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7FeEM =, 7)) vhket g FEAol tigh s ArerS Al A &)

Ao AdY ] 292 19417] Skl A 20417] Zofl A2 ATkal & 5
AT}, 3kx} A 3}eastr) 4 Akel Arthur D. Littleo] 1886 vk H.<E o
A H %= Arthur D. LittleZh= 44 ﬁ@%ﬂ&‘é AgstaL, 1909 52
3IA R Akt o 2 AlZE T}, o] 3 19261 WA AL A Sl AlY

7149 R RS R AE] s Besd AdnAY Auzag A
BAQl AAAH 20 Ao WA o FRY AAH o ALt
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2007 2,285 —
2008 3,034 32.76
2009 3,965 30.68
2010 4,589 15.75
2011 4,731 3.08
2012 4,790 1.26
2013 5,232 9.21
2014 5,723 9.38
2015 7,921 38.42
2016 8,791 10.98
2017F 10,271 16.84
2018F 12,001 16.84
2019F 14,022 16.84
2020F 16,384 16.84
(e ARRADANY AHeA mIA, 190 EF, 2018)
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(713 2-1] AMY Al T2 W9
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2.4 BSCo| #3% 0|23 u&

2.4.1 BSCY A9

2] 7} KPI(31 4143 #}#] 3% Key Performance Index) 7l 3ol 2]<al 7l A&
Kaplan & Norton©] 1992 d¢] ®x 3l =7 “HIE o]F Y= FH: 73

[‘0

¥ A 3}7] =3 (Balanced Scorecard: Measures that drive performance)”
olth. BSCx 4o F=Eete AHE St Ades a3 4%
AW ZEAL A, A B3, A BRle® o] Aedk 2y e
Folth. oA7IM do] Az ol V£ S0l FE AFH wildd 3
SHol AA7] wtol L o] B BATA B HEESel M=
As Fofof gohe on| 7k ©A Tt

S = vl =Y A~ A~F 9] FHEH(Robert S, Kaplan) <=2} =74 AAE 3]
A BYAA dEgole deFaEe] AYatel :=E(David P. Norton)< Al
zkelo] A3 iR E =S F3l BSCY AAE &dsiith A HA =&
(Kaplan & Norton, 1992)° 4 A5, 124 JHF b=y 85 a1y g
solgle= A& &2 Y MK E TAE BSCE AN F HA =%
(Kaplan & Norton, 1993)9| 4= BSCE =3t &-83 FEAL &4
FE AL AMDAF 59 AtElE BTtk Al A = (Kaplan & Norton,
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TALAA A7 TS Fdsof st=AE dHFT= Aoltd (Kaplan &
Norton, 1996).

Financial Perspective

“HFHOZ HB5| ol 2=
/ FRUA O1RA HOOFSHET 2 \

Internal Process Perspective

Customer Perspective

“u|ZS DAB| 95 221 H| XD} M2 " RES AAS QRN A P2l
L7 OfEH ROio} 517t 7 * Sl i e
o=/ !

\ Learning & Growth Perspective /

221 HIMS TAEH7| U5 HatstD
I 532 o O 220} 37 27

(25 2-3] A%

(A& Kaplan R.S. & D.P. Norton(1996), "Translating Strategy into Action : The

Balanced Scorecard," Harvard Business School Press.)

2.4.2.1 A4 T4 (Financial Perspectives)

2 AL 7199 F8 old] BAAENA ol wet AP AT+
A ARE S5t 249 s A XJ, 2 quTﬂ 915 Aot} e}

£840m BETIolor A0 o5 o] BSCAAS) ARA DAL, BHE B
5ol Az Aste] ATH A3} bl Hrks QA o] 34

A Sl dEA AT} vay = FEolt),
2.4.2.2 1174 ## (Customer Perspectives)

