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A Study on the Service Quality of Management Consulting of Traditional Korean Markets and
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Abstract

This study investigated the influence of the quality of a business management consulting service and the mediating effect
of utilizing a business management consulting service. For this purpose, data was collected from 200 self-employed workers
of the Moonchang market in Dasejun, the Yongdap market in Seoul and the Jatgeoeul market in Gapyeong. The result of
the study are as follows. First, it was found that the quality of interaction, the quality of the result and the quality of the
physical environment have significant influences over peoples’ financial aptitude. Second, it was found that the quality of
the interaction, the quality of the result and the quality of the physical environment have significant influences over peoples’
non-financial aptitudes. Thirds, the evaluation of a mediating effect of utilization of a business management consulting
service on the relationship between the quality of a business management consulting service and business performance
showed that it has a significant influence in all ways and so this, proved its mediating effect. Therefor, as one of the means
to activate traditional markets in Korea, it would be beneficial to actively introduce a business management consulting
service and this would achieve a better performance through efforts to change the perception of employees and consultants
about post-management of business management consulting services.

Key Words: Traditional market, management consulting, service quality, management performance, consulting
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<Table 1> General items of the subjects

Classification (1210) %
Agriculture/Fishery 23 12.0
Manufacturing business 63 332
Type of business W.ho¥esa¥e and retail/ 60 316
Distribution
Service industry 44 232
Less than 3year 15 7.9
3~Syear 61 32.1
Years of working 5~Tyear 47 247
7~10year 34 17.9
More than 10year 33 174
Less than 1month 25 132
1~2month 97 511
2~4month 31 16.3
Period of consulting
4~6month 24 12.6
6~8month 12 6.3
More than 8month 1 0.5
Follow up management  Yes 69 363
after consulting No 121 63.7
I do not need it at all 10 53
Not required 44 232
Ne‘:ﬁagigf:i‘;m P Normal 66 347
I need it 42 22.1
It is very necessary 28 14.7
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<Table 2> Factor analysis and reliability analysis of variables

- - o ,
Component Details Compqnent Com.munallt Eigen Au of  Cronbach’s
Matrixs ies values variance o
Consultant had expertise and experience .839 798
) I believed in the consultant and could depend on it .844 786
In(t)e;zlcittl}(l)n Communication between consultant and staff was smooth .880 .666 6.611 27.862 .882
Consultant provided the service at the appointed time 871 655
Consultant was sincere and kind 852 740
Consulting practices can be applied in the field .880 .833
. Completion report of consulting was made faithfully .889 .808
Result Quality . - . 2.430 26.456 915
Implementation plan of consulting was specifically suggested .859 .890
Key performance indicators were achieved when planning consulting 925 .698
Consultant had the hardware needed for consulting .896 .841
P.hyswal Consultant had the software needed for consulting .879 .888
Environmental ) . o 1040 23228 924
Quality Consulting firm had the right facilities and atmosphere 911 797
Time and place to provide consulting was convenient 917 776
KMO=0.835, Bartlett: 2292.662 (df=78, Sig.= .000), Cumulative % variance=77.546%
Sales after consulting increased .887 752
) ) Operating profit increased after consulting 902 685
Financial Debt ratios decreased after consulting 871 .829 5.236 40.209 906
Performance
Cash flow improved after consulting 871 .824
After consulting, securing funding became easy 892 730
After consulting, new customers increased 913 810
. After consulting, customer satisfaction increased 916 797
Non-financial - icati 1.841 38.426 927
Performance After consulting, communication between departments and 879 906 . . .
staff became smmooth
After consulting, efficiency of business management improved 911 .820
KMO=.813, Bartlett: 1606.600 (df=36, Sig.= .000), Cumulative % variance=78.635%
Management has a strong willingness to reflect on the
. 942 720
results of consulting
Consulting The results of consulting was reflected immediately 923 .833 4,004 20,081 037
Utilization We plan to reflect consulting results in the long term 914 876 ’ ’ ’
We are using consulting results well for actual work 909 .900
Staff training is active to reflect consulting results 922 837

KMO=0.854, Bartlett: 887.921 (df=10, Sig.=.000), Cumulative % variance=80.081%

74y E8xd gk g8 98N A el w3 rieto] &4 A8 7hssith, < 74 A8 R I S
o] QolEAo] HLE Ut KMOZEE 854, Bartlett®] s AU, FAEE Aegrte] FAIH R AAIEHA
Pd AR = 887.921, T2 00022 Q2174 9] o, A" o Ag A BxE 99 AR E @
3 At 2 oE Yeltt T FA4F AW E2 80.081%, AEATPE AR ERAd Rl g A
AFEE 93702 Jeht S350 Ak eldidwt Al AMHEE 7AM"d 2R3 sl=dols 251 dnp, A
28-S Rl AYEE AXEY Ha3t AT EY S zH= ATk, A

