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Gronroos(1984)= 1174o] Z|tfoti= AH| AL} A|lgHr2 AH|AE H|WSH
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9] 7154 FHI AArde] 7led F4 O 7)Y onx|et 2 &
FTAE AR LM (0]e7, 2012), PZB(1988)= AA1EQ] APATLE A
FJ%}O% uAe] MElA Zloiel AH[A ATtel| tigh Q14S Z7dste] 1 Ao

Sl AHIAEAS B $ RS S7iacly 227 SFHSE s

o] o2 SERVQUALe|2t Y stATHHFZ, 2013).

Mu|2~Z2AS =H517] ot =2 A SERVQUAL AEESS 22719
ZIERFgoR A4S, olF tA T FECRE Ui o] Shib= AH|ALR
gt AHRRe] ZHE %7}6}— 2270 FEER Aot ® shis B A
HAZ G tigt S Hrtohe 2270 @555 FAd5Hleh (783, 2005).

PZB(1988)+= SERVQUAL EgoA 571X (G3A, AFA, SFA, 241
49 SR AHA FHo] g AR eH, AHAEE Q1A 7t

7ho] 57h7] A4gle] Flnje} Aake] Afolo] ols] AA T Kokt

SERVQUALIREE O] 57}2] 249 AMH|AZHL off [& 2-4]9t Zr}.
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21 A TS
234
AT [ eema g g, asan AR 42 59 o
ot o5 L= 455 TalL L
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Cronin & Taylor(1992)«= A~ E&(Service Quality)2 =+ A}
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Sfe WaKgom Qo) Ade] Hglon], T AuANYY ABAS #

A EHAE 7lEE AEE S e AeR hiEAl Q.
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< 5ol HEHoR IAA A=l AHA Adaket BE" A A 2
U 27K, AHlA Al oA Aol Adst= Za PHE B Ad adl

SN2 Z2FSIAT(EEE, 2013).
G A 2F AR (KS-SQD ] 84 off [ 2-5]9 2t

(2 2-5] F=Au[2F22(KS-SQD) +42Hd

3 9 KX I
PED BA Aus | o] QUIAE Foto] JuA ohe EAY 879 55
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ABSTRACT

A Study on the Relationships between
Organizational Characteristics of Client and
Consulting Service Quality

Jang, Kwang—Seok
Major in Management Consulting

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

service consulting

Hansung University

The purpose of this study is to verify Relationships between

Organizational Characteristics of Client and Consulting Service Quality.

The study was conducted through a number of prior studies, and
the contents of the research was as follows

Organizational Characteristics of Client are classified into the Client's
own Organizational Characteristics and the Consulting Consumer Factor
which can be appear in the consulting process.

And the relationship between the Client's own Organizational
Characteristics and the Consulting Consumer Factor and the relationship

between the Consulting Consumer Factor and the Consulting Service
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Quality were studied.

For the empirical verification, this study received 128 surveys from
consultants who have experiences in conducting management consulting,

and conducted the analysis based on this.

The summary of this study is as follows.

First, the Client's own Organizational Characteristics has showed a
positive (+) influence on the factors of the Consulting Consumer Factor,
and the three factors (innovation oriented, relationship oriented, and
performance oriented) of the Client's own Organizational Characteristics
all have a positive effect on the understanding degree and participation

degree of Consulting Consumer Factor.

Second, the Consulting Consumer Factor has a positive effect on the
Consulting Service Quality, and the two factors (understanding degree,
participation degree) of Consulting Consumer Factor all have showed
positive (+) influence on Reliability, Assurance, Tangibles, and

Responsiveness of Consulting Service Quality.

The results of this study are as follows. In terms of consultant, in
order to provide high—quality consulting services, it is necessary to
examine and identify the Client's own Organizational Characteristics in
advance. Through that, before consulting started, it needs to be able to
review and implement measures to increase understanding and
participation in consulting, and measures to enhance innovation—oriented,

relationship—oriented, and performance—oriented in Client Organization.
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In terms of Clients, it can be said that it is necessary to secure
innovation—oriented, relationship—oriented, and performance-oriented
resources within the organization and to build up culture, and to secure
information channels for understanding and participating in consulting

when conducting consulting.

Consultants have a responsibility and duty to provide high quality
consulting services under any circumstances. In order to provide high
quality consulting services, various countermeasures suitable for each

company should be sought and executed.

In this regard, this study is meaningful in suggesting the direction of

Organizational Characteristics of Client and Consulting Consumer Factor.

Keywords: Management Consulting, Organizational Characteristics of

Client, Consulting Consumer Factor, Consulting Service Quality
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