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A Study on the Quality Determinants in
Management Consulting
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the outcome from the chosen consultants.

i Abstract ®

This paper Investigates the service quality determinants in management consulting. Quality dimensions in
SERVQUAL research, as well as several dimensions specific to the consulling service, have been reviewed, A survey
has been conducted by carefully developed questionnzires for the hypothesized eight aquality dimensions.

The results of the statistical analyses support the eight guality dimensions in the consulting service : reliability,
assurance, responsiveness, empathy, ethics, participation, communication, and reputation. The results demonsirate
that reliability, assurance, participation, and reputation are espeacially influential in determining customer satisfaction.
The research results provide useful insights for a customer in assessing alternative service providers and foreseeing
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