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Abstract
In this paper, I focus on dissatisfaction generated in consumer purchase decision
process. What types of consumers are dissatisfied with what kind of factors? As a result,
after being dissatisfied, how they act? In order to acquire advanced knowledge in this
research theme and prevent from consumers dropping out of the market, this study
examines correlates of dissatisfaction act with dissatisfaction factor and demographic
and psychographic consumer characteristics. Four research hypotheses are tested
applying binomial logit analysis, cluster analysis and correspondence analysis.
Statistical significant differences are found in dissatisfaction actions between
dissatisfaction factors and consumer characteristics. Especially salesperson
performances are often connected with direct complaints. By dissatisfaction action
tendency, consumers are divided into four clusters by cluster analysis. And relation with
dissatisfaction factor, consumer characteristics and those four segments can be

understood through perception maps provided by correspondence analysis.
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