
7t A¥de ARREH Fxe dolstH(Weiner
1974, 1985). & Addje] #AL ojtld] FE7td)
uzt A3 339 ARYTE Aold 4 g
ARdA S WAALINZ A FIE o gol
AgetA AR JAAARAL A4 A9E o
Zo] ZA#stAl "tk Zeelenberg, van Dijk,
and Manstead(1998)2 ¥3l9] gL YA A
I #o] A Ao APL dHAAN #

ol;}_-ﬂ

e

o] gt Roseman. Antoniou, and

Jose (1996)= %371 Ao AT o

U gov, Ay AQL Al ge

= 339 Zwrt soittn g FIE

o BA A FAol AL ol Al

£ BA 7tsddn A4deE 338 2AEd 7t
FolAtH(Zeelenberg et al. 2000).

-

>

-
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=
=
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1506

Zeelenberg, van Dijk, and Manstead(1998)
& FAH Ao da A xpale] glog et
A =245 339 o] Zrkta A
o ek 232 97 Ae 38 O Q48 =
A3kA E3 Fog 71eolA gsdthe =4 )
AVog stz dahs Axe v g A
Aol grog gelA sta o] RAe A 39
=2 FUT oAl B AEap) deke AES
gah Fojd Ay ag Fd vz
& Zi 22 e 2 F4
olgt AzatA d

A} zALA A
’::_‘%*EW o 8ol

7]
U
3}

i

A&
o]

o

.

ol

oﬁ}ﬂlﬂﬂﬂﬂﬂgo}im[o

s

e
>
ue

4
Jh

&3t (Ortony, Clore,
and Collins 1988). Tujd B2 ArgAa S

Peol= EFet A4 AFZA7} 7ldiel] wAA]

Fohe $AA R B4RE AT A
23 27 998 AFE WIS BT AZS

TE 71, 2En AFE 2 AAR AQAIA H

Ao dE R F ARle] date
A7g 47 98 =Fheus Brsln date
2%E dA RS A5 228 498 Al g
°f obd ojFof Blog Feji Ha mM d3e
FIHEG o Fo] A Aot

7HE 310 RAA JdEEAN A8 =
=75 A%s FIE0 o wol 3

3 Zlott.
M 320 #AA JdELAA WAAde] ¥
=75 FI& AUEY o go] 7

3 Floltt

P Loz k=i e

T %35 M52 20064 108
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N
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i)
Fd
g
Mo

al=
—_-

ol AFTFY
3 AT YR JYiE Bold FHA B
A7} BAse A Auizle 9ES At
A H1 23H BUX7L FASH HE ETES
AasA BoHOliver 1980). o8 g 7U%E
g At PE/EVENY WAE #E ATl
d#g A FAHA YH(Oliver 1980 Tse
and Wilton 1988). 23y e d78L &
Aol 7| EY A drielel F3l9 A%e TF
/‘]7194 w#81 ItHInman, Dyer, and Jia
1997: Tayler 1997). o|R& 7[hELA/F 2
Zo Ao &g oA $r do JdE
XA} avabe $AA #EE AgetA Ha o
‘35‘ AR Aol gutEe] A A F e
S ouj gt} Taylor(199 e BEREd o ¥

5 i

Z

ruSL

Zn o A2 dFEL 17 EukEo] XA 7]
YA Aust F3ete 44 E B o v
% T Uee Xﬂ"]éh”_ 2tH(Zeelenberg and
& 2AA YAt &

Zof] *‘zd"*oi 5}% ojxE Aol ofa} %2264
o} Ag viAfstd d¢E oA Fr ASE e
LH:!]. o3}

azu T’é” ZINELAA] Addte #AA 7
Ao) BT 23 A2 BurEd] 4 nlA=
A& olJth(Herrmann et al. 1999). 3 #38
g HuZd unjAe A4 Axs Aolsi
Russell and McAuley(1986)2 Asg Agst
Anjzte] Aoz A4 g wheae #AE B &
w27 A E oltd] AUAAFI 7t met A
Aol defAy o] A et Avjz ¥

o

AYS H35A M523 20064 10%

S0l Dixls YHol e AT FOM 48K ool THE AThE I bin

w7b gepdckn AR AETe AA &
Hazh 40 719 2 AE, BujdEe stez
g2z 7195 Sed et BAE F AAHT A
Bg5E A Agsl 1o o2 492 A
Fo) iz BEg FrMAAT R AFT A
HA 2HA 49E Al gvez 58 AT ¥
312 AgstA Ha ol F3e dvun &
AL FI7} AAlo]
At &3k ol Jf Hste A
Saha Zad we #Agolr] W Al

