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2.2 H|Ao A AFYAo]A(Nonverbal Communication)
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2.2.2 A Ao (Kinesics)

Sundaram and Webster(2000)& AlAA AT AFYA o] A A YEF=
H A Al 9 4= AAY w2 s ulsty, AAZ A, Ad-EA], 2Lz

LAY, Vst e vIRol A A 3eha St 5 Aol 2Ee) Aol
3

Gl 4
AAE GE3 AFrUAlAL 7H 7| 2A A A E5o] stuEA F
93k Aol goolrt. pAIet BAl, d=xA, A=A T AAT} wHE
e Ao E d7ste shttobrt 71Ul 4 2= (Kinesics) o] tH(m 9, A1,
2005)
A AR ES e o otFr Rdo AAMAEY AxE ned
T JdE d BAE Bl AFgste AFEE - h w2 A o] 2l 7to] gl

el
AN HEhs 5 wx‘o‘(body
(A, A2 A )k A= 3
_“

Y = EE7], ) 19 olr] 52 Wl AxuA Woﬂf\i <

AL A A Wsh7E uistAl R = AA l‘i‘ﬁi /;JEV—L ‘3311—1% }E}Eﬂﬂ
o= vebu 7] vl Q1Y) A, REgell tiek g o] A B A

= A 7] W&ol AW AI A A A (multi—message system)EFil%=
stk (Argyle, 1975).

A EAS AP FYA AR oA S &2 =7 = kAR A5
webA = EA R vk =g dildAdA AR S A
= frAske o] &Hth. 1e]al BRRlFte] BAlA FAle] Ax s
wet R85 ARESAY vEE-sHAl Fuk(Eketr], 2007). o] 9 o] AH]~
A2l d=34 2> dA A3 E vepin, 2246 thslo] 2216l o

B PAlolg A B QX S ol Avlel} B Az el 2
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Aot} (Light and Summers, 2002).
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17828(2005)= LA 3e] Fazhgo] o] Foj A= Ml AF Aol A 23t
aAZEe]l Aol b2 o] whgol S vHS U= Vsl
MUl 2AlE A 7F a8 o] A AAYE IR wolle A 75‘74]443
=2 g sleom AU 7] el ol A = A o] oA o] oA ¢k
AY BAEAE S AFste AR Wof 594 5 Ut

Mehrabian(1968)-2> {17k Z}4lo] A&z Abgto|u AREol tisliAl= 7H7to]

o171

shaL, Rk dojeta Mw 7S A4 e AE
Shies 2o A3Ee AABEATE 243 SFAR] Hall(1959) 2 Aol A Abgh&
o] b AtgEate] FldAlNA RISk dHe AA 47HK = oot A
A, Albgkae]l 183k A (intimate distance)= A/ 0.2 0~45cm G=2] A
S "l 7 7k A-lE AR e AAIR R HES g S 2k
tha 1 Al AlAo A 15~45cm Bojxl AZE wtet o] g9 Al
A5 2 FESE ofgloo] Atelo] ez} & = Jvk. =4, 7iUA
(personal distance)™= ZA#AAC=E 45cm~2me AYE ulshy o7]A
45em~1me] 4 GG 2 solA AMSHA At o]olr| & kAL A
Wl A HES = e Aoy, 1~2m o Aglgd G = Aagke] A9
FHERlo] A ArkAQl ojopy| & Faks = Ql= A olth AlA, AL3] A
A2l (social distance) 2~6me] AZE &l 2~3.5me| 4 G2 AH]~
o] &ALt LAl A o]opr] & wje} e iy AN A ARGE = Aot
A, 4 Az](public distance) ™= A2l 6~10me] 7 2& oH|sty o] 7%
tl 6me] AgddS sy 5 A8 FEETe] A, AHES 282
et gistr| o] Al & HlwA HlE2A A1 Belol ARG, 7 W A<l

o

1
10me= AR7H AARe] §4Q1 AAA] 553 Ae ARE (v,
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mommn

»

N

Aol 2005).

