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Abstract

This study is the first research for the lawyers’ office service quality in Korea. Several
T-tests” results show that the performance of lawyers office service was perceived much
lower than the expectation of customers. A causal analysis was conducted to identify
which service quality factors influence customers’ satisfaction of the lawyer’s office in
Korea. The results of the analysis show that tangible and empathy service quality factors
are the most important factors for the lawyers’ customers’ satisfaction. Thus, lawyers’
office should invest some money in selecting location and building including interiors to
increase customers’ satisfaction in Korea. And then, lawyers should improve the empathy
quality factor which make their customers feel their law office comfortable and helpful to

them.
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P = AZA], E = 7]thA|

9T =S 2009 A ddeR F4Y AHE
BA3lo] 2= A4l Cronbach %3 (Alpha)s} &=
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the knowledge to answer customer questions)

(Ch 748 SERVQUALZ &gt sAZnt

FEAE B $5E0 F /2 ol Aot 71de A
Higt AJHEA tiEa B 5, ALEY 533 7149
Azt #RAG MHAE Be 502 rejxien agl
3] 1988 7Hetg SERVQUALS] 891 F-5H¢ Hr}
soirt.

Ag4D BU4E L Aol AAA shie) AAg
FA8cl. Parasuraman, Zeithmal and Berry7} 1991
d 3% SERVQUALE(12] AH|x F4& 33kt
ofztel EAlEE 7HR YSithe AL AT 1 adA
& ANFL2A 05| /NF W SERVQUALS 34 A&
‘dell Wi 7|dizt &5 Eobdch 4 SERVQUALA 2l
3] € R85 ARG A R2gko| 5 Au|2v]
gollx 2% 0.5701%¢22 e 27] SERVQUAL B}
4 SERVQUALe] 953 Ro2 Jeixith.

2.1.4 SERVPERF

SERVQUALe ti@d 3 WA =doz B £ 9= A
(3)e] dFolth oL o wE EYETE EdZ 4
Hj2 EAe "= dsld § glod, e g= S
£3] AMEE ‘adequacy-importance EHEAN 83 Z
s g 4 glokm Fgsieint, 53 18-S (AT |u, i
PR} gle] Aula FAS ARAlertn FEEI TS,
SERVQUALSIM A" 2271 44/57) s EUZ 4
Hxgto g 749 A8 SERVPERFS SERVQUALS
$54S vwshe A7<lA SERVQUALS Aol 8 4
7 (e, FEA, A", SAEFE)F 2 7] A
23, H2EFE)oMT A vERtort SERVPERF
£ 4 7] RIET HRe o2 velkton, HEA
A= 9] SERVPERFS] R2%te] SERVQUAL®| R2zkirh
A vebdtian Fgeint

Parasuraman, Zeithmal and Berry(11)¥ Cronin®
Taylor(13)9] H|ge] ©idt AWEe] A A7FAIY}
SERVQUALS AA|at there] datse] AlEe] A
W igdez 3 4302 AR itk Fsich &
3] Cronin@ Taylor(13)7} AM&3F SERVQUAL®] ol 7t
A Agzke) AFATE FARE AL B, ol
o]= sl SERVQUALS Ao} woll& 7ls4de] s
tiz vkt w3 22709 FEES a9 BAale sht

flo

s}

9] 89lo g Zojr BAF Ao tisle thEgn 2 A 7
FARE AAS AA, 87k 891 BMelM @ kA
7B9E Aefstue 9dagld ofs) dyss Bite] 50%¢]
slolct. S, AbEE 8184 (oblique factor analysis)S
Atk sht wRelM Hud H3l3K(reported loadings)
o] 3ME A FHEA FE UAA| HWER] Yt A,
coefficient alphagte] =thx 3lo] DM e] EAHAE
et ok ope} AWA Mu|AFA, ARl 9, g8n
TFolgEg Zizt g Al eg EFgoeM uf$ e 7}
FEE 28l AFEE £AE & ok viwEich

o9} o] Parasuraman, Zeithmal and Berry (11)
7b 2M1E9] SERVQUAL®] 7iddo2 FA7t fitkes &
Ao W3l Cronin® Taylor(3)E ARIE # ohig o
8 dFSo| SERVQUAL® Wit EA™ES AIskE
}.(2)(6) EF oM 71 xMzte] sl AAlEA
dMz mEHACH, UFES 77 ddPEeE ZHY
o2 ARTe 27|71 FobAl AL AR FUI 2}
fr=olX SERVQUAL® SERVPERFE H|@d Aolmz
AfEe 2707 Arbe AL AV oF "Hola whaksisit)

