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Abstract: This research is essential, considering there are very few differ-
ences in services between law offices in the legal services industry. In addi-
tion, the emergence of opportunities for new communities in digital form,
both in the business and social worlds, requires new rules, which may be-
come opportunities for legal practitioners. This study aims to get service
innovation ideas for micro, small, and medium-scale companies (MSMEs)
in the service industry, specifically for law office service companies. For
this purpose, data was collected using a focus group discussion (FGD) ap-
proach attended by 30 legal practitioners as informants to find service in-
novation ideas in legal service-based companies. The sample was selected
using a purposive sampling method with the criteria of having worked at a
legal services company for at least three years, considering the need for
innovation in running a business. This criterion was confirmed through
initial interviews with informants. Data is analysed using content analysis.
The results of this study indicate that the proposed innovation idea is closely
related to the use of technology, such as the use of online platforms to
promote and even conduct legal consultations, document processing auto-
mation technology, an application that functions as a reminder of the sched-
ule, either the schedule for hearing in court or the schedule for uploading
the required documents. In addition, collaboration is also needed to gener-
ate innovative ideas, both for the development of digital platforms or eco-
systems as well as collaboration with other stakeholders such as prospec-
tive clients and employees to formulate service improvements and man-
agement of law office services.
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A. INTRODUCTION

Law offices in Indonesia have a strategic role as partners with the
government to implement legal certainty for all citizens in Indonesia. The legal
reform agenda became one of the priorities of the Government of the Republic
of Indonesia after the reform era 1998. Several changes were made by the
government of the Republic of Indonesia to ensure that Indonesian people
receive recognition, guarantees, protection, fair legal certainty, and equal treat-
ment before the law, per the mandate of the amendments to the 1945 Constitu-
tion of the Republic of Indonesia. Changes that have been made include the
institutional structure, laws and regulations, and legal services. There are various
ways to gain an understanding of legal aspects in everyday life or in running a
business, for example, getting services from a legal services office. A survey
conducted by Hukumonline in 2023 concluded that law office services are called
full service if they serve litigation issues (trials in court) and non-litigation
(activities outside the court, such as legal consultants). Non-litigation activities
are still limited to legal consultations and discussions if a person or agency has
a legal problem, where there are almost no different services from one law office
to another.

In a business context, a company needs to find unique factors to differen-
tiate it from other companies. The uniqueness factor plays a role in making a
company more readily accepted by the market than other companies, as in
research conducted by (Bastos, 2019, p. 593), which shows that price increases
will be more readily accepted by the market if there is a product uniqueness. The
company’s ability to find differentiating factors from other companies is related
to its ability to innovate. Innovation is believed to improve company perfor-
mance, as has been proven in various studies. Research conducted by (Chege et
al., 2020, p. 19) found that technological innovation affects organizational
performance. Likewise, it was found that product innovation affects company
performance (Ramadani et al., 2019, p. 278).

In the Indonesian context, several studies have been found which explain
the influence of innovation on company performance. In an industry with a very
high level of competition, namely the food-beverage industry, it was found that
innovation had a significant effect on the company’s marketing performance
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(Najib et al., 2020, p. 13). Likewise, research conducted by (Sianto et al., 2023,
p. 123) shows that product innovation carried out by a restaurant increases sales,
which is reflected in increased purchasing decisions by consumers. In addition,
research conducted by (Purwanto et al., 2021, p. 432) also shows a significant
influence between innovation management and company marketing perfor-
mance, specifically in Indonesia’s fast-moving consumer industry. Likewise,
research conducted by (Hutahayan, 2021: 44) shows that innovation in small
and medium-scale manufacturing companies significantly affects company per-
formance.

Therefore, this research focuses on finding innovative ideas that can be
implemented by law office service businesses in order to find differentiating
factors between one company and another. This research is very urgent because
the world is increasingly open without clear boundaries of interaction driven by
technological advances, especially information and communication technology.
The interaction of social life and business is increasingly open, so it is necessary
to build better legal awareness for both the community and business people to
avoid the occurrence of legal problems both in the context of social interaction
and business interaction. For this reason, business actors in the legal services field
must be encouraged to discover potential innovations in their services. Therefore,
this study aims to explore innovative ideas that legal consulting services compa-
nies can implement.

