
 

SUMMARY OF THE DOCTORAL DISSERTATION ENTITLED “THE 

VALUE OF LEGAL SERVICES FOR MANDATES AND MANDATARIES – B2B 

MARKET PERSPECTIVE” 

 

The professional services sector, including legal services, is growing steadily in Poland. 

Legal services intensive economic development has entailed increased competition in the legal 

services market. Increased competition on the legal services market means that other aspects 

than just legal knowledge become more important in the battle for a client. What matters more 

and more are the skills of knowing and adapting to the needs of the client (apart from solving a 

legal case it is showing empathy or managing the risk and conflict). Success in cooperation 

between a lawyer (mandatary) and a client (mandate) is therefore, in addition to functional 

factors, determined by emotional factors shaping interpersonal relations, or social factors - such 

as the reputation of the law firm. All these components together create client value, although it 

has not yet been examined in what proportions they build it. 

 

Customer value creation has been identified as a source for gaining competitive 

advantage, customer satisfaction, loyalty and repeat purchase intentions. Consequently, 

building and communicating value are crucial for companies' success, which applies also to the 

legal market services. Cooperation between lawyer and client is also facilitated by trust. At 

present, however, we do not know exactly what components make up the value for the client 

of legal services in the B2B marketplace, which of these components are important, and how 

mandates and mandataries perceive this value. We also do not know exactly whether client trust 

precedes cooperation with a lawyer or whether it is created as a result of that cooperation.   

 

The subject of this paper is the value of legal service as perceived by the client and the 

lawyer and the relationship between the value of legal service and trust. The research was 

conducted on the B2B market, i.e. the recipient of legal services is in this case a company, not 

an individual.  

 

This thesis attempts to answer the following research questions: 

1) How do clients perceive the value of legal service? 

2) How do lawyers perceive the value of legal service? 

3) What is the relationship between the value of legal service and trust? 



 

The main objective of this thesis is to identify and prioritize the elements that create the 

value of a legal service as perceived by the mandate and mandatary in the B2B market and to 

establish the relationship between the value of a legal service and trust.  

 

The following research hypotheses were formulated in this PhD dissertation: 

 

H1 There is a divergence in the hierarchy of legal service value components as assessed by 

mandates and mandataries in the B2B market. 

 

H2 The most important dimension of legal service value in the B2B market is functional value. 

 

H3 Trust is the interaction effect of all dimensions of legal service value. 

 

The subject scope of this study included mandataries (solicitors, legal counsels or those 

preparing for the profession, including trainees serving the B2B market) and B2B market 

customers. The time scope of the empirical research was 2018 and 2019. The literature review 

of the value of professional service encompassed 1986 to 2020 period. The geographical scope 

of the study is the area of northwestern Poland. 

  

Describing what is the value of a legal service on the B2B market, it was shown that 

companies when purchasing such services are guided not only by functional needs (e.g., 

achieving a specific result, saving time), but also by emotional (e.g., providing a sense of 

security, embracing care) or social (e.g., coexistence of shared values, ensuring cultural fit) 

needs. The main added value of the dissertation is the inclusion of the perspectives of both 

lawyers and clients, allowing the identification of convergence/divergence in perceptions of the 

value of legal services. The conclusions also show that trust is a result of the value delivered to 

the client by the lawyer. 

 

This study mainly used service theory (among which service dominance logic played a 

dominant role), service value theory (including professional service value) and client behavior 

theory analyzed on the basis of psychology, philosophy, sociology and economics. In the field 

of professional service value, a systematic literature review was conducted.  By conducting an 

empirical research a mixed methodology (i.e. qualitative and quantitative method) was used. 



First, the study was conducted using a qualitative method in the form of in-depth individual 

interviews among selected representatives of the group of mandataries and mandates. A 

quantitative survey was then conducted in both groups using a CAWI survey questionnaire (i.e., 

distributed online). The interpretation of the results of the qualitative study was subjective and 

free, while the research hypotheses formulated in the paper were tested against the results of 

the quantitative study using descriptive statistics and structural equation modeling, which 

included confirmatory factor analysis. 

 

The disseration is divided into 5 parts.  

 

The theoretical part consists of 3 chapters. Chapter 1 focuses on the decomposition of 

the concept of value, including a description of the understanding of value in philosophy, 

sociology, psychology, economics, consumer behavior theory and marketing. Additionally, the 

essence of service and the components of its value were analyzed. Models, methods and tools 

for measuring value are presented.  

 

Chapter 2 is a critical response to the findings on the value of professional service 

(including the characteristics of professional service). Conclusions in this regard are drawn on 

the basis of the systematic literature review conducted. Particular emphasis was placed on the 

components of the value of professional services, the process of its creation and the role of 

client trust in the professional (including the relationship of trust with value).  

 

Chapter 3 characterizes the Polish and global legal services market. It also describes in 

detail what legal service consists of, the profession of solicitor and legal counsel, as well as 

summarizes theoretical achievements in the field of understanding the value of legal service. 

 

Chapter 4 (the methodological part) consists of two parts. The first reviews the ways of 

researching the value of professional service (including legal service) in the scientific literature. 

First of all, the research methods and models used by the researchers of the value of the 

professional service were presented. The second part describes the methodology of conducting 

own empirical research. 

 



Chapter 5 is a presentation of own empirical research, i.e. qualitative research 

(individual in-depth interviews) and quantitative research (survey questionnaire). In this 

chapter the results were interpreted.  

 

The dissertation concludes with a summary that answers the research questions posed 

and discusses the results of formulated hypothesis. Managerial implications for law firms and 

their clients are presented, as well as limitations of the author's research and future research 

directions. 


