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ABSTRACT

A Study on the Effects of Trust Relationship and
Partnership between Consultant and Client on the
Consulting Performance : Focusing on the
Mediating Effects of Empathy Ability

Han, Chang—soo
Major in Smart Convergence Consulting
Dept. of Smart Convergence Consulting
Graduate School

Hansung University

This study was composed of the empirical analysis through
preceding researches based on the elements of the Inquiry Model of
Consulting that could complement the risks of the Advice Model of
Consulting suggested by a book <Consulting in Uncertainty: Power of
Inquiry> by Ann K. Brooks & Kathy Edwards(2013). The empathic
ability, trust, and partnership between consultant and client which were
mentioned as the core elements of the inquiry model of consulting by
Ann K. Brooks & Kathy Edwards(2013), are similar to the advice model
of consulting, and the importance is emphasized as the cooperation and
the empathic ability are included as the elements in Design Thinking that
grabs attention as an innovative methodology. This study conducted the

empirical analysis by designating the empathic ability that would be a
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competency required for consultants as a mediating variable, and also
designating the consulting performance that could be the result of
consulting as a dependent variable. Contrary to the existing preceding
researches with the direction to the relational attribute through the
emotional attribute, through the empirical research, this study aimed to
verify that the empathic ability with the emotional attribute could be
more strengthened when the relational attribute was achieved, and that
the empathic ability with humans’ sensitivity and competency would have
significant effects on the consulting performance instead of the
competency of external element in accordance with the change of time.
This study conducted the empirical analysis by collecting 207
questionnaires from the executives and staff members of small &
medium—sized companies, with consulting experiences.

The Advice Model of Consulting that has been mostly researched in the
consulting studies world, depends on advices by consultants’ solution,
knowledge, and experience. Due to the risks caused by consultants’
wrong advice, companies hesitate to invest in consulting. With the
changes in time and environment, it is changed from the Advice Model
of Consulting to the Inquiry Model of Consulting. Through the empirical
analysis based on the elements of the Inquiry Model of Consulting
Theory, this study aimed to draw the necessities of changes in the
consulting methods in accordance with changes in time and environment,
and the necessities of new competencies required for consultants, by
verifying the causal relationships of main elements of the inquiry
consulting such as empathic ability, trust, and partnership, and consulting
performance, and the mediating effects of empathic ability.

The analyzed results of this study are as follows.

First, the partnership between consultant and client had significantly

positive(+) effects on the cognitive—based trust.
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Second, the cognitive—based trust had significantly positive(+) effects on
the emotional—based trust.

Third, the emotional—based trust had significantly positive(+) effects on
the empathic ability of consultant.

Fourth, the emotional—based trust between consultant and client had
significantly positive(+) effects on the consulting performance.

Fifth, the partnership between consultant and client had positive(+) effects
on the empathic ability of consultant.

Sixth, the partnership between consultant and client had positive(+)
effects on the consulting performance.

Seventh, the empathic ability of consultant had positive(+) effects on the
consulting performance.

Eighth, the empathic ability of consultant played the mediating roles in
the emotional—based trust between consultant and client and the
consulting performance.

Ninth, the empathic ability of consultant played the mediating roles in
the partnership between consultant and client and the consulting
performance.

Based on the results of this empirical study, the implications were drawn
as follows.

First, to get the results desired by a client in the consulting industry with
uncertainty, a consultant’s empathic ability had direct/indirect effects on
the performance, and the empathic ability with the attribute of
competency of the Inquiry Model of Consulting Theory by Ann K.
Brooks & Kathy Edwards(2013) had bidirectional influences as the
preceding factor and the result of trust. The verification of the mediating
effects of empathic ability implies that the consulting methods and the
competencies required for consultants are also changing in accordance

with changes in time and environment.
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Second, on top of the external elements that had been researched so far,
regarding the empathic ability with the attributes of emotion and
competency of consultants, and the partnership and trust with the
relational attribute between consultant and client, this study made a new
research model based on the Inquiry Model of Consulting suggested by
Ann K. Brooks & Kathy Edwards(2013), and then separately defined the
Advice Model of Consulting and the Inquiry Model of Consulting.
Third, in the results of this empirical analysis, the significant effects of
partnership through mutual respect and consideration between consultant
and client on the consulting performance proved the importance of
cooperation, which implies that the advices depending on consultants’
knowledge and experience for a solution to problems are not good
enough to perform the successful consulting.

In the consulting process, the client should use the consultant’s knowledge
and experience, and the consultant should respect the client’s organization
members as the experts in the organization and industry, to draw the
results by utilizing the expertise different from each other.

Suitable for the flow of changes in time and environment, and the
evolved customers, the consulting methods and the competencies for
consultants should be changed as well, and the consulting industry is
needed to have the quantitative growth and the qualitative growth, which
could be the implication of this study.

The limitations of this study are as follows.

First, the questionnaire was composed by fully using or partially adapting
preceding researches, so that the executives and staff members of
consulting client firms could make a judgment. However, it cannot be
guaranteed that all the survey tools represent the meanings of variables.
Second, as the results of a survey targeting the executives and staff

members of consulting client firms, they could be different from the
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results of a survey targeting consultants.

Third, as the basis of this study, the Advice Model of Consulting and the
Inquiry Model of Consulting by Ann K. Brooks & Kathy Edwards(2013)
did not establish the theory on the suitable consulting areas.

Based on the above limitations of this study, the suggestions for the
future researches could be made as follows.

First, it would be necessary to define the competency of consultants in
accordance with changes of time.

Second, it would be necessary to develop the survey tool of empathic
ability.

Third, there should be more researches on the consulting model suitable

for each consulting area.

[Keywords] Small and Medium—Sized Businesses, Management
Consulting, Advice Model of Consulting, Inquiry Model of Consulting,
Empathic Ability, Cognition—Based Trust, Emotion—Based Trust,

Consulting Performance, Partnership
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