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ABSTRACT

A Study on the Service Quality of Small and Medium Enterprises
Management Consulting Affecting the Perceived Management

Performance

Lee, Jung Won

Major in Management Consulting

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

Hansung University

Management consulting service is a representative knowledge service
industry that is knowledge—intensive and creates high added value.

The size of the world consulting market is continuously growing, and the
consulting industry in Korea has been actively led by the government since
the 1990s. In the short history and rapid growth, there have been some
researches on management consulting of companies, but most of them have
been mainly focused on large companies. Recently, management consulting for
SMEs is actively being carried out by the government and the private sector.

In this paper, we try to find a suitable model of consulting that can affect
the management performance of SMEs in SMEs.

The purpose of this study is to investigate how the service quality of
management consulting affects business performance among factors influencing
business performance and contribute to business performance through

management consulting.
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This study investigated the effect of management consulting service quality
on business performance through service satisfaction.

For this purpose, 210 questionnaires were collected from SMEs who had
experienced management consulting and 191 questionnaires were used for
analysis. SPSS 22 was used for the collected data.

The results showed that service quality expertise, credibility, and empathy
influenced consulting satisfaction positively, and service satisfaction had a
positive effect on business performance. and The consulting satisfaction,
which is a parameter, has been proved to have a mediating effect on the
quality of management consulting service quality, trustworthiness, empathy,
and tangibility.

In this study, the importance of empathy was verified, and reliability and
expertise were found to affect service satisfaction of management consulting
in that order.

However It is not possible to represent all companies because the analysis
1s based on a part of SMEs. Also, the management performance has to go
through a certain period of time.

In addition, research on factors affecting other business performance other
than consulting service quality has been done and expect more reliable and
objective research results in the future.

In conclusion, I hope that this study will be a good reference material for
researching and preparing consulting policies in Sujin Incorporated,

management consultants, government, and institutions supporting consulting.

Keywords: Small and Medium—sized Enterprises (SMEs), Management
Consulting, Quality of Service, Service Satisfaction, Business

Performance
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