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Abstract The era of digital transformation is rapidly emerging in industries and academia, including finance
and logistics, and the consulting market for digital transformation is also growing. According to previous
studies, the need for digital transformation is also mentioned in consulting institutions. In this process, the role
of consultants should be changed according to the times, and customer relationship management and attitude
toward customers are emphasized. However, consulting research has the point that research on this has not
been studied in depth. Therefore, the purpose of this study is to develop an element of attitude focusing on
consultant attitudes in the field of digital transformation. As a result of research using literature analysis and
modified Delphi techniques, ‘customer orientation’, achievement orientation’, professional dignity’, ‘maintenance
of expertise’, and ‘ethics’ were found to be key attitude factors. This study is meaningful in that consultant
attitude elements in the digital transformation field were explored and developed by verifying content validity,
and consultants in the digital transformation field can recognize the importance of attitude and use it as a
basic tool for capacity improvement.
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Confidentiality Kim et al.(2008)

Prohibition of providing false results

Kim et al.(2008), Appelbaum&Steed(2005)

Prohibition of exaggeration of results | Kim et al.(2008)

Responsibility for the result Brooks&Edwards(2013)

Kim et al.(2008), Ko(2006), Joshi&Kuhn (2007), Basellier&Benbasat(2004), Green(1989),

Consideration for the customer

Kim et al.(2008), Davis&Schoorman(1995), Popa(2005)

Prohibition of additional fee Kim et al.(2008)

Sincerity and dedication

Ko(2006), Joshi&Kuhn(2007), Basellier&Benbasat(2004), Green(1989), Davis&Schoorman(1995),
Popa(2005), Block. P(1981), Kumar, Simon&Kimberley(2000), McLachlin(1999)

Understanding customers

Joshi&Kuhn(2007), Rhim et al.(2005), Park(2004)

Listen courteously Allen&Davis (1993)

G.Y.Kim.(2008), 1.5.Kim.(2018), E.J.Lee.(2012), H.S.Y00.(2015), Y.S.Bae.(2013), Rynning(1992),

Value Allen&Davis(1995)
Motivation Ko(2005), McLachlin(1999), Appelbaum&Steed(2005)
Loyalty McLachlin(1999)
Absorbed Ko(2005)
Modesty Brooks&Edwards(2013)
Self-pity Brooks&Edwards(2013)
Auditing the customer Brooks&Edwards(2013)
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Table 4. Results of the 1st delphi survey

Representation Clarity

Attitude Factors AR Starjdgrd CVR P Staqdqrd CVR Result

Deviation Deviation
Customer orientation 4.90 0.30 1.00 4.90 0.30 1.00 Adopt
Achievement orientation 4.70 0.46 1.00 4.60 0.49 1.00 Adopt
Professional dignity 1.80 0.40 1.00 4.80 0.40 1.00 Adopt
Confidence 3.20 1.33 -0.20 3.40 1.00 -0.20 Reject
Self-control 4.30 0.90 0.80 4.30 0.78 0.60 Adjust
Ethicality 4.50 0.50 1.00 4.80 0.40 1.00 Adopt
Respect for customers and others 4.50 0.50 1.00 4.20 0.40 1.00 Adjust
Confidentiality 3.70 1.10 -0.20 3.70 1.10 -0.20 Reject
Prohibition of providing false results 3.70 1.10 -0.20 3.30 0.90 -0.60 Reject
Prohibition of exaggeration of results 3.70 1.10 -0.20 3.30 1.10 -0.40 Reject
Responsibility for the result 4.40 1.02 0.60 4.40 0.80 0.60 Adjust
Consideration for the customer 4.70 0.46 1.00 4.30 0.64 0.80 Adjust
Prohibition of additional fee 3.60 1.36 0.00 3.40 1.36 0.00 Reject
Sincerity and dedication 1.80 0.40 1.00 4.80 0.40 1.00 Adjust
Understanding customers 4.70 0.46 1.00 4.80 0.40 1.00 Adjust
Listen courteously 4.40 0.49 1.00 4.20 0.87 0.80 Adjust
Value 2.00 1.58 -0.40 3.60 1.28 0.00 Reject
Motivation 2.30 1.27 -0.80 3.60 1.36 0.00 Reject
Loyalty 2.50 1.75 -0.40 2.70 1.42 -0.40 Reject
Absorbed 3.60 0.92 0.00 3.40 1.02 -0.20 Reject
Modesty 4.30 0.46 1.00 4.60 0.49 1.00 Adjust
Self-pity 3.22 1.23 -0.40 3.11 1.10 -0.40 Reject
Thank for the customer 4.60 0.66 0.80 4.50 0.67 0.80 Adjust
Maintaining professionalism - - - - - - New
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Table 5. Results of the 2nd delphi survey
Inclusiveness Possibility of development
Attitude Factors o Starjdgrd CVR - Stahdgrd CVR Result
Deviation Deviation
Customer orientation 4.40 0.49 1.00 4.30 0.64 0.80 Adopt
Achievement orientation 4.20 0.60 0.80 4.10 0.83 0.80 Adopt
Professional dignity 4.30 0.64 0.80 4.60 0.66 0.80 Adopt
Maintaining professionalism 4.50 0.67 0.80 4.60 0.49 1.00 Adopt
Ethicality 4.00 0.63 0.60 4.20 0.75 0.60 Reinforce




