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Impact of Rural Village Consulting Service Quality on Resident
Satisfaction and Business Performance
- In Case of Muju County in Jeollabuk-do -

Baek, Koung-Moon * Jang, Dong-Heon'
General Graduate School, Chonbuk National University
"Division of Agricultural Economics and Food Marketing, Chonbuk National University

ABSTRACT : The study aims to measure the quality of consulting services for village-building projects in rural areas. To this end,
the government wanted to analyze the impact of the quality of service on residents' satisfaction and business performance in villages
that are receiving consulting services. As a result of the empirical analysis of the case areas, the five-dimensional tangibles,
reliability, assurance and empathy of the quality of consulting services in rural villages had a defining influence on the residents'
satisfaction. And the residents' satisfaction of consulting services had a defining influence on the business performance of the village
with tangibles, reliability, and assurances. The main implications presented on the basis of these results were analyzed that it was
necessary to universalize the assessment of service quality, to strengthen the burden of the village on the cost of consulting services,
and to induce participation through a sufficient understanding of the villagers' business.
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Figure 1. Research Model
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Division Variables Questionnaire Analysis questionnaire Scale

Tangibles(A1-AS5) 5 3
Reliability(B1-B6) 6 4
Service quality Responsiveness(C1-C6) 6 4

Assurance(D1-D6) 6 3 Interval scale

Empathy(E1-ES5) 5 3 (Likert 5)

Resident satisfaction Satisfaction(S1-S3) 3 3
Business performance Financial performance(P1-P3) 3 3
Non-financial performance(F1-F3) 3 3

General characteristic Business type, Consulting seryice, Gendf:r, Age(}fears), Education, Village position, Nominal scale

Residence period, Settling type
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Table 2. Demographic characteristics
Division N % Division N %
Male 39 54.2 Leader 14 19.4
Gender .
Female 33 45.8 Village position Committee management 10 13.9
30 6 8.3 Office manager 4 5.6
40 18 25.0 Resident 44 61.1
Age 50 25 34.7 Less than 10 years 20 27.7
(years) 60 15 2038 _ _ 10-20 9 125
70 9 11p | Residence period 20-30 8 111
Below high school 42 583 Over 30 years 35 48.7
Education College 11 15.3 Settling type Native 46 63.9
Graduates 17 23.6 Return farm 26 36.1
Graduate degree 2 2.8 Total 72 100.0
Table 3. Business and consulting services of survey village(Multiple response)
Business type N % Consulting service N %
Accommodation 48 23.8 Resident education 48 23.8
Food 42 20.8 Promotional marketing 32 15.8
Experience program 71 35.1 Development of experience program 62 30.7
Agricultural products sales 39 19.3 Food and processed products development 46 22.8
Agricultural processing sales 2 1.0 Online sales, accounting management 14 6.9
Total 202 100.0 Total 202 100.0
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Table 4. Validity and reliability of service quality

0.822, HH-8-4-2 0.766, E11Ad-e
el A8 =7} Ak
FEuLS AL Au| 2o thE FUvEa ARYA
o] 81w A& 7lede HAAIE <Table 5>
2. A5 ARAHES A= KMo 0852,
Bartlett®] T84 HAAAE 533.710, F25FL 0.0000]
R, 8AEAe Ay sJ™AAE AFHLZLTL
0.872~0.791, HIAFHAAT=  0.831~0.726, FRITE2
0.784~0.726 0.2 B FQJc}h =3 Bl AuEe A&
AR 31.053, HIAFAALIAE 26763, FHITNEHS
23.7830]Atk. ®E3}F Cronbach a 34 A2 A3} 0.925,
HIAEAZ77F 0917 183l FHINEEo] 0776202 Al

2=t Ygiek

0.807, 3442 0.7612

Variable Factor loading Eigen-value % of Variance Cronbach «

A3 0.858

Tangibles A2 0.838 2.574 15.142 0.819
A4 0.713
B5 0.798

Reliability Bl 0.740 2.795 16.440 0.822
B2 0.709
B3 0.636
C4 0.743
; C3 0.725

Responsiveness o 0719 2.438 14.340 0.766
C5 0.638
D4 0.811

Assurance D5 0.793 2.288 13.459 0.807
D3 0.667
E4 0.808

Empathy ES 0.801 2.055 12.087 0.761
E3 0.535

Kaiser-Meyer-Olkin Measure of Sampling Adequacy=0.752 Bartlett’s Test of Sphericity Approx. Chi-Square=597.989, d.f=136,

Sig=0.000

Note: Reliability(B4, B6), tangibles(Al, AS5), responsiveness(C1, C6), assurance(D1, D2, D6) and empathy(El, E3) are excluded from
the factorial analysis process.

