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[3 2-2. 2019¢ A4E" 719 59 +=9]
=9 7197 AAdY +9(USD)
1 Accenture Consulting $17,310,000,000
2 Capgemini Consulting $15,460,000,000
3 Tata Consultancy Services $14,930,000,000
4 Cognizant Technology Solutions $14,810,000,000
5 Deloitte Consulting $13,350,000,000
6 PricewaterhouseCoopers Advisory $12,253,000,000
7 Cisco Systems Consulting $12,000,000,000
8 Ernst & Young Advisory $11,600,000,000
9 Infosys Consulting $10,210,000,000
10 | KPMG Advisory $10,180,000,000
11 McKinsey & Company $8,800,000,000
12 | CGI Group $8,500,000,000
13 HP Enterprise Technology Services $7,882,000,000
14 The Boston Consulting Group, Inc. $6,300,000,000
15 Booz Allen Hamilton $6,100,000,000
16 | Mercer LLC $4,300,000,000
17 IBM Global Services $4,200,000,000
18 Bain & Company $3,870,000,000
19 SAP Services Consulting $3,566,000,000
20 Oracle Consulting $3,358,000,000

Z7] ¢ consulting.com®] AR5 AFA7E A2 R

Y 2~E A (Prestige) = QA ol zpdol gl 12]ol] 7] zste] -7} o

W e =7 e S e diE £HEA VTR EEthe
7H g ey ofd AMY VdS a8 ARIA ] e Ao Al 5
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McKinsey & Company, 29%]+= The Boston Consulting Group, Inc., 3¢9+
Bain & Company® eI oW, 7|9 T8 A %2l Fol3= o2 4%&
ERaL QY3 2-3].

[ 2-3. 2019 AA BAY Zg 2~ X (Prestige) 5 H7} <91

<49 719 < 719
1 McKinsey & Company 11 | Oliver Wyman
2 The Boston Consulting Group, Inc. | 12 | IBM Global Services
3 Bain & Company 13 | L.E.K. Consulting
4 Deloitte Consulting 14 | EY—Parthenon
5 PricewaterhouseCoopers 15 | Strategy&, part of the PwC network
6 | Booz Allen Hamilton 16 | Gartner, Inc.
7 | EY (Ernst & Young) LLP 17 | Mercer LLC
8 | Accenture Consulting 18 | Lockheed Martin Corp
9 KPMG Advisory 19 | GE Healthcare Partners
10 | A.T. Kearney 20 | Capgemini Consulting

Z*] : consulting.com®] AEE AFA7F AFA S

A" A Y] 7IRE9] el tie 2AME BW, 2013 Folo]
A A" 79S ddeRE 3dite] AES AN AFelA e 19
Blueprint Consulting Services, LLC(V]=r, A ®) 2,538%, 291 OnPrem
Solution Partners(V]=f, 28] X1 o}) 1,412%, 3% CoreCompete(V]=r, =~7)
Zeolu) 1,190% % A ATHE 2-4].
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[3 2-4. 2019 AA 4" 719 42E]
=9 719 A9 e
1 Blueprint Consulting Services, LLC Washington 2,538%
2 OnPrem Solution Partners California 1,412%
3 CoreCompete North Carolina 1,190%
4 CirrusOne California 740%
5 Propeller Oregon 689%
6 RedCloud Consulting Washington 605%
7 Summus Group North Carolina 554%
8 CSI Specialty Group Florida 543%
9 Press Ganey Strategic Consulting Indiana 531%
10 The Spur Group Washington 502%
11 COPE Health Solutions California 471%
12 L4 Digital Washington 443%
13 DeciBio Consulting, LLC California 420%
14 Finix Michigan 399%
15 BlueLine Associates North Carolina 377%
16 Stoneridge Software Minnesota 365%
17 Exactus Advisors [llinois 358%
18 Triangle Insights Group, LLC North Carolina 352%
19 Pivot Point Consulting Tennessee 328%
20 Motiv, Inc. Washington 277 %