7} WMol tigh A e A EE o 2o JS AYARE A Al B9718 Z5a ISk, AAH
2 g E A o] AEEGe AHHEE AEXXZ AL 7 < Algshes Al FA7E delstthE AT
I AP, AHEEEE W1 oA = ey, AMdE Agdzte] 291 5 A
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T/3stATt. BIATA A el gk AR de AdY F 4l Bl Zleg EAEeH, EASE A AF-Ad
T2 AHATE STtelek, AAE" F AN Fot o] ZFAAA (= 801, p<.001)0A 7HE =& FdS vE
Ak, A § A e HA7E] SJakiEo] dgsiR WAL, TR A edEd ) 1Y 285 (=.783,
th, HEY & G a8l AR 3Tt p<.001y7} =& HHAE Z2te 202 Tt
A4y e =0l tigh A2 HINe 14" A%
of thgh A WFA7F =2 Holrh, U s 5 4. ZHZME MU|AFZO0| ZEEnol| n|Xl= dg =4
Zh el wkgaidity, A" s Ar1HoE A BEHAE MujaFde] Aol mAe S ot
g Algoelty, AMY AAE AA Gl & st al7] flete] AFHAALAY MRIAFAEL 821 AT AEF
Ark, AAY Ae] iG-S S8l AYaso] gdsitp R 2, ANFR, YA FE R s, A E
T3t TEUTE Aol 3]F1EAS AAslen, 440 =
<Table 4>} 7t}
3. ZYZME AMH|AEER, YT} ZME 23 21| & AR AMu|aFdo] AR nAle FF 4
2 24 A ArgEo] 73.9%% UERton, 3942 FAHCE
2 AT e NG S e Bt AlE o] A ot o2 YERATH(F=178.995, p<.005). B3t 7t S5
S Fetslar, ztzke] QRlE 7hel Ay s & o] fFodE Al flete] giE AuE A g
A3t7] fete] FAAAREA S AU B4 Ade F4(=3.071, p<.005), A7}FH(=8.215, p<.005), &4
<Table 3>°| AA8ISATE 2t @Qle] AR A o7 SHAEH (28.533 p<.005)°] AF-2/d el Frelgh e m
o] aQlo] folg<E p<.05 olstollA BAA fFodE Ae AR Uehsth pats AWEY F5AEEE 138,
<Table 3> Correlation analysis
Interaction . P.hysical Consultin Financial Non-financial
Quality LGSO Env(lgrzzfint;ntal Utilizatior% Performance Performance
Interaction Quality 1
Result Quality 292%* 1
Physical Environmental Quality S55%* 633%* 1
Consulting Utilization 522%* A18%* 783%* 1
Financial Performance S16%* WAk 801%* ST7H* 1
Non-financial Performance T13%* 246%* 594%* 596%* 509%* 1
Means +SD 3.64+0.82 2.58+1.08 2.62+1.04 3.07+1.03 2.56+1.00 3.61+0.86

**p<0.01

<Table 4> Regression analysis of service quality of management consulting and management performance

Unstandardized Coefficients Standan.iized
Classification Coefficients t p
B SE. B
Service Quality (constant) -198 179 21,108 269
of Interaction Quality 170 055 138 30715 002
Management Result Quality 368 045 397 g215% 000
Consulting Physical Environmental Quality 456 053 474 8 5334+ 000
R= 743, AR™= .739, F=178.995, p— 000
Dependant variable: Management performance
Servics Quality (constant) 1.007 1.96 5.133 000
of Interaction Quality 571 061 539 9.410%%* 000
Management Result Quality 130 049 163 26475 009
Consulting Physical Environmental Quality 330 059 398 56215 000

R’= 581, AR’= 574, F=85.857, p= .000

Dependant variable: Non-Management performance
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<Table 5> Mediating effects of consulting utilization

