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ABSTRACT

A Study on the Impact of Consultant’s Competencies
on Service Quality and Performance of Consulting and

Intention to Repurchase

Shin, Dong Ju

Major in Management Consulting

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

Hansung University

It was not a long ago that many of small and middle companies have
contacted a knowledge service of consulting, and even now the fact is that
the concept or cognition of consulting is not clear. Fortunately, the national
small and middle companies have been motivated of consulting service
limited by affording companies for the late few years according to the
active support policy of government for middle and small companies’
competitive improvement, and accordingly consulting industry also has
been continuously grown up. However, it is desirable to make industrial
growth made by government’s support policy, but with different problems
appeared. With consulting industry developed the number of national expert
in consulting for business management consulting is also being drastically
increased. A number of middle and small companies specialized in
consulting have formed its market in a short time for the late few years,

in which the whole structure of national companies specialized in consulting
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has made a very weak and unstable growth. With consulting companies’
professional lack and its small size, the fact is that a good consultant’s
investment has not been made, not maintained a certain level of service
quality, and it is being ignored by customer in the market. For national
consulting industry’s balanced development, it is indispensable for middle
and small consulting companies to have competitive intensification, and the
larger and professional human training through sectional specialization,
M&A and strategic affiliation is being highlighted as an emergent issue.
Specially, systematic consultant training system built and consultant
retraining is judged as an important issue for solving consulting quality
problem. Accordingly, this research aimed at constructing consultant’s
competencies of having the biggest effect upon consulting performance
with competencies, knowledge and attitude, clarifying the effect upon
service quality and consulting performance and intention to repurchase and
being useful for some researches developing future consultant’s
competencies and looking for service quality improvement plan. Moreover,
we aim at contributing to national middle and small companies specialized
in consulting with its competitive intensification, and national consulting
industry development. Also, this research recognized the indispensable
competitive intensification of middle and small consulting companies for
national consulting industry’s balanced development in a continuous
growth, and judged systematic consultant training system and consultant
retraining as an important issue for solving consulting quality problem,
clarified if it is having effect upon consultant’'s competencies for the largest
effect upon consulting performance, and upon among service quality and
consulting performance and become useful for some researches developing
future consultant’'s competencies and looking for service quality
improvement plan.

This research with its targeted area executed variable examination

through questionnaire for national companies with consulting experience,
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and concluded as following. First, it was identified that the consultant’s
competencies had positive effect upon consulting service quality. Second,
it was verified for service quality to have positive effect upon consulting
performance. It was appeared that all service quality of service reliability,
service assurance, service tangibility, service empathy, service
responsiveness has significant effect upon consulting performance. Third,
consulting performance proved that it has a positive effect upon intention
to repurchase. The higher consulting performance the higher intention to
repurchase. Fourth, consultant’s competencies proved that it has positive
effect upon consulting performance. Also, the most important consultant’s
competencies element for consulting performance proved to be consultant’s
competencies. Fifth, consultant’s competencies proved to have a positive
effect upon intention to repurchase. The higher consultant’s competencies
the higher intention to repurchase, while more consultant’s knowledge the
higher intention to repurchase. Also, attitude of consultant’s competencies
proved not to relate to intention to repurchase. This, in knowledge service’s
sale side, customer has the highest needs for knowledge, which is judged
to explain its value upon its knowledge. Likewise the result of this research
proved the direct and indirect effect relationship among consultant’s
competencies, service quality and consulting performance not treated by the
existing previous researches. It was identified that consultant’'s
competencies elements such as ability, knowledge and attitude have the
different effect upon service quality, consulting performance and Intention

to repurchase.

[Keyword] Consultant, Consulting, Service Quality, Consulting

Performance, Consultant’s Competencies, Intention to Repurchase

- 150 -



	제 1 장  서 론
	제 1 절  연구의 배경 및 필요성
	제 2 절  연구의 목적
	제 3 절  연구의 방법 및 구성

	제 2 장  이론적 고찰
	제 1 절  컨설턴트 역량의 이론적 고찰
	1. 컨설팅의 개념
	2. 컨설턴트 역량의 개념
	3. 컨설턴트 역량에 대한 선행연구

	제 2 절  서비스 품질의 이론적 고찰
	1. 서비스 품질의 개념 및 측정
	2. 경영컨설팅의 서비스 품질요인
	3. 서비스 품질에 대한 선행연구

	제 3 절  컨설팅 성과의 이론적 고찰 
	1. 컨설팅 성과의 개념 및 측정
	2. 컨설팅 성과에 대한 선행연구

	제 4 절  재구매 의도의 이론적 고찰
	1. 재구매 의도의 개념
	2. 재구매 의도에 대한 선행연구

	제 5 절  구성개념간의 관계 및 연구과제 도출
	1. 구성개념간의 관계
	2. 연구과제의 도출

	제 6 절  선행연구와의 차별성
	1. 선행연구 모형의 검토
	2. 선행연구와의 차별성


	제 3 장  연구방법
	제 1 절  연구모형 및 가설
	제 2 절  조작적 정의와 연구방법
	1. 변수의 조작적 정의
	2. 연구방법


	제 4 장  연구결과
	제 1 절  표본의 특성 및 분석결과
	1. 기술통계
	2. 타당도와 신뢰도 측정
	3. 상관 분석
	4. 사회통계학적 특성에 따른 평균차이 분석결과

	제 2 절  가설 검증
	1. 컨설턴트 역량이 서비스 품질에 미치는 영향 
	2. 컨설팅 성과에 미치는 영향
	3. 재구매 의도에 미치는 영향
	4. 구조방정식 모형 분석
	5. 대안모형의 탐색

	제 3 절  가설의 검증결과

	제 5 장  결   론
	제 1 절  연구결과의 요약
	제 2 절  연구의 시사점
	제 3 절  연구의 한계 및 향후과제

	【참고문헌】
	【부    록】
	설문지

	ABSTRACT


