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AXMHE A2 877 769 2322

(Capability)
AMHE 24| 832 692 1.720
7A4E A3} AMdE] 9= 902 814 1.784
(Result) AAA T 7 e 921 848 1.784
. PeH AL 937 878 3.753
INFAE ]
HEd SALE 955 912 5.264
(Loyalty) )
AAH FAE 950 903 4.991

SARY el HFEFGX=(Convergent Validity)E H7Fst7|9s] A A%k
(Outer Loading)< ol &stith. AAGE2 0.708 o] (dwrA o= 0.70 ©
‘ol HASEFE7E e, AAge] AFd ghel 3-8/ (communality)
= 3 @A driy B2 Eato] 4 Jlidel s AW EH=AE YER
ZFo 2 Indicator reliability(IR):= 0.50 o]Ato]ojoF 3t} (Hair, Hult,
Ringle & Sarstedt, 2014).

AT 2P SAHEYE HAMA AAES BF 70 o] For A YE
wow, FEASE YERHE IR 50 ooz Yehyg JFEFAe] A Ao
2 =y

|

<¥E 4-26> AR A4 2 AFEIY B

SQ Capability Result Loyalty C.R. Cronbach’s «

Aul s E A

(.729) 931 907
(SQ)
ALAHE o=
789 (.765) .907 .845
(Capability)
Z74e Ay
844 .753 (.831) .908 797

(Result)
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IAFTAAE
828 .683 756 (.897) .963 .943
(Loyalty)

(AVE) : Average Variance Extracted

C.R. : Composite Reliability

IR S IS T U4 dARE SAHS=
Cronbach's alpha®} A28 % (Composite Reliability) 2 H7}stH, U R4
ow A= gheol 0.70 ol Feolw AlEAde] e AR HIMEH
(Nunnally & Bernstein, 1994). #2243}, <3 4-26>¢} o] REgx 7
Au)2 FH el AdAl#E =+ 0.931, Cronbach's alphat 0.907
o7 UrE‘rM_tt] AAHE o5fo] AAF = 907 alphat .845, AA
+ .908°]" Cronbach's alpha+ 7972 YElWT. 1L
%=+ .963°]M Cronbach's alphai= 94322 .70 o]/
A

tt
=
ﬂ
o
S
o

o
tt
N, ol
o
i)
32

|\

’d(Convergent Validity) 2} HEEFFA (Discriminant Validity) &2 3
Ao 7 FZFetFA S AVE(Average Variance Extracted) #ko
= Aoz HrtE Y (Fornell & Larcker, 1981). PLS

A ey B Ay <3 4-26>3 o] AVE g2 .729~.897 o=
v Aow FAFHIY. IEHEIA >

AVE gkol aAse] AFET 7okety & ATolA AVE g2 oA

A
g2 SARsSY FAdrEe] A dEd S8R9 ATEE
]_
]

A <¥E 4-25>7 < k=
G NEEE A4 A7 S4rde) Bure Ans) e Ao

e
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2) PLS 7+x523% A3 %

FAMFES A2E AW FERYY] YEE R adi R 1w
O

Goodness of Fit B|~E9} Q? SAHFS o] &3t}

<¥ 4-27> T ke
R’ adj R’ Q*
74" 4 HResult) 776 172 639
117454 & (Loyalty) 691 683 614
WA R? gto® PLS 2Ryl dieh FHl Ad=sE H7hsekd
th. Cohen(1988)°ll ©]3tH, R* Fhe] &= 0.26014Y A5 7, 0.13 o]
0.26 "Rt 5 00201’*L 0.13 PR at® FREo 2 AFolA dE"
qafe]l AGASe 48 ARFATE 7763 7722 YERew, 1 F4
6913} .683°0% YEht £ Aow =yt
Stone—Geisser Q* HZE SAF w2zt AS5% Redundancy AFEE ©]
gatol AFES BrleA o xuzrt TEEA nHe) BAFAGoR,
Frol g A4 TP 2o 484 Quality)o] Qi Ao Brtd

CH(Chin, 1998; Tenenhaus et al., 2005). PLS F+x%WA 2 238 BEA Ay}
RE JAWHEES Redundancy S $59 #e 7HAE= Aow Yeh)

2344 BP0 AFd Ao Uehgr,

3) 74 AA

DEEEE

At 2ol Wi 7 HAS fd PLS FEUAEAS A

ot
i
i)
rlr



<% 4-28>3} 7t}

B SE t P f?
Capability — Result 178 .066 2.690 007 053
SQ —  Result 734 .061 11.962 .000 908
Result — Loyalty 123 120 1.026 305 011
5Q — Loyalty 676 111 6.086 000 293
Capability — Loyalty 057 098 582 561 004

3t HE al ot D=
FE AR YEETHp=.007<.01). DAHHE o] &+ (B=.178)
A" A7 Folx&= AS=E YEY 7HA 12 XA = A

o3t Ay ety =il B AAATe Ayl dX gk
Rynning(1992), Simon at al(2001), Walker(2004), %<3 (1996), #A3%g <
(2008), AlsF 9(2012)5 B dA7A=0] ALAHES JFo] AHE A

Holl sA4HRN dFE XY= s AS ATshelt obvt: AAHES]
J

© Ao® YBHtH(p<.001). AH]
H7F obA= Ao E yeht 7 2% A[AH A

olg|3k Ay I T B o] A Adel dAgy. iRl
AF2EL PZBS SERVQUAL E 93} Cronin® Taylore] SERVPERF =&
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7hdol digt A4 A¥, AAYHE 9%S aAFAdE Fo% JFES F
A e Aom melth(p=.561>.05) 7Hd 55 717Z+E QT

