creative
comimons

C O M O N S
& X EAlI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= FR0l 86tH AFSA
o Ol MHE=E= SN, HE, 8E, A, SH & &5 = AsLIC

XS Mok ELICH

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. M5t= 0 &

o Fot=, 0l MEZ2 THOIZE0ILE B2 H, 0l HAS0 B2 0|8
£ 2ok LIEFLH O OF 8 LICEH
o HEZXNZREH EX2 oItE O 0lelet xAdE=2 HEX EsLIT

AEAH OHE oISt Aele 212 WS0ll 26t g&
71 2f(Legal Code)E OloiotI| &H

olx2 0 Ed=t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

20254

or
,mmo
T
oy
ol
oo
|

<]

Ho

‘ao
el
e
ol

__io



HANSUNG
UNIVERSITY

b



= O
7199 B Fd el mAle IF
- OAg A gFo] vpfans 4o -

The Impact of Management Consulting Service Quality
on the Business Performance of Logistics Companies
— Focusing on the Mediating Effect of Digital
Transformation Capabilities —

20253 69



B A} 3] 9] 4= B
ey FH2

o] janE FHO -

The Impact of Management Consulting Service Quality
on the Business Performance of Logistics Companies
— Focusing on the Mediating Effect of Digital
Transformation Capabilities —

9 =2e Aad

1

I

g}t /\]-

=

2

°o] riog AZESH

2025 6 4



uk

20259 6

SRR

N
r,

O
ofl
o

EREE

SPUOED

N
ol

Ho

SR

E

ol
Ho

SRV

ofl
rM

N

(*D)

(?D)



AL
__OO

)

ol

Ho
&4
o
T
e

ol

zW E g

__io

ﬁo
&
1)

b Argsmol)

z

7o) FAA HAT} A4

Aplz o] U4

ol

o

] mdl SERVQUAL 52+ %9l Brady & Cronin®] 32}

[e)
5
finl

Gronroos®] 2z}

b OA" A @A b5

Ife]

Zﬂ
olu
Np
<
"’
KM
T
o



ol
oy

T
gl

7

)

Aoz HIATE

5t

H
s

go] oAl A T

SHA
H

A4S F4, T4, AsH, 954, 2

of
oy

g

obzd HAE HdE 92 HAE 7le,

=l
H2d o4, gA" deko] Al 7h2] A 84r AR, ol 7]{do]

defez ]

g

XA

)
_—

g

= B
=2 O

SPSS, AMOS, PROCESS Macro

=
1

A5 Az

2~
T

el

ﬂo
Bo
o

oT
oF

o
B
Top

iy

, B4

] 2]

Tod o
Ho Nk
03 ~
ol !
X Hip
~
> 0"
H_AlO
X ﬁo
S
O
i wm
IA
=3 oY
‘of Bo
Tz
T ol
XH ol
3| X
7T
_Xw_ ﬂ_w
c <
P
__O ﬂ_AIL
‘m.o
T X
o 0
8° )
A
Ho. B
T T oH

ol

~

Sl

Al AA]

St
=

=
=

71

—_L
|



A 1A A B 1
A 1A AT HIA G EA s 1
1) QO] HTD crvscessesssusssssessssussssssisssessssssssosssssunssssssussossssussossssssssssssosaos 1
2) GTLO] BEF it s as et 3
Al 2 A AT HFH Ul TLA s 4
1) QGITFO] HPH]  cersensscmssusssssmstussssssenssssssssssssssssssssssssssssssssssssssossssssssssssossss 4
2) QIO A i s 4
74] 2 7@- o]%;g' uﬂ7g o] ﬁﬁgqﬂ:’r_ ................................................................... 6
R L | 6
1) AAAAE] MY W EA i 6
2) AT GBI rrverutruecrssiusssbassissstusstunsissnssossostssesasstisstussossssssossass 10
Al 2 A AAE AH|A EZ o 12
1) ABE)A BRO] BEA ittt ssssseses 12
DIAHEI A TRLO] FJOY eotheseessruscstorsscsibossoscdissnssessitosesthsssuasasbecsstossssssosses 14
3) AJH]A ZZD ZFQD et 17
A 3 A TR FGL oo 25
1) TR E AT RZ} G AU oo 25
2) TIAE HFFO] A O] vt 29
3) TIAE AZE EA] i 32
4) TIAE AZF GTF e 36
5) gAE A3l w2 E2AFQIO] LR A HSE e, 39
6) TIAE ATIO] BEAFQIEOE 2@ AFE| -reeeeseresemmemmsimsisiisssisennns 41
S B 1 S I 43
1 A < e =) [ L 43

) AATFO] TLA QA werrreereressssssesssssssssssssssssssss s 44



1) ABPOAITL TIEE e 46
2) ABYPATOFO] ZFHHA]  wreeerererureeesenesitietet et 50
A 3 A AT BYP W TPA s 53
Al 1 A GILIG it sissssisssssssssssss 53
A 2 A GTFII AA s 54
1) Zj/g% /\-11:]]_/_\_ %—_;‘%_ﬂ_ 76]05/51_74.94._04 7]./% ........................................ 54
2) OAE AH3F 2] m7] AT TP e 57
7\-" 3 ZEJ EH"/I\‘O }_7_(1'-;5! ;g]_g] ...................................................................... 59
1) AAE AHJA ZEZD s 59
2) TIZE A} GTF e 59
3) 7(3]03/%1;4. .................................................................................................. 60
Al 4 B D BA it sisssssssssss 62
A 1 A TEEO] BEA] s tiehie st s S Wb s 62
A 2 A ZQ HO1O] F]|& B s 62
A 3 A B W A BA 66
1) PR QOIELA] cvmimminsmisissssusissassnissssmsssussrassosssossssasssosssssossassrossss 66
2) /ﬂﬂ/%] Trt_‘_/}j‘ ............................................................................................ 70
3) AFTRTEA] BLA] crenssristmssmssssussosssssanssssssssssssssssssssssssssassssssassosssssasssssassss 71
74]4;(4 ;—19134 _g_g__ﬂi_/gl ............................................................................ 73
1) _@‘-?_];g] _9_(?17'1:_1_/};1' HJ—HS ........................................................................... 73
2) BRI R OIELA] rnririmsssimsssssssssasissssssssrassasssssssssssssassosssossssrassssssossss 75
3) ;S%ﬂ.rg—xg 715‘% .................................................................................... 78
4) THHEFTFA] ZD crrrmnsmsimsnssisiissimssmsssssssstmsisssssssstansssssasses 81

_iV_



A 5 A FEA FA] oot sssinss 33

1) 7FA 19] HZ AT} i 33
2) 7]./% 294 %1%_ 75314, .............................................................................. 86

3) 7 39] A AT} e 89

4) TH FAZ AT QOF e 91

Al 6 A U7 T FAA e 92
D) TiZ] EIF FZ e 92

2) WA BT AZATF QOF correerrerrrsersiesriiesssiesssisse s 93
T - - S 101
Al 1A AT BTF QOF et 101
Al 2 A ATLO] 0]O] T RJAFA  eeeissriecsisssusssisscnsiosisstussosistessotuisessstans 104
1) Qolgstnzl glo] [N AN NN T N S 104

2) AFO] ALELA AJAFA ersesssesssssssssssssisssisssississsississssssssssssssssassisnes 105

7\-ﬂ 3 ZE—] ﬁ?._(_ﬂ @-7;”7](__-[1 E_l 'B—C]:_ﬁ'_jq.x-" ....................................................... 106
L e 107
-] e 115
ABSTRAQGT  sessessessssstsassasssosesssssssssssssesssssssasssssssstssssasssssssssssssnsssssssssssssstsnsssssesasss 121