—m

Eli FAA 7IHELAA A6t
T TYd A=R v PE
< ofyth. #HEFIEE 4|t
63%01] v 43 Fee ottt AFT 4
Al ezt Ade 719 2 AE, 2l
gog 59 A% A4S AYsHA Hx ojE 4
P& A% o] Bro] ohd 7ol 29| Bo|E
Ao Asje] AAS 2R A Bz
29 ZA¥stke 5 Eo 24t 6 2 AolH
Areieize o 42 Aotk o|RE do| 7+
A FEE =¥< 71%3‘1 a9 E E7stn 9
| Aol A 011«: 1ol

E 719 AES |

2 rlr
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HHE, 3
ARol7] wFe] Avzt EHxul Aol Lo
NAE 9% A=t FEY o F Aog 18
v} 23 dete ATE H53A £33 o] 1)
A BE ARFAHS 7] Lo|A gty b Foin
metA AEFFele AsE 2l goz 8 A
+ ddste AHolnE AWEn Egony A7
el e 9 Fre A& Aold

7Hd 5-1: 53A JQEYXA] Ago] Ty
o BHxE F7HAE Zlojt}
FR3A J|HEYAA] Hgo] T3
ot AFefel =g ZHAAZ Aol

7Hd 5-2:

2.3 FHH 7|IthERA 20ET #E7I| 2|

[ Wi )

BEs g509 BAYL o] 2L A5
A3 93slel 9o FAF AReA BEL AT

wiol FAH FH 2 ARFHM0E ddHT B
&2 89, 7elEAe 7o} AZEHOliver 1987).
e ButEd Fui @43 dAE B gof
'?L”Hﬁﬁu ARG Fad |FE dFHa gl
o] A F2 gl AAH
< ERYE, ATvez, dEFHx
T EUEY AFFEA
7V Bo] AAl v A2 EHY5H AT
ooy, EHYPFE MRl e Buks
AAEEANA, 71GelAl T AR A Agste
AolH (Zeelenberg and Pieters 2004) 9t&
¢ HAe BHYFES & sbeAol modg

(Maute and Forrester 1993: Singh 1988).

]

L

;:0

L
a

T3 EVELE ApuirtsAd: 4% oAt
(Newman and Werbel 1973). B¢ dFdA %
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AE AN gez g9 Agske

NEG LA ATNE TFsAe of$- guteict
2& HoFa 9l Labarbera and Mazursky
(1983)9 oMz wE/ETEy} e 3
FEe #9 74]7} Aes HAFm
It} E¢ Sambandam and Lord(1995)¢] 4
TFolM= -‘%‘?l—’_“—'} TFolzte S FojaiEg 0]
Ao Fojd AFE FolE steie] deg w3
o @A olfd HPATES wEtow thgd
< 7HE ARE 4

2o}

'—'\_\_

7Hd 6-1:

744 6-2:

| . B7A

3.1 Ad7ay
979 2E2 A, HE 2 gy
AA Foid FEEA-H B2YE AHAEYE
stel #A A, FoE 2FE JHELAA Fof
A BEEACER Ao #A, AN, AU
T84 ARAE Ao A, YA, 233
A3 B 2R P 5] A, OgAA,
RE3} vz PERe] BARZ o] FolA 9t}
FEA 7IHELAA P FEEAsH o
A7 339 APz 2 uRAAR oF A
o A=E vwstn WAL YFAULY g
A3t 239 APP =g vime Agd F37)
EUZF PF njA e Y TE vlwstan oK

o

Hplz ul
w X

ri J[N me

o

=2
L

HASAHT n3cA R52 20064 108
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A4 7ldE

a3 4

£

T HH8F(E0], ME, E3AA

FolAck. 71l mAA X
sl g st 71g8E Ae 84
&’iﬁ} ZAAE oA dizishEA St
she HFAN ARA drle G st
3t ol tig dE kT F 335%9 A
AE FdFada, o ¥ o8 736‘01 SRR
239 A8 12678 xﬂﬂo}odc} ol Al
g A sl 3
“ﬂ-?rolﬁ}. :LFJEL

