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ABSTRACT

A Study on the service quality factor of the labor service
consulting that Contribute to Making a Customer

Satisfaction and the Intention of the Repurchase

-Focused on labor lawfirm of Incheon-

Kim, Tae Ho

Major in Management Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

In the point of 28th year of -certified labor affairs consultant
system, the status of certified labor consultants have increased highly
compare to the initial stage of enforcement, and currently in end of
yvear 2011, 3,433 certified labor consultants are registered and in
activity. Despite the high status and increase in consultants, the profit
market is increasing rather slowly, and high increase of lawyers
through execution of law school system and phased opening of the law
market through Korean-American, EU FTA results in loss of
competitiveness of lawyers, who will increase to enter the labor affairs
consulting service market, which will deepen the cutthroat competition.

To survive in these competition structure, customer oriented

management needs to be developed more, and to communicate with the
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customers, model of measuring the quality of labor affairs consulting
service need to be made to measure the quality of the service to
customers and to build a system to analyze the result.

This research is first tried under the above backgrounds, and the
detailed purpose of the research is using SERVQUAL model of clauses
which is adopted by many service quality related researchers, to
develop labor affairs consulting servece quality measurement clauses,
and describe, put in statistics, analyze the accomplishment and
evaluation of before and after receiving the service. Also, it is used to
compare the level of service evaluation (accomplishment - expectation)
according to the type of the customer (business type, sales, regular
number of workers), to understand how service quality factor
(expectation standard) and evaluation (accomplishment - expectation)
effects on the satisfaction and repurchasing intention, and analyze what
1s mainly considered on appointing labor affairs consultant office and
labor affairs consultant.

To accomplish the above purposes, preceding theory research and
survey was conducted, and through analyzing the survey, we were able
to have the following results.

First, as a result of surveying with 22 clauses of SERVQUAL
model, vague contents, factors composed with one thing was excluded,
and among 19 clauses, it could be classified to four factors of customer
relationship oriented, customer trust oriented, customer task oriented,
and customer image oriented. Second, among these factors, the most
effecting on satisfaction was the expectation factor of service quality,
and through regression analysis, it was the 'customer trust oriented’,
which was the measurement standard of customer trusting to assign
the task, and the result of the evaluation was that attachment(+)

effected on the satisfaction. Third, the service quality expectation factor
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which effected the most on 'repurchasing intention’ as same as above
was, through regression analysis, 'customer trust oriented’, and the
result of the evaluation was that attachment(+) effected on the
repurchasing intention. Fourth, the consideration on selecting labor
affairs consultant office and labor affairs consultant was in the order of
image of the labor affairs consultant and reputation, kindness of the
staff in labor affairs consultant office, recommendation from other
places of business. Fifth, the characteristic of the respondent and
responding company which effected on the evaluation (accomplishment
- expectation) was main task of the respondent, business type of the
company, use period of labor affairs consultant office, and age of the
respondent.

Through these results, to increase the satisfaction of the consulting
service currently provided by the labor affairs consultant office, the
most important is to follow the promised time of task process and
promised time of result submission. Also, we must truly understand
and solve the problem of the customer, have clean cut appearance and
office atmosphere appropriate for the service, to have trust from the

customers.
[Keyword] SERVQUAL model, service quality, expectation,

accomplishment, evaluation, customer relationship oriented, customer

trust oriented, customer task oriented, customer image oriented.
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