>~ O O — N O O — N MO < N n > 00 OO0 4 N O < n > 0o O O N
Lan T R B B e S TN O NN € S BN S 2 R~ SR S R S N S N N e e e R e e N e

{

N

oo

G
d_ﬂunuun"nu"n""u"n
L - A A G SIS S S S A S e S
I S S T A SO SN SO SN S S R B B S
mr T o e © T o : 3o o i i
T s L A X7 o o or ot it b
A T N d o o 1 X
=< S N R B S o TGOl O SR N s N groi X
m " r s T WL e B W R gy o
: 9 E NS Bl i CI Por o ow o
i %o %o - N = mo B O o1 % T w o T T T Ay Ap oam X mo
P Bl e LT B omozo W T L oo wo o W gy o
fONE m HB =N o % g w i o ~ M oM oM B R o W X
Ty B TRy o W T AL AL AL S .
dﬂ ,_ao,A_] ﬂ Jmuﬂ,_Jﬂ_ W=y E«u777u_lﬂurﬂm x_-,l
o BB o ~ T o N WO o, B ) 5
X0 L, TH o_u T o= ,_mf zT =K Tl W | E.E = = = 7l .bf on_
< = T XN or BN R g N g L O O ol BT T % T
I R B S Mo I T e i i o i RN
e e B e - R i o o o
TR W AW m TR OR oA o om oo oo we XX OWT AW T A A o
e W W™ T T Do NF N HE E Mo W T oMo B %O
N A N A N A N A R R A
AN AN A A AN A A AN AN YN AN AN AN AN NN T YT YT
O O O O O O .

- 76

_Vi_

4-11]

i1
ar

[



88
89
90
91

w

TH
o]

~24 st g Aero] ohE
9 gk AR Aatel o

—_—

4-21
4-22

Nfo

—_—

oz

—_—

4-24
4-25

98

a7

gAg Age )

O >~ 00 O N < un O >~
I~ [~ [~ OO W o o O ©
"‘_IlHn,_IIH
_.W- n‘_ﬂ.ulﬁa‘_ﬂulﬁa
T g T ogr
0 oI %I
=1 o = 1k T
TPl i ERE®
mommwwﬂ%ﬂ%
L . .
B/f.."nd.mﬂqmﬂ
o T o B o XE
E woN - O AR
T E O N Y
ol 7ol (S | 1 I
o ®CORT AT - ® X X
TP AT T TT
O o
xrokr xr o o) od o oF
afafufﬂ_.wo"_&o"_&
TR o o B vl R
¥ REOREORE
A A AW mop g e
wowow oo = KKK K]
ool KT T T T T
(U= S A
N T AN a2 @ T o
T T T T T o
< <
O O R R

n
ar

[
[

ir
ar

Eid

[
[

i1
o

- vii -



1_1] ﬁ_?_g’] .?_/\é ...................................................................................... 5
2—1] Gronroos 23F2 TLB]  ceemrreessssssssssssssssssssssesssssssssssssssssssns 18
2-2] 3ZFY EA TG e 20
2-3] Brady and Cronin®] 32} AH]|A QAIFRILG e 20
1] GATEELTI oot 53
4-1] BFO1Z QOIELA] TIB] cerrrereesssmrssssssssssssssssssssssssssssssssssssssssssssnns 76
4_2] = Ej} ............................................................................................ 92
4-3] TN ET} BATIA] e 93
S-1] A" AWAEDT DAY B o o] T o 102

] TIZE ASF ABFO] TIAFIF cerereversreeessssmsmssssssssssssssssssssssssacs 103

— viii -



A1E A E

A1E A7 ug 9 =4

1) A9 i

euy B/ B A ASFolRE A Bty 34

7% Weh Lol A Wake SAlo] MG g Fol gk Sal,

BB Daw), AFABAD, AEUHAUD), FAs

Computing) 5 D79 7|%e] FRA P} B BRAY A
25719

e A

Aol m=m, 2421 A2 71E Ao AHS JtEslst, A
=2 7% gAE Jes FEo MR A FEchal A 25
S Ast QLA 2017). EF, 20169 ThRA  AAAAED(World
Economic Forum, WEF)olA] Klaus Schwab-& A4z} AtdadHL 32} Areld
§ o] HTh ¢ Austyl FEAoR skt HAE T dgor Aolstu
71 HRle] &£t ®ISPE EE ARRelA oz d4l
innovation)& FIs] A A|ARS FEA WIS xefidtal xSkl
(Schwab, 2016).
Vial(2019)2 ol=igt A" AW FKolA 7149 g A 5 stz ofA
2 (unbundling strategy)’'= AAlstH, ol= 712 HELZSE A Aozg
sk dAE dge] FAA ez d9gsiaith. olxd "AE A
(Digital Transformation) © ©]/4 A=o] ofd &S 943t T4 Ao,
7199 A& 7 AR SHE 9% A dFom QAT
Hzg Aghe ©es] ofd 2 ES HAER dAshe w2 HolA, £
o] Fx, o}, A, AlA" At Az &

AEFA7IEICD Y T &&= Tl 23AA, AAEF g, 1A

=
S8
w
=
c
o
=.
=
3

c
iy
el
>
lo
i)
o,
(0]
Ku)
Am
ol

2
_y



A

7]

1

A A

o, ol
Az

o

=

gl

T

=2 o
=

5

7, 2d N AR AR, AR SHe 2A

o & AoHrh(z g, 2005).
O AT Fadel gl met ¥ ATk A5E

=

%4 g

A
d

1

I HR

ﬁoﬂ%ﬂ%ﬁo%aﬁ@]ﬂuwﬂ,%ﬂ%%ﬂ
o W° %o . fo T T __ ] = o _1r
PEizEx T e ol
A_.E z_.o T q E_,._ Bo My E._ K Q_O Ao N o
~ e M — B T o)) e o NG B of N-

‘ﬂol _/_ ,m.o ‘_.__m.o M _ — lari ﬂmO N Ot 1 MH_ O_E
I = - 5 T 3 HRC — el | — ~
o oo - X M v & J K O # X w
crwE sy T XE Mg YWy
P aE R g pTE e T gy
L - ST, M < TIRCHRCI OIS
_d,OFATﬂQl#ﬁﬁﬂ?wwﬁ@%w_ﬁ
] T —_ T X _
P TS N R
. R ﬂe [ ) ®° ﬁﬁ_. N o T A 5 = o] mo o
‘DI 2 = . == ‘m Mﬂ ..mo = ﬂu
B S BTy T RN o F
e RN IR
X% w5 o o B g0 ol oo o e X il

,_,IA 5 ~ v~ o E__. Njo ﬂ_.n W o

sl G TR S R
fhx BTN B ML AR mo TN e Sl T R
AT xwoe T ol e R TR G
R o S YO i R QTR =
B < Mﬂ_ J| oy = T X ”,_nmrﬂ 0 i ]
o £ o W owrom W o ok T g T 9

iTISCRC i W K w0 wo = = To = N
o X o) B HRE 2 5 o oo 1%
RS NGO i N S
T W o MO 5o oo oM WS
o <M ﬂ_l h O_ ,A_ o =l T ﬂo—f V _r_l ! X
(RN ™o = O T o X W = = _
w KT BT R mR WY g
—_ 0 = ) g
T oqo kMR LR TR W XK
T o2 Y DR KRR ww R
w X ox T W R T AT R o

T (o SO W R m e
T A4 X ORE T BT S HW N E B

2 7]dEd.

al

]



el

<f!

bel, g A

o)

R A

@A oloix]

JHTE o]

174.0

= Al

S|
=

74 2

o
Br
Top

&

fol 7t 24 247} O4d

2H A, "4

5

sH9 8w 78

A Al 74

= O

= 0]
)

olm HAY W oL e}

78874+

o}
al

Kikily

1=
=

AwA A} wATA At o] Zzke] b

L=
1—

£l

l= A

z

o A% AT %A 99l el v

| Fg9ad" Muls =

ZA o

vt

ﬂ

= Hl

o] gHE =271

7 27714 el 714

g

7h

i

He Az ol

S



A7 P 2 74

A2 A

4, gAe A

T
=y

AL
__OO

I8 WoE A7

2

L=

f

110

2got] 7}

el
=

(SPSS, AMOS, Macro, Excel)

ane 54 Z2a3
o A8

ssiet.

