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A3d Ard £4

Aol o83 ARE <E 4-2>] tehd uhs} 2ol F 206%o] SHF AREA,
2EFE 95%eA FEOAE H581%0lth WA FdEE BU FAo] A8 61.8%F T
st glowm, duWes 30ul7h 382%% JHg B, dEWEs gEolde] nstEAs)

W BH, SAelel 49%2 b Ba, tee 499

)
off
&
Ay
[
s
=2
o\
>
2&

flo

20194 o) S§AS 257%8 AAT Ak

<& 4-2> A5 T4

T iy NE HAE FAHHAE
- = 183 61.8 61.8
o 113 38.2 100.0
20Th 78 26.4 26.4
30tH 113 382 64.5
Sk
40tH 71 24.0 885
50t o) 34 115 100.0
1Eo|3} 78 26.4 26.4
&g AEdE 9% 32.1 58.4
EIEIE 123 416 100.0
Add 2 wrEAd 66 22.3 22.3
29 THA 2 HEA 60 20.3 42.6
3)AL 145 49.0 91.6
71} 25 8.4 100.0
1009+ o] 3} 68 23.0 23.0
A5 101-200%+¢1 152 51.4 743
2015+ 0] 76 25.7 100.0
3 A 296 100.0
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2. B4 =79 434 % &34

B AZEAA ol 8% WEES A R BYYL <E 4353 <E 44> vhehd v}
oo duAoE FPuse dwde uehle AHEY FPe ABNEY AFE o
g3hed, o) e 29T ARIHE Aol BAYE woly] Aste] BYAY YERE
2 ERHoR 2ANA FREVY WA AuAS FASEY 24 F 5 Ak

st ok PG+ QEUS <E 43> ve

v ouke} ol £33 FEE] A=ASFE 08335 A dHES AAFE 09425, &
)

FEAAA FER | &/
LR o |FEVVRE | G54
o 51 A AREAAE B9 7118 3.7230
Fee ALY £33 2 &R 8335 7714 37432 | 3/29
: WEAL @ ARl o] Bk 8201 4.0980
AFA7ILY AFA 0363 49568
Rppe AEAA e A=A 9216 4.3986
124 AFAYe A=A 9425 9238 43209 | 5/296
(4.3236) AAE A= o] A s A 9279 4.3649
"]— o ‘1‘“—‘/] [<2ne Bte} 9364 42770
A B oAt AA ' '
o 1A dHA e 71z aA 8355 40372
4?0*:1'9% 27 g A& vg 8941 7807 41047 | 3/29
“ kA9l N E 7 9211 3.9155
A4 I A L BJALE - 4.1216
@WI250) | g aAskw Aong H218 | s | PP
AT QAL 27 8636 37939
. azole} A 8500 4.1250
ECHC uAe £ FH 8859 8411 40236 | 5/296
(3.9507) e Zarele 1A 8760 3.9358
s 8744 3.8750
wACA B2 9

68) MY, TAS|ger ZAPRE ) (HEAL 1990), p. 251
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<HE 44> HEAH| A A W B

29 POEPEES Lo 754
291 | 2912 | 2913 | 2914 | 2915
A5 MFe A 0.837 | 0166 | 0240 | 0.138 | 0.182 | 0.837
AEA A o] 224 0.817 | 0243 | 0216 | 0214 | 0209 | 0.863
A | QESIele) A4 0.801 | 0266 | 0.192 | 0224 | 0223 | 0.850
AT B AT AA 0.742 | 0267 | 0253 | 0.154 | 0213 | 0.755
Jre] 7|l A4 0.738 | 0171 | 0192 | 0318 | 0258 | 0.777
g g4 AT 9 gulE 0288 | 0.779 | 0219 | 0.153 | 0232 | 0.814
TANA A& FoJAHE 0309 | 0.754 | 0237 | 0.176 | 0190 | 0.787
A A HH 9 0224 | 0125 | 0.855 | 0.115 | 0.154 | 0.834
wAele) H$H 0418 | 0494 | 0.562 | 0.110 | 0.112 | 0.759
A | LANF QAT 27 0117 | 0540 | 0.562 | 0.204 | 0217 | 0.709
IMe =8 FH| 0.356 | 0508 | 0.560 | 0.201 | 0.213 | 0.784
aAe] Fzhehe 714 0280 | 0362 | 0.535 | 0.136 | 0271 | 0588
FTALALY] A9 8 SR 0.168 | 0.115-| 0.113 | 0.863 | 0.179 | 0.831
F8A | ARANAL 2 297 0268 | 0141 | 0.170 | 0.827 | 0.139 | 0.825
WAL 2 ALY HE 0552 | 0315 | 0.087 | 0.561 | 0.097 | 0.736
Atz el 1% 7) 0306 | 0273 | 0.300 | 0.206 | 0.710 | 0.805
SHA | ol WE e ukg 0512 | 0274 | 0233 | 0264 | 0.645 | 0.877
QT e 7|7k 14 0520 | 0286 | 0217 | 0251 | 0.592 | 0.813
43k (Eigen Value) 10530 | 1.439 | 1.084 | 0.600 | 0.589
EA% HAH(FEA) 26.425 | 15.200 | 14.163 | 12.993 | 10.347 (7%12
KMO 0.956