Table 6. Attitude factors results

High Factors Definition

Low Factors

Definition

Accurately understand the

Understanding Customers

Efforts to understand and identify customer concerns

Customer customer’s needs and carry

Listening attentively

Attitude to focus on customer issues

orientation out the project according to

the customer’s needs.

Thank for the customer

Customer’s appreciation and behavior for their problems
and solutions coming from their resources

To strive, challenge, and

Maintain goal

An attitude to maintain the goals promised to the customer
under any circumstances.

Achi . :
chievement have a strong will to achieve

Challenging attitude

Attitude to use different methods for goals

constantly calm down until

professionalism the project is finished.

orientation - ——
the goal. . Customer's attitude toward completing issues by the end of
Willpower .
the project
o . Admitting that you are less aware of the problem than the
. Maintain words and attitudes 9 youa b
Professional . Modesty customer, but knowing how to handle and resolve the
o to give trust and favor to ,
dignity customer’s problem
customers. - — -
Customer Respect an attitude of raising and valuing customers
a consistent attitude to control oneself under any
Self-control :
Allow the customer to clreumstances
Maintaining The attitude of the consultant to overcome the difficult

Self-objectification

environment by acknowledging the emotions of the
consultant and evaluating the deficiencies on their own.

Good faith

a principled and consistent attitude to solve problems

Responsibility

An attitude of being responsible for the results delivered to
the customer (explanatory, outcome assurance, etc.)

Have a holistic view of

Ethicality whether problem solving is Honesty

Attitude to act upright and without falsehood or
exaggeration to the customer

ethical/moral.

Admitting that there is a problem with the project without
hiding it even if the customer does not request it

22} AL Ak A2 el 9AdE I 4= 9L
o}, SRRk 24} RA FE F 2El PES o 1
H2} 7120 THESLY CVR S 0.8t} 2ol 34 2]
gHo] tha RESE A o2 Yehtt o3t 3ol 4
I} A AR Aol digh Hetolo] gloict.
o] F=of gt AEIHE0] oA S FHH o AnE,
S0 o9l 84 1709 b Zo] ZZARI QJu]ofA
HEsihE Zolglon 4o Bet 271 8 AE ARt
I} 37 84 8ol 2= HFTH o2 HEIT]
oA w}2} Table 63} Zo] A5kt

5. 22

B A7 tXY 1 Aol e tXY Ag Hof
o AYHE HE 248 ASH: Holth. o2 8] &
BARES BAste] F 23709 . R4S mase
olold 4 Wto] A AR SHE 3t 27 A
£ o3 A7 Gols] selo 2Ny oA Al A
B FASAT 1, 2% S Wfo] 2Ajo] 28319
o) AQ7AEY L IT AL o] TAg Ht Hof

I A% A7 g A 7 Zo] v= Y ERIsH3
o}, 22} 39 duto] AR HE7F g AT 9
H ool &= gloH, Y&eddo] Qe tAd A
Hopo] ZAAHHE H 947 L=t