NYe A7 1AL BHA A FEAM, DAEY] SRS B
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AUz AL S5 gstel AnA Pt HE £ ATsto] A
o3 giek Al EQo) tlalA SAEe dEdow AA T A Z 49
sha ek WA Al EAS mAe] Qs Jthsh Yhe] zfol Yo

S 3} E b o Au2E HEAT AFEAY Ry HoR T

o] A= Aget= Au) A EFALS R R A AFgAFe] ¢l o)

o
e T
o] A AT Aol %7@-%?4‘8}04 317 °ﬂ A %UHFJ—E AF7 ohd 54
4
Q7] ﬂ%j*olﬁ‘r(@?%, 2013). Au| 2 FHe 7H%§°ﬂ e M= ohdsk =

= | BN
3t @7} 2L JJrc}oﬂ o)t 75l Muj2s F-] 28 Tl tH(Arora &
Stoner, 1996; Brady et al, 2001). 3 A B2} %= Folo| A Au] A E2
A= F=2 A7 Av] 2 F4 (perceived service quality)’ 7l AR&-3fal

At(ol A & =FAlol, 2006).

SQ=PS-ES

*SQ : AH|AZZ
*PS - 2| 2= MH|AZEZA]
*ES 1 7|CHEH B[22

» ES)PS:SQe UFAYZ| 23l
» ES=PS:SQE UIEARR &
A

> ES{PS:SQE OJatAol 2

-

MHN

A
T

N

Oliver(1997) Mol B AU 2~E HE u] e 7o} AA= 2
21 A H] 3 7ro] zpol7} AWty BukES AA vl FAE A
Parasuraman, Zeithaml & Berry(1988; ©]s} PZBe} ¥ &)+ X7ty +=4
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= AFE gk A ol A g nA e Ao 7 A ost
), AR =FA 0 AdEE /g4 2l SERVQUALS AAgE o] %7) miAY
Aol A FEREE 3 Foprt HA o, o] Z3olA AFIAY Bt Fdet
At vl AR Ao ® i st o] luk(ol A, 2ol 2006).
PZBe] SERVQUAL o]% A Ztel Mu|aF:d HmzA] Aujdo] o
olgf 1 B} del thste] LAl o] A7|Ha FAA =7t 7 o] gk
821 1997). Cronin & Tayler(1992)+= X|Z}¥ AMH| A~ Z4 L 7|gj e+
glo] Adatel olete] A ¥ = Aoz 7)dstste] SERVPERFE] ¢-+38H&
Aol AL, Teas(1993)% Zp2lo] A|A| g+ EP(Evaluated Performance)#
SERVQUALE T} 7|FetdA 3 7idetd/del svhal 43t
Gronroos(1984)+= #4242 50| Lsl= Aol Folo
T Aol A2 4L ek Fs w4 1he] Ao
gkl Argstal = 7k ?HX}"JOH o]
ok AHAE A
(technical quality)= % 7]*“2&’\1 Asd Aytel 11 Ay} o]
Re7te] F 7] S-S Vs Hev Ay FEL o] MMl A
ofo] Ao AgoM Fols WeEAXE YWY, 3 F4ES a7 0]
Asw= Ao g AP S Dek(o]+A, 2012).
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M2 &2 g olvk (A 3], 2008). =4, = FAFEE HvkA] H 7}
Adoz FAH HAJolglr| Bk FA- ol
(Zeithaml et al, 1996). A&, Av]2 A3pEEqk ofyg} AH]
Ags e A7 = e = doelv. YA, &4 SR 4d4 &
dol st oAlA, Anjztete] rld He el ddEu (e
2008).
Skt n] 22 F A A4 (Korean St&ard—Service Quality Index: ©]3}