%),
% ¢4
2

L.
E)

W olo
ot o rlo P

Sl mlo

ro St

o,

(E 1) 3Tl AITEA XE
4 38 &% 3%

97(46.4%)
88(42.1%)

16( 7.7%)
8( 3.8%)
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23]-33)
43]0] %
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3 93(44.5%)
o7t 116(55.5%)
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ZAHEAL e L(Beatty and Smith 1987:
Punj and Staelin 1983: Srinivasan and
Ratchfor 1991: Urbany, Dickson, and Wilkie
1989)I4 A18% 48 B2 Lo @Al m
doi gl g, 399 g4 Hxe Bl
W) B9 olgatel T JEz Syear

AL WAAYZ dAAJeR FE& %o
Russell(1982), Folkes, Koletsky, and Graham
(1987), @33 FA4(1990)8 Ao AbE-
g FES B AT Ao 2A FHsto ALaq
o AR 37 £, dAAA 3K B o]
std 74 PAEY He2 SFsg

A 33e AP+ (Tsiros 1998;
and Mittal 2000:
Pligt 1997: van Dijk, Zeelenberg, and van
der Pligt 1999:

Tsiors

van Dijk and van der

van Dijk and Zeelenberg

2002: Zeelenberg et al. 2002: Zeelenberg
et al. 1998. Zeelenberg, van Dijk, and
Manstead 1998 Zeelenberg et al. 2000:

Zeelenberg and Pieters 2004)el4 435} B
= R AN 9y B 549 gE%E EdR
FE8A. 4 5o & AdP=E ﬁ“]b}ﬂl
den ofF 7TH A= SFsgo

EhE2 Hd+(Taylor and Baker 1994;
Zeelenberg and Pieters 2004)clld A}-g3 3
55 B AT A%d A FHstd ARSI
7t g2 i) AFFEE BAH stglen of
2 74 AR S

E39xE Day(1980), Zeelenberg and Pieters
(2004)] @A AR F& E Adg
9 FHsle] ALgsiden 74 YHER Hrw
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4y

S48k,

Arfelz=s AFAT(Cronin and Taylor
1992: Dodds, and Grewal 1991.
Maxham III and Netemeyer 2002)& EU&
FET I FEZ o83t TH YAEY Iz
e Esit=y

= Ao AHEE HEEY] SHYEL (F 2)9
ria=y

Monroe,

V. d7id A3

4.1 wise] M2 U By A
dEsst WESe 2 ARRIEY 239

=50 tigt WA d34d (internal consistency)
o 4%-& Cronbach’s afto.2 ZAAstg o g
As Adfste FEEL AANAT. o oA
WAAR 185049 92, AFAY 135 (3]
), 2% 185EA), 33 13547, &
Be 135 (a7 EHox)o] AAHUNY. e
Ae RN s B3 AEslth 898 dgos
FAEE ¥ (principle components analysis)
AHgatd . A w3 A (varimax) #Hol 2&)
TA7E 1014 2ukS AEEiyon 8913
A Z(factor loading)°] 0.50]3e]H H2l3t
2 3t

T g HE

23 1709 gRleg AxES Bl
w3 golo] AA BAbe] <k 50%%’: A
ol HMdetdido] EHEI} =
& FA898N Az x¥(df=7)=