Significance verification of parameters

Indepfz ndent Model Sum of squares df Mean squared F p
variable
Interaction Regression model 54.897 1 54.897 70.357%** .000
Quali Residual 146.689 188 780
ity Sum 201587 189
Result Regression model 35.299 1 35.299 39.908*** .000
Quali Residual 166.288 188 .885
ity Sum 201587 189
Physical Regression model 123.472 1 12.472 297.163%** .000
Environmental Residual 78.115 188 416
Quality Sum 201.587 189
dependent variable: consulting utilization
Mediating effects of interaction quality, consulting utilization and management performance
Indepfa ndent Model Sum of squares df Mean squared F p
variable
Regression model 51.250 1 51.250 68.261%** .000
1 Residual 141.148 188 751
Sum 192.398 189
Regression model 76.286 2 38.143 61.430%** .000
2 Residual 116.112 187 621
Sum 192.398 189
predicted value: (constant)interaction quality
predicted value: (constant)interaction quality, consulting utilization
dependent variable: management performance
Mediating effects of interaction quality, consulting utilization and non-management performance
Indepfz ndent Model Sum of squares df Mean squared F p
variable
Regression model 72.344 1 72.344 193.962%** .000
1 Residual 70.120 188 373
Sum 143.463 189
Regression model 82.163 2 41.081 127.398%*** .000
2 Residual 60.301 187 322
Sum 142.463 189
predicted value: (constant)interaction quality
predicted value: (constant)interaction quality, consulting utilization
dependent variable: non-management performance
Mediating effects of result quality, consulting utilization and management performance
Indepfz ndent Model Sum of squares df Mean squared F p
variable
Regression model 104.432 1 104.432 223.192%** .000
1 Residual 87.966 188 468
Sum 192.398 189
Regression model 121279 2 60.640 159.447%** .000
2 Residual 71.119 187 .380
Sum 192.398 189

predicted value: (constant)result quality
predicted value: (constant)result quality, consulting utilization
dependent variable: management performance

ANEL 397, BRARAEFE 4402 BolH @4 F4 A A AREel 76.2%= YERoH, S914E SA4

of ATAYe /b 2 JPUL VAL 02 Yekdrh, 2 I 202 LreRlrhE=85.857, p<.005).
ARAAY A= do] MR ML B B Fuie] folde DR SISl @ A
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<Table 5> Mediating effects of consulting utilization (continued)

Mediating effects of result quality, consulting utilization and non-management performance

Indepfz ndent Model Sum of squares df Mean squared F p
variable
Regression model 8.648 1 8.648 12.150%** .000
1 Residual 133.816 188 712
Sum 142.463 189
Regression model 50.577 2 25.288 51.464%** .000
2 Residual 91.887 187 491
Sum 142.463 189

predicted value: (constant)result quality
predicted value: (constant)result quality, consulting utilization
dependent variable: non-management performance

Mediating effects of physical environment quality, consulting utilization and management performance

lndepf: ndent Model Sum of squares df Mean squared F p
variable
Regression model 123.511 1 123.511 337.073%*** .000
1 Residual 68.887 188 366
Sum 192.398 189
Regression model 124.752 2 62.376 172.432%** .000
2 Residual 67.646 187 362
Sum 192.398 189

predicted value: (constant)physical environment quality
predicted value: (constant)physical environment quality, consulting utilization
dependent variable: management performance

Mediating effects of physical environment quality, consulting utilization and non-management performance

lndepf: ndent Model Sum of squares df Mean squared F p
variable
Regression model 50.271 1 50.271 102.513%** .000
1 Residual 92.193 188 490
Sum 142.463 189
Regression model 56.573 2 28.286 61.584%** .000
2 Residual 86.891 187 459
Sum 142.463 189

predicted value: (constant)physical environment quality
predicted value: (constant)physical environment quality, consulting utilization
dependent variable: non-management performance

2834 (=9.410, p<.005), AZFZ (=2.647, p<.005), & Fo] oS el oA e Ed Y EE = 000, 2
A FA (1=5.621 p<.005)°] HIAF-Z Aol Fe]et o HEH AAHEEE 000, BXIEEL ALY EEE 000
S A= AoE YERIT Bake A EW JsAeEd 02 BF p<.059] F5E Wel dRenz fost 2o
539, A4 163, ERAEEEE 39802 s gEA 2 s 4 Qo
o] MAIFE-A A 71 F YL wR= AoE YeRth FeAEEA, AAEd, 2 14Y g8
= SYHTE AFHAAE SE5ULRE 3 7Y 139 2
5. ZIME 2ol it 24 29] fogE A3E FUsid F 7R B4 Ay BF
w7 3AEAE HE] HeiM e TAHCE e p<.059] & ol e nz fojnst I3 A=
gelgof it} o] zF ©HAl9] 4] At folshA] %o ek = Qo B de e, 2954, SeASEE
A o] % WAE Rdsk= Zlo] w7t §I7] wiitolth. 4 Aa 249 FEEE SPAFE v E SE5HS
74" Mu|=Fd g He] YF AAlNA 1A & 2 3 2y 13 2Y 29 folgdE AH4E gRlstd F+ 7t
S59 vy a3} A5 A3 <Table 5> 24th. A A A BF p<.059] 9 ol dlermg fof
7 o
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