2 %
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A Aavjabe] 5A4E wrgste]l e NEe MHls F4d B
KS=SQI= g 7199 AlF3 A5 A4 7k 2vakE o
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[ 3-4] SHET 9 HEA 24
o] 2= 2413} A
pql A QA FAA
9 Q52 .
B | paz ﬁxotﬂxif ;;jj;o Simon &
(Process Quality) pa3 X1-¢7] = oLer’ Kumar(2001)
pq4 “T“;ﬂo /L]‘%‘}‘é 7;191“‘3(2006)
pab A4" 713 A4 A=A (2011)
oql AMEET A ol &<, B % o] TA
2012)
B 002 wou]g oju] A3} ¢
(A Il IR R R A2 TH2014)
(Outcome Quality) 004 A E e A A4 4 (2016)
oqd | Aol digh AREA W=
lgl TAY AF54
g5 4 B4 lg2 THY IS
(Learning & Growth | 1g3 AN A4
- 2010 AAE o3}
Perspectives) g4 o4 04_ T g Kaplan®}
1g5 W AIZE
Norton(1996)
ipl Aqu A Ak 29 Ittner, Larcker$}
WEZ2 A~ B | ip2 Az A Rajan(1997)
(Internal Process ip3 F4 & Banker, Potter ¢}
Perspectives) ip4 BB ] Srinivasan(2000)
ip5 AR 35 85(2003)
- °] &1 (2004)
cpl 2t A A o] ZA1-2(2005)
A A cp2 ERC A =(2006)
i IR T m § O O
. cp3 A A& 71914 (2006)
(Customer Perspectives) epd oA 648 %5%’}(2007)
cp5 A=z g #719(2009)
J el 8-
il ATz AN BHE(2014)
fp2 BaAE Hx A
AFA -
. . fp3 Az=d7b A
(Financial Perspectives) fpd e =7}
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ok 4
1% 19l B AT FLAGART AL el F 2ol 45
@71 oo ANYANAEAT ALY ol F FGAT Fol U@
AL FAom RS AASST AP FFHA g olgha
g 5 Qe 7190 Adsts ARG AEAN ANYL B8 P
shoh #A] 9 BSCS] W] 7b #AZ] AtEAE ATstel DAY S B
EE 7199 @A R AR Yok FAAE ARY Yape]
& % adlo] FAAE AT Fo7199) ARA Aol dFL WA
AT 29 BEsa Faxt #ie 489 4u Ans Fad
de) #8 Qt AvE/bPEE A 2 B Aol slelstad st

4.1 BE] duby 54

H Aol o] AL Bty 93] SPSS 23.05 E3 WA
sl 7degH = M )go] 11071AH40.4%), o] =R =7]¢] 9] 537%
(19.5%), 4Rt T47190] 10970AH40.1%) = ekttt vistd =
9] wlHko] 1097AH(40.1%), 509190 o] 4ol 16370AH(59.9% ) = UrEPnguq,
1 F 300990 HE 9% 22704H8.1%) 2 FH At EHY = 104
n|Rko] 547§AH19.8%), 1078 ~50% H| 7ol 1067HAH39.0%) = 7 wWekom,
507 o] 11270AH41.2%) 2 YEFAL, 21 % 300e] A 719X 6714k
(2.2%) 2 Yelwtth 248 FdHEE FIdHEAE S 38 7)do] 114704}
(41.9%), 714D S T 7]Yo] 1587MAH58.1%) = YER o™, 3T
S SHANE IR ARET| R dv 08 AEAE S A8 2 719
11370AH41.5%) &= Yebskon, A7 JA4E AU S S8 Aeo=
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B AP 7192 1597ALR(58.5%) 2 YEFRTE 1A E Al 5 o= =
Y2 2733}t 5170AH18.8%), R&DE = 73} 35704H(12.9%) & &5}
3 Ao AHE HH o= 413 v&o] 8671AH31.7%) = e o,
ANade] 1970AH7.0%), AAR]E 742 5470AH19.9%) & WHEZ 2 A4 2 B3
o] At B ow AAT H &L 737/04H(26.9%) = e T whol/d G
A A 4570AH(16.5%), vFAIE A2 vl& 3570 AH(12.9%) 2 18 E o] A
e BAo AFF HEL Q0/NAH29.4%)% VIEFRAL, 7]E} 3370AL
(12.1%)% ZArE Y. Sobate] Aojs glii AME AR o)A a
1949 (71.3%) 2.2 =AM AT [ 4-1]17 2ol HEstadt.

