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A Study on the Satisfaction of Consulting using SERVQUAL Form
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Abstract This study compared and validated consulting satisfaction analysis between consultants and
participating companies in relation to consulting. The objective was to analyze the different perspectives
on what consultants think of satisfaction and how businesses think of satisfaction to achieve the optimal
improvements and to improve the quality of consulting. To explore ways to improve the quality and
satisfaction of consulting, this study evaluated five service quality measures. After consulting, the
research method aimed to determine what is required by the enterprise based on the SERVQUAL
perspective, find key factors for how to address these requirements, establish evaluation criteria, and
measure the satisfaction of consulting. The results revealed no statistically significant differences in the
detailed measurement item type, reliability, responsiveness, reliability, and empathy for the quality of
consulting by enterprises and consultants. Comparative analysis of the consulting satisfaction on the
SERVQUAL items by companies and consultants showed that companies and consultants had different
opinions to improve the consulting quality and satisfaction. Therefore, it would be important to narrow
the differences on this and establish a structure, in which consultants and businesses cooperate with

each other.
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Table 2. Quality of Service Scale at Five Levels

Dimension Explanation
. Appearance of Material Elements, Personnel,
Tangibles s )
Facilities, Equipment, Documented Data Status
Delivering Accurate Performance, Delivering
Reliability Promised Services, and delivering Error-Free

Services

Responsivene

o Instant Response, Rapid Service Delivery

Belief in the Content and Format of the

Confidence service, Belief in the Quality of Service

Smooth Communication, Full Understanding of
the Customer

Sympathy

E99) A% 2532 %
Bl A A
o= ekt

Table 3. Quality Satisfaction of Small and Medium-
Sized Enterprises consulting on SERVQUAL

[tems

Dimension Criticality Mean Importance Ranking

Tangibles 3.70 4

Reliability 3.66 5
Responsiveness 412 2

Confidence 3.81 3

Sympathy 4.20 1
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Table 4. Consulting Quality Satisfaction of Consultants'
SERVQUAL Item

Dimension Criticality Mean Importance Ranking
Tangibles 3.92 3
Reliability 3.84 5
Responsiveness 4.42 1
Confidence 3.87 4
Sympathy 4.24 2
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