1931(2007) Aul AAHAA Bold] Ak g A Al A9l
AL o1 FE A G UT W A 2] ojs Fakile] gHow
LA 5 el7) whzel gl s A 3308 §47h Fasihn skl

T A9 ARUAISEY glo] FIAE 2 T3] B 2 A
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Wabe] en Al BAT el §ololth (WAL, WET, o5,

A 2= , FAAE LA
3k A2 QTS o yeks Agle] Brka SRR, $FL, 2008)
B Aol A FRHA Qlo}E AH| s A

2.2.4 AZ+d o] (Paralanguage)

Wainwright(1999)+= g Z}ddoj@ Folo] = Fdojgta s =4 v}kl
L
=]

2
Z1ololg ol An, 4, A3l A

ﬂlcﬂ
v

Sundaram and Webster(2000)% A H] 222 ol Al 3272 A 1] 2~ A 52} 2]
dold S =L A=Al are] Arle 4] Hue s
2 wjo] 5o Futolol 5o B 55 Fl AHl: Al A
gt 59 5ol gk Aqtel mEW A W
=Y T dom, Aot Ao gigh 148 7FSHA]
1986).

A7 A o] =(Paralanguage) Ao AHA| 7} ol e} ddojo] 544 SH
Hol A AHE F2 Jetdu(er g, Fd<s, 2005). TS B4
Z(vocal), 48] A7), FA (pause). 3% (fluency)s <] Ao} &
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e 0.9700. 2 A YEREIL Alpha if item deleted & 55 o]Ht} v 1
Elstel. weba] 2lEEs Adlshe o] gl o2 YERht Azl sl
Ao ERs
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<E 14> AF, a0 9 714 AAA G| tiet Qo1EA U AR =R
29184 e
Ciges Alpha if Cron
1 2 3 > Item bach
Deleted o
718412 .862 .329 318 .953 975
718 A 4 .862 313 .351 .964 972
.982
718413 .861 .337 .320 .958 974
718 A1 817 .350 .364 922 .982
AlE] 2 .285 879 .280 932 .951
213 .358 857 .288 .946 .939
.959
AlE 1 .339 7167 468 922 .938
AlZ)4 .454 657 478 .867 .959
w3 462 427 713 .904 .959
= 487 462 676 907 .955
.966
=t 518 441 673 917 952
= .454 .561 632 .920 .955
Eigen
4.35 3.87 2.88
—value
B
36.25 32.29 24.05
A8 (%)
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<E 15> FEUAARY AFE A5 BEIFE
YA 4 7+ et 7] =
Chi—square (%2) p > .05 oFrS
2 ©]3] ds
CMIN (%2)/df

3 o]3 2T
GFI(goodness of fit index) 0.9 oA s
AGFI(adjsusted goodness of fit index) 0.9 oA oFrS
RMR (root mean square residual) 0.05 o]} oFrS
NFI(normed fit index) 0.9 oA s
CFI(comparative fit index) 0.9 oA s
RMSEA (root mean square error of 0.05 o]s} oFrS
approximation) 0.1 o3} HE

Frduby =gr)E $22(2012), AAA(2013) FE.

QuhA o= A QolA] o] BAA 2014 wnTh Bl 4
Aol ok o wiAE) s dola ARUACIA, HIRlelH ARUA]A,
NE, DANE, A AAGY 5O 74 SPAFES A 2ARAS A3}

ATA=Re Ades AAsH] Yste] GFI, AGFI, CFI, NFI, IFI, RMR,
RMSEA #k& ARS8 om, HE w@dollA AAE =2 A3 s A7) S8l
FH % &= A SMC(Squared Multiple Correlation)5=X]7} 0.40]3}21 3+ YEF
e 23 sy AAlske S iAo = Atk SMCe= S4¥7F
HEE drht st e 7He ddd o) ARgske A Eolth
A4 A 5 GFI= 329 A7)0l F3ks wWol W= Al vhd A4

o

ES

= RMSEA®} ZEA A4 5 CFIE= gutx o7 FlHol 7] d EAld
T
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<3} 16> 1% adlEA A3
" CMIM | RM AGF RMS
N D GFI
) /DF R I EA
o 236.6
A% | 8 . 0.000 | 11.830 | 0.017 | 0.773 | 0.592 0.221
HE | 4| 218 | 0335 | 1.093 |0.003| 0.995 | 0.975 0.02
Al
Al 568.1
A% | 19 0.000 | 3.891 | 0.010 | 0.802 | 0.742 0.114
z 1
s
4
7 170.1
HE | 15 ; 0.000 | 2.884 | 0.006 | 0.897 | 0.840 0.092
%
Hx | 4 |5383 | 0.000 | 2692 |0.013| 0.890 | 0.448 0.342
Hx | 4 | 1455 | 0.001 | 7.275 | 0.007 | 0.966 | 0.830 0.168
Az | 4 | 3047 | 0.000 | 15.238 | 0.008 | 0.936 | 0.678 0.253
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AGFI=0.582,