22 HS AL ALRA MHE|AZA

£ A7e WA AR Ml §4 54 JEET
o 7 WIAL AR AMHlx £2E S A F
Hog dx k. AR Faele WIAL AFFAY A
vl FAo A 712AFE A glenz E Are ¥
BA} AV M)A E2 240 PZB(8)7) AEE 22709
29 ZAZ slo] WAL AR ME|lA EA EHYETE
it (8)

a8)n £ d7¢ME SERVPERF Z234HE €8l
o JlAE EAsle siey AMuAgAESYR e
e e olfelx SERVPERF W& Algsigich
MEl2E APE F 2 A4S FrAd o geFoE A
e Aulx F2o| £3Psok & HAE FRiRiTE 1
Hez 7IAE Hrlele AAA M ZIRE 2ztekd
A AZEAE 24309 X E o]Fer EFHde 2o
o] eF7 dARETn IREL Az, o] offl
A AelaEde AZEAT S G. aen o
e 23E Yot

A, AZA} AR M) 26 gk 249] 710 (should
service) TEF /MEsll AT ER|, HIAF AR
Aol Mula 3 ARE FFsct ey WSAL AR

A9 58 A2 A4 AR AuEel P we

¥y
=S



B3 ATAL AR Huls AT 24 RS A3 A7 263

AreRc 49 Ae Aoz Ardd A %e ¥
ARENAE WBAL AR A2 9] ool

785 TPt e A Aoh A= Y UF 33 A
gz st

oldl ¥ A% PZB(8)7} LG A~ FH A
220 FEE 7122 St FRSH ZEAY Ade
AZAL AFFAE 0183 Aol de ARAL Mul= #
Y dSAe AFe AIAL AR thel] o83 HFol

ol Aol Agsisc

. ZAMA & 2A

31 Z=AMEA

3.1.1 EMuig

B Q7o) 2He WAl ARasle] 1819 Lot
& 525 Aok WaAl ARG dial wAe Au)s
2ol g TS} dEFE) WA L WAL A
glo] ojx gBo] Z24IE Lolu iz} Wk

¥ ATE Tee BNt O WY A F87 9
B 9 A2 E49) sloAe a5z o 29 o
FEAR 545 o 2ty SAol et oW FeFL o)A
EAE ATED @ WA} AN Al 2o 7)ot cﬂ
Zozd] U@ B @ WEA ARG A AE 7
2 Aes AU 2o 40sl DIz Aus F49
1) 9 AEsse] BAS LAY,

3.1.2 Mexjo| 74

£ 972 949 4BAE A 571X Froz 7Agel
Aorl, 1 74e et 2o A, $UAE S92 W
AR ol gl BY YA Aol thele] WA 5

A= FEAET TP B4, SRR BT
A Y A ZeiEe AHx FE) Fasd JHs £F

Aol # AR FES 47 24709 ¥Hez T
27AE 74 H=(7-Point Likert Scale)Z @¥d + o
EF TR AR, A3 S AEA FREd

& HAE 74 Az 99g ¢ Y=T TS

A, A MH2E o) 8R ¥ WERd] Y FES
AR 7d =2 998 ¢ UEE 7S oA,

A AIH 5 2o ATFAA Aldde] didle] &
g AR FEY=e P

g o >E r{d

3.1.3 TAMHY

£ AFe U3 AR ZEAY 2UREE =53

7] flgte WZAL ARRAC] g ?ﬂ‘?l qol Mul& FF&
48] Y8l, B Ao A E
E A9 &Y 2508 & e a :
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(F 4-1)0lM B vis} o] $EAle] Ade

53%(70%). S48 47%(62%)2 A¥e 1 $¥XE H
Ao, FFERE 304 mighe} 37.1%(47%)0l™, 31~50
A7t 55%66%)2 713 EA Jelgth 514 o]
12.9%(178)2 71 BA Jvelkch gEdzs oo
72.7%96%) 2 7V BSm ugeE:  mFolsprt
17.4%(23%), Wkl o)do] 9.8%(13%9)9] ¢o& e}
U F2 dZ o) g A $HEA 71 B
APeze Al FF9e] 65.2%(86%) 2 7MF Bk
1, dges 4 2 57} 22%(29%), AR A53
o] 12.9%(17%) 59 €= veh} A E FHEo]
7P Bska, 79 ASEEE 20009H1-40009H wigt
402%(538)2 7P Bkxn, thegez 20007
25.80%(3478), 400034 o)do] 18.2%(24%)9] €22
Uelken] 22w 15.9%(21%) 2 Yelgdh

(& 4-1) FEAEE S
(Table 4-1) Demographic Statistics

25 giE | WRES 3
= (&) (%) (%)
A 62 47.0 47.0
A
== oy 70 53.0 100.0
304 o[ak 49 37.1 37.1
ol 31MFB0A| 66 50.0 87.1
514 of&t 17 12.9 100.0
IE ofst 23 17.4 17.4
CHEEY 96 72.8 90.2
e
CHSt ol 13 9.8 100.0
Zado! o M2 17 12.9 12.9
SIAISY
S 2 8 | 651 78.0
35
ARt
B o IR 29 22.0 100.0