AEA EE dAE He 2ot AHEE e 8
ARE IAAFY, ZANFY, A7t Y, A8 #
A, 1811 24 5ot} Kruger and Teuteberg(2018)
9} Jeronimo(2019)= 71AY 7133 AMLHET} 7|13
T2 1ATA w7} e 85k 7|29 AHHES}
AP AR FHIE 257 sl HslrF asitar %t
o} AP Ao A 43 viel Zo] AEA dE He
[AE v ws] HH vfe FARE QR ZEE o= A
3 ok 338 9J(2008)7F Aokt g2l 3
A2 W AHE 4G FAT AT E

AHET HiEE = AV|R 714" 48 TSt &
2)/dol Tet =AYt HUZ Aot shA|vh, AA @

2]
A
lo ¢
of
18 r
=2
>
o
N,
iy
)
riok
0,
hu
rir
>
N,
oS
=2
i=)
L

AR 17t ek, 3, Aleh7h @75 Aol mhet



10 AASSIT 213 K4S

Z]
&

= R4t A8 ALEolo} k. o mEYe
59} 220] uje} ¥4 4 Qo] A4 A1) A4 1
%1 2 AEA Aslolof e & 4 Schdl B4,
245 FHHolo), WEEHES FZtol AL
quw a1 oo} gl £, S 4
3 o 7] At A7 e H4h ) A
g 2gsto] ARgelof dirk. 7120 FEH R U
7:'4_/}3_,%154 P g4t ANHES 93t 18 2]
A 9 . AEA A A

JPU

lm

el 95 e o8 5 Sl
3, A% AR 94 F 71 2ol 9)
49 Aol AHHES o B o S
QAL £ B8 4 ks Holtt. @
A, UAE A% AHEE A4S LI Y B
SHER AU 29T 4 92 Aol GAE
3 APHE 133 23 4452 H5] Pt o
A o] Bk o 22 A3 PRA U] B3 A

Kol a7k SHH TV A9 ST Aot
(Expert) S2oA: W Wrle] shte AAE gy
7 9 AqgE Ak, ol AldSA 9 B

QA4S 3o F o tAg M Aldiof = 214d
ES &Y o 02 Zlor #do] H & ;‘q_x‘jj%l

AHHE AAZOA L Hu e

TN 285 4 91tk Kruger and Teuteberg(ZOlS)

7 AAGE AR BRYA HEgo] f2d, tAE A

3t Bopol|l A AMHHEE= 594 FAHHES] g7} ofd
= ;ﬂi TEA 2] S |

”JrELﬂi ’(]'7}0}7 ]

sk Ql= A=) e AE7kt Aotk "o #A of
Atk FF HAE Agke] A @l AT vt o
T AT EE B0 R 2ARE A7 28T Ao
oh E3F, & A9 dujo] A2 HE7H 1008
2210l AA WEErG3S SHESIAA|T, e HEo
o5l PR 51014 QolEA o2 LA Bl AZS)
A Faigdct. B AFoliie 74 B4 B A
5o} & Holck
REFERENCES

[1] T. Wijayawardhana & L. Kokina. (2021).

Consultancy agencies as actors within the
digital transformation journey: a case study
(Master Dissertation, Umea University).

[21 L. LaBerge. & C. O'Toole. & J. Schneider. & K.
Smaje. (2020). How COVID-19 Aas pushed
companies over the technology tipping point
and transformed business forever. McKinsey &
Company.
https://www.mckinsey.com/business-functions
/strategy-and-corporate-finance/our-insights/
how-covid-19-has-pushed-companies-over-th
e-technology-tipping-point-and-transformed-
business- forever

[3] Deloitte & Fortune. (2020b). Fortune/Deloitte
CEQ Survey October 2020.
https://www2.deloitte.com/us/en/pages/chief-
executive-officer/articles/ceo-survey-gauging-
priorities.html

[4] S. Fizgerald. & Jimenez D-Z. & S. Findling. & Y.
Yorifuji. & M. Kumar. & L. Wu. & G. Carosella.
& S. Ng. & R. Parker. & P. Carter. & M. Whalen.
(2021). IDC FutureScape: Worldwide Digital
Transformation 2021 Predictions. International
Data Corporation.
https://www.idc.com/getdoc.jsp?containerld=p
rUS46967420