T N % 2%

Hl 2] 7] 110 40.4 40.4

71 o] M| 27| Y 53 19.5 59.9
duk 47|19 109 40.1 100

1099 mwt 33 12.1 12.1

109 — 50999 mut 76 28.0 40.1

v &t 5 509 — 1009 m]wt 83 30.5 70.6
1009 — 3009} wut 58 21.3 91.9

3009 o]Ak 22 8.1 100

109 =Rk 54 19.8 19.8

10 — 499 106 39.0 58.8

THUFE 50 — 997 69 25.4 84.2
100 — 299 37 13.6 97.8

300 o] A 6 2.2 100

34 wwk 12 4.4 4.4

3d — 5 mh 88 32.5 36.9

PN S| 5 — 7d gk 77 28.2 65.1
7d — 109wk 62 22.8 87.9

10 o4 33 12.1 100

A8 A7 114 41.9 41.9
71& 714" 158 58.1 100

AR 4 E Y AE & 113 41.5 41.5
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4.2 %9 7ESAZH 24

Aol 4t e A5 ste] SPSS 23.0% o] §ate] 7| & EAL ¥4

S AAskeh dEs FEg MFon BAstgon,

BE HE9 s
H=7F Aoigh 3 olsk= YehA At BERE RS SITID o) W
et 2o Y AEE F7el R S27F BEHA ohd x|l gt
SAolth2), FFAAE £3 o2 A oA = flE o ® feE . u
ZhA B odqte ey Ao Abgshs A= s

R A5 M SD = A
@ ALEdxe] 344 3.91 905 | —.608 —.046
@ AAIAY A 4.12 911 | =-.610 216
P4 EA
(PQ) @ AxZ7I7ke] HAA 3.79 955 | —.716 —.085
@ FH9 N&A 3.91 946 | —.763 .357
® ALY 7# AEA 4.06 901 —.749 107
O AMEEE 94 3.65 .799 .092 -.915
@ FYn]&din] A4 4.02 931 —.783 075
AEA
(0Q) @ WA IA] et 3.58 1.038 | —.417 —.344
@ A Ay 3.93 1.009 | =729 | -.158
©® Aol gk AnkA T 4.02 .925 022 —.248
O +499 559 3.75 1.064 | —.689 -.152
dEN | @ 299 wE 3.91 882 | —542 | —.124
R
pep Q@ AN A 3.54| 1.016 | -.355| —.531
[e]
(LG) @ THLIJAET 4.35 796 | —1.278 | 1.868
® AHFFHAZ 4.16 817 | —1.002 1.256
11) 9ty oz gimel Hw=o] Adigte] 3 olsto|d AAdS 7P 4 drtar &4 (9]

dE, 2014).

12) 9=t HE=sk 0] THEAL Mo +13} -14fo]o] Jrbd ATFEES wpEchy B
F Qoit 1uk 2 Aol dolEs}t mgi ELE gy ¥ 5 Jrhadd

2013)
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LiES Az M SD N = A=
O ZAYguld A=kH 3.06 1.239 | —.023| —1.011
WHRZEA | @ Azt o 322 1.085| -.107| -.607
fff ® =4 P 2.95 1.151 057 | —.743
(IP) @ ZAas T 2.99 1.144 037 | —.695
© BRI} 7 T 3.52 854 | —1.082 145
@O AlqtAHA F7F 3.55 1.102 | —.256 | —.790
;2 @ 249 %*@_% A5 3.69 | 1.045| -.361| -.655
3} ® AlFAFE S 3.21 1.012 | -.008 | —.619
(CP) @ -7 FA4& St 3.57 934 | —.229| -—.453
© A v& 7t 3.46 922 | —.652 208
O Az A 4.19 818 | —1.010 1.209
Z‘lff @ AAAE 2L 9A 415 | .846 | -1.021| 1.265
éy‘jr @ Az=L7t MA 4.11 866 | —1.114 | 1.732
(FP) @ =Y STt 4.03 917 | —.869 598
® FHolodE F7t 3.97 919 | —.696 126