L.
hu
L.

it

1

GRS

Hstol T M35 M5E 20061 10Y



S Tl 28(% el ZH0) BOE X 85l olxE Pyl Bt ®F: FoRY AR kol o HoiH JYe sin

(E 2) weol BHYS

23u% 239% 2
Aol A Beatty and Smith 1987: Punj and
A2 ulgjo] g Staelin 1983: Srinivasan and Ratchfor
B el g 1991; Urbany, Dickson, and Wilkie
FHY B4 1989
ol A Sl
vhe] AR oz dlojzl Az
Ao
WAaA o] He]
Ul gl Russell(1982)
A <« p— Folkers, Koletsky, and Graham(1987)
AES U= 714 whes 2414 (1990)
ga) ANES Hoigt H2
UYL AE 2 A
Sl
. Tsiros 1998: Tsiors and Mittal 2000:
. = °%1 van Dijk and van der Pligt 1997. van
= 0 ‘437; Dijk, Zeelenberg, and van der Pligt
Ay 1999: van Dijk and Zeelenberg 2002:
Zeelenberg et al. 2002; Zeelenberg et
37+ al. 1998; Zeelenberg, van Dijk, and
% 3 ERIPEEY Manstead 1998: Zeelenberg et al.
A7 2000 Zeelenberg and Pieters 2004
Hydn
. s A Taylor and Baker 1994: Zeclenberg and
= WE L (R) Pieters 2004
AHAGA 2L 57| H EHYE
71dell Bolx
ggel= TUE oy g8l ZD:leyI(eiige(r)) and Pieters(2004)
Fol e AbgelA ¥R #
oo Box
ol A Y= Cronin and Taylor 1992; Dodds,
Aol ol A shE Al A ool Monroe, and Grewal 1991: Maxham III
ol AP E ¢l (R) and Netemeyer 2002

043, GF1=.918, AGFI=.892, NFI=.903,
RMR=.0452 veht x° g3 229 fosF
0580k 2o} GFI, NFI, AGFIZ} 71Ex)9
ojdolAYt 99 243, RMRE .050|et=

AAST M35 M52 20064 108

9
U

B} 290) vnA At T 4 ol 434
g0l 2 3y ¢ 4 stk

goz WESd Bg 29y A% T

sQE AAsA AMdE T £ 0% ®
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299 3
A2 % (Cronach’s a) SEEE £91 eigenvalue pct of var(%)
arfd By 752
J B ERA n ErA
e l}ﬁ%}? o 2.0207 50518
THY oA 672
AL Al AR A
1(df=7)=18.598, p=.043. GFI=918, AGFI=.892, NFI=.903, RMR=.045

g o] 7T/ agle] My Bae ok 70%E Md
st glol 7idetddol EREY. =3 W Ms_?
o tig Fdeary A x¥(df=38)=78.892,
p=.025. GF1=.916, AGFI=.885, NF1=.905,
RMR=.0512 Jeh} ¥* g7t %" gosze
055t Zerk GFI, NFI, AGFI7} 7l—rzl 9
ololAYt 9d 2HatT iz, RMRE ¢ 05
Ae2 Yeht} 2go] viud Al & Ai
W A5 4 2EEdn & & gl

4.2 7Hde] AZ

(a8 Dol A9 97 282 Amos 4.0
ol &3t HFTHAYG & dpoM A A7 1
do| AYEE BN A xX(df=32)=73.228,

=.0026, GFI=.957, AGFI=.922, NFI= 951,
RMR 0392 Yeht d7RELe J3d Aew
uehgth ¥F g3 2Rd f952e 05R4 3
o1} GFI, NFI, AGFI7} g2 7|22 9 o
‘Folml RMRE .05 ¢]8tZ yeh} o] vjmH
Agsitt & 4 glon AF3ARH 2 REgHda
& 4 it

T&2 A
Aol glon,

Ho| tjg A=A Az (X 5o
Pl W TAAA AZE

1512

& 4w g B,

AA, HIE 3Rgixgs 33 2 49
A Ht 7W° O, ARz Auud Fy
L VA g Aoz

AT foAY 309 g 0

o
U

far %
;1
41
ulo

8 2A%% A
s 23 A2A) FIAGE AE
£ 593 5 Az

Ry F ARALE AGEA F 2379 0
&el o3 wlmaideh. Aughdwo] Ankf

nAe ARAF7 FEEAH] F3q nlAE
AZAFETG Aod $£A71 o 34 dehda 9
GHEgA - A= 362 vs FHEM-H
: . olE #A f9g Folrl et
A A Fo3 Aolvt e Aoz eyt
TH¥’d(1)=9.31, p<.001). wahy 7H 1.& X
T Ao ey, o9 £ Ane $3 4
JIHELA A aH|A7} Adste 7432 7oA 3
Eedd Ao uel debd 5 IS AN
& M o HREA S go
PSTE AR 7UELAA A9E F3H) o
g :%L}E}LH At
4 ZIHEEAA Foid HEeg