]

st

2) a7e 74

o3} gt

ol

jzel

ol
4l

Tk

s

==}

Age B wpe] Azoz Aol wHT 27, A7

of o

il AAISHATE

9|

i

A AT

oHg AXSHACE.

T
7T

S

o 8

__ﬂ

24 9l o



&

J:AIO

Tk

Tk

K

B4
0

X

,_lrul
n_mo
Bo

,.__AO

oy
Tl

@
A7 29 9 74
=

Al 3

pEh=
45 +4

2 39

T

NI
N

e

Q727

M 1%

7T

—~ T

M

w

Al 5

ol
W 3
__01_ ,_II‘_H
7 &
5l BX
o
o K
2
‘mﬂ —
3 <
5l BX
or
o
=
W
1!
Bl

(19" 1-1] 979 74



I

A1A

ol -
ppe AR Swg
o ful )
o® oy o ol o ol %o mr AT ~—
o o K = =7 X Bo 3] N it
R mRL  TE I
E®n B L EE 2T
0 o KO - mjn = o
g3 ny Y o 3% | nr
Sif fygl EiioEsti.
K Jo .= Ty E R 1
Sae ETE S o_awma%m o o
T < o — N & pUST i o o M =
oo T 5 2 @Eﬁi%ﬁﬂ_}ﬂﬁ
W oo = oo oy " o9 8 LIS =~ o oo
T T o o oW e B ) CaBNCIR
,,m”_lo il o3 il O o T 9 o N o Il
% g N S il
11 = < Hr <| o) o) n X
ﬂovzjzs( L B A
D_ﬂ_ _E ol ‘_ﬂol - = .,Al_ T ~ ,_n.ﬂ T o 2B oF B
o oy o wmo B2 Sl o iy R K
__}ouauaowc__ﬂ%wﬁx 5&:1%&__0L_LWM
B -O ofu w WY T ~
e R ol Lo M o ol = m_ ) ,.M_' :loc S mod
I T W o N o n__mm mﬁ T X W mﬂ R
R I LT =
G 4 BN S o5y O WX A
_ N ™ T &0 <] M J Ho | | T J;AM_ wroq o K
mK RSAY B T o o ® el i H o8 T 9
‘UI _z_.m ™ T .M a5 v
g = 5 8w A = o F R i
= R T = T g W o o oo % Ak o 53
FH T BEHR %__o}}aomgp_q}
o N Lo Sl R g BE W o)
o T QN T = T H oy ooy N
‘a .O_L o QL (@) _rL — bo) . o — ! ﬁ yAE
X ™ ,Wua - 9 W O RN T = Bo Rl
5 EETE S50 . Swmw THR o E
,mo oo m o = Mw_a i o in mw_ o 1& N o R ol oF
T o N T R Lm TR ~ ~ o < o = —
= e ,_.ﬂ T og < op o Ho o «n o Moo o S
PR 2 % TR L w S %
S M;Awmaqmufz S m kL
7m,so%%mﬂgm.,mﬂ@1@moﬂ#
T WO



714l

4

il

A

FH, 719 Aoz A

o)

= AA]

(‘)l.

2w

T

ofef 7]

=
T

seiet.

[e]
AE7}

-

&

<)

A4 AH| 2o

=
L

b 2

o

]

==
i)

2]

(€]

o]9]&(1999)2 HAdH= dA

ol

ZIRte2 AH]

o
o
Br

ARFFEA 9]

H
ll

JJ
—_
ife)

N

53
uld

o

Al

shoiet.

5

ofefer o] Aol
o Aol

o

Shaict.
g
A

°

T
ol

2-1] A= A9

g ejet

i1
ar

[

'~ X mo op

—_ o TR
0o oM =

up ™
%@u%%

..A‘_url_l__ﬂ

=, 2008).

xo

[e)

cha




__mh =T Ry
o ; __W_ mjn - m_wﬁ Ln o %o
ar = =
" o) K RO 2 gy
T ar X AR R
Ol = Wl s %0 il
= 17_A|0 I1e) _ML 0 E_E X q,ﬁ
Ny | SRT|ETEET
1jo —~

_r

ﬁiﬂ” gy | TR o
Al N | ey ® T Ho
= M up Nim | NN _eow
TR Ml 5 plo %@Ml%
<14 A Do | W 31 %_.Mo o

R < Ny
T [ | P e
SN | Mo
<N A % m | &0l —o 2
S - o = T
op M 14 dorx | I N

< 0 ‘H___m L_L = ;OT_ T _71_ _Il_
1_,m~| O_E 1jo = =) ULH q Of

CITN S
e ism | T | i 1 Fo o

Fritz Steele
(1975)

— «“~ ’
Eeg | 0% go
S S & g =< T 1y
02y S o R fal

~ & = &9 i X
2 5 N SR Rl
el |55 e
—

Al

=%

=

[}

§oAmEe Aot Am, AR
A7 A7

o

SHe AHlA B0
el
i

o

Fol o
igez oFloriy di7lE ©a Aoy

= O
o=
ZAS A

Ho
el
[e)
A%
A

A

1
—

=

—

Sh

D F2719 AAY ArdulA (2008).

E
=%
o

o}

&

==
i)




o 2
i g e e
émuu]nmaﬂ N
— | e | | | e
~ ﬂmﬂﬂll\m/ﬂ_ XL Oru
qEﬂOWIA_. - - _Jn_
_Al__.ra OT_ﬂMH
< = L
K= N | N
(i) o) ,_u_o
HEE g |
T3 | | B2 | S| Tor
oI
<l
MWM%MH
3T <] K]
52 NER T
w |BC | T
MIK|IK| T
M |oR| o8| 38| of
BRI || H
2 ZLL 8
(ol R
5 2z 2
I SR
2° o
< E

baet,

M M m._m CR G o W Tk
i % =
e Bheer TE?
T o [’ iy
. Nom ok 0 X
o To o ol 7 |" o
S o S L
Jo T G =t N
oo N W o
o RUNNCIY o o H:W
ﬁ.%O_H ‘uAIO 11_ I_Ajl EEE._ 1o ‘HO 7AO
EL MukiR DR
o = |8 X el o W
—_— =\ -
ool R u%Mﬂ% %Hﬂ
= R | X Rl L
Lo ﬂaﬂe._uhﬂk_ﬂ_o_
oA ﬂ%%amw%%ﬁ%
o gL a gLy
Lo ol AN e
O 0 MoF il Ea
X0 _ ,Ho K- = n}
R L <|_ T ol %
CE R Sy TR
O ﬂo_E%EaMgﬂﬁ# :
R = ~— o XV — = KR mmu
__oo ~ ~ X o F_oE
& 1:_/|1_ ,_H.H._ ‘m OC A
= ﬂmﬁ o}J ST EE 3
R - Pg e e ¥ T
7 B é.@rﬂﬂiﬂ LA
Bn RahRa g il
S [ L R A
U.._ X “_.WE
70 n_mm X°
B RN
wjr % ~3 R
X

A A7

7 (2006).