4.3 B34 2 AFH &4

(Kaiser—Meyer—O0lkin) Z%=(.70 o] = #AG3stgi o, WHyEo| s 5
AR Hrteh= 7S vtEY 8 A A A (Bartlett's test of sphericity)©ll
gk A4 At FFF(p<.05) 0= A5 8T FE2 &
o] Fgk(eigen—value) 1 oS 7lFom FEdlen, Ak

Cronbach's Alpha > 0.7% #13)3}3 ¢},

13)A A (reliability) 871 2918 TS I SAWFE9 W4 2974 (internal
consistency )< YEFHE= Cronbach’s aAl5=(Cronbach’s coefficient alpha)”} .70 o]+
Mol e Ao FEHSATHANAL-AF4, 2016).
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QA7 A= T4+ 24 H (principal component analysis)S &3l T4
290& FE3 o W2l W (varimax) 3] A4S o] 8351 Th 8903 WS
o] Adee glojA = vk o' alfgh(eigen value)©] 1.0 o]dolal @14
o] 4 o]S AFEEIH Q1A o] 57F HoH Fod Wb
t}.

=]

= PN

el = KMO %k& 7312
3t

O
toky
ol
o
=
30,
K
0¥
<)
)
>
1o
o
e
ra
o
o
e
o,
\1
=
1ru
|

Q5= Bartlette] 784 HE& ¢2=820.740°] +o|& ﬁ@]pZImOQEE
UEbt KMO$H Bartlett®] 7984 A2+ frash 2o= glyo] a9l
S Ry oPﬂOﬂ ooy e Age AoR gl
o2 =9 2719 8919 af3k(Eigen—value)< 291 19] 2.717, &
¢l 27} 2.202% R 1.00] 02 Yetton, o5 2719 adlo] A3t
g A A gkl %A ghel 79.998% = ANHE <l

ar
H 1 =
3 glo] 22 2719 2910 AWM = Ea

p

29 =% i
g 1 2
- ARSe] A3 rsd 921 .058
EEEE EO‘H]Q. EH]:]] A 3} 9 1

(OQ T H © o rs .9 2 .090
R T A ek rs3 .890 .037
H}4EA AR Al e] A4 ps4 025 874
(PQ) A48 7|8 AEA psh —.003 .868
A LAdzre]l FA4A psl .160 .843
Eigen—value 2.717 2.202
2 %) 42.657 41.657
FAEAH%) 37.331 79.988

KMO=.731 Bartlett’s x2=820.740 p=.000
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-
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Eﬂo] 9GE RS VARG o R AT 5 AolA AAT BYo] VAR
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Q(2.182), RMSEA(.066), RMSEA 90% CI(.058~.074), TLI(.934),
CFI(.944), AGFI(.833) 2% & A oA AA3 Adr|Es i ok
Ao gelujo] Ak og T3 & uf, SARY LS 87 AFIS
SRty Jria geked 4= 9l
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(% 4-10] A2 ZARY} 549 59 SY2Y 4% 49 A
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A EA
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e 0q2 | 1.000 .894 798

PL3E X

E(Jgg)a 0q3 | 1.006 .059 .806 17.169 =xx| .650 | .898 | .746
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74 .860 | .606
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EES Y PN
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cpd | 793 048 809 16.568 x| .655
fpl | 1.000 845 714
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LG | .126 413  .606 860 | .837
930
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ABSTRACT

