Topic 2

Client-centered Lawyering

. Quality Assessment
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How to Better Serve

- KLAC Customers are Very Various -
Simple counseling 1s open to all people even if
they are not eligible for legal aid

— Customer Satisfaction is priority of KLAC
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How to Better Serve

- However, additional training is routinely
conducted for lawyers who represent sexual
victims : How to talk to them, How to build
trust, What not to do
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Annual Satisfaction Survey — 2017
Chapter Offices

Customer Satisfaction
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Annual Satisfaction Survey — 2017
Branch Offices
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Satisfaction Survey : Who does it?

— Government : Annual

— Internal : every 6 months
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Satisfaction Survey : How?

— Clients agreement for future survey
— Independent Survey Company surveys

— Was Customer Service, Litigation, Communication, Explanation,
Knowledge Satisfactory? If not, Could You Specify?

— Voices of Customers are collected
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Satisfaction Survey : Then?

— High ranking offices are awarded
— Low ranking offices must submit analysis and plan of
improvement every 3 months : Try to find issues and serve

better by analyzing voices of customers, and statistics

- Government also rate public corporations: S, A, B, C
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