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ABSTRACT

Study on Consulting Service Quality

influencing the Intent to Repeated Utilization

— Focused on Mediating Effect between Satisfaction Level and Utilization Level —

Park, Soon—0k

Major in Convergence Consulting

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

Hansung University

Deeming those small and medium enterprises, accounting for the
greatest part of the corporate sales activities, have poor administrative
conditions and limited self—supporting capacity, the Korean government is
financially helping those enterprises out to better adapt to changing
environment of technology and management for the eventual improvement

in the competence toward the global market.

While such a financially support trends upward, according to the TIPA
Data for Performance—based Evaluation System and Performance Analysis
Information upon Voucher Management Consultation Support System
2009, 88.9% out of those enterprises taking part in the Voucher
Management Consultation Support System 2007 answered positively that
they have enjoyed decent growth, with 30% of them enjoying 10~30%
growth in terms of, without Ilimitation, improved management
infrastructure, solidified organizational capacity, improved product quality

and cost—cut in manufacture.
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According to Jeon's (2010) Study for Corporate Financial Performance
Analysis focused on the enterprises taking part in Voucher Management
Consultation Support System, those enterprises enjoyed significant, 99%
CI, sales increase after consultation, with liquidity ratio, quick ratio, cash
ratio and other liquidity improvement indices and gross—margin ratio,
return on equity, return on assets and other profitability indices staying
still at the same time, contrary to the governmental performance

evaluation.

In this connection, this Study discusses whether the quality of the
governmental consultation service to the small and medium enterprises
influences the repeated use, as well as the existence of mediating effect

between satisfaction level and utilization level of the consultation.

For the small and medium enterprises, the governmental support is in
dire need as they have poor administrative conditions and limited
self—supporting capacity compared to big companies and affects the
satisfaction level by way of the service quality which once again influence
the intent of repeated utilization, according to the empirical confirmation
herein. This signifies that the government shall focus on improving and
operating the current system in improving the quality of the consultation
service by telling which consultation companies and consultants are

qualified or not.
Key words: Small and Medium Enterprises, Service Quality of Consultation,

Satistfaction Level of Consultation, Utilization Level of Consultation, Intent of

Repeated Use
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