The Impact of Consulting Service Quality on
Management Performance of BSC Perspectives

Kim, Seon—Hoo

Major in Smart Convergence Consulting
Dept. of Smart Convergence Consulting
The Graduate School

Hansung University

The Small & Medium Enterprises (SEMs) is a basis of Korean
industrial's ecological environment & should be protected & promoted
under the Constitution. The recent rapid changes in international
political economy & the recession, however, forced SMEs to face with
increasingly complex situations & the continuous pursuit of momentum
for sustainable growth became essential for their survive. The SMEs, as a
response to these changes in global competitive environment, have
attempted change & innovation in various ways for their survives. For
SMEs, however, it is not easy task to develop & implement strategies
following large companies due to, in their nature, lack of funds &
experts. The constant supplementation & consolidation for the scarce
resources are likely to create greater burdens & internalization of all
resources is also inefficient. The consulting, an assistance by external
experts, may be an alternative to complement such insufficient internal
competence. Recognizing these shortcomings, the government, through

SMEs Consulting Support Project, has reduced the consulting costs of
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SMEs & has solved the problem of professional worker shortage by
matching consulting companies. From SMEs' point of view, however, the
scale of support is small & is not enough to solve the problem in a
reasonable time. More importantly, the question of whether this service
actually contributes to the management performance of SMEs has been
constantly raised. In order for consulting services to be effective,
companies should accept & actively utilize the alternatives provided as a
product of consulting. If such effectiveness problems & negative
perceptions of consulting support projects are not resolved, the ecosystem
& survival of not only SMEs asking for consulting service but also SME
consulting companies, another SME, providing service mainly to SME
may be threatened. It is very important task, therefore, for consulting
service provider as well as their clients, to resolve the question about the
effectiveness of consulting through investigating whether the consulting
actually affects the management performance of SMEs & the process
leading to the financial achievement, a final goal.

The ultimate goal of consulting is improving management performance.
The factors that make consulting affect the improvement of management
performance are classified largely into consulting provider factor,
consulting service factor, & company characteristic factor. This study
focuses on the perceived quality of consulting service, which is the main
indicator used when client companies evaluate the proposed solutions
through consulting. The following research questions were developed in
the process of reviewing related research. First, is consulting really
effective in business performance? & what is the process of the valid
impact? Second, considering the fact that the client company evaluates &
applies the alternatives presented through consulting using the st&ard of
consulting service quality, does the quality of the consulting service affect

the performance of the business?
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The following research purposes were presented to acquire fundamental
data used in improvement of management performance, an ultimate goal
of consulting.

1) To apply the causality model of BSC perspective to demonstrate the
performance of the business & statistically identify the processes leading
to the non—financial achievement to financial one. 2) To examine the
impact of consulting service quality on non—financial achievement
(management improvement) due to consulting. 3) To measure the quality
of consulting service perceived by the client company by applying
KS—SQI model & separating them into process quality & consequence
one & investigate the magnitude of effect statistically. This study, through
these research purposes, intended to contribute to the field addressing
relationship consulting & management performance, to provide
fundamental data to develop a methodology to performance assessment
balanced in terms of consumer's perspective, & to provide practical
implications to improve management performance of client company.

For the purpose, the variable & measurement tools were defined to
satisfy the purpose of this study by systematically organizing concepts &
theories about perceived consulting service quality & BSC-—based
management performance through the theoretical background & previous
research of the main concepts related to this study. The perceived
consulting service quality is, based on the KS—SQI model which includes
the concept of overall satisfaction, divided into process quality &
consequence quality. The BSC model was applied for the measurement of
management performance & the consulting performance or the
management performance through consulting were studied.