HASAL n3s5A ®52 200644 109



SHA JtEYAA 26(% IR 2H0| SUE U BEol OlXIS Ayl BE AT TOY 26K ol B

AT I8 v

(B 4y WjAdg=o] Ml o Bl 24S
0y 9 A% 2552 29 | &9 | 89 | 29 | 8% | 820 | 8%
(Cronach’s a) 1 2 3 4 5 6 7
Zv| Ak e R\ Te BHow | 844 | .151| 057 .230| .179| .142]-.152
L2 71l EHo 828 | .087(-.152| .085| .208| .092 .224
81 FUE nj Ao Bl 793 .168| .174! 074| .185| .136] .05%
Zo T AlgdlA E3ox 7141 2041 1317 172 074 .207| .143
PEET AEL THE 7Y 181 8311-.0521 .036| .043| .073| .061
_'75 = HES dofdt 4 1171 7841 -.064| .182} .116|-.061] .072
: AE 1 AA 154 7581 .208| .079( .062| .092| .136
BAA el A s -0h21-.195| .786| .028| .1281 .220| .116
-174L Vo] AR o2 Hlojal A3 1411 -.1627 759 | 042} .083|-.087| .043
’ vhe] A 1871 213 71641 085 .172| .063| .039
e mef Ao 1621 0871 093 .740f .085| .242| .042
83 T ishR Al Aol o] = 088 1] .182| .132| .73} .124| .093} .086
’ o A7 e ga(R) 0281 129 .0371 697| .181| .131| .125
3 T3 1841 1227 1681 .153| .817) .141-.142
.80 FR2YE 152 083 .125| .129| .782|-.095| .079
At At 1591 1251-.0741 .109| .093| .145| .753
72 et 081 .247| .145| 211| .154| 169} .722
2o EUE AT 077 086 .138| .164}-.2141 .754| .170
9 oE A% (R) 1231 124 104 .075| .015| 7321 .11l
eigenvalue 2.894 | 2.26811.958 | 1.875|1.599 | 1.43511.322
pet of var(F 70.14%) 15.07111.94110.31} 9.87| 842| 7.55| 6.96
WAsla 2ol gl EA
xA(df=38)=78.892. p=.025, GF1=.916, AGFI=.885 NFI=.905. RMR=.051
AwEst Aolzte] A F3 sHddE, FAHA el Aol Hlwalyrh FEHEM=Ho] oAl

oz AEY AugdicAe BAAdE 9% o wAE

) I‘

A2AFE A

EEeeo] WA

2 WAA ge Aoz dmged 9ARdE  nAE AzAsEd d08 $A7 d 2 v

AR SAAAL= 453 s 3
— F3=078). o5 Wi f@

Sle $AE A% 298 Aol At
(x*d(1)=10.54, p<.001). wat
S 2oz e, o9t e
YEUAAA 2vAe] AAL Fol
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QAL A(+H)dFE A AR Yehd
HAQ ] A F3o nlxe A
o] (H3-1)& wmapr] & 9=A9
AT YdHAd- WA AEATE B
T 8% F A2ZATE AREA £
Fae) ¥ g9 AolE Hlﬂo}ﬂt} g AAlo
gl WA= AZAF7E £ vAE F 2
o AdA #2171 o 324 Jepda (]
— A%= 639 vs A4FAY— T3 =321).
A et ztel7 YestE £HE Ay f9
& o7k g Aoz uehdrh(x*d(1)=5.81,
p<.05). m}iw 7}** 3-1& AAHe Aoz UrE}
S 52 YRS |
?io}% 74°i vrebsket ok
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ez

o] -

= Aoz ehgrh?
d(1)=11.52, p<.001). W&ty 7Hd 3-2= AA
He Aoz Ut F yAAdS g5 33
E Agut o @o] Adst= Aoz ughyd
olgld A= A} AEFH A Yo
oAe] AT E7tel Wt A¥ete AR T}
geitte AS AAet ot