GFI=0.639,

CMIN/DF=3.702,
CFI=0.886, RMR=0.02, RMSEA=0.11, NFI=0.85, IFI=0.886% et} >

df=674, p=0.000,

2494.898,

%o
=

o, ¥ 459

1

o

2

=

e Agol

ok
kS

51|
A
-8 -

O
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|

7

[e)

T

T oghol =Am Rdo] oo A3

o

x*=2494.89 (p=0.000)2 74






<% 17> FSAHRI HI(H=)
X315
=7 Q9 & A
89l CR SMC
HEy | AAA =
2 A 4]
01011 | 1.028 0.899 23.232 | 0.808
o102 | 0.848 0.894 22.858 | 0.799
1e13 | 0.889 0.831 18.815 | 0.69
olol4 | 0.826 0.852 20 0.725 970
Ay Aol A olo}5 | 0.975 | 0.912 24.299 | 0.831 |°
oloig | 1.191 0.94 27.039 | 0.883
o107 | 1.189 0.938 26.811 | 0.879
91018 | 1.000 0.928 0.000% 0.86
A1 | 1.065 0.919 23.833 | 0.845
A A2 1.15 0.923 24,185 | 0.853
A3 | 1.144 | 0.958 27.436 | 0.918 074
A4 | 1.123 0.939 25.575 | 0.882 |
AA5 | 1.126 0.923 24.147 | 0.852
AA6 | 1.000 0.914 0.000% | 0.836
F7H | 1.004 | 0.902 24.096 | 0.814

a4 | F72 | 1.005 0.951 29.402 | 0.905 063

olo] | &7 | 1.028 0.932 27.073 | 0.869 |
F7H | 1.000 0.939 0.000% | 0.882
247 | 1.019 0.952 35.235 | 0.907

Az | A2 | 1.023 0.935 31.753 | 0.875 076

o] | AZ3 | 1.004 0.96 37.121 | 0.922 |
A7 | 1.000 0.967 0.000%« | 0.935
99k | 0.983 0.97 22.773 0.94

oot 9)ek2 | 0.948 0.972 22.876 | 0.944

[e}

o10) 9JeF3 | 0.935 0.962 22.34 | 0.926 | 972
9Jek4 | 0.947 0.937 20.972 | 0.878
QJe¥5 | 1.000 0.859 0.000+ | 0.737
A1 1 0.955 0.000% 0.912
A2 | 0.863 0.918 27.363 | 0.843 | g5g
A3 | 0.985 0.94 30.452 | 0.885
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AF4 | 1.108 0.912 | 0.041 26.7 0.832
o= | 0.887 0.952 | 0.029 | 30.379 | 0.905
=9 | 0.916 0.941 0.032 | 28.911 | 0.886
AT .966
TE3 | 0.985 0.918 | 0.038 | 26.173 | 0.843
wE4 | 1,000 0.942 - 0.000% | 0.888
2711 1 0.938 - 0.000+ | 0.879
2712 | 1.018 0.959 | 0.033 | 31.19 0.92
ARANBY | 982
2713 | 1.104 | 0.979 | 0.032 | 34.549 | 0.957
274 | 1.107 0.983 | 0.031 | 35.514 | 0.967

x> =2494.898, df=674, p=0.000, CMIN/DF=3.702,
SARE A3 GFI1=0.639, AGFI=0.582, CFI=0.886, RMR=0.02,
RMSEA=0.11, NFI=0.85, IFI=0.886

FEALGNN SRR AT ANE A% 1% LA @,

029 <F 18> HFAY SARIYY ARAFLEE RoFrh 1 AR |
=919.72, df=322, p=0.000, CMIN/DF=2.856, GFI=0.777, AGFI=0.718,
CFI=0.946, RMR=0.017, RMSEA=0.091, NFI=0.920, IFI=0.946% bt} 2
AL 2 gho] AW Bdo] tloJHe] AgetA] Frie ARo] EEEHeH, & A
o ¥*=919.72 (p=0.000)% 7Hd& 714=HAct 1Y FlolAly HAAA 717+
Ae AFELS AU Jazxdelgtn & & lom FExzdo] ot} gt
GFI®} AGFI&= HEEAA Zfd vdAgos &) dFs s F glonz
254 9 A7EFH AEE CFIATGE A8 agsta gle ds 7t
o 2 o] CFIAEs 094602 Yeht Bd Ates $87b6d F3ow