=479



B4

0

~

<

ol

3} B0 we} ofe] o i

sil| et

o

AT 712, 2009).

A
Al

o

2AE @99 A

Aot farte] PAE FrAd v, 471258 49

oo

w
jo

<

T
w

Ee At dHiz AZEHH, BF 19 o9 7

oF
o}

L

ofAx B2t

2005).

ofo]

1=
=4

T,

[

d e Wer

ﬁo

o

wjr

o
T7§

1] o

1Rk

=
=

hte BEgoz £

©

L
1—

Ty AA 71978 Gl

ol

st agelE B

W, AAH el whaA

o

o

IREIESEE S R

A
v

o

_10_



sk glek.

B35

Hofg JH

157}
2-4]2} 2ol

oo

o
‘._Xuo
iflg

,_u_m.o

SIA, A, AL A, A M&A 5

ﬁo
B

i1
s

[

1

1—

(2009)=
5 oA

s
T
pil

b 7]
A=
=270

T

-
I
1—

T

id

w7
‘mo
ﬁo

o
o
_w.o
ﬁo

iyl
N

gl
mﬂ
T

sops

11

D 714 (2009). A2 AHTA

]

=
=




A 24 ALY Aus 2

D) AMujs F29 4

AMu| gl gt ol wEe fside A AMHIATE A

T8 EA(characteristics)oll thet o]sfj7} AdP=|ojof dir}, UPbH o=z AjH]|
2= AE(product) ¥ HIIE 5] E 7H#] fet EAJoR AgH, ole
AU BAHog Bzl £A48 AW d#A9] FYRA, AT AH|A
TEE B BEYA AY, AlE, Avla AeA 7] ASERE &oA AFE
7] wjEo|ct

/\W]ilf: Tajet AHZE F =] ¢F7] wiEell, AH|A9] Fuljrt o] oz =

AHE FsHA Hoh AFEA AH|A Ape]o] FEZAQ] Zfole [®
2-5] ] AAIQE vEel o]l @A (intangibility), H]&2]4 (inseparability), ©]Z&
A (heterogeneity), A8 (perishability) 9] Y] 7}z EAo=2 QoFHT},

Bgge Auzst AUt b EH SH0R, Fert gl o] Rolx
Fonl, WA & gt £42 Juigich, olejd SHOE A8, ABIL T
Hu| 28 AR AESAG BeHos Brske Ao oAt

24 5 7hH Eueld olsE 4 ek A, AAE Q] W] A
o

{o= EsAY &l 4 itk A, 241, 2ol Ff ol sig A4

278 ofd AR FAR R dESstAY S offtks Holth olet
T2 742 149 A=et 7t 7ol AHA Wl & JFE HIAA
She, olof wet He, Hu, Mu|A AlFAte] dw/do] Fast wH 7]Eo]
e},

v 28] 4 (inseparability)-& AH|A0] itz 4H]7F SAlo] dojdtts EAS
ojujgttt, A2 A it T e AA ol AHEAT,

M2 AEEe SA £HEHE



A7) ]tk

o
i)
o,
9
(@)
o
O
[0}
(@]
]
<}
<
Mo
>
o
[
AN
)
Erl
MN
ol
i
=2
it
[
i
A
oft
ne,
el
o
i)

97 fAs] olFthe B4 Eath Aual AFAe] o, 249
T, AZ AAT 87 59 asd] ot 1 geet 2t ek 4 glom,

ol Al ERY WA olofth. oMY AuAl A 4ol o=
She AFol Zsh] tEe), 1t M2 B 3UL M B sl &
ohoole] met A1ge Aulsd EZE, AU DF, R 5 FY BS
Slgh chopet =ele 29 Wast g

AUy AED Del o] fad oElshd Bpelt AR & gk
A% oudth, B4 AT Bl AFD Aulil Abgat FAl] At
A7) W] AAe] wEALge] Brbsste @ W AFE Auak 1 B
o] olu] WPET 4wE] R Bz F9E & ¢t

[ 2-5)= AHlA S42 ofefe} o] BRstgict

AE|A B4 W &
734 AAE BEAY - 4 gl
(intangibility) | AH|27F ofF ZARIZFE FA|H o= st o=
At AR7E FAlO] dofd
H] 72144 AB[ZP7E MBI A gl Zo
(inseparability) | 7+ Aol EITAHHA Ao o=
TY A AFA Aol 275

o134

(heterogeneity)

AWy | WA ore Aulas Ak

(perishability) | Zj129} (A o] E7H59H

2tm: o] qA-2H0H2006), ©]-5A1(2009), PZB(1985). 42} A4
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o Aol

3

R

Hin
<]

2) AH]

A A3 EZ4(objective quality)? 3

ko3
—

A H]AE A (service quality)

=
T

Z (subjective quality)o]gt=

T
=3

S|
A

[¢]

BrhEe EAL o

71&Eo R

=

A 4 fden, Fr2 =24 AFolu EESHE AH|Lol AEHH

J))

of W4, IFE, A &k,

Ix
=3

=01, A

N

¢, 71d

7

ABlAaE EEEte 17 Zi7R]19

o
Ho
X|F

o4

olZtal:

1, A7 A=, A9 74 B9 Sl wet

Z

A
—_

vl 224

o] 44 (heterogeneity),

(inseparability), A8 (perishability)e]2h= 4| 7}#]

A (intangibility),

Add, AMulae AA7E fleH

EEI

S

Al 2BE] Az Hy

=
=1

FH, Al Al ollA

S

o] 27 o)z

24

el

S

o

371

7‘4:_]_\1

EH (perceived quality)©] AH|AE

5

it

Z!

tole 71

A

(expectation)2} AA| 74 (performance) 7Ho]
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AE|AFE tigh oh2] Foe vkt ks o AAEHSIeH, IF
Gronroos(1984) 9] ‘2| Ztd A H|AEA(perceived service quality)” 7Hd2 7F
dde 8EY Ut e AHIAFES A0 FEEAoR QIASHE
AR Ask, ol 7|t AH]A(expected service)?t A AT AH]A
(experienced service) ZFe] ztolz2 Awsttt. E35] Gronroose AlH|A9]
E4& 714 F4(what is delivered)?t 7|54 &2 (how it is delivered) 2
2ot o] T 84 7| wT x3PF A0 MA|AQ] AuH|A QI &
3

Y= TS FEeH.

e

T3t Parasuraman, Zeithaml, and Berry(PZB, 1985)= AH|A H7fof Qlof
A AFET B B2 0 849 A o] dHuE He xS
ATh. o5 AHIAEHS 1A T|diet AHA| AFE AH|A 7HE] Aol
(gap)2 “golatlom, AujAo]l AIMresult) BTt ofzlt ¥ (process) %A]
=4 W7t T8t 4= xEebfof dtal FASIIH. o] Ao m=

= =

a7 Fleje AA AZkE Au} 7he] gho] AgHE WAL Aulso] E
o] rhi Q4G ok BEZe FAEC] AYHoR AdHct

o e 54 AElse] S54d gt Ale]

1% PZB(1988)= AH|A =4
P29l o e HER 2ty AFYstalen, ol Olshavsky
&Miller(1972)7F Aotst A of tigt A4 Hrlz2 Ao Bl % (attitude)

g

o
o
)

