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Abstract

The purpose of this study was to investigate on what kinds of consumer confusion exist and how much confusion
consumers experience during their information search process. In-depth interviews and a questionnaire survey with
college students were conducted to figure out the type and the level of consumer confusion. Results showed that college
students were somewhat confused when they chose information channel and when they understood and used the chosen

information. It was found that confusion was due to partly because of too many information and partly because of
the lack of consumer searching skill.
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Interviewees Sex Age School year Major

1 M 24 sophomore accounting

2 F 26 master program student consumer study

3 F 24 senior business

4 M 23 sophomore textile & clothing
5 F 22 sophomore media contents

6 F 26 senior consumer study

7 F 23 senior consumer study

8 F 23 master program student consumer study

9 M 27 senior textile & clothing
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15t In—depth interview

224 Questionnaire survey

374, In—depth interview

* To investigate the consumers’
general recognition on
information environment.

= To figure out what kinds of
consumer confusion exist
during the information search
process (channel confusion &

contents confusion)

+ To analyze the type and
level of consumer confusion
during information search

* To analyze consumers’
confusion reduction strategy
and additional search behavior

after confusion experience

+ To examine the consumer
confusionin detail (focusing

on the highly confused cases)

[Figure 1] Study Process
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(Table 2) Information channel usage behavior

Interviewee Channel usage in information seeking process

1 online(portal)-online(open community, blog)-offline(shop)-online(open market, price comparison site)

2 online(portal)-online(shopping mall, blog, community)-offline(wom, shop)-online(price comparison site)
[fashion goods]online(bolg, shopping mal)-offline(shop, obsevation)

3 -online(portal, open market)
[electronic goods] offline(wom)-oftline(shop)
[fashion goods] offline(shop)-online(shopping mall)-online(blog, community)

4 . . .
[electronic goods] offline(wom, ads)-online(blog)
[fashion goods] online(portal)-online(blog, community)-offline(wom)

5 -offline(shop)
[electronic goods] online(portal)-online(blog, speciality community)
-offline(wom, shop)-online(open market, price comparison site)

6 online(blog, community, open market lanking)-offline(wom)-offline(shop)

7 online(shopping mall, open market lanking)-online(official home page)
-online(portal, blog, kin-search)-offline(shop, wom)-online(price comparison site)
[fashion goods] online(portal)-online(kin-search, price comparison site)

p -online(shopping mall)
[electronic goods] online(portal)-online(shopping mall)-offline(wom)
-online(protal, kin-search)-offline(shop)

9 offline(observation, ads, magazine, a broadcast program)-online(portal)
-online(blog)-online(official home page)-offline(shop)
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Confusion Items Mean(S.D.) Cronbach'a

selection of online or offline channel 2.25(0.93)
Channel understanding of available channels 2.81(0.99) 2.75 079
environment overload of available channels 3.03(0.96) (0.75) '

differentiation of available channels 2.91(0.98)

selection of right keyword 2.28(0.94
Online - - £ i - (0.54) 2.96

information overload on online 3.09(1.03) 0.65
channel (0.75)

distrust on the online information provider 3.52(0.98)

similarity of channels 2.76(1.05)
Offline ) - - - 2.88

difficulty to select information provider 2.76(1.0) 0.76
channel - — - - (0.83)

distrust on the offline information provider 3.12(0.99)




12 slZMstnlEks|X| M22R 35 2013

Soln|E =9ka(t=6.19, p<.05; =592, p<.05) EEE
o] FAERELE H5TE frelulsbll kK200,
p<.05).

aulEdrEo] 7P w8 52 AdEd T
¥ gre so g Qg Aotk 87w HH
Af, e 5 e A o] tekskEuA dvid
132 AF 7HA ol AP, AR 5 TllEds o
Falxlck ol= <l 53] 7140l
that Ao FE2AA yepdt

N

o

T
5
rot
el
2
BN
)
=2

SHAS] A= 28 & 1) 9 7oloA] 9ol Theo] L2
olog o4 ZjEHlo g gl [07] FC FolHi= FojdQ.
7= go) g Fgep }Ho] Bo] BepxlAEs 2E]
T}Hz L] £ TpFA] S & wirjr) H A ARzl S 7}
3o} EF

[SGAB] 3 7% HL A EFEAE Hela sl v
Rl 7)50] F& A YA 75+ HEFHE A FE A $lHo]
8 ofa] §4o) mja) 7}Zo] HAurE ol HujEdE ol
HL7} o) 7o) vhlo iz zhal= Fldle. Zajx] HEola..

FAERE The EUG R uls| EegFe] Yo B
ot ek ise] BhE szl e HARlon 1
Aol Hhal F L Y 1

3E

AR RS
T AFEY AnpEEAY Ve om B9 Al

(Table 4) Consumer confusion on information contents

B AF] TlsolfArAY o= Flo] | gl &
k= (o]

A5 2T olEes Av A= Sk

[$53B] J=EH2 Ay shzv] Ao} oA ...
&5 FHET} O St SpE mEHole. FEs]9) F7
o207} 0B BhEAE HEAT ofw A Yl BRSAE
EY 58

[S5A] 2pEE Az 3 m} 5] mge) .. A
FrlES R Gy o] Bis Hol7JEL S AEe] o]
o] oF opE e TE) BLEE SEE B O FL. &
0 98 HelE thez s} Wejol sl FEE FojoF
oL F Foli] FF Frh Folu)7) 27l Fpel wje) 2

3. 2HIKIER| Chet CHSUS
D 2HAED W Fo] AugagE
z}

ARl ExkS s = oj| A5 3
E9 sl=rte AES ATzA A 80% o)) =
7HARl RS gk 3Bk M2 FRE '
AsA] ol At s s TulkE Q7S 3
715he B9 16.3%¢1 Bl F712 71 wel

Y52 AFS] Zleel et JHu ezl it
HE 228 sk ZOIAL 1 v AR sk

ae TR e aurle one Ex Aol

o He o

ro

ot ox, ff
o u
‘F

)

Confusion items Mean(S.D.) Cronbach'a
design similarity 2.73(0.91)
o similarity in product specification 3.11(0.87) 2.94
Similarity — 0.78
similarity of brand name 2.81(1.04) (0.75)
similarity of needs fulfillment 3.09(1.06)
too much of product category 3.22(0.95)
overload of manufacturer information 3.02(1.07) 3.20
Overload overload of product information 3.17(0.90) 0.68) 0.68
overload of purchase information 3.43(0.98)
overload of consumer providing information 3.15(0.91)
complex product information 2.87(0.93)
ambiguous product information 3.14(0.90)
L ambiguous purchasing information 3.24(0.91) 3.02
Ambiguity - - - - 0.75
inconsistency among several information 3.20(0.92) (0.62)
misunderstanding of information 2.94(0.91)
ambiguous product priority 2.74(1.03)
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(Table 5) Information search behavior followed by consumer confusion

Search behavior Freq.(%)
Ask information from other consumers 88(37.9)
Self search on product function information 53(22.8)
Self search on purchase information 48(20.7)
Purchase product without additional search 37(15.9)
Postpone or give up purchasing 1(0.4)
Others 5(2.2)
Total 232(100.0)
(Table 6) Information type that consumers depend on most
Items Freq.(%)
Consumer information in online 96(41.4)
Manufacturer information in online 41(17.7)
Consumer information in offline 37(15.9)
Retailer information in online 34(14.7)
Manufacturer information in offline 15(6.5)
Retailer information in offline 9(3.9)
Total 232(100.0)
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