~

74 4 Qdth wEA o2 43 A54E %
0

A
o
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=
=
fi
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<X 18> FAHRI HI(HZF)
X315
aq | EEH RE
A s e Q9 | FFex CR SMC
A ] L
2 A 4]
91016 1.235 0.958 0.46 926.852 0.917
AAH AxyAelA ol7 1.239 0.961 0.46 27.120 0.923 | .970
01018 1.000 0.912 - 0.000% 0.832
A A3 1.000 0.968 - 0.000% | 0.937
A1 . 974
A A5 0.983 0.931 0.035 28.393 | 0.867
372 1.019 0.958 0.035 28.913 | 0.918
akde] | ¥ 1.039 0.932 0.040 26.217 | 0.869 |.963
T 1.000 0.933 - 0.000% 0.87
Hllef A 471 | 1018 | 0.952 | 0029 | 35.305 | 0.907
FUA 719 1. ) . . )
AU A 9 7}olo] il 022 0.935 0.032 31.794 | 0.874 976
o] A 473 1.003 0.96 0.027 37.236 | 0.922
744 1.000 0.967 - 0.000« | 0.936
9%k 1.000 0.967 - 0.000% | 0.935
k9 0.973 0.977 0.023 42.534 | 0.954
g]oFelo] gl 972
9]%F3 0.953 0.962 0.025 37.813 | 0.925
9]k 0.966 0.937 0.030 32.210 | 0.878
AlE1 1 0.956 - 0.000% | 0.914
A2 0.861 0.917 | 0.031 | 27.394 | 0.841
A1 .959
AE3 0.982 | 0.939 | 0.032 | 30.443 | 0.883
A E4 1.106 | 0.912 | 0.041 | 26.822 | 0.833
= 0.886 | 0.952 | 0.029 | 30.562 | 0.906
== 0.915 | 0.941 0.032 | 29.039 | 0.885
AT .966
w3 0.983 | 0.917 | 0.038 | 26.131 0.84
o=V 1 0.943 - 0.000% | 0.889
2711 1 0.937 - 0.000+ | 0.879
2719 1.01 . . 1.174 .92
4\ B4 371 018 0.959 0.033 | 31.17 0.9 089
713 1.105 | 0.979 | 0.032 | 34.538 | 0.958
2714 1.107 | 0.983 | 0.031 35.5 0.967
x?=919.72, df=322, p=0.000, CMIN/DF=2.856,
SARd H3e GFI=0.777, AGF1=0.718, CFI=0.946, RMR=0.017,
RMSEA=0.091, NFI=0.920, IF1=0.946
T EALRYNAN SRS BEFAANE HEx 12 2AHA F.
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H(AVE) Q.¢F