Aol gol ohet, A4A Wt AuA Q4] o5 FAHE BH B

F7H o7, Collier(1993)= AH|AEFAS U9 G847 oo F3& 71



=51 diFs sdo=z  AHosoH, Bitner &Hubbert(1994)= o]l A
= AHlA AlFAte] diof F/dcks A=A A (strategic

L=
impression) @& AYSIATE o5 AH|ATF @ttt A3l AME Hof

SEE 514 7Y Fa Ul ac
71t vs A | 71T Au|aet AA] AHA0] Zol2 FHS
Gronroos _ _
(1984) 714 FE |94 Fole AFReErtOled F8)¢ o
1984

1—
e4 2 |84 ARt 0lsd #8)8 72

Parasuraman SERVQUAL TR 7|t AA AlFE AH|A Adb 71o]

Zeithaml Gap Zbol(gap)2 AHlA EAL A A
Berry (1985) Model (process) Q4% &2 H7lo] AAYS Fx.
AEIAEELS B AH[A9] HuhA @4/
Parasuraman AvtA mo ]
tigh 7iQle] Hix T woolw, e HH 9
et al. (1988) Bl 3
gto] ofd TAAA Q1A
Olshavsky AHE A = AEC] ditt FAHA BIEEA
B 7id _ }
& Miller(1972) B AES AAl. o]T Aol 7|x7} .
a4 AMEAFAL 10| &4 o]9& Sk
Collier(1993) 3
o]¢] = ooz 289k A8A oA A

Bitner A
& Hubbert(1994)| A
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AH|AZEA 2P (service quality dimension)o]] gk A= AH|A &

ofgAl st HrIE ZQIAel it +24 V|ES AAdske ° §
=
=2

ke wAlelth. ol#e AHES AFAEY olEA HiBH A& Eokel
2f ohefshAl AgtEglen, AdE FxEe 94 E3F 24 yEed
ABIAEE Zpgdo] B o]l Al A ANy} mRviRE SkRp 7 dA]H
Ao H ot ookt WA RYo] FESH Qe Aol

HEHOZ Gronroos(1984, 1990), Parasuraman, Zeithaml &Berry(PZB,
1985, 1988), Rust &Oliver(1994) 59| d4x=0] 271 & 2t 74 %
Alg AAS] gket o] FollAx 55| Gronroose] 22 R, PZBO
SERVQUAL 52+ ®§, Rust &Oliver®] 32+ By 52 AH|AZEZ A
oAl B 85w tEd Rd=R, ofgoA o]F FAHCRE HdmHIA}; o
=

7h Gronroos®] 22+ Ly

Gronroos(1984, 1988)= AjH]
Zpgoz FAEe] oty Eoh, 2
<

24 TA50] AulAREY Qi

>

Fdo] AuEdy HHEH, T 7HA
HEAe 7]e2 EZ(technical quality)
W F4 =, F(whapel sfd== &4
7164 &4 (functional quality) 24 1Z450] AH|A A&

©
2 9t BAED = o@Ahowel sFste Fdolh. AWEAL 1Ao|

AEAe ol FuiAret W] ATAGNN WA EZHmoment of
truth)Eo] ofFA| TRl AEIL, AHlA AZATL o 8A AeE ST}

g dustog W4l J15d Edoldtn R
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The Nordic Model
/" (Gronroos 1984, 1988) Y

Perceived Service Quality

Expected Quality « + Experienced Quality
tot

I Image
— Marketing Communication
— Image Technical Functional
— Word — of—mouth Quality Quality
— Customer needs What How

e P

(29 2-1] Gronroos 22F8 23

1) SERVQUAL 52+ =29

Parasuraman, Zeithaml, and Berry(1985)& t}Fst 2]EF9] AH|AE

Aoz AA

Bl

AARE ZAA 1% AEH(focus group interview)E Foll, o]
=42 B7tg ol 18k 107HA] e EE5kith. ol&2 AlH|
4 FAZ F FAZ AFE 7o = stof, HHEA]] 2t a0 £

= & T I 2R A" 54 T Ak Jidcta, olE
MAa-Fofsl=s S AA FTHo=E 10709 H7F LS AXSH
% 58 (competence)’ ¥ AL (credibility)’ & Al L]gH ‘/}‘HX] 87
AME| A Al g EHSHA ddEe] glom, o= AH]

P

L= 7=A “7“(funct10na1 quality)®] 5848 %

|>

2 oo
o, -
l>
i u{t\
19 )

2!

ﬂ;

I
1% o
w2 ro

nE
T

o] K
A5 2ol 7qo] opde owo}i z_uigﬂur oA}eF 24 FEES AA
A g A HAF5 THES Foll AAHCcR AFFstAr. 1 Ay, AHA
E4g AFA(reliability), 584 (responsiveness), &7/ (empathy), 414
(assurance), +37d(tangibles)e] 570 ¢yt 227 E&F o=z sl Helslo,
Hrop A82o]1 A& 73t SERVQUAL 23S sttt
AMuEjs B 5 A 2 HYE TSl EE [# 2-7]7 Eh
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[£ 2-7) Aulzx B89 57 A9 2 A

Az 28 A9 °E
A4 (Reliability) k& E ANHIAE AStolal dWEA FYot= 5
594 (Responsiveness)| 117H0] g Fof A&sal H=402 3ol Hik
T4/ (Empathy) a4 FR7RRle] it I wiHE YEh+= 5
_ TAEY A4, HM24, a9 ahoA Al=et HHTE
5tA1A (Assurance)

F= 59

34 (Tangibles) AE| A Alar BE" 2y AL, Ay, odd 94 &

g AYAFE 7|6

o
i
re
-
2
=2
=y
ox,

h 349 B4 23

o]% SERVQUAL =L o4l 717 &4 ago] 14 ZH (process
quality)el  AUXA FFEel  glem, E#AH A
environment quality)& 3] ¥rgata] 2ot ke vlE T9hth(Llosa,
Chandon, & Orsingher, 1998). T3t AR o= 4 EA3 Axt
Dloutcome quality)o] B TEEA] 41 Tl Yt A

2

At ol EA 24 HoflA Alotd 32k F4

AulA F-o] di't Gronroos®] °]&2] WS Az
o Sl

32HY &4 EYoA Rust and Oliver(1994)= AH|A FHS AH|A AE
(Service Product), AH]A  H=(Service Delivery), AJH]~A 273 (Service
Environment)e] Al 72 2oz AASHITE. o] F AH|A AFE
Gronroos(1984)7F AAlet Axp F&xh, Av|A Ag2 74 F49 A
o, AH| A 2HEE AHA AlFo] o]Folxe =2 A-Ae A A

(Bitner, 1990, 1992; Brady &Cronin, 2001).
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o]% Brady and Cronin(2001)-2 Rust and Oliver(1994)¢] 3z Zdlof
Dabholkar, Thorpe, and Rentz(1996)2] AH|A A QATZR RS A
Stof, Hop Fugt 32k AHAFE RS APttt o2 AH|IAEA
= A%zg  EA&(nteraction Quality), EZ&H &4  FZ(Physical
Environment Quality), 22 &4 (Outcome Quality)= 7 o|5}I .
ARAo= AmEH, FJozg 42 TAYEY HE, a5, A9 Al 7t
2] o9 Adow FAAEM, E94 & FE2 AAEY ¥ 2, A4
}‘?_], AFS] A —H‘-:Hﬂ S Al 7HA] a4 =
A A, FA7HEE) O] Al 7HA] 2
R AulA AlFo] A A9 W, AW E offEs ZHEA
fl, 217o] QIAISt= AH|AEEE Hrop ohabdzog grlshixt