B. LITERATURE REVIEW

The term service innovation was first put forward by (Barras, 1986, p.
162) later defined by (Oke, 2007, p. 566). The definition of service innovation
is the application of new concepts or technologies in service processes that aim
to improve the performance of existing services or products, improve service
quality and efficiency, expand service coverage, update service content, add new
types of services, create new value for customers, which has an impact on
increasing the company’s advantage. Innovation is an essential factor that needs
to be implemented by companies of various scales and industries. Research
conducted by (Feng et al., 2020, p. 18) shows that company performance
increases with service innovation, as do the results of research conducted by
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(Kostovetsky & Warner, 2020, p. 15). Several other studies support these
findings, such as research conducted by: (Damanpour et al., 2009, p. 667) that
innovation models affect company performance in various industrial fields.
Likewise, what was done by (Oliveira & von Hippel, 2011: 813) stated that
service innovations executed by banks increased the competitiveness of the
services provided.

As stated by (Keeley et al., 2013), there are ten types of innovation, which
are grouped into three main groups. Configuration describes the type of
innovation in the company’s deepest part and is attached to the business system,
which includes the profit model, network, process, and structure. The second
group is the offering, which describes all the products or services offered by the
company to consumers, including product performance and product systems.
The last one is experience, which explains the innovation directly felt by
consumers, including service, channel, brand, and customer engagement. This
study has no restrictions on the type of innovation that will be explored.

There are several measures used as a measure of company performance in
relation to innovation, such as financial performance, which includes profit
before tax, asset-to-debt ratio, sales growth rate, liquidity ratio, earnings per
share, capital turnover rate, return on net assets, and return on investment
(Kostovetsky & Warner, 2020: 4). In another study, conducted by (Xie et al.,
2019: 701), using Return on Assets. Company performance is also measured
through productivity and its impact on the environment, as carried out by
(Seclen-Luna et al., 2021, p. 8). In addition, according to (Ferreira et al., 2019,
p. 585), company performance is also measured by the ability to maintain and
increase market share, reduce costs, and improve company image and reputation
such as increasing service flexibility, ease of use of services, improving service
quality and increasing the number of services provided.

From the meta-analysis related to service innovation, it is understood that
some of the terminology commonly used in service innovation is customer,
technology, service, and other elements needed in the service innovation process.
Research conducted by (Feng et al., 2020) stated that the approach that
encourages innovation is to use an open participant innovation approach.
According to (2020: 18), innovation will increase its impact on performance if
it is open to the involvement of other stakeholders, such as consumers. In
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addition, this study also shows that innovation in the manufacturing sector or
businesses that produce products is more accessible to implement than in the
service sector, but whatever the sector, the ability to generate innovation is highly
dependent on the company’s attitude toward risk (attitude toward risk).

C. RESEARCH METHODS

This research is qualitative. There were 30 informants involved in this
study, selected using a non-probability sampling approach, namely purposive
sampling with specific criteria, namely: have worked for a legal service company
or related to legal aspects for at least three years, and are aware of the need for
innovation in winning the competition. Data was collected using focus group
discussions (FGD), where before the FGD was conducted, a list of questions had
been prepared to be asked. The list of questions is open. That is, the question
can be asked in more depth when the informant has answered, and it is necessary
to deepen the answer to get an honest answer.

Furthermore, the data that has been collected is analysed using content
analysis; as stated by (Kelley et al., 2003, p. 265), content analysis is one way to
process qualitative data. The stages carried out in this content analysis will
produce specific categories or topics, as conveyed by (Lindgren et al., 2020: 2)
that content analysis makes it possible to get answers to the “what” questions by
describing and grouping the answers that provide the same meaning or code.