[5] C. Cerruti. & S. Borra. & A. Appolloni. (2019).
Survey of the European Management Consultancy
2018-2019. European Federation of Management
Consultancies Associations.
https://feaco.org/sites/default/files/sitepagefile
s/Feaco.Survey%202018- 2019.pdf

[6] S.Y. Chung. &]J. H. Lee. & J. H. Kim. (2020).
Research on Digital Transformation Strategies



CIX|E Tet 20| ZAHHE B 4 TR0 2ot A+

(10

(11

[12

(13

(14

(15

(16

(17

for the Public Sector. Basic Research Projects,
2020, 1-556.

K. Warner. & M. Wager. (2019). Building
dynamic capabilities for digital transformation:
An ongoing process of strategic renewal. Zong
Range Planning, 52, pp. 326-49.

N. Kruger. & F. Teuteberg. (2016). IT consultants
as change agents in digital transformation
initiatives.  Proceedigs of Multikonferenz
Wirtschaftsinformatik (MKWI), 1019-1030.

C. Jeronimo. & L. Pereira. & H. Sousa. (2019,
June). Management consulting business models:
operations through and for digital transformation.
In 2019 [EEF International Conference on
Engineering. Technology and Innovation (ICE/
ITMC) (pp. 1-6), IEEE.

N. Kruger. & F. Teuteberg. (2018), Consulting
business models in the digital era. Data driven
X-Turning Data into Value, 3, 1273-1284.

A. Brooks. & K. Edwards. (2013). Consulting in
uncertainty . The power of inquiry. Routledge.

O. Lundberg. & J. Sandberg. & D. Nylen. (2020).
The Emergence of Cycles of Innovation and
Alignment in Digital Transformation: Investigating
the Dynamics of Resource Recombination in a
Construction Firm. Proceedings of the 53rd
Hawaii International Conference on System
Sciences, pp. 4904-4913.

D. A. Skog. (2019). The Dynamics of Digital
Transformation. The Role of Digital Innovation.
Ecosystems and Logics in Fundamental Organi-
zational Change (Doctoral Dissertation, Umea
University).

D. A. Skog. & H. Wimelius. & J. Sandberg. (2018)
Digital Disruption. Business & Information
Systems Engineering, 60, 431-437.

F. Zaoui. & N. Souissi. (2020). Roadmap for
digital transformation: A literature review.
Procedia Computer Science, 175, 621-628.

E. Henriette. & M. Feki. & 1. Boughzala. (2015).
The shape of digital transformation. a systematic
literature review.

I. Mergel. & N. Edelmann. & N. Haug. (2019).
Defining digital transformation: Results from

expert interviews. Government Information

Quarterly, 36(4), pp. 1-16.

G. C. Kane. & D. Palmer. & A. N. Philips. & D.
Kiron. & N. Buckley. (2015). Strategy, Not
Technology, Drives Digital Transformation. M/T
Sloan Management Review & Deloitte University
Press. July 2015, (57181), 27.

TIPA.(2011). A Study on the Analysis and
Revitalization of Consulting Industry. Daejeon :
TIPA.

(18]

(19]

[20] D. Butler. (2012). Business development: a guide

to small business strategy. Routledge.

M. Wolf. & J. Sims. & H. Yang. (2015). LOOK
WHO'S CO-CREATING: WEB 2.0 TECHNOLOGIES
EFFECTS ON EMPLOYER BRANDING.

[22] A. Cannings. & T. Hills. (2019). Successful
Consulting in Practise: Why Technical Expertise
is Not Enough. Management Consulting Journal,

2(2), 43-52.
D. M. Biggs. (2018). Becoming a Consultant.
Management Consulting Journal, 1(1), 34-42.

[24] S. B. Parry. (1997). Just What Is a Competency?
(And Why Should You Care?). Training, 35(6),
58-60.

[25] J. Allen. & D. Davis. (1993). Assessing some
determinant effects of ethical consulting behavior:

[21]

(23]

The case of personal and professional values,
Journal of Business Ethics, 12(6), 449-458.

R. D. McLachlin. (1999). Factors for consulting
engagement success. Management decision.

[26]

[27]1 M. Kubr. (1977). Management consulting = a
guide to the profession. International Labour

Organization.

