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ABSTRACT

It is increasing as time goes on that the importance and the demand of
management consulting providing the competitive advantage for manufacturing
companies & service companies. However, the customer satisfaction(CS) is being
not directly proportional to the continuously growing market of the Management
Consulting(MC). In a point of view that the affair of the MC is independent
professional advice for achieving the objectives customers pursue, it is an essential
subject to improve CS for the service quality of the MC. By utilizing those, the
MC companies & the management consultants can open the possibility for
improvement of CS and customer loyalty, the customers can achieve the
competitive advantage owing to effective & efficient MC. In this paper for these
subjects, we applied the SERVQUAL model to measure the SQ of MC, analyzed
the validity for the dimensions, researched the differences of the effects of the
dimensions on CS , the correlation between measured SQ and CS, the correlation
between measured SQ and CL. In this study, with regard to the measurement for
the service quality in MC, as we investigated, in object, team leaders influencing

consulting purchase and the executives or CEO playing decision-making for that.



had

k=AY

Fig

=

19573 7]

[e)

pu

A

45

el

: Management Consulting, Service, Service Quality,
Customer Satisfaction, Customer Loyalty
A &
Setere] A9A

[Key words]

I.

%MO»E%ﬂmxﬂmr%ﬂa%ﬂM@M ok o B MR e X
] =~ Tl X 0 = [ry .~
P3P ilrrne i Rers 2t wmx o IFauw
L2y pegrEWHE T wmw T g doo T oo g W
o MMy EPT TR T P FET AT
a = 0 o Y f
PR Elnanedlas L% Tuw PE T
SRR R E T Ny SR
AW F IO T HY B g TR TR MTE
BT pr® f P gy RET ggle AW
A R O T %&W%%Mﬂ
ol W 7 PEFF LT T Tom s~ PO X
A AR R R T e gty oo T ®E
o N o X 7,40,%;9_@}]1_0_3& Lu;oL],mﬂ]rg.Ei
. HEMXIE,mﬂo t,wc_o,AA,._,mu‘MQ-ﬂL ﬂEoABo;oA
ML_L%TlﬂﬂﬁoﬂuJﬁ%J%% o o W o
‘R < oo./dﬂﬁomﬂ‘mﬂoﬂm.aaoL,Pol Eq Jm_.uia ,ﬂLododn
cELEET TR BT T TIRE gy
FpeweRy2fasdve By et gy
D I - BN B e A A
PEEE TP Ry E s o Y T T s
ﬂﬁ@%ﬁ%%ﬂ%gmima%ouww ﬁm“gﬂmuﬂw
N T T I T L R B ey
REBPLT oINS TR A sTMG L ow
.AMzT_XUrmo .ﬂIHToTMﬂ wr JIQ%LI ,ao,mﬁoﬁél;oAME
_E/K\ﬁn*ﬂ,_ﬂwaﬂdluawu_uuﬁomﬁwdaamuﬁéﬁ7 Heﬂrﬂﬂogeiomr_wh
f o ~ < T - — = =)
Te LT EL T S pa s Rk eEr EEENTTE
aaeg_amwlﬁaaﬂA,%lm_o!nmeﬂﬂ_.ﬁdo doonnmogege,_tﬁo
Me,;oﬂo orﬂ&ﬂeﬂﬁﬂm,ﬂﬂ@ri%ﬁo ﬁoﬂezﬂoz,__.iq‘_t
[ — —
e SR AV A S - B S
1 1] T Gy ~ ) )
O Rl mE UV e B g Ty
WTALt)ﬁo%LAEQU..*\UI,_MHqC_E_SMA_Wquaﬂedﬂnﬂ%eo“ﬁn
SO0 _wlorred ok _ 2R o Tap
ut(KAoﬂazT.Nri o T o < ﬂma_ﬂﬂ‘_
%o o s T o 63 ® X P oof W FTS: o
SN LT X TN TRBEOT®BHW Joowy oy R oo R



2
.
v}

>

e fr =2

o =2

— X
v

o 2

d

2 on _\'-li]l

N

N

Nt

.-ﬂo&

2.1 SERVQUAL = 3§

PZBD(1988, 1991)= Oliver(1980)¢] 7ItHEYX] R} Ar|2FEE 7IHE AfH|
29l A3 AMujzof] 93] o]FojWy e Grenroos(1984)e] ATFE V22 Y
SERVQUAL2C|2te RS wldstgy, o] 28-S PZBo| 9Ja)A 1985~1988% Alo]
of vlxelARES A FxE F, 1990 Zwrol] FHE AT o] R¥oM= Aulx
FA T89S %70 10708 29107 EE8PoLt o] thA] olegf o 5749 &
oz g ket

o -{ﬂl

<3t 2-1> SERVQUAL =3¢ AMu2~Fd 4892 5714 24

No 49 o]
1 21 %]/ (Reliability) okzgl AN A2 WA & AGoetA A Bets S,
2| Sa4(Assurance) | MHI2AFASE] A4, AF, We, A AF .
3 % /3 (Tangibles) A A A, ARUA M T S| o8,

4 3374 (Empathy) aAA AJNA wlHE AFshe 4.

5 | ™-$-4(Responsiveness) | 7170] 1AL 3 Z7} AH|2E AFeE 59,

SERVQUAL =& AAJE 57FA] Apdel thstef 22789 FFo02 o] Fofx that<l

1) PZB: SERVQUAL<S #<¢tst 38-#}el Parasuraman, Zeithaml, Berry2 & HAxZ G734
8o, ( AUAAYG oM o] ofAE ol AHEEH)
2) SERVQUAL: "Service + Quality”2] &4 .
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@® Tangibles grce%\ie
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