The data that has been collected is analysed in several stages, namely: (1).
De-contextualization and re-contextualization. De-contextualization is the stage
of cutting the data into more minor data, in other words, making the original
data, a long sentence, into small pieces into specific topics or certain codes and
removing the data from its context. On the other hand, re-contextualization is
the process of returning the pieces to a new combination or old combination by
returning the data to its context so that it has the opportunity to form new
patterns that are more meaningful according to the topic or theme being sought.
The next stage is (2). Abstractions and interpretations. Abstraction means
bringing data to a higher level by grouping or classifying it into one or more
classifications. At the same time, interpretation is an attempt to provide an
interpretation of the meaning of a group of data that has been processed.
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In simple terms, the steps taken to process the data are: (1). Selecting the
meaning unit, namely selecting the meaning of each unit or piece of data; (2).
Condensing and coding. Condensing is cutting meaningless sentences and giving
codes or labels to the decondensing data. The final stage is (3). Categorizing data
at various levels means that all data encoded is grouped into various categories
to be interpreted into meaning. Following the steps described, the entire
transcript, which is 87 pages, is cut into smaller chunks and coded D for reasons
why the company needs to innovate and I for innovative ideas. After that, the
two codes that have been formed are grouped back into the same theme by
adding the number to the group I or D. For code group D, there are three
groups, namely codes D1-D3, while for group I, there are four groups, namely
I-I4..

D. RESULT

The data in this study were collected from 30 informants who met
predetermined criteria with the following profiles:

Graphic 1 Respondents’ Gender

The gender composition of the 30 informants is 22 men and 8 women as
depicted in graph 1. Next, in graph 2, is a description of the job of the
participants who are all professionals related to legal services with a composition
of 18 owners or working in a lawyer’s office, 5 notaries, 6 people working as
employees in the legal department and 1 law lecturers.
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Graphic 2 Respondents’ Job.

Next is described the final education of the participants with the compo-
sition, 27 graduates of the Bachelor level and 3 participants, graduates of the
Masters Level.

Graphic 3 Respondents’ Level of Education

The length of time the informants worked varied. As stated in graphic 4,
there are 3 people who work between 3 and 5 years, 7 people have worked
between 5.1-7 years, 12 people (most) in the range of 7.1-10 years. Furthermore,
there are 6 people who have worked between 10.1 to 13 years and finally only
2 people who work more than 13 years.
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Graphic 4 Respondents’ Length of Work

E. REPORTING RESEARCH RESULTS

After processing the data, the findings are then grouped into two main
themes: reasons for innovating and innovative ideas. The following will explain
each theme.

1. Drive to Innovate

The data collected and processed shows that there are 3 events that
encourage informants to innovate. The reasons put forward are as follows. (a).
The increasing number of similar business actors, especially advocates who open
law offices. The large number of advocate associations that have been established
has increased the ease of becoming an advocate so that there are more and more
actors in the legal services industry. To win the competition, law offices need to
differentiate their services from other law offices. The ability to find a differentiator
is often known as innovative. With innovation, the informants believe there will
be an increase in competitiveness so that they can win the competition. (b). The
condition of the company that is experiencing difficulties to grow. In general, it
is difficult for law office service companies to become big. Most of them don’t
even have regular income, so an innovation is really needed that can make law
offices grow and develop bigger. (c). There is still quite a large market potential,
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specifically in terms of the current business environment, namely the growth of
digital-based businesses.

From the data collected, it was concluded that the informants agreed that
there were still quite a number of legal office services that could be explored and
then worked on, apart from those that had existed so far. Government regula-
tions are also still open for review or additional completeness, especially with the
many new ecosystems in the current business. This is a new opportunity. In
addition, reflecting on what has been done by other industries such as the health
industry, where the services provided are not only treatment for those who are
sick, but also prevention services. For this reason, it is still possible to carry out
business models such as in the context of the legal services industry.

2. Ideas for Innovation

Furthermore, it concludes various innovative ideas that can be imple-
mented by law office services, such as:
1. Online Legal Platforms. Informants agreed on the need to set up a platform

where prospective clients can seek legal services. Apart from searching, it is
also possible to get legal consultation services online without the need to visit
the office or meet a lawyer physically. This technology-based service can also
be in the form of payment.