The samples were the SMEs receiving consulting under SMEs
Consulting Support Project. The structured questionnaires developed based

on the concept & measurement tools defined by reviewing the previous
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studies were sent online & via e—mail. The causal relationship between
the effects of perceived consulting service quality on BSC—based
management performance was analyzed to find the path & influence
through structural equations. Considering that the purpose of this study
was to identify the long—term impacts of the consultation rather than the
short—term achievements, the subjects of this study were those companies
that had been consulted before one or two years through the SMEs
Consulting Support Project. 272 questionnaires date from the collected
data were used in empirical analysis using SPSS 23.0 & AMOS 23.0.

The results of this study are as follows:

First, the non—financial performances (performances in terms of
learning & growth & of consumer perspective) had significant effects on
financial performance, & as with previous studies whose results are
mixed, the causal relationship among each perspective of BSC was
confirmed relationship with management performance through consulting
though some hypotheses were rejected. The strategic paths, especially,
where the consulting is resulted in learning & growth perspective
performance — internal process perspective performance — consumer
perspective performance were confirmed thoroughly, indicating the
significant effect of consulting on management performance.

Second, a significant relationship between perceived quality of
consulting service & non—financial performance was confirmed, most of
which were consistent with previous studies & logical inference. The
result quality, particularly, had stronger effect on management
improvement than process quality, & a significant effect on learning &
growth perspective, internal process perspective, & customer perspective
performance, which were nonfinancial achievements of BSC perspective
were confirmed, demonstrating the relationship between consulting service

quality & management performance.
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Third, the difference in the effect of inter—group path according to the
type of consulting was shown to be statistically significant, & a case
where the management improvement was directly derived from the
corresponding non—financial performance without regard to the general
causal sequence of BSC or time was observed, providing practical
implications.

The strengths of this study are to attempt attempted theoretical
approach to the management performance of the BSC perspective that is
an aspect of the relationship between consulting & management
performance & that was ignored in the associated studies & to confirm
the main path of strategic map & provide supporting data for the
companies that participated in SMEs Consulting Support Project & that
did not adopt BSC. This study, in addition, in terms of policy, presented
the fundamental data on policy development & a balanced performance
evaluation methodology from the consumer's point of view for the SMEs
Consulting Support Project. It is expected that these data are used as a
useful fundamental data for future researchers & associated individuals in

terms of policy & practice.

- 149 -



	I. 서   론
	1.1 연구의 배경 및 목적
	1.2 연구의 방법 및 구성

	II. 이론적 배경 및 선행연구
	2.1 컨설팅에 관한 이론적 고찰
	2.1.1 컨설팅의 정의
	2.1.2 컨설팅산업의 발전 

	2.2 컨설팅지원사업에 관한 이론적 고찰
	2.2.1 컨설팅지원사업의 개요 및 현황
	2.2.2 컨설팅지원사업 관련 연구동향

	2.3 경영성과에 관한 이론적 고찰
	2.3.1 경영성과의 정의
	2.3.2 경영성과의 개념 및 연구동향

	2.4 BSC에 관한 이론적 고찰
	2.4.1 BSC의 정의
	2.4.2 BSC의 개념
	2.4.3 BSC의 연구동향

	2.5 컨설팅서비스품질에 관한 이론적 고찰
	2.5.1 서비스 품질의 정의
	2.5.2 컨설팅서비스품질의 연구동향

	2.6 선행연구
	2.6.1 컨설팅을 통한 경영성과에 관한 연구
	2.6.2 컨설팅서비스품질이 경영성과에 미치는 영향
	2.6.3 선행연구의 정리 및 연구방향의 제시
	2.6.4 본 연구의 차별성


	III. 연구설계 및 조사방법
	3.1 연구모형
	3.2 가설설정
	3.2.1 지각된 컨설팅서비스품질과 비재무적 성과(경영개선)와의 관계
	3.2.2 BSC 관점의 성과 간 인과관계 
	3.2.3 컨설팅유형별 집단 간 차이