AlEE HoEd,

N
oSL

e
i)

ek
oft
ol

-

o,
N

Rust & Oliver 3= 23 (1994)

A s B ‘

O O O

Brady & Cronin 3=Hg 24 (2001)

‘ Al AE H ME|s A

‘ 2 B ‘

[ 2-2] 34 &4 29

=2
22 @ PZB(1995, 1998). A2} ZHTA
AE 2 E2
‘ q5Ae B2 ‘ ‘ a2 94 £ ‘ ‘ 2= 52 ‘

f A
il

-
= =] A
9= || BT || A%y CEN &:4: ?:1 #34 || sa7t

[1™ 2-3] Brady and Cronin®] 3z AH|A QAIFZRY
k= Brady, M, K,. & Cronin, J, J,. Jr. (2001). a2k 224

_20_



Brady$} Cronin(2001)0] Akt 3291 Au]A
o 2P FA Holub SERVQUAL 7|8F 23 9]

=
Aol dd £43 BPH 7Y 84E B

o

]

e
1

B

/—\

A (Physical Environment Qu

) AQos TERAT. 4

y A=

JLENN e X}

of B, d

nS’L

|
A FIke

B

AB| 2 F7to] et
A= AtH(Carman, 1990; McDougall 1994;
Dabholkar et al., 1996). o= ©] R3o] SERVQUALS| 2HA, & ‘24
FAolg e JAatt A7 SEota, AdE EAY AHA §FE dEh
o2t FAsHA 2448 7Hestte HolA o uow, AA o
G AH| A Fofol A 11 &g ThsAdo] A&H 0w 1},

o

L) &  Levesque,

o =
= FEUY

ilz]—g ki

— O

2]
S|

o

_21_



(1) 274 (outcome quality)

A2 (Outcome Quality)> AH|ZPE AHAE AP & L7
Aol A™Al Wrtg, 1o A|Zfels AH|AC] HFATe] St
of, dutEoz ol XA, oF&E A 016“ 04—‘?’—, 71t 7HA9] =
ARE EotstH, ti7|AZt, 5343 (Tangibles), #<17HValence) 59 84=
Al st o}

QYA AHIAS J|gele AZto R 1A prELo] AFAl e F
Aol B, % 7 5 AAHCR AAEHE a4

Zeithaml(1988)> ZA¥E2l 0] 59 <
A Q9o JFe Trerkal HEal, Nguyen & LeBlanc(1998)2 o] 714
thu] AA]H 7t 2 sfASEITE. EQE Petrosrhios®t Monroe(1987)& 4H]
RS Hgor JAE FE AT 714 HWE Fo HrtH= AR A
oA

Carman(2000)2 A¥FHo] 1A Au|a F2 QAo 2 Fd= vzt

o] e FL A Qolozm AzHo=z AZE T 9t}
Aoz AFEA(Outcome Quality)S ©ed| AH|A AFo] AEE 11
ZHAlofl Higt B7FE dol, o] AH|A AHYS Foll L7l AubAQl Ae

A T Q12 H 71| (perceived value), 1]l ©]& 2] P55 4 (behavioral
intention)7tA] o}9-2E= FAAH Hrie| Axt
AMH| A AS2Fe] oF& oY of J Tt} AA

=
Aol AZshe Aulso] BeAT B84 Fol BFHoR Agut

—
3
N
A
£
E
O
ol
o,
N
N
=

_22_



(2) F52-8-E 4 (nteraction Quality)

A2 2-g-F A (Interaction Quality)> AH| A AlF TG A
= ARl 4ozge] dE onlsiH, 59

o]
h=]
T, P, A2 DHH #HHEHHGBrady & Cronin, 2001).

o ofN

e Kkl
)
o &

ofN

ol A
of Mulz 5 F AP AsHe A7 4tz Aux FA Ao 8y 7]

=
HE: 52 Sof AvrEQd AMu|AE HriohA Hoh(Spengler & Solomon,
1987). 55| 249, ¥, 28, ¥F & LHAE AH|L AFdolA= o=t A
S2r-go] Afol§ or A P 284 FFe FH

= %@a% WA A Q@het Hpom, Czepiel(1990)% EHAx 174
&7 %3

4
A4 Moz RFs, o 1A A, Woh, Aolg Aol Aty
FAstat.

2 AFIAE A Aot ekt ol4s 94(2015)—5_— a%q Rt
& Bhol 17 A% Y4T 244 AF fk

o
47159l BA SAGlE Flofgcha Az,

_23_



AE27h A

o

Pl 74 842 FRE,

9

o] Al 71A

A gol

A (Physical Environment Quality)

(Physical Environment Quality)

=
A
. g, A

JEISE ARl g

M W . R R W M o our
B omol oM B
p TPRETGEZLES
S o N :._._ﬁo.klmlﬂow_mudM
A ol g ool E N g
qﬁﬂlq_.ﬁjlz,._ﬂ_vo_aﬂo
— X_|‘__|mﬁ,|LDJ;_|7AL7|O —
o R~ o o oh N
A R R
~ T o z_.ﬂuL_._ Ko
__o,Dﬂ_o_E,_..q ﬂoﬂ._ ey
‘_n_n% :.10 AWOJL_MMOM‘BI__OLOM
- i
= @ A X N
T T o 2 3 o B <Y
Ho @L%o&m.mﬂaﬂﬂok/_%ﬂ
I G R - - - -
L N "X gy M
A7 adF oK o Ol
R R S RO
s 3] = =
T Ew AR YT D o
7! A % T T 8 & B
a2 ewTdy SR
o o T oo M s 2%
W s feor T g Alog T
T S, = S W .
L]tuwﬂVo_a‘aﬁﬁLm_Wn IH
ISR 1 i~ R S~ _-,Ao%mﬂ
- — -A‘.*7 z Mﬂn.O
ﬁloﬁ,_.lpl Mo — of __oL
R &Wy oo Ww g W
%@%%%b]@uia&mu
BhPrm N 2T R
W OE M o T Nooal - .
mﬂmﬂﬂulmi, ]du.imﬂo:._
L - R TR o O R T
~ o . T § . B No
oF T " W U EE © X A
W H o R MW [ o o oH R
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Al 34 YAE H2H(Digital Transformation)

D gzxg Hdgke] st 3 g

OA"g H3H(Digital Transformation)2 &% €94 DT &= DXZ EY
Hot. of7]A4 DT+ Digital Transformation®] ¢fojo]n] DXE dEi} =
Soq AF8EE ZV|2) Transformation®] A 221 TS =Zut =2k 1091
Xz 2gs FHolth. F &ole TU NEe AASHA T ARE et
et Zpolzh gl ARt o= DTE 7199l A=f S4 "AE d4ls X
& o AMEEIL, DX+ ARY A¥re] frdshg A& XA 2 &EH
TH(Gartner, 2023). A& &°l, = AF= HAE T
Pl o4l HekofA DX BolE AEstal o
AollA= DT7F o g8 A2lth(Westerman et al., 2014).

g Adgke JH7]&e0] g5 ST A HAow Zsts| gt o]

L Oed ABE £ES dold, 2F9] A%, wWzUA 5d, 34 3Y, 1t
=
|

of

El

of7F At2]A AMlof| o|27|7tA] FH LG FFS mAE WA Aol

3] gAE Mg 719 txEsi(digitalization)Q} @3], FZo] zHAle] &
A w29 pRE ZEAoz AHASHs Aoz olFHH(Vial,
2019). FHEsle} st olfgt Hgke] 7uke g4k dAR, 7]&