%3] : consulting.com® A#EE AFA7F A ZA S
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7]&;&_‘] %‘XE] X%/\éﬂ 7]@ —L—“‘l‘q TEZ'HOHE{E “Aoﬂ E—‘—‘—?J_— “IH]——- O]:]X]'
= o] AFH A4, V&
el &l a2 FAE st s A It A
A A, vl
AaAs 8oy a7 Aujze gigk A4S Folv] A% o
AR EA | o T A eGAAA, 49 &4 5 F98 24
A A we aA IR} of&H S A 7]aL A A Ao A
Yo HAE ATsEE U
A2~ 35 Az, 5 Fol A454, 244 4 =9
AR +9S AFstaL, A2 vl 71
7194 olm A | H 28 5 Fo% g Jdow, uAy FgAtel o -
53 Ay 7 E Yedgs 3

&3] 1 Gronroos(198)E AA7F A=A g

2.3 e o] &

v €14 (Embeddedness)S T2 RS 7F A9 EAS #xs= /4
o® 54 Poxe= vE ST A He SAHT BAY 7= &
ANA BE FFS FaLA dok= 7124 oot (Granovetter, 1985).
HiEjAd S vl =y Vg3 22 AAEA T Rl 1 BA EY IS o 2
ALS A 2ol a e of A H, o] 2] gk ALS| A A= ARRIREY] HALE 71 A
&4 F25 A%k, B2y 74 E AT AR A 0w Ao R

THHER 7|PES AR dAH] Blz2y2 MEHIE FA48HA = 7]
de< 47 vE UEAA 722 ddEo] AAA Psat i SF=
=vk(akeleE, 2019).

APATE B, g st o= Fojuo] Hom wjejid e o
o] Brlol A 71 1+ AT Fol AEHAQ] AL S Sl tgd FdEE
Rzpea, A7 e, &3 wiElAd, AR el el A, A s e, el Al
HjEjd o s 88 4 3o (Halinen & Toernroos, 1998), WES A A&
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o) A] 7] o 71 UEY A= AZte whgh wAskE AR A, AAA Al

o Hoz 2A% AslA, Z2]4 Al 32 Fol e E o] Q)
(temporal) o

1=

o HESA W o3, A g dier 7|y dEel
CRis AA = o, 22 E A=A et #4

(spatial) o A =AA, 7, A9, AR e UEAA
of Zhzh wiejslof Sl

CEE EE BRI
(polotical) |+ Aol oJa) Auls= =2 sge] AE END BAL
quE 5 e
A e 9 AFEE AF, Aus, 24, F975 5 54 S
(market) of WiEl ), B 1A, FFA, AAAE AdHo] e

R I ENGE L 3
- 19 9 TR e 9P won, 9% 243} /%
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ebut}
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(technological)

L8] o 7Y TSt AL Rl I4H o2 e E
! o AU Hue HAzFee AYTA, VT A, HEFE
(social) B2 WA

=2 0 AAE(2017) S ATAT AFAE

el g MEST W %W%J o] A Ags Fa 71 - A
& a7 ﬂ‘/} 713 & F+= 982 3ar(Provan, 1993), U ES
a°] Mefd S & &8sk 71‘%301 B2B #Alo A B =Y~ 735 IS
T J2S 9l 9 th(Jack and Anderson, 2002). BE 79L& 440w
tE 2459 A A, diEA, gk dAle] U EL A Sl vigiEo] glo
o, E A= FH4 37—‘1 BAAET ol e} A =7t AAE =4

_o|L
£
v
il
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_1

HA AAANAE 2HA Ha, FAAZRHES YT
Y E FA afejAdel] 23] JaS A ®rh(Gulati, 1998).
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A8 o] 24 e F UES e Jwstel FxA o

