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86) J.M. Carman, "Consumer Perceptions of Service Quality: An Assessment of the
SERVQUL Dimensions”, Journal of Retailing, Vol.66, no.1, 1990, pp.33~54.
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ABSTRACT
A Study on the Customer Satisfaction of
Legal Service

- on the focus the area of cheju island -

Dae-ju Kim

Department of Business Administration
Graduate School of Business Administration
Cheju National University

Supervised by Professor Hyung-Gil Kim

Today, the customers are being tempted with greater and greater service
diversity. Their attitude toward service quality changes as they learn more abou

t products and services or their standard of living raises.

To meet at this demand, quality management and customer satisfaction have
been discussed with a great deal of interest in all industries. Goods quality can
be measured objectively by such indicators as durability and number of defects
while service quality is abstract and elusive. Especially Service has some unique
features such as intangibility, heterogeneity and inseparability of production and
consumption. With these features, legal service is more complex so that
customers tend to charge legal service providers doing all related tasks.

The purpose of this study is to review previous works related to customer
satisfaction and legal services, to check the present conditions of legal service
quality and to consider the improvement of legal services for customers.

To accomplish these purposes, 350 customers of legal services from 39
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legal service providers’ offices in Cheju were given questionnaires of which
304 were returned of which 296 were used for empirical analysis.
This study consists of 5 chapters:
(1) Introduction
(2) Theoretical Backgrounds : Service Quality and Customer Satisfaction
(3) Theoretical Backgrounds : Present Conditions of Legal Service
(4) Empirical Research

(5) Conclusions.

Frequency, Reliability, Factor, Regression, T-test, Oneway ANOVA and
Cross—tabs(Chi—squareixz) by a statistical package, SPSS for Windows (Release

8.0) were used to analyze each variable.

The study can be summarized as follows:

1. The dimensions of legal service were extracted in four factors such as
Assurance/Empathy, Reliability, Responsiveness and Tangibility while

there were 5 factors in SERVQUAL model.

2. The legal service quality was generally positive which means the
perceptive level of legal service satisfaction is higher than the expectant

level.

3. In legal service, the degree of influence by Assurance/Empathy was

biggest among four dimensions of legal service.

4. The degree of perceived service for Assurance/Empathy was significantly

different according to age and that for Assurance/Empathy and
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Responsiveness was also significantly different according to customers’

residence.

0. The degree of satisfaction for legal service is not significantly different
according to the variables of conditional characteristics and demographic

variables.

6. The receiving frequency of legal service is related to the variables such as
sex, age, educational background, income and job but customers’

residence.

7. The kinds of legal service in use are related to the variables such as sex,

customers’ residence and job but age, educational background and income.

8. The degree of satisfaction for real estate registry service is higher than

other services.

9. The most unsatisfied factor for real estate registry service is fare for legal
service and waiting time for other service such as commercial registry

service, civil cases service and criminal cases services.

Limitations to this study are as follows:
1. Previous works related to this field were little.
2. Samples of data were collected in specific period and in Cheju.

3. Questions were complex items rather than simple items.
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