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A} o] XA BN A o]o] HtH(Finchman & Clark,2002,3 35,2014
21-8).

2000 o] % @e] HY A
A A AR e AgE dRlEte AoE AAHWA e AR A5
Aho 2 AAGANY AR FES ZAE ool o, A
Eatsh, dwste AT ASE
B2 mpoly s S 7153 o] F A oA asgl oy A& 0
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Knapp(1980) -7k Ao] —FHA g9 Q¥ =E
3744 a9l
— Al A o] (Kinesics) —T&AA ] (Occultists)
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Burgoon(1994) A ALY AL T A F3E 1A
€ 7]41(1995 —AARE AAFA A —AdEA
Sundaram & — Al A Ao} (Kinesics) —&3+F1¢] (Proxemics)
Webster(2000) — 2 7+l of (Paralanguage)
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Aol e eIk FEAGoIA Foigel te ReFS AR 2 4
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2733 FEss x| Zbsl=d) 222t H(Leigh & Summers,2002). A| A2 <=

8] Abgtolu i d=e AviEs FAE AFuileld 559 24, BYHY,
Ao 2, A e Vs o Ao2M Al 9= wAA
E B BT obye I el tid vj=EE EUH s 713 7F "ol
d,2001). &=l HdA & X}*ﬂL HAg A Q) oA S REEAL MH 2 AllE

A =
© T A< Al Eol HH XE3 o
,2005).
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Aol AFyAol Aol A Zeu= Bl QAR S A9
ol H= Al Atole] Aol Y= AA For A T
(Sundaram & Webster,2000). &7t ol= AU Al ol sh=H Sl
Wik A, F9 AR 2 e #AAE el E fojgtax &
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2003). Aol FHAR stojm S FFotA sk fIEAe] ApH o]
CH(Levin & Cross, 2004). North(1990)& 412 & 5 2849] tjido] =
Lpol] whet thRIZE AlE o 24 A2 28 = vk FeA AL, 4l
M2 vxbd 2 SA 00 whet 1A A Apdat M A Ao 7
THLewis & Weigert,1985). McAllisteri= A1 & 12 7|9k 41| 9} 4
AF = RS A 7IeE A E= o7t vkl M= AR S 7o 4l
=S i AEetr] witol A4 84 E _‘T_%%Pﬂ, A
A AT AE BAC A A H FHE
WAA7IAE L= Aotk (McAllister.1995).
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2 QXA A vHlalste] Adoiio] AlE]
7 e Aoy, Al Aol 727t HE A

5}

e

—

Aol A%S L=ttt st (Morrow et al.,2004).
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(W), B2 5 Al 7HA MR ko] vt o] skl AA,

AR (=2 vl ) = AlF st AR 9] ols| A Al S e sHA] ol AlFnke
Zhel| tfsto] 5% o S ZFA| AL doAA A ERE= AE Qg Ao dF
S gk AS vt Aoz Ak A4l o]9s fE A7) ofd Al
= ol A o]¢)o] H= dS Y3ty UE AEE vt =4, 9%
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Fdam

<} 2-3> A= FAH8A - HAAT 8oF
A=} T84 Y&

Havland et al.(1953) | AAE &7], A&A

Deutsch(1960) A E | 5

Giffin(1967) =g ARAYe] AR, 9%, 94, vy, g4

Boyle &
Bonacich(1970)

Kee & Knox(1970) | 57], ¢

Jennings(1971) A7V, A%, 84, dA7ksA

Jones et al.(1975) | F-so] 7AH &+ AdH A=,

Frost et al.(1978) | 9]

Cook & Wall(1980) | &
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Johnson—George &
Swap(1982) =

Hart et al.(1986) | LA, ALA, 7FAHE, v =, 254

Dasgupta(1988) okdrof tigk AlE, AHo| dist A= 9F

Good(1988) on S8 A= xpe] =7
Butler(1991) A, FE4, 9, B8y, T4, SR, &
|4, AAAd, oFEold, A

=2 Mayer et al. (1995),(HF#3(2014) A<1-&)
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o] #&3% ARZ Algdt= daFo] aL(Tsai & Ghoshal, 1998), &3 4
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Dirks & Ferrin& AlF|ol #3 W2 HaAF-E50] Aol gt A= 3
AA aHE Adxstar lom A el Adake] AFek dAA o] Advkar st
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ABSTRACT

A Study on the Impact of Consultant's Nonverbal
Communication on the Customer Trust, Customer Satisfaction,

Cunsulting Acceptanc Intention

Yang, Haeng—Ho

Major in Management Consulting

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

Hansung University

Recently, together with technology convergence, specialization and
complexification of management is getting intensified in industry fields. In
this environment, the demands of consulting in corporations, especially
small and medium size companies, are increasing to solve management
problems that they face and to grow constantly. This study focuses on
nonverbal communication that affects communication process between
consultants and clients and was intended to empirically analyze whether

nonverbal communication has a significant influence on customer trust

- 78 -



and satisfaction, whether customer trust has a significant influence on
customer satisfaction, and whether customer trust and satisfaction have a
significant influence on consulting acceptance intention.

The result and implications of this study are summarized as follows.

First, in the relation between nonverbal communication and customer
trust, physical language, space language and appearance language had a
significant influence on customer trust, which indicated at the contact
point between consultants and clients, physical appearance including facial
expression, the way of looking at the other and right posture, spatial
environment including the distance with clients and working place, and
outward appearance including cloths and hair style had an importance
influence on formation of customers' trust.

Second, in the relation between consultants' nonverbal communication
and customer satisfaction, physical language, space language and
appearance language also had a significant influence on formation of
customers' satisfaction. This indicates at the customer contact point, in
addition to physical language such as cheerful look, eye contact and
attire, environment elements including working condition are also
important to secure customer satisfaction.

Third, customer trust had a positive effect on customer satisfaction.
This indicates that in order to improve customer satisfaction, it 1is
important to make efforts to gain customer trust.

Fourth, it was verified that customer trust and satisfaction had a
positive effect on consulting acceptance intention. There is a tendency
that as customer trust and satisfaction are higher, acceptance intention of
customers 1s increasing, so to reinforce execution power according to the
result of consulting, it is important to enhance customer trust. When
execution power according to the result of consulting is reinforced, and

consultants play a practical role in solving clients' urgent problems and in
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continuous growth of the client companies, the long term relationship
between consulting companies and client companies can be expected.
Furthermore, for improvement of the consulting companies'
competitiveness, it 1S necessary to enhance customer trust and satisfaction.
The limits of this study and the plan for future studies of higher level
are as follows.

First, the range of samples was limited within small and medium
companies that deal with Korea Credit Guarantee Fund, so this study
can't be considered to reflect the characteristics of whole companies. It is
required to use data collected from broader samples.

Second, by recognizing the fact that the effects of nonverbal
communication that have on customer trust and satisfaction could be
different depending on the characteristics of consulting, size of companies
and consulting fields, it is necessary to research more specifically, and
especially, additional research on the difference between samples targeting
small and medium size companies and large companies is needed.

Third, data collection with questionaries can depend on respondents'
sincerity, so various data collection methods such as interview and case
study should be compensated.

Fourth, it was verified that nonverbal communication had a positive
effect on customer trust, customer satisfaction and acceptance intention.
For long term development of consulting industry, more interest and
investment on consultants' competence development are necessary, and
further studies regarding communication skill education and training
program development to convey consulting details effectively are also

needed.

Keywords: Consulting, Nonverbal Communication, Consultant Customer
Trust, Consultant Customer Satisfaction, Cunsulting

Acceptance Intention
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