AE FAsk=t ol g FldAE WA vieldolebaL sta(Ad2, =A%,
2011), A3 MIE A Wolld & FALEd M4, A4, 7104 i
oF AL =7t G (2783, 2017). A wiEpAol ek g3 a7 wA
ATE AvEd, A4 g 22 AT 584 ofFd ddFe 1A
W, oz ke @AM BAA wiEde] REFrE T FEaTo v
NS skar, oleld dAl= 7ol 4% AS vEarT A
NA rhe R 24 W YEY A EFEATE =40 55 sfEt

(Uzzi, 1999).
HE AR = AFS| A R UES| Ao vjejE o] glom, YEL A i
ﬂ]g %Eﬂﬁrﬁ]—t— ;GE ;q] 7:1;1];9 oﬂEﬂ /Ja]?(—l "771 /\]gc A= SO x}]

FE), nae J)date) E IS Fyske] FAND weEn B 2R
Aoe e 4 k. oleld 4 FlRRE ot Wi AHE O =
Fi,

i, FHAe RN QA HE dYES 140 FHEE o]0l o=
el 9aS A i (Handelman & Amold, 1999; Rindfleisch and
Moorman, 2001). A ¥jefAd-& 71E9 vA Y 2= 2pEEE Moz 7]
52 IS T s AFH O R AT old StEYEA ] Q1A e Har A4

o2

Sk AA| S| A mpAE o] o] Fofxof s, /E A Fxfe] i FEuFE
53k A% S T3 Jo(Eav], 2015).
2.4 }\]io]i
2.4.1 AR vyHA

Aol T3 ANARI} 3 AR A= 2 LA e wvbd, o2 o
AtApoll Al & YA A ke A4S AR v A Adtolgta 3t}
(Akerolf, 1970). AXH o] v H& v A AW AT Fuf & HH
AME= AT 5 d=d Av|R7E Fufstr] e AlEe] F4 $48 9
AetAY AT 7 Gl o, Tl AHIF S A K, v A7 oy A}
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§ 5 w2 AFY FAL BT 5 e W, Tl T gue] AYEs} e
v, 0111 xgw 827 AP EE AF] AA £AE] A uet

g QHW%%*WﬂﬂwﬂWﬂﬂQJ% oM 2] a&4] wj
S WaEllste 8do] @ 4 e, ol 99 (Adverse Selection) ¥ =Y
A &llo] (Moral Hazard)7} 24 st7] wi&ol™, 82 A Ak o] el 4
HoAlg o g g GAsE Aol #AE B2 FARY] Fad EAS <
Fo A BASt= Ao, =Y A sol= A AleF o] %9 AR B
A Ao w 3 AL A HEell FekA] e AAE s He 5

A 2eE g9E HEE ¢ JAY #EE v sie e 1
H|-g-o] & Z-5-o EAsHA |87, 2001). AHAAES E4ds 4
HE s A He A8 =94 dfol= Ao &4 A A
TS 24 F gle A8S xYsi HEE, ol dAs]
(Screening) ¥ A1 & ¥ (Signaling) &9 WetEol AAHL AT,

2008).
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FoAE B9dd AR Q&) #FAVE FEeks Ask 2 Au| 2
a sl AA A 3 Gl A E el oF sh=H], o] et
A FeATt A5 ARE Bl Aueta sta, FFA By 58k A
SAA e AL AEHE efetA] Kets BTt divss oW 5 At
HE53 ARE o] Jreha dop(e]gS, 1994). Ao v ArE oAt
oA A BFT 5 Qe AE FEAARE dEsta FA] FF e A
Al AEsta &S BAshs 45 9= (Rao, 1999), 215 H
B2 FHE 7 BARAL old 549 P5S Fown Al 548 &

T oy, Aale) A48 da e AAFTAE Al £Ao] 4R A
goml Al e £4& 7 AAFA S ApastE A o mM EdllE
= 71wl el Al Ao He delaAt sk A9 k(R
w2, 2008)

o AAS o R sl APATE B, s A|Fo| = L84}l o
Sk A 2] A Gol #e Ao A g2 Al Qo] HEEK e AR

TFAA AR (A 29, 49, 4A
[e)

anlel Faugds st ASF7E ZASA @k (Kihlstrom &
Michael, 1984).

