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ABSTRACT

An Study on the Effects of the Financial Consulting Service
Quality & Consultant Competency for Customer Satisfaction &
Re—contract Intention : Focused on the Mediation Effect of the

Financial Consumer’s Risk—Taking Tendency

Chei, Sung—Yoon

Major in Management Consulting

Dept. of Knowledge Service&Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

The quality of financial consulting services and the competence of
consultants have a positive impact on the satisfaction of customers who
have received financial consulting. Customer satisfaction positively affects
financial and non—financial outcomes and positively influences the intent
of re—contracting. The higher the customer's risk tolerance level, the higher
the satisfaction of financial consulting will be. Also, the higher the risk
tolerance level, the higher the satisfaction level will be depending on the
quality of service. However, if the investment propensity is positive, the
satisfaction level is determined according to the competence of the
consultant. And investment returns are important when customers with

positive investment propensity contract again. Therefore, a financial
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consulting consultant recommends consistency through continuous customer
interest and personality exchanges during the course of financial
consulting, in order to raise customer consultation satisfaction. Such an
effort is to give trust. Customers with a positive investment propensity will
need to pay attention to investment management as they will re—contract
if the ROI is good. On the other hand, for customers with low
investment propensity, it 1s necessary to provide financial education,

investment trend calibration and appropriate investment portfolio.

Keywords: Financial consultation, Financial Consultation Satisfaction,
Financial consultation service quality, Financial Counseling Consultant
Capability, Risk—taking propensity, Investment propensity, Intention of

re—contract, Financial consultation renewal, Consulting Monitoring
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