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ABSTRACT

The purpose of this study is to investigate the determinants of the quality of Web-based
legal information services and their significant influences on the user continuance intentions.
Based on the main dimensions of the SERVQUAL, this study conceptualizes five dimensions
of reliability, assurance, design, empathy, and responsiveness. It measures the level of expectation
and satisfaction on the basis of these five dimensions. Regression analysis was conducted to
extract and analyze the determinants of the service quality and the factors affecting continuous
intention. The level of legal information service quality is superior in empathy, responsiveness,
and design category, but it is relatively insufficient in reliability and assurance category. In
the reliability category, the relevance of the search results was an issue. The problems related
to the authority and information sources were recognized as important. Reliability implies that
there is a relatively close relationship between empathy and responsiveness, and that it is
necessary to improve the quality of contents such as empathy and responsiveness in order to
increase reliability. In order to increase the ongoing use of legal information services in the
future, it is more effective to make sure that assurance is top priority.
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