YA, H4e 3R /08U A% 2 33
Lurznlo] Ao ek spMdold] pRAo
5 SoA9l H(+)9 o

Je Bk I:H

le Hwal7] 9

43 A% 98 Ho)y
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2
s

RE 405

A7t AraA
o] Btz 1))
o WA A2AFED A $£271 | 37
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A Study on the Effects of Consumer Attributes and
Emotions on Dissatisfaction and Behaviors in Case of

Negative Expectancy Disconfirmation: Comparison for Relative
Influence According to Consumers’ Efforts Before Purchase

Sang Hee Kim*

Abstract

The purpose of this study is to indicate disappointment and regret as emotional reactions
caused by negative expectancy disconfirmation after purchasing a product. In particular,
this study intends to suggest that the degree of experience with disappointment and regret
varies depending on attribution and efforts to search information before purchase when
negative expectancy disconfirmation occurs and that these two kinds of emotion have
influences on dissatisfaction and behaviors in different degrees. The prior studies have
primarily discussed association between negative expectancy disconfirmation and satisfaction/
dissatisfaction and behaviors, and efforts to search information and satisfaction/
dissatisfaction and behaviors: however, there were not many researches in relevance
between them. In particular, there were in fact few researches in relevance between efforts
to search information before purchase and emotions experienced according to expectancy
disconfirmation after purchase. Therefore, this study intended to examine the degree of
efforts to search information before purchase, expectancy disconfirmation after purchase,
attribution, emotions experienced, and relevance between satisfaction/dissatisfaction and
behaviors, all of which were missed by the existing studies. By doing this, it aims to
indicate that consumer satisfaction/dissatisfaction is not determined only by simple
expectancy disconfirmation or efforts to search information but can be determined by various

behaviors and reactions throughout the process of purchasing. By suggesting that consumer
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emotions can not only be experienced by a certain event at one point but also by comparison
between one's own behaviors and purchase results in the process of decision-making for
purchasing, this study intends to investigate formation of consumer emotions in a dynamic
way.

This study aims, first, at determining how the degree of consumers efforts to search
information before purchase to reduce uncertainties affects that of their experience with
disappointment and regret in case of expectancy disconfirmation. Second, it aims at
indicating that the degree of emotions experienced varies depending on the location of
attribution of failure in product purchase. That is, if failure in product purchase is
attributed externally, it can lead to more experience with disappointment than regret: to
this contrary, if the failure is attributed internally, it can lead to more experience with
regret than disappointment. Third, it aims to indicate that disappointment and regret have
effects on dissatisfaction and behaviors in different degrees. That is, negative emotions don't
have effects on dissatisfaction and behaviors in the same degree but the degree of effects on
dissatisfaction and behaviors varies by emotional types. By doing so, it intends to identify
specific emotional types to increase dissatisfaction and possibilities of behaving. Finally, this
study aims to present the emotion of disappointment, which did not frequently mentioned by
the existing researches concerning consumer science, along with the importance of the
emotion.

According to the results, as the pre-purchase efforts to search information increase, there
is more external attribution than internal one in case of negative expectancy disconfirmation
and more experiences with disappointment than regret. External attribution is more strongly
related to experience with disappointment than regret: to this contrary, internal attribution
is more closely related to experience with regret than disappointment. Dissatisfaction is
more strongly affected by disappointment than by regret: complain intention among
consumer behaviors is also more strongly affected by disappointment than by regret.
However, there was no significant difference in the degree of effects of disappointment and
regret on repurchase intention: therefore, both disappointment and regret could reduce
repurchase intention. In other words, whether the experience with disappointment and
regret due to failure in product purchase is attributed internally or externally, negative
emotions caused by the failure in product purchase itself can reduce repurchase intention.

Rather than simple association between expectancy disconfirmation and satisfaction/
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dissatisfaction and behaviors and between efforts to search information and satisfaction/
dissatisfaction and behaviors as mentioned by the existing researches, this study thoroughly
investigates relevance among multiple variables in the entire process of consumers
decision-making for purchase, such as efforts to search information, expectancy disconfirmation,
emotional reactions caused by expectancy disconfirmation, consumer dissatisfaction, and
behaviors to provide a chance to develop in-depth, concrete discussion about consumer
satisfaction/dissatisfaction.

Key words: expectancy disconfirmation, information search effort, disappointment, regret,

dissatisfaction, repurchase intention, complain intention
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