20002+ ojgt 34 26.8 268

20002k

4000026 ojot 53 40.2 68.0

2=
400083k of 24 18.1 86.1
= 21 15.9 100.0
total 132

A

L)

M

42 HbY o] SUE

dm

(E 4-2) 0|8 ¢l
(Table 4-2) Frequency of Visiting

HiE % T %

T8 otEt 38 28.8 288

A Aol &k 66 50.0 78.8

o Hol| 1-2tH 14 10.6 89.4

2 Aol 3-4H 8 6.1 95.5

2 Hof| 5 ofat 6 45 100.0
Al 132 100.0

HEARIRAS] o] WIRE AuiEd, ¥ do 3ol
50%(66%) 22 71 Bol 2R3l slen theoR A9
o] 831x] &3o] 28.8%(38%) Yol 1-28¥0] 10.6%(14
B)e] o g et}

Ao 2 Y FHUSY WHIA} o] &L @ FFo|
2 & ¢ gioh o3 ol fellr] HIAL HE 2 UF Hx
Q152 WA E 8¢ (law schoo)d] EYE withetn ¢}
t} g2 o9iFoz FAHE vFL PAEAE Yoer &
Aslein s 3 JEANN & A A T g Aol 3

TEE Ao EAE WEoh AT oM st
Az do ojzRoE HWEAL o] 8%t B¥E ej)
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(X 4-3) YETHEIZE fish LFshe vizAt
(Table 4-3) Lawyers whom customers visited

gl % TH(%)

Citls! B} 3 i 2 S T

B, 2t 28 oAt i R B

104 oj

B 2t 28 HEA} 25 18.9 67.4

2 veiny dgus R 3799 38E 7T Sl B
€ 5.3%(7T8)22 7P ¥A uehdth olE $NEdE
I WzARsle] Aot BgE ok WEAMA 1
Aeo} AZkskn e A 2tk

(& 4-5) T THpIZE flotol
> For

B, ZA FZEoH
2041 ot #HEAL ZH

B, AL FEoIH
1044 ol iZAL 2

1 8.3 75.8

 ZAL 104 ol

Zem 0d ol wsab iy | DO | 189 | %62

B, 2 Sz

104 OlLH w8} 248 4 30| W2

7iEt 1 8 100.0

A 132 100.0

(E4-3) ofstd 22t MEEA HdE AsiA o
Batnlste Maihe 48.5%(64)71 tid Ab 2 AL
© 29 B - BAF Bl A MIMNE daske Ae=
vERker o oo 18.9%(25)4 109 ol # -7
At 72 AR W AR Adol 10 g 109
oll Bt Ago] e WEALE A3ske A= UEhy
ot olg A= WE MHl2 IASL B A AEE
- T8I A7ln gl Al o] Fgo] WA
o] o= o} lckn Azshs RS wdshs A 2o

(E 4-4) 0= Z=e| BisSAlE ME
(Table 4-4) Lawyers’ Experience for Choosing

gz % 5(%)
ERA 61 46.2 46.2
zAt 48 36.4 82.6
27| HzAL Zgat 16 12.1 94.7
ol o 32 7 53 100.0
A 132 100.0

HSAL AUl glo] W3ANY o AYe] FaIAE
AHE ZH, (& 449 2ol WP} 46.2%(619) 2 713
Agstn glon, HAP) 36.4%(48H)E 1 a2 oFw
A, o4 WEA} AFuke MFshe ALE 12.1%(16%)

(Table 4-5 what problems to solve
gz % (%)
Algiat 2| A 258 45.3
e 7 5.3 54,7
olg 2| 5 38 61.3
aAtat 21 9 6.8 73.3
LAt 25 15 1.4 93.3
7|t 5 3.8 100.0
Al 75 56.8
2% 57 43.2
BHA 132 100.0

(B4-5)0 o3l WBAL AFRAe) Mu|2E AHI 4B
EEL F 53.8%(75%) 2 Jehgon] Mu|2E A3 4w
AE ddez o= HE EANES Jsld UEIeAE
HHEE, Al EAZY 25.8%(34%) 2 FE 2o, 1
oz A, AR AFE S AW BA7L 11.4%(15%)
2 1 teg ol gltth BEE 43.2%(574) 2 JeRd},

=
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A F2 NEE LHeigen value)o] 1.00)4¢1 2910
el eHAX 7} (.43 FEEL oy} glemz
AASHE (E 4-6)94 Hi npe}l o] HFAL AR
A 2Zde] APAZA vidled 8AQ8AE A A
5749 81lof 555]211. 8918 F B4hge 65.251%%
Asia glo] B d7EMe 4Eg Ao® Jeit §
A5 Uehie $449 7idel betA =29 5709 8914
290E% sk FEEY EAd wat 89l 18 Mgl wt
. 8Qoe ‘y_ak}‘ Q9] 32 ‘171-)& 89l 4= ‘83
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