	3.3 변수의 조작적 정의
	3.3.1 BSC 관점의 경영성과
	3.3.2 지각된 컨설팅서비스품질

	3.4 측정도구 및 설문지의 구성
	3.5 자료수집 및 분석방법
	3.5.1 표본의 선정 및 자료수집
	3.5.2 분석방법


	IV. 실증분석 및 연구결과
	4.1 표본의 일반적 특성
	4.2 척도의 기술통계량 분석
	4.3 타당성 및 신뢰성 분석
	4.3.1 탐색적 요인분석
	4.3.2 신뢰도 분석

	4.4 확인적 요인 분석
	4.5 결과분석
	4.5.1 연구모형 적합도 분석
	4.5.2 연구가설 검정
	4.5.3 집단 간 차이 분석
	4.5.4 가설검정 결과 요약

	4.6 연구결과에 대한 논의

	V 결  론
	5.1 연구요약 및 결과
	5.2 차별화 및 시사점
	5.3 연구의 한계점 및 향후 연구방향

	참 고 문 헌
	부       록
	ABSTRACT


<startpage>16
I. 서   론 1
  1.1 연구의 배경 및 목적 1
  1.2 연구의 방법 및 구성 7
II. 이론적 배경 및 선행연구 10
  2.1 컨설팅에 관한 이론적 고찰 10
   2.1.1 컨설팅의 정의 10
   2.1.2 컨설팅산업의 발전  12
  2.2 컨설팅지원사업에 관한 이론적 고찰 15
   2.2.1 컨설팅지원사업의 개요 및 현황 15
   2.2.2 컨설팅지원사업 관련 연구동향 18
  2.3 경영성과에 관한 이론적 고찰 21
   2.3.1 경영성과의 정의 21
   2.3.2 경영성과의 개념 및 연구동향 22
  2.4 BSC에 관한 이론적 고찰 25
   2.4.1 BSC의 정의 25
   2.4.2 BSC의 개념 26
   2.4.3 BSC의 연구동향 29
  2.5 컨설팅서비스품질에 관한 이론적 고찰 31
   2.5.1 서비스 품질의 정의 31
   2.5.2 컨설팅서비스품질의 연구동향 35
  2.6 선행연구 37
   2.6.1 컨설팅을 통한 경영성과에 관한 연구 38
   2.6.2 컨설팅서비스품질이 경영성과에 미치는 영향 43
   2.6.3 선행연구의 정리 및 연구방향의 제시 47
   2.6.4 본 연구의 차별성 53
III. 연구설계 및 조사방법 56
  3.1 연구모형 56
  3.2 가설설정 57
   3.2.1 지각된 컨설팅서비스품질과 비재무적 성과(경영개선)와의 관계 58
   3.2.2 BSC 관점의 성과 간 인과관계  60
   3.2.3 컨설팅유형별 집단 간 차이 65
  3.3 변수의 조작적 정의 67
   3.3.1 BSC 관점의 경영성과 67
   3.3.2 지각된 컨설팅서비스품질 70
  3.4 측정도구 및 설문지의 구성 72
  3.5 자료수집 및 분석방법 74
   3.5.1 표본의 선정 및 자료수집 74
   3.5.2 분석방법 75
IV. 실증분석 및 연구결과 78
  4.1 표본의 일반적 특성 78
  4.2 척도의 기술통계량 분석 81
  4.3 타당성 및 신뢰성 분석 82
   4.3.1 탐색적 요인분석 83
   4.3.2 신뢰도 분석 86
  4.4 확인적 요인 분석 87
  4.5 결과분석 93
   4.5.1 연구모형 적합도 분석 93
   4.5.2 연구가설 검정 95
   4.5.3 집단 간 차이 분석 101
   4.5.4 가설검정 결과 요약 105
  4.6 연구결과에 대한 논의 107
V 결  론 112
  5.1 연구요약 및 결과 112
  5.2 차별화 및 시사점 117
  5.3 연구의 한계점 및 향후 연구방향 120
참 고 문 헌 122
부       록 140
ABSTRACT 145
</body>