QTR FAA T @ 7191 9] ATl A= EAA Al Qloj A w3
57 e AR FAre] Aabdoln, 714 Ate] FAIAE %l Hla)

e AR AEeta N QEe ARG tek A5 v §owA

o 719 AN §S TEse] AEF/E A B PSS 84
o Fo)e AR Fo R Aol T4 ANE wolt A AFS A5
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29w\t 40 14.4%
109 wwt 58 20.9%
209 wyk 55 19.8%
1004 wgk 67 24.1%
1009 o] 58 20.9%
59 mnk 47 16.9%
107 ww 46 16.5%
THAF 207 m 43 15.5%
1007 wwt 77 27.7%
1009 o] 65 23.4%
34 wwk 50 18.0%
59wk 47 16.9%
4 7w 39 14.0%
10 v 58 20.9%
104 o] 84 30.2%
aLE o]sf 18 6.5%
- o 8 (8hAL) 184 66.2%
o gh (A4 59 21.2%
o gk (BFAL) 17 6.1%
HR 20 7.2%
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R&D 22 7.9%
71 e} 22 7.9%
A /4 61 21.9%
AHEA/EA 36 12.9%
A5/ 3] Al A - 38 13.7%
z=f 48 17.3%
oy AHE Y 278 100%
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2246 278 3.935 728 —.465 146 584 291
a1 278 3.809 790 -.355 146 .037 291
842 278 3.788 771 -.283 146 -.210 291
843 278 3.817 796 —.437 146 130 291
g4 278 3.986 760 —.672 146 .808 291
8745 278 4.011 708 -.200 146 —.457 291
346 278 3.903 816 —.543 146 .373 291
el A 1 278 4.047 697 —.451 146 .307 291
Hl| el A 2 278 3.996 776 —.506 146 .236 291
e 43 3 278 3.867 755 -.230 146 -.318 291
Hl] el A3 4 278 3.802 793 -.201 146 —.438 291
ulj e 23 5 278 3.507 .898 —.428 .146 —-.195 291
Hl el A3 6 278 3.572 706 .208 146 —.326 291
Aol &] 278 3.759 728 —.386 146 425 291
A Z o] &2 278 3.327 1.050 —.423 146 —.408 291
NZ ol E3 278 3.371 .992 —.463 146 -.061 291
Al F o] &4 278 3.619 .890 -.378 146 -.153 291
Az 25 278 3.299 1.017 -.335 146 -.188 291
A Z o] 26 278 3.662 .984 -.607 146 151 291
AAEF1 278 3.694 .808 —.544 146 547 291
A A 302 278 3.813 .863 -.308 146 —.560 291
AAEF3 278 3.737 788 -.302 146 —.234 291
A A =04 278 3.565 789 —.438 146 402 291
AA=F05 278 3.860 581 -.201 146 .389 291
AAEF26 278 3.781 700 —.497 146 786 291
A& e g1 278 3.464 .861 —.264 146 -.039 291
A e H]-8-2 278 3.464 913 -.193 .146 —-.072 291
Aen]-&3 278 3.583 .862 —-.241 .146 —.247 291
Aefn] 84 278 3.640 .820 -.319 .146 .038 291
A n]-&5 278 3.561 .803 —.348 146 491 291
A en]-&6 278 3.597 877 -.510 .146 .559 291
H A1 278 3.583 740 —.557 146 .831 291
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ABSTRACT

A Study on Service Level and Perceived
Management Performance
—Limited to the Level of Service Perceived by
Workers in the Consulting Industry and the
Moderating Effect of Sociological and Economic
Factors—

Park, Sun—Joo

Major in Smart Convergence Consulting
Dept. of Smart Convergence Consulting
The Graduate School

Hansung University

Due to the recent rapid changes in the global economy, predictions
and judgments are difficult, and new changes are being made in society,
economy, and various fields due to the Fourth Industrial Revolution.