. xF38 | i
=74 | g9l i QA
N | 98 CR AVE
W | A o 3
A4
1014 oAol6 | 1.235 | 0.958 | 0.46 | 26.852 | 0.056 | (.958°+.9612+.912¢
amosen | 2017 | 1289 0961 [ 046 | 27.120 | 0053 L
o . . .
A o e T 1000 | 0912 | — | 0.000« | 0.083 1=0.933
AA A3 | 1.000 | 0.968 | — | 0.000x | 0.029 | (.9682+.9312)/[(.968
- 2+.9312)+(.029+.06
oo} | AA5 | 0.983 | 0.931 | 0.035 | 28.393 | 0.064 4)]=0'951
) F72 | 1.019 | 0.958 | 0.035 | 28.913 | 0.038 )(/[98§8++98§2++98§3
L4 . . .
°Y L FZE3 | 1.039 | 0.932 | 0.040 | 26.217 0.066 | 2)4+(.038+.066+.061)]
O‘] =
M LA s 1000 | 0.933 | - | 0.000¢ | 0.061 0.942
A :
o1 37H | 1018 | 0.952 | 0.029 | 35305 | 0.041 | (g59:4 935+ 962
T A7 | Azt2 | 1.022 | 0.935 | 0.032 | 31.794 | 0.057 | +.9672)/[(.952°+.93
. 52+.962+4+.9672)+(.0
YA | ool | AZ3 | 1.003 | 0.96 | 0.027 | 37.236 | 0.033 | 41+.057+.033+.026)]=
oA A7k | 1.000 | 0.967 | - | 0.000% | 0.026 0.959
°]%1 | 1.000 | 0.967 - 0.000% | 0.028 i%%?;;ﬁ(?g;ﬁ%;
AF | %2 | 0973 | 0.977 | 0.023 | 42.534 | 0.018 | 751 9522+ 9372)+(.
o] | 9¥3 | 0953 | 0.962 | 0.025 | 37.813 | 0.029 | 028+.018+.029+.052)]
9%k | 0.966 | 0.937 | 0.030 | 32.210 | 0.052 0.967
A2 | 0.861 | 0.917 | 0.031 | 27.394 | 0.066 | *.9122)/[(.9562+.91
A =] 72+.9392+.9122)+ (.
213 | 0.982 | 0.939 | 0.032 | 30.443 0.06 0444+.066+.06+.115) =
224 | 1.106 | 0.912 | 0.041 | 26.822 | 0.115 0.924
9] | 0.886 | 0.952 | 0.029 | 30.562 | 0.056 | (.9522+.9412+..917
= 2+ .9432)/[ (.9522+.
I W2 | 0.915 | 0.941 | 0.032 | 29.039 | 0.074 | o) 0" 1ma Y 5 o)
o TE3 | 0.983 | 0.917 | 0.038 | 26.131 | 0.125 +(-056+-§)7§1j-125+-08
Tk 1 ]0.943 | — | 0.000% | 0.085 0.912
A1 110937 - | 0.000% | 0.096 | (.9372+.9592+.9792
+.9832)/[(.9372+.95
3718 4712 | 1.018 | 0.959 | 0.033 | 31.174 | 0.063 92+.9729/2[Jf.9832)+(.
B 4713 | 1.105 | 0.979 | 0.032 | 34.538 | 0.03 | 096+.063+.038+029)]
4714 | 1.107 | 0.983 | 0.031 | 35.5 | 0.029 0.943
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24 | a9 b2 @A
A g | 989 CR CR
ME | HAH o3} B}
ERE
o101 ololg | 1.235 | 0.958 | 0.46 | 26.852 | 0.056 | (.958+.961+.912)%/[
- ; L | 9017 | 1250 | 0961 | 046 | 27.120 | 0.053 Egggigggig&%f
o . . . —
7] oloJ8 | 1.000 | 0.912 - 0.000% | 0.083 0.977
ax | A3 | 1.000 | 0.968 - 0.000¢ | 0.029 | (.968+.931)2/[(.968
g +.931)2+(.029+.064
olo] | AF5 | 0.983 | 0.931 | 0.035 | 28.393 | 0.064 0)5;5
oy | BF2 | 1019 | 0.958 | 0.035 | 28913 | 0.038 | (.958+.932+.933)¥/
CRUN - .958+.932+.933)2+ (.
9| o 33 | 1.039 | 0.932 | 0.040 | 26.217 | 0.066 | 03¢ 0661 061)]=
014 = E7H | 1.000 | 0.933 - 0.000% | 0.061 0.980
: A7 | 1.018 | 0.952 | 0.029 | 35.305 | 0.041 (9524 995496+ 067
T A7 | A72 | 1.022 | 0.935 | 0.032 | 31.794 | 0.057 | )o/[( (9524 935+.96+
YA oo | A7E3 | 1.003 | 0.96 | 0.027 | 37.236 | 0.033 | -967)*+(.041+.057+,
- 033+.026)]1=0.989
oA A7+ | 1.000 | 0.967 - 0.000% | 0.026
9ok | 1.000 | 0.967 - 0.000% | 0.028 i A
AF | %2 | 0.973 | 0.977 | 0.023 | 42534 | 0.018 | 7)2/[(.967+.977+.96
ool | %3 | 0.953 | 0.962 | 0.025 | 37.813 | 0.029 gigggf&(mofjggg}
Qo4 | 0.966 | 0.937 | 0.030 | 32.210 | 0.052 ' ' '
ED 1 0.956 - 0.000% | 0.044 ¥oreh. 01780504 01
3] A2 | 0.861 | 0.917 | 0.031 | 27.394 | 0.066 | 9)/2[(.956+.917+.93
- A3 | 0.982 | 0.939 | 0.032 | 30.443 | 0.06 | 91.912)*+(.044+.06
- 64.06+.115)]1=0.980
A4 | 1.106 | 0.912 | 0.041 | 26.822 | 0.115
=1 | 0.886 | 0.952 | 0.029 | 30.562 | 0.056 (9524 9414917494
o2 | 0.915 | 0.941 | 0.032 | 29.039 | 0.074 | 3)2/[(.952+.941+..9
AR - 17+.943)2+(.056+.0
W3 1 0.983 | 0.917 | 0.038 | 26.131 | 0.125 74+ .125+.085)]=
=l 1 0.943 — 1 0.000% | 0.085 0.976
271 1 0.937 - 0.000% | 0.096
9374.959+.979+.98
3718 4712 | 1.018 | 0.959 | 0.033 | 31.174 | 0.063 é)/z[('937+'959+'97
A4 4713 | 1.105 | 0.979 | 0.032 | 34.538 | 0.038 | 57083+ (096+.00
A7]4 | 1.107 | 0.983 | 0.031 | 35.5 | 0.029
Hooto A g7)9] o] 28 AR EFEA B AAS o T Ay N FAIE =