TG WEL PR ABAF ol FeAE PFde Ao EEEFE AF 2

olN
)

s
a

ro

KMO(Kaiser-Meyer-Olkin)¥] ko] AAIH A=, ditd oz KMOZko] 1o 7745 &
AEMHO] oue Tom, o] o] 08¢]/4olH 53d,70 B EHgAs 095602 29l

B0 APF ARGOM, <E 4-4>0] b s} o] 57 aQew FEHe

70) 3 WE, TSPSSF BAEA,, (REAL, 1994), PP. 450~451.
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T 2 H R F3HA ET3A 5
t& | FAEE
TER-F | SHHS B SE. Beta
2 1.872 0.140 0.000 13.41 0.000
384 0.093 0.048 0.136 1.94 0.054
Al A 0.178 0.061 0.236 2.94 0.003
A=
SEA -0.009 0.057 -0.013 -0.16 0.871
Al A 0.077 0.049 0.121 1.58 0.116
T4 0.126 0.061 0.166 2.07 0.040
R=0.56 R?=0.31 F=26.224"" A% =5/290/295 p=0.000

F) =#xx p<0.01
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<E 48> A9 Aol mepd] AL PRAN 2 BEES Aolst YEA AR
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TE g N P [EFER AR= | tg |[FYFE
.. A 183 323 | 0883 | 2771338 | 1.054 0.293
34
o] 4 113 314 | 0695
T4 183 353 | 0.785 | 2665135 | 0.783 0.434
A=A
o] 4 113 347 | 0664
SO T4 183 326 | 0878 | 281112 | 0903 0.368
Al o e EE 113 318 | 0670
T4 183 322 | 0940 | 2701473 | 0352 07%5
R
o4 113 3.19 0.777
o T4 183 315 | 0826 | 2904593 | 0375 0,708
ene o] A 113 3.12 0569
A 183 338 | 0592 294 “1.090 | 0277
A
o] 4 113 345 | 0501

<E 4-8> 1A Aol BE WRAMZ P WS Fol

hiks A& A = o
£l o3
TE oo 200 | a0 | 2 |m| aw [wealaea| T | 8

384 324|313 |310 | 351 | 460 |19226| 3 292 | 233 0.07

2=d | 348 | 343 | 354 | 3.74 | 268 |159.15| 3 292 1.64 0.18

E‘%ig S84 326313325 | 342 | 258 | 18354 3 292 1.33 0.26
a4 | 313|311 | 328 | 356 | 616 [22231| 3 292 | 270" | 0.05

T4 | 318 304|314 | 336 | 303 [15756| 3 292 1.87 0.13
oA 342|340 | 3.37 | 346 | 0.20 | 92.14 3 292 0.21 0.89

ZF) #=x p<0.05, * p<0.1
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2394 AFH A= o s
e Pl | §3
WAt 9 | AT | Rex| A |dez| e =