= meA2l] YyREsE Fof 4ol BEdiE vhdsigith. Ty A
& BAAE gAE dgs F&l 7ol AT BAE A elstal, Af
o] A= HAE 7Mer AT off SHHEM. wEbd gaE gk
et o] gk olsfle edt o2 2late x| ¢k, dAfet w o
Ak o] 2 24 &2 AT HIole Ve 4 Hol, £
2Ze oy, FAeE, "dAE st 22 HrlEd 2459 S
AxET Qok 2 FolAe bAE Mg A5t 1g-e Jus} fz49s), o
g Adgholehs Al AR FEsto] AuEn. ZF BA9] Ve Hetet 27
of g A, 283 dE AEE Fo A" g s5& P9 olsfist
= d 2de w3



7hH A B 3SHInformatization)

FESH= 1980WtiHE 20009t XR7HAE ol¢-2

=
7l Az & = Ak o] A7Ie dY e 4T datst #

Agte] =
Ui =9 a4 Aagon, 7 282 ofd=l 7|9he] 2] Ad
NgS HAE AlAe=z thAst= o UASATE o] Al7]oll= ERP(Enterprise

Resource Planning), MIS(Management Information System), LAN(Local
Area Network), G238 ARE So] F8 7|12 Tt

NYES F2 AN, A, AL A4 5 LIRA FHOR PR Axd
=gstgon, ot dfo] mEstel dold A4 s, ddu Ag, A9
opdAe] A%4 P4 5 Thr GRs AAKTHALN, 2004). T
o] X719 AEeke 23 W ZeA|xC] AFeet T TaS] FAHY

2, 17 HH(Customer Touchpoint)olyh eJF mtEU LS| T2]d AA A
BZ39F HAIE EYT

QEHQ A EE AL 19903 FF E5 SAP Z]9F ERP AAd
2 5 5 9k o] Axd E9e Bo AAAE A4 AU A U 2
5 ARE 53 pels 5491213%, *Ew{

E3H Al AR )& FL9 §13FA (Top—down) Ho] dHbzo]glo
AHE A|2H o] kg Z}iﬂﬂ SHIEE= APl 73*9%‘:}. %, 229 A=y
SRy 0 T4 FIe] ARG, AlAE B9 o f7F gike] Hxrt
= Aol tH(Chan, 2000). ool wh 22 W ARgARe] AAA QD AR
ilolut HAE Z3HE FAske dlele A7F AL, ol +&5 TA Q]
29 2k(Digitalization) % H2d Z¥H(Digital Transformation) TA oA
=EofoF & A= EdTh
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) g zgsk(Digitalization)

OAE 7leo] 719 =9 ARk, 55 14 Qg o] Ae}

3} o] .- w2 g
A sgEE )E emetel FAe] ZeAAG Auast UAY WAoR
AGEE BAL oulgith ol Ued AN @ B LR Ao

2, B4 g7 gxg ZgH(digital substitution)o] A1 EA ol
o] AI719] EAQ] Z|e=2s 4 HFY, dAEA AAREDMS), &
Htd < Z1E, RFID(Radio Frequency Identification) 7]& S©| o,

=< 71 4 Ee ezl T4 dFE A" 7N
Al O

Asohd HAew Awste d E8EHAHEAA, 20135 Gartner, 2011).
=9 RHRY fupo]ie} QIEYl Qlmate] F&et w2 A HH o HA|
g2oks SN, ole 7199 ABlA AlE Ao 222]l WekE x2S
ek A5 S°l, 58 2okldes dEAA FF 7IRte] tid A7 2
Ul 7] 3 mekd WAoo wWEA g Ele, ol 1o 23 o8
B AAE BeAFY. fedAelAe Fol el Butd YT
E AFEEHNIN, 79l 7leid AlAH9] Sk At AIRF @53} e 4
ol Zlofstit. o=t Wok= 1A Holgdy 2 a&de s A
A7le 23E 71HA J

N3
L
oy
o
o
N
o
9

a8y gAgstes = HAE
StAY st o AFEHUS =
224 J3l2= oloz|x] R &, e WHIAlSIIARE APEAT 29
AAE o4ds] BAL &5 Aotk A7F ¥skow, ol HAd A%
(Digital Transformation)” TAIA Q&= HAPH o] Al FAlat=
BAHo7g t}2 Holth(Bharadwaj et al., 2013). AA|Z ¢ 2}
olgt7| Bt ‘Ox|dstd 2FSHdigitally-enabled automation)’f] 7}7H9-H,
o= ZIYel HAY 7&d E8ctE Z|HwEe] BALAE FHeA] X

ot F8 el F ShtE A HH
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oh) fAg H2H(Digital Transformation, DT/DX)

g2 Mg 20108t S4F o] 248 e ddor, @it JlE &
Y& dol 7149 A=, 22AES, 24 A, 7] FE A Adke QT4
k= g2 et WS ottt o] Al7]9] EAL Zle FAAAN A F
A, 1 A FHCRY o]Foln, AR ateA o] A7} o] FofZltt
(Bharadwaj et al., 2013). ti&E 7|&=2+& JAFASAD 7|8te] o5 EAxt
st AFEQEUIoT)& &8 AAIRE dloly 43, Hdloly 24, &5
& & A A=A A, dgAE EQS 285 7MY AlEElolAd Fol 2
om, o]gjt 7lE&E2 ©=o] ofd gl or EREo] AR FX AN

S m| A Qi Westerman et al., 2014).

golH oz DT(Digital Transformation)e] =A|Ho=2 FEEI Qo
DX(Digital eXperience/Transformation)+= Q23 =1 5 FopAlof 2o
A A gAY Bolz deE AREET YAE A2 ot At A
ZA o] kA wskel o) WA AHE FHet ok oAd], GE= 4t
AL 714 Ax7]AdolA loT(Industrial Internet of Things) 7]¥F ZE 7]
do= HAgsto] doly 7|¥t NREIIRA] ABIAE AlFctal ok WEHA
(Netflix)x= DVD tiolox Hxd ~E=® ZHEF o=z Zslkstw 2p4] ZH
= A2E Sofl mide] AEiA AvtS AHstiet. AT 2 Al
oA Hloju}, e+, AYE=TL Ff R T

el EAE 7o R M-S 3 Folrh(e]AlE, 2021).
Hzg deko] 8 EAL v Ul 72 Qof e AA, A FH AL
Z&ot= CEO9F C-level Fd%lo] HAE Hefo] A FA7F "k &4, 1L
A FA 7HA] AFEel AxHA, AFE SHAA 1A oA (Customer
Journey) 7]¥te] Mu|A= HetHEnh AA NEY ERE

off o]F 4Atdtel & FXt. UA, e 8-S Hol &ale
MR Ho tzd Z 8 5 ARIA AY ol A

(Wade, 2015).
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£ HAE 7Rtz dgste S Az, 294 Ade "AE dHes
] =

Agte Aolth AR, HAY AL o £ HHL Erjw 27 Ayl &
q, AEls, Az, OAEH AAS FBHoR WAL FAH W B}
o

20169 ttEAZHOA Schwab2 YA HEH-S Al43F AHY E!
AR AgotH, HAd Zl&o] 1A Jd, AFE F, AL A, 22 FH
Hstet= Yl 7k 38 39E 2oty ole 7199 H=

LEA ol HolE S sttt A olst tHSchwab, 2016).

e
o,
1o

4716202009 Aol wad, 244Ede] fAE dege g5 7Y &
o|ZE F=dte FES Hol, HlE J‘%‘ﬂ, =9 a&s) WEA B, V1Y &

B 5 ANt &F9 A9 7|9k RS ZgebH, voprt vjRUA el 24|
o] L&A WA ZHoH= W JUH Adoldt.