Table 5. Validity and reliability of business performance and resident satisfaction

Variable Factor loading Figen-value % of Variance Cronbach «
P2 0.872
Financial P1 0.815 2.795 31.053 0.925
. P3 0.791
Business performance 1 0831
Non-financial F3 0.820 2.409 26.763 0.917
F2 0.726
S1 0.784
Resident satisfaction S2 0.773 2.140 23.783 0.776
S3 0.726

Kaiser-Meyer-Olkin Measure of Sampling Adequacy=0.852 Bartlett’s Test of Sphericity Approx. Chi-Square=533.710, d.f=36, Sig=0.000
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Table 6. Multiple regression of service quality and resident satisfaction(H1)
Dependent Independent Unstanda.rdlzed Standarfhzed ‘
variabl variabl coefficients coefficients t Sig. Tolerance
© © B Std. Error Beta
(Constant) 0.559 0.475 1.175 0.244
Tangibles(H1-1) -0.253 0.105 -0.217 -2.403 0.019 0.754
Reliability(H1-2) 0.410 0.110 0.390 3.711 0.000 0.550
Resident -
satisfaction Responsiveness(H1-3) 0.109 0.114 0.094 0.956 0.342 0.629
Assurance(H1-4) 0.340 0.102 0.334 3.338 0.001 0.608
Empathy(H1-5) 0.232 0.100 0.220 2318 0.024 0.673
R?=0.600, Adjusted R?=0.569, F=19.778, p=0.000
Table 7. Regression of residents' satisfaction and business performance(H2)
Unstandardized Standardized
Dependent variable Independent variable coefficients coefficients t Sig. Statistics
B Std. Error Beta
Financial (Constant) 0.057 0.514 0.112 0.911 R?=0.331, Adjusted
. . . R2=0.322, F=34.658,
performance Resident satisfaction(H2-1)]  0.844 0.143 0.575 5.557 0.000 p=0.000
. (Constant) 0.571 0.434 1.316 0.192 R?=0.383, Adjusted
Non-financial R*=0374, F=43.503
performance Resident satisfaction(H2-2))  0.799 0.121 0.619 6.596 0.000 ’ p=E) 000 B
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717F = Atk Holt}.

TEUHS AR ARl FHo] BIR|FH el T 2 AFolA AAE A7 g AR 2
e ] gk 7H H3-6~H3-109] AZZA §84, = oSy 2tk A, &0 AdE] Auxs EHe
A4 4T Fo4FE 0.05 °l3kE HIAIFH A FHINES 7b(+)~/] FEFE PHTE JHEHDS B4E
of gt HdFS vHAE HoE YEeht 7Hd H3-6, , Aulz FH9 /134, /dﬂ*é, FAd, A0l F
H3-7, H3-9% AH=HSE T2y {FEAHS HAFHA Rk H(He] FFE Pt As & Utk 1
ol Fo] @S FAUTh =T v T8 o Ay 1h-gd A e 717 ESE Eﬂ ol olfr&=
FF 0.05904 frefskA °-‘°P 7Vd H3-8, H3-10& 717} AR AL vs =53 kel gk oig
Atk AFAQTe} v AR A" S|Akel dAY RgPaare] Av, 7 T8 A F7H AR 044/\]74
E] FE 2= #FeHy, wEvke A" A& E o AR o] ApA| e Asle)l PA ) SR L=
Hog FYPH 3, FRIES iFo] AslEUA, S742<I 21| Ago] Frjjr o] FiH o E HHRES] AH]2 A
A" T2 RO AHEIAG FHol F ol gk o] 4 g3tE Zlog AdHo =4,
aNES & F Ik FHNEE AgATel] B(He FFE wxve= 7

(H2)o] EA4Z23, AHE An|x vkEo] AlGAdTe] &

V. 00F oi mi= (He VFE A= AoE YT S HEA" AHx
CeT N == of the MEETL HSFE AAIL BolR S on
o AR, FErRS A" Al FEL AFG A ol

AT F2Y AY 4E A vneTEr7F 4 ABHY s vHTE 7HEM3) EE AR
HHA AAME Au2E Adite vkgo] Frlsta 9 Al F4 T 73A, AR, FAol ARl 4
o =3 FEukE 744" Aujs B89 FRE O He IS FAt T8y iR e BAR
AT Utk Ty ET&ule AAdEe Mulx 87} o2 Fo3tA k=, ol %ﬂb Ardd el 7
S7Fta JARE, AFA] olF BARAR FErE T AR TFolu nkea T AR A&, AL
FUEL UFE AEA Y A" Avlxe 24 g o] Ana 71 gl t&%‘éﬂr k&Rl of
Table 8. Multiple regression of service quality and business performance(H3)

Dependent Unstandardized Standardized
epjc © Independent variable coefficients coefficients t Sig. Tolerance
variable:
B Std. Error Beta
(Constant) 0.609 0.853 0.714 0.478
Tangibles(H3-1) -0.444 0.189 -0.259 2348 0.022 0.745
Financial Reliability(H3-2) 0.316 0.198 0.204 1.593 0.116 0.550
r}nﬁi Responsiveness(H3-3) 0.196 0.205 0.115 0.956 0342 0.629
perlormance Assurance(H3-4) 0.694 0.183 0.464 3.802 0.000 0.608
Empathy(H3-5) -0.060 0.179 -0.039 -0.332 0.741 0.673
R’=0.402, Adjusted R?=0.357, F=8.879, p=0.000
(Constant) 1.120 0.714 1.5690 0.121
Tangibles(H3-6) -0.485 0.158 0322 -3.066 0.003 0.745
Nonfinancial Reliability(H3-7) 0.643 0.166 0.474 3.881 0.000 0.550
Zﬁfoﬁ::clz Responsiveness((H3-8) 0.206 0.171 0.138 1.204 0.233 0.629
P Assurance((H3-9) 0.382 0.153 0.291 2.502 0.015 0.608
Empathy(H3-10) -0.093 0.150 -0.069 -0.621 0.537 0.673
R°=0.458, Adjusted R=0.417, F=11.149, p=0.000
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