AMAEES] 953 SR BAE el AFE BX &L #Holu
Fe0(2011)2 HAHES] g d8xo IS v 8= A
ofojmo FAA AFgS H A= AS FTHIEGlTh e 9(2012)%
AMHE 9z AFmze] F4AA dIFS vdvtan HAFeuct 19
U AR A4"Y Ad AEES gideE HAEd 2 AT et &g A
o2 yeigton ol= dAe AE AMY A A FAE =y o
T Axet 3 Uk

3 7} ek} (Hair, Hult, Ringle & Sarstedt, 2014).

dol A" Aol A= Gl Hat axt= 908% vig &

Aoz uehgon, AMHE o] AHY Ao WAL Pl WE &
2 A2 g7t e AoRE YERT mpAHo R AH|

of M= J&o] e a3A7|= 29307 T HE
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<% 4-2> 23 HA A3}

0.913
x1.2 0.877
0.832

x1.3

Capability
0.178 0.057
¥l
mel 0.937
g'ggs 04123 0.955 ¥
e g 0.950
y3
Result Loyalty
0.734 0.676

x2.1

¥2.2 0.854
0.870

x23 0.832
0.843

x2.4 0.871

sQ

) i ey A7

z p
SQ — Result —  Loyalty 1.021 307
Capability — Result —  Loyalty 958 338




Btth(p=.338>.05). Wepd] AAE A7t nAFAw w7

oleh= 7Hde 77k ek,

Ir

S,

o

utl
PR

z2da¥%E 98 ol 4 (MultiGroup Analysis: MGA)ZE
AAEG T B Aol PLS—-MGAE Keil et al.(2000)0] A ¢t3
PLS—MGA®| parametric approachE ©]&3t}. Keil et al.(2000) F+ F
o 7ol A2 A% (path coefficients) & HlaLsl7] $l8te] F SHxiE iz

o] Hg= Attt

-~

-

LA 139 A 29 HI%(n,, ny)7F A Aok
2. A9 17 A2 29 FRASG,, b,)E WHEA FAF o]0} F,
3. Moz ek 13 [ek 29 BFESA(se,, se,)7t FHF 00k AT,
4. AR TAZFE v 2ol Akett
b, —b
{ 1 ot 1
\/nl Xse%—!— e Xse%
ny 2
ool Al o 719 R 2HdadE HAS Ay <F 4-43>
7} 7,
<i 4-30> 7]}] 7FEe =H A

507 Rk 507 o]

B SE B SE t P
SQ — Result 163 .095 .185 .094 .163 871
Capability =~ — Result 177 .085 .679 .086 .806 422
SQ — Loyalty .022 .130 .092 149 417 677
Capability =~ — Loyalty .859 .165 511 166 1.477 142
Result — Loyalty -.021 197 241 141 1.033 .304
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ABSTRACT

A Study on the Effects of Consulting Service Quality &
Consulting Competency on Consulting Performance &
Customer Loyalty : Focused on SMEs carrying out

Government Consulting Project in Daejeon City

Park, Joon Hwan

Major in Management Consulting

Dept. of Knowledge & Service Consulting
The Graduate School

Hansung University

This study, based on the previous findings that consultant
competency and consulting service quality affect the consulting
performances, has its purpose to verify their effects on the customer
royalty that is important in the customer management in consulting
industry. Further, it shows the empirical test results: whether we could
find the mediating role of the consulting performance for the effects of
the consultant competency and consulting quality on the customer
royalty; whether the relationship is affected by the scale of enterprises.
Empirical analyses are done utilizing data constructed from the survey
answered by 121 SMEs which have experience(s) in the government

supporting project of consulting in Daejeon City.

Results from this study can be summarized as the following:

First, a test result shows that the consultant competency positively
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affects the consulting performances. As it is verified by previous
studies, prior requirement is to increase the consultant competency in
order to increase the consulting performances.

Second, it shows that the service quality positively affects consulting
performance. In this study, it is proved that service quality has the
biggest effect on the consulting quality, and among the constituents of
the service quality, reliability/credibility, sympathy, and responsiveness
especially have the strong effects on it.

Third, it is proved that service quality positively affects the customer
royalty. The service quality, meeting the level of the customer
expectation, increases both the customer satisfaction and thereby the
customer royalty.

Fourth, it is shown that there were neither the effects of the
consulting performances and consultant competency on the customer
royalty, nor the mediation effect of the consulting performance. There
are several policy implications considering the points that the study was
done by targeting the Daejeon SMEs which carried out the consulting via
the government supporting project.

Fifth, it is explained that there was no moderating effect due to the

enterprise scale.

Based on the findings in this study, theoretical and practical
implications are suggested as the following:

First, the study has shown the process of the comprehensive
investigation on the consultant competencies and service quality which
have a close relation with the consulting performance and with the
accompanying variable, the customer royalty. Reviewing the previous
studies, we have found that mostly they deal with the empirical tests on
the fragmented relationships between variables. This study, however,

verifies the relationship between variables after testing the effects of
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the consultant competency & service quality on the consulting
performance, and on the customer royalty utilizing a structural model.

Second, analyzing the moderating effects due to the scale of
enterprises performing consulting, this study has tried to verify the
success factors of consulting according to the enterprise scales.

Third, it has prepared an opportunity to compare previous studies with
the analyses results of the performances utilizing certain regional
enterprises data specifically set in the city of Daejeon.

Finally, targeting the enterprises carrying out the government
supporting projects, it identifies some problems, and tries to draw policy
implications. It, in conclusion, has shown its significance in directing

the development of consulting business.

[Key words] Consultant competency, service quality, consulting

performance, customer royalty, enterprise scale
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