= 0 £ ot webd A e g VISR s
o FSerAd S guapglvta g 4 glok e S AAE] 918k Fornel

F AR AFE ko] Al Al
T HOPE =2 gho] 0.92% 0.922=0.8469))0] AVEZHS 237at4] & AO = U

i
it

e L WSS SUGTAE Susidt § 4 A, o8 <1 215
=

2y TN
1 ? 3 4 5 6 7 8

o A F1 .

4IES!

anae | ol

. 723%% | 739%x 1

e (0.036) | (0.037)

a2heio] 803%% | .828#x | 785 1

i (0.036) | (0.038) | (0.036)

slepolo] 797w | 830%x | 74T7#x | 888k 1

o (0.036) | (0.038) | (0.036) | (0.036)

e 860%% | .818#x | .731sx | .827%x | .841#x 1

v 0.042 | (0.041) | (0.039) | (0.039) | (0.039)

e 870%x | 769%x | 704%x | 766%x | 771#x | .883%x 1
‘J—"_ll__“‘—

1 (0.052) | (0.048) | (0.046) | (0.045) | (0.046) | (0.054)

7] A 764 | B75%x | 631k | 664wk | 703%x | 758%% | 854ux 1
A &k (0.049) | (0.046) | (0.045) | (0.043) | (0.044) | (0.051) | (0.065)

7hd

0.977 | 0.975| 0.980| 0.989| 0.991| 0.980| 0.976 | 0.985

A E % (CR)

AVE 0.933| 0.951| 0.942| 0.959| 0.967 | 0.924| 0.912 | 0.943

Fp<.05, ##p<.01, #x+p<.001. O] FX&= FEALY] X+ 2 A (standard error) kS,



4.2 7V4AF 2 27354

421 714 A2=F

SASE A

o
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102 AW H(SMC #h)ol &

TR

(MI, Modification Index), TFA] &

g+

s

i+

0
e
iy
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AlSHAl H Tt

g1 o8 7t
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;OL

Fepa 7 o2 4
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el
=
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=
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22s AA

Ho

MIEEEETE B

5]

S A%

A

E_O

AT Hx QTRAE ofel <17 4>HZ AL grk. 187 obelel

Holgdh Ao §°

GFI=0.783,

AGFI=0.729,

df=303, p=0.000, CMIN/DF=2.84,

CFI=0.948, RMR=0.017, RMSEA=0.091,

860.656,

NFI1=0.922, IF1=0.948% YE}RT}
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ABSTRACT

A Study on the Impact of Consultants’ Verbal and Nonverbal
Communication on Trust, Customer Satisfaction and Long—term

Relationship Orientation

Yoon, Sung—Hee

Major in Management Consulting

Dept. of Knowledge Service & Consulting
The Graduate School

Hansung University

This paper studied the impact of consultants’ verbal, nonverbal
communication on trust, customer satisfaction and long—term relationship
orientation in the consulting industry which is the knowledge—based
service business. The final research findings can be summarized as
follows:

First, consultants’ verbal communication was found to have a positive
impact on trust. This is consistent with the results of the previous study
of Jung Mi—young et al. (2015).