K. Y. Kim. & M. S. Kim. & C. E. Lee. & Y. H. Lee.
(2008). Understanding and Utilizing Business
Consulting Services. Seoul : Cheong-Ram.

S. H. Park. & K. H. Lee. (2009). Consulting
Competence of IT Consultants: Perceptual
Differences between IT Consultants and Business
Clients. [Information systems review, 11(1),
107-132.

(30] J. E. Lee. & C. J. Seo. & S. C. Kim. (2011). A
Competency Model for Management
Consulting: Comparison of the Consultant’s
Competency Specialized in Small Business and

(28]

[29]



12 AASBAT X212 H4S

Large Business. 7The Journal of Vocational
Bducation Research, 30(2), 135-155.

[31] S. P. Kim. & C. K. Byen. & W. H. Ha. (2020).
Review of Management Consulting Research
Trends and Recommendations for Future
Research Direction in Korea. Korean Management
Consulting Review, 20(1), 339-350.

(32

S. B. Parry. (1996). The quest for competencies.
Training, 33(7), 48.

D. C. McClelland. (1973). Testing for competence
rather than for “intelligence’. American
psychologist, 28(1), 1.

(341 D. D. Dubois. (1993). Competency-based
performance improvement . Astrategy for
organizational change. Amherst. MA : HRD
Press.

[35] L. M. Spencer. & P. S. M. Spencer. (1993).
Competence at work . Models for superior
performance. John Wiey & Sons.

[36] S. J. Jee. (2022), A Re-exploring on the
Management Consultant Attitude Competency.
The Credit Card Review, 16(2), 61-81.

371 J. W. J. Murray. & J. O. Hammons. (1995).
Delphi : A versatile methodology for conducting
qualitative research. Review of Higher Education,

18(4), 423-436.

[38] P. L Williams. & C. Webb. (1994). The Delphi
technique A methodological discussion.
Journal of Advanced Nursing, 19(1), 180-186.

[39] C. H. Lawshe. (1975). A quantitative approach
to content validity. Personnel Psychology, 28(4),
563-575.

[40] G. Rowe. & G. Wright. (2001). Expert opinions
in forecasting the role of the Delphi
technique. In Principles of forecasting, Boston.
MA : Springer.

[41] D. S. Park. (2001). Methodology for Educational
Research. Seoul : Munumsa.

[42] S. H. Son. (2016). A Study on the Development
of Key Competency Modeling and Competency-
based Curriculums following Teacher's Professional
Life Cycle. (Doctoral dissertation. Incheon

33

University, Incheon).

[43] J. S. Lee. (2001). Delphi method. Seoul : History
of educational science.

X| 4 #(Sang-Jun Jee) (3|2
20064 29 : ALeaEr|agstE

7| AAA BB EAD
« 20184 29 : AeTElr&tsin
AR BAAR S
(@5
< 20219 3€~3A : st
M - | A" AZERE)
s TAlEol : OAE A%, AB|AZEL 7edd B9
7}, 74"
* E-Mail : goodmanji@naver.com

Z H (Jung-Ryol Kim) (=59

+ 19884 2¢ : A7ddista Ast
(BAIHA

* 19904 24 : A73HietaL ZAlett
(BAgtAD

+2000¥ 8€ : Purdue University
(BAIFERAT

* 20069 8Y~AA : FJhet FAek} W

« TAHEOF : AXNAAE, F8GA, A, 2843,
HEAE. S

* E-Mail : jrckim@hansung.ac.kr

R H 2(Yen-Yoo You) (83

* 19964 24 1 sAHSta AFAA Y

si} (A3, ofotaAh

20074 29 : st W

(gt 2

19819 79~20024 14 : 44

Ag3s] (718, IT, =8, AFH/1Td

=)

* 20021 2¥~20084 84 : F47|d7IeBEATA
9, Y34, CSR, IT, AJHIAR&D, 71&34)

£ 20084 99~@A : TR AT E GBI T

« I Eof 1 Consulting(Strategy, PM, 33E7F, MOT),
7% & YA, Service R&D, Franchise, A|AJAjAk

* E-Mail : threey0818@hansung.ac.kr

@

i)

it

P