In the 2020 Davos Forum, In order to reduce the burden of
long—term economic debt and achieve inclusive economic growth based
on the uncertain economic environment and the direction of technological
evolution, amid the development of digitalization, automation and
artificial intelligence socially over the next 10 years, along with the

establishment of a sustainable economic society in the long term. As a
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way to develop the skills of workers, it proposes to respond to the future
society by maintaining individual competitiveness such as education
reform, re—education, and lifelong learning in the labor market under the
leadership of the technological revolution and providing economic
opportunities. This can be seen as a way for future survival to foster
knowledge—based high value—add industries.

The global economy is growing at around 2%, and the consulting
industry is growing rapidly worldwide. On the other hand, although the
domestic consulting industry continues to grow, growth is mainly
achieved by overseas consulting firms and large—scale consulting firms,
and small and medium—sized consulting firms are showing only external
growth. In view of the scale and growth of the global market, securing
competitiveness in the consulting industry will contribute to national
development and lay the foundation for survival in a fiercely competitive
society.

In this study, the service competition factors of the consulting industry
were defined, and the correlation between management performance was
investigated. To this end, a research model was derived and a hypothesis
was established to analyze the influence relationship between consulting
service quality factor and management performance and the moderating
effect of the consultant selection factor based on domestic and
international prior studies. Service quality factors consisted of
responsiveness, empathy, certainty, tangibility and reliability and the
effects of the effect on management performance were adopted by
adopting embeddedness, signaling theory, new institutionalism, and
transaction cost theory as control variables as factors for selecting
consultants. I figured it out.

The questionnaire consisted of 500 samples of workers in the

consulting industry. A total of 313 questionnaires were collected, and 278
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copies of the collected questionnaires, excluding 35 copies of unfaithful
answers and missing values, were applied to the final empirical analysis.
The research hypothesis was tested by performing frequency analysis,
descriptive statistics analysis, exploratory factor analysis, reliability
analysis, correlation analysis, regression analysis, and moderation effect
analysis using the statistical program SPSS 22.0.

Summarizing the results of the study, Among the service quality
factors, it was confirmed that certainty and tangibility had a positive
effect on financial performance, and certainty, tangible, responsiveness,
and reliability had a positive effect on non—financial performance. In the
moderating effect analysis, signaling theory has a moderating effect on
certainty and non—financial performance. In addition, it was confirmed
that embeddedness has a moderating effect on certainty, reliability and
non—financial performance, and new institutionalism has a moderating
effect on certainty, responsiveness and non—financial performance, and
transaction cost theory has a moderating effect on certainty, tangible and
non—financial performance. In the case of certainty, all moderator
variables were found to have a negative (—) effect.

In this study, as some limitations were found in the research method
and scope, the following methods are proposed to derive advanced results
in future research. First, as this study deals with the overall field of
consulting and conducts research, it has not been able to consider all the
detailed characteristics of each field. In future research, it will be possible
to verify the key factors in each field and to derive in—depth results by
subdividing research activities by classification of consulting. Second, the
scope of the research was limited to the providers of consulting services,
targeting the workers in the consulting industry. Considering that most of
the studies of consulting service consumers are in the preceding studies, a

higher level of results will be derived as the differences are identified
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through the comparison of the results of consulting service providers and
consumers and the causal relationship in the future. Through this study,
it was confirmed that higher performance can be achieved when
sociological and economic factors are strengthened together with service
quality factors identified in previous studies.It is expected that if the
direction of consulting services is strategically set by utilizing the results
of differential effects of each adjustment variable on specific service
quality factors, it will be able to contribute to securing competitiveness

based on effectiveness and efficiency in the consulting industry.

[Keywords] Service Quality, Management Performance, Consulting,

Consultant, SERVQUAL
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