Second, consultants’ verbal communication was found to have a
positive (+) impact on customer satisfaction. This is in line with the
study of Price et al. (1995) that a personally familiar verbal
communication has a great effect on consumer satisfaction.

Third, spatial language and appearance language were found to have a
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positive impact on trust in the relationship between consultants’ nonverbal
communication and trust but on the other hand, body language and
auditory language were found not to have a positive (+) impact. This
showed that the distance between the consultant and consulting client
company during an interview and professional look such as the
consultant’s neat and tidy attire or hairstyle and surroundings during a
conversation are more trustful than other nonverbal aspects.

Fourth, spatial language and appearance language were found to have a
positive (+) impact on customer satisfaction in the relationship between
consultants’ nonverbal communication and customer satisfaction but on
the other hand, body language and auditory language were found not to
have a positive (+) impact on customer satisfaction. Like the relationship
between consultants’ nonverbal communication and trust, the same result
was obtained in the relationship with customer satisfaction and
professional look such as the consultant’s neat and tidy attire or hairstyle
and surroundings during a conversation were proved to be more
significant than other nonverbal aspects in the relationship with customer
satisfaction.

Fifth, it was found not to have a positive (+) impact in the
relationship between trust and long—term relationship orientation. In this
study, the percentage of companies that experienced consulting 1 time is
50.2% and that of companies that experienced it 2 times is 34.5% and
thus, companies that experienced the consulting service less than 2 times
accounted for 84.7%. Therefore, in order to establish trust between the
consultant and the person in charge, and link it with the long—term
relationship orientation, contact for a certain period of time is needed to
establish mutual trust and it is assumed that there is no statistical
significance in the trust and long—term relationship orientation because
this study targeted companies with relatively less consulting experience.

Sixth, it was found to have a positive(+) impact in the relationship

- 131 -



between customer satisfaction and long—term relationship orientation. This
can be understood in the same context as the study of Ganesan (1994),
which presented trust, satisfaction, dependence, environmental uncertainty
and reputation as the leading variables affecting long—term relationship
orientation.

The significance and implications of this study are as follows:

First, research papers mostly related to the impact of consultants’
competency and service quality on customer satisfaction and consulting
performance accounted for a large part in the consulting field until now
whereas this paper was to verify the relationship of the communication
between consultant and customer with minimal results of previous studies
regarding consulting progress.

Second, previous studies related to communication were mainly
concerned with communication between flight crew, hotel employees,
doctors and patients in the general service industry, but this study was to
verify the impact of communication on the relationship of communication
between consultants and customers, which is the professional knowledge
service industry.

Third, this study also verified consultants’ nonverbal communication
aspect and spatial language and appearance language were found to have
a positive (+) impact on trust and customer satisfaction. This is because
the non—verbal elements among the non—verbal elements in the
communication process between the consultant and the customer affect
the customer trust and customer satisfaction and ultimately it is important
to differentiate the service with other consulting firms It can be an
implication. This shows that spatial language and appearance language
among nonverbal elements affect customer trust and customer satisfaction
iIn communication process between consultant and customer and
ultimately, this will be an important implication for continuous consulting

order and differentiated services from other competitive consulting
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companies.

Fourth, this study can be also applied to the education and training
part of consultants. It is essential for consultants to provide advice and
solutions to client companies and to convey their professional insights
and know—how such as understanding and persuading their employees
and change management education to switch existing mindset. Based on
this, this study will be able to provide implications for consultants'
capacity building training programs, such as enhancement of verbal and
nonverbal communication capabilities to further improve trust and
customer satisfaction when facing customers.

In addition to the above practical implications, this paper has the
following limitations.

First, this paper set independent variables in the verbal and nonverbal
aspects of consultants and four sub—variables including body language,
auditory language, appearance language, and spatial language were
measured in the nonverbal aspect but sub—variables were not set in the
verbal aspect. If the verbal communication part is also studied by
subdividing sub—variables by an academically proven classification method
in future studies, more meaningful research findings are expected to be
drawn.

Second, this paper examined the final impact of verbal and nonverbal
communication on long—term relationship orientation through trust and
customer satisfaction. For the continuous growth and development of the
consulting industry, it will be ultimately necessary to study the
connectivity with the results of the companies that received consulting

services and repurchase intention.

KEYWORD :Verbal Communication, Nonverbal Communication, Trust,

Customer Satisfaction, Long—term Relationship Orientation
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