F+34 291 | 329 3.46 11.36 | 185.50 2 293 | 897 0.00

N 325 | 359 3.76 9.45 | 152.38 2 293 | 9.08"™ 0.00

SEA 296 | 3.34 3.38 9.22 | 18191 2 293 | 7437 0.00

W v 2 Hdrk

24 284 | 332 3.61 20.70 | 207.78 2 293 | 14.59™ 0.00

AR 284 | 3.26 3.33 12.11 | 14847 2 293 | 11.95™ 0.00

AT 314 | 350 3.66 10.13 | 82.20 2 293 | 18.06™ 0.00

F) =xx p<0.01

1 WAV A Yury By

WEAusde] Aukn BAe|AE WPAu2s 328 SERVQUAL 49 nAmE5
(CSDE AFgskel AABta, A H 2 2

28 $E2 ANHDA PARAS Sdh

<H 41353 <27 4-2>0) e vhe} o] MEA M2 B mA 9 S|djo] BAA
dw SlE Ae® Uehdth SERVQUAL 47t HmAulze] AZAdA Agas 2
kol WEel, 1 gtol FFolAY B ANEFE mAL A Fr FLAT AL
g omg.

SE AN vle o] RE R€le] o} SERVQUAL 471 48 Ui, 2

FOANE Sa40 Be D57k 2o Ade g 2 AolE Ry B nAREAS
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NME HEAMu2 29 BEEE 1000 BHOZ I A M =S AFES UE
doapge AFA63.008)0P9eH, W g wre ¥E4E Ykl A9e F74(53.903)
o2 eyt
<E 4-13> HEAEI29 SERVQUAL d4 2 CSI
" I3 = AAA = Servqual CSI
2| N
T A EEEx W7 |Exuz| 97 E¥xux g7 (¥zuz
84| 29% 3.855 0.853 3.196 0.817 -0.659 1.067 55.133 20.664
AFA| 296 4.324 0.893 3.507 0.741 -0.817 0.921 63.008 18.499
SEA| 296 4.019 0916 3.227 0.805 -0.792 1.019 56.021 20.106
FAA| 296 4125 0.888 3.208 0.880 -0.917 1.102 55.375 | 22.189
A 296 3.951 0.825 3.139 0.738 -0.811 0917 53.903 18.778
<ZY 4-2> SERVQUAL #4¢} €SI
1} ==}
=
=01 .
'D.E
=
=03
_nq £
=05 =1
~-0E -
=07
52
-08
=08 =
= Servqual =5l
-1 48
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<Abstract>

A Demonstrative Study on Legal Services Quality and

Customer Satisfaction

Im, Mu-Hyun

Department of Tourism Management
Graduate School of Business Administration
Cheju National University
Supervisor by Professor Kim, Kyeong Ho

It is often said that modern society is services society. That means services
becomes an important way of gaining the competitive predominance in all
industrial fields. Especially, legal services is one of the fields which strongly
depend on human factor.

It is expected that competition of drawing customers is getting more severe on
account of dispersion of case in the restricted market and reduction of business
area caused by increasing the number of competitors gradually as well as high
level of legal knowledge of customers in the information—oriented society.
Therefore, it needs to change services minds.

In order to strengthen the competitiveness of judicial agent within the change
of external circumstances, it is keenly requested the necessity of development of
consumer demands getting out of conventional business method and new way of
marketing strategy with diversified efforts to improve quality of services which
satisfies the customer needs. In spite of this situation, preceding study on

customer satisfaction of legal services is still meager.
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This study is trying to present new line of establishment of marketing strategy
as well as to improve quality of legal services by examining preceding study on
customer satisfaction of legal services which is studied before and demonstrative
studying and examining about customer satisfaction of legal services.

This study analyzes the correlation coefficient between the quality of legal
services and the degree of customer satisfaction and whether both would be
affected by demographic features such as gender, academic background, career,
income you name it to accomplish the purpose.

Then also checked how the charges of legal services affect the quality of legal
services and the degree of customer satisfaction. I did survey research with Jeju
citizens who have legal services experience through personal interview and mail
survey. After verify collected data for reliability and propriety then used SPSS.

This study’s summarized results are like following.

There is correlation coefficient between the quality of legal services and it is
affected by the demographic feature and charges.

According to the study, judicial agents are required to high quality of services
to hold the potential customers and attract new customers. Also it is requested
reengineering to build customer satisfaction and it would draw customers need for

using services.
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