Moore(2016)= @t Atle] RE XZo] Zehet, Hlfoly, AAdwn|to],
mHkel 74 59 HIAFor s8sle] AL 9x|st= Ao] WiZo|n
olggt WMdl= WAL 4 AT FAl] AFE FAHS Est Ik

AES RS

Majchrzak(2016)3 F2E52 TAE Hgto] Bagt /& 8o 1x4 o
L OAE Jlee] AT 4GS Fo An s Aweld P2zl

Al A AlEotal Hatot
o9} Tsle] Hess et al.(2016)-2 7]¢o] tjAd A9 a4 Qlilst=
A o Hobrh, o8 A9 Al st 29 AHE FIAE + Qe
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O z21e H2HDigital Transformation)®] £ 2]
A FZ2E AR W7l E A FA4l B Ut o]+ H<=d]
A9 7l EYshs Ae Hol, 249 w8}, ZEAA dE 71| =
Al 5 Aol A Are)Aolal AAAHQl Wt e FH=
Morakanyane(2017)2 Hxg o] EAAS ofxpgdd #-ofA EFshH,
o2 FHA(radical), A (disruptive), F3Fd(evolutionary), I
(continuous), &=/ (complex)e] oA 7HA =2 AAstth. 2 EAS o
g Agho] Tt 7] Al ofyey x2] Adte] AR Ar|Holal Fx

Q1 MBS fEsle WA =TS el

7H 2%A (Radical Transformation)

FAH wse x4 7lE 29 WA} 7xE 8] WA
A44 Wstg ofmsith ol gAY /1&g 9 & Aol FHolt
=

AE FHEHE 2229 W3S xdishy, 222 AEA m2AAE st
1 Az ALY G AAE ZdsHA

Westerman(2014)> 719 #e|a=29] JIHRE B, B2 £24&°] °olF
g, 24uHo], AntE ¢ Z 5}
|st qlon, 7| Zl&(@: ERP)S a&AdE @A JfAdsta Qiokal E4
sisiet

Berman &Marshall(2014) GA] A4du|t]o], ]
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7 2014) o)1 EA] = 7% B8 27}
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Marshall(2014)
Az T AGATE oE AT AT

) mt7]A (Disruptive Transformation)

o2 W3l fE 71&0] Tgo R Qs 7|E AR FX, A A
BA, H2yA »dS ZEHor B B AHAT= F4S otk
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oh) #sHd 9 A5A (Evolutionary / Continuous Transformation)
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2h) B34 (Complex Transformation)
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4) bAE Ak AF

Oxg [Ag J=F(Digital Transformation Capability)2 ZZlo] fxg
g2 AeHog 35ty o z5ofof & FotHolal EetAQl A% 9
njgttt. ol w5l A" e Efste AHdS del, oY 7les A
gfrlor Zgotl, ol T HlEYA BT 2 ZEAAE S4lsHH,
FAl gHstE A 31 7l Wste] FAsHA tide 4 e 229
wH HAI%}E 25 582 ZEsh= Agolth
Westerman et al.(2014) tZ]g wtAH(Digital Master) 7HE-2 AJA|SHH,

gxg Agke] A 945 fxg At oJ=F(digital capabilities)? H A&
254 (digital leadership)elet= & 712 MF= FESHITh o582 XZ|0]

HAE AEE 43HoR R AL B4 714E =Yste ) 14
7 o, ey Zel 228s) oA" Wskael e aen A% ks

AR A 7Y A= ofoF oh2 xSk
Westerman et al> 55 HXd Het AFS th2o Al 714 4 a4=
TA kst
A4, fA4d 71&(Digital Technology): Hxd 7]7] &
A=, Hlolg #4 5 & At g 9 &8 5
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7 g8 7% (Digital Technology)

g2d 7&2 A" A g s 7|hte s, x2o] JHI|E&S
g-8oto] wAIE sidsty, 7HAE FEstH, ZrAAE FAlshs 58S 9
njetet. A" A (digital competence)> 1 Alte] A o
CHEFE-AEE, 2022). UAE 7led Eett 77y 4RE
dol, AR &2, 4 2™, JdRAA-HH-A15]H A7/ ZEsh= H59F
2 Jigolt
Westerman et al.(2014a)= TAY 7]&o] 229 14 H3 743, L9
o=F 43t W5 m2AA gAlo| Z]ofgitar Aottt
Hartl &Hess (2017)= A g 7|&g vlg o2 A28 H|Z YA rdge L
gotal ol Adstes 22 F4U] ol o9 ¥t 8 HE7L T4
Rl SUARAES o L
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Hog B, g vigo

A2 YA AAS FEotel BAZ vl
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) dx9g 294 (Digital Leadership)
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ABSTRACT

The Impact of Management Consulting Service Quality
on the Business Performance of Logistics Companies

— Focusing on the Mediating Effect of Digital Transformation
Capabilities —

Hong, Seok—Do
Major in  Smart Convergence Consulting

Dept. of Smart Convergence Consulting
The Graduate School

Hansung University

This study aims to empirically analyze how the quality of
management consulting services influences business performance, mediated
by digital transformation capability, in response to the structural changes
facing logistics firms amid the rapid advancement of digital technologies
and the Fourth Industrial Revolution. Given the industry’'s inherent
characteristics—time sensitivity, accuracy, and cost—efficiency—logistics
companies increasingly recognize the strategic integration of digital
transformation and management consulting as a critical necessity.

Through a  comprehensive theoretical review, this study defines
management consulting as customized strategic advice and implementation

support aimed at resolving managerial issues and enhancing organizational
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performance. Types of consulting are systematically classified by
duration, scope, and business function. Furthermore, drawing on
Gronroos’s two—dimensional model, the SERVQUAL five-dimensional
model, and Brady and Cronin’s hierarchical three—dimensional model,
service quality is conceptualized as three key components: interaction
quality, outcome quality, and physical environment quality—providing a
theoretical ~framework for assessing customer experience and its
connection to digital transformation.

Digital transformation is defined not as mere technological adoption, but
as a fundamental innovation process that extensively reshapes
organizational strategy, culture, and operations. This study characterizes
digital transformation by five attributes—radical, disruptive, evolutionary,
continuous, and complex—emphasizing the need for long—term strategic
adaptation. Digital transformation capability, in turn, is structured
around three core dimensions: digital technology, digital leadership, and
digital strategy. These capabilities are essential for organizations seeking to
achieve competitive advantage and sustained performance in a rapidly
evolving digital environment.

A dual approach combining literature review and empirical research was
employed. The empirical analysis was based on a structured survey
conducted with firms located in logistics complexes that had received
management consulting services. The collected data were analyzed using
SPSS, AMOS, and PROCESS Macro to test hypotheses on the indirect
and mediating effects of digital transformation capability in the
relationship between consulting service quality and business performance.
The results reveal that the quality of management consulting services
significantly influences digital transformation capability, which in turn
mediates improvements in business performance. Specifically, interaction

quality had a stronger indirect effect on non—financial performance
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through digital leadership, while outcome quality showed a more
pronounced impact on financial performance via digital technology and
strategy. These findings suggest that each dimension of service quality
activates distinct digital transformation pathways that ultimately drive
business outcomes.

This  study offers meaningful theoretical implications by structurally
integrating the relationships among management consulting, service
quality, and digital transformation. It also provides practical insights for
logistics firms in designing effective digital strategies and performance
models. Furthermore, it underscores the increasing importance of service
quality and digital expertise in the consulting industry within the digital

€ra.

[Key words) Management Consulting, Service Quality, Digital Transformation,

Digital Transformation Capabilities, Business Performance
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