2. Automatic document processing. Document processing using technology can
be developed so that it can help lawyers and other legal practitioners more
efficiently, easily and accurately in processing documents which will have an
impact on saving time and costs for clients.

3. Collaboration between application developers and lawyers to formulate ideas
that utilize technology in the legal services industry. In addition, collaboration
can also be carried out with customers to create innovative solutions to
various legal problems and provide ideas for creating new applications or
technologies that can increase efficiency in legal services.

4. Support certain communities or groups of people who are the target market
so they can better understand legal issues to prevent legal problems in the
future. This can be done using various approaches, such as: Making outreach
through mass media (newspapers, TV, radio) or social media. The contents of
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the socialization are in the form of writings or video content which can be
published in the form of books, pocket books, brochures (digital or printed),
or video content. Law offices can also develop applications or websites that
provide legal information on specific topics accompanied by examples that are
easily understood by the public. Apart from that, training or workshops on
legal topics can also be carried out both online and offline. Hold open
discussions about law in offices, schools, universities or according to the target
market. It can also involve various communities such as sports communities,
hobbies and other communities to provide legal outreach and encourage them
to participate in promoting it.

F. DISCUSSION

The results of this study indicate that there is a drive to innovate
experienced by all informants. The urge to innovate comes from internal
companies, such as companies facing growing difficulties or finding differentiat-
ing services from other companies. Apart from that, also due to external
encouragement, namely the number of competitors in the industry, as stated by
(Hasibuan & Hasibuan, 2023: 382), in the legal consulting service industry, there
has been an increase in the number of advocates because the many advocate
associations in Indonesia drive it, and this has led to unhealthy competition.
Innovation can also occur driven by the opportunities that can still be seized due
to legal services that are still growing, driven by the emergence of a new business
ecosystem. There is a need to make new regulations or to review the existing
regulations.

This is in line with research conducted by (Tambunan et al., 2022, p. 374),
which shows that the urge to innovate occurs due to external conditions (Covid-
19), which encourage companies to respond by innovating if they want to survive
in difficult times. Covid-19 prompted the government to make restrictions on
socializing, which had implications for how companies manage their business. It
is no longer possible for companies to manage their business in the same way as
before, so they have to innovate both in terms of products produced and
marketing methods to ensure that companies can still earn income.
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 In line with this, innovation must also be carried out to respond to
changing regulations, as found in research (Ma et al., 2019: 2), which shows that
companies innovating in the field of green economy arise due to pressure from
government regulations that issue regulations to protect the environment and
maintain the sustainability of energy sources. Apart from being driven by
regulations, the need for innovation is also driven by technological advances,
especially in the Indonesian context. Research (Sutrisno, 2023: 2) states that the
use of information technology in Indonesia is increasing significantly, so the
banking industry needs to improve its response. This means that the industry that
needs to improve is the banking industry and other industries.

In the service industry, the use of technology is essential, as concluded in
research (Berry, 2019, p. 82). Even though the context of this research is in the
health industry. A very innovative and significant service has changed the way of
serving the health industry with telemedicine services that allow remote health
consultations so that they can reach patients in areas far from hospitals. This can
also be implemented in the legal consulting service industry, as found in this
study the idea of innovation that can be done is to create a platform to reach a
wider market and provide services that are not limited by distance. However, it
is necessary to ensure that the use of technology will impact company perfor-
mance if the company’s employees can use technology. Research (Sumani &
Prasetya; 2022: 67) shows that the use of financial information technology does
not affect the performance of MSME companies because employees are not
literate in using technology.

The results of this study indicate that the idea of innovation is very thick
with the use of information technology. This is reflected in the ideas that
emerged, such as creating platforms, using technology in disseminating legal
content, finding clients, online consultations, document automation, and sched-
uling notifications, which show the importance of using technology. This is in
line with research conducted by (Ferreira et al., 2019: 588) that using technology
is one way to increase a company’s ability to generate innovation and improve
performance in general. In addition, research conducted by (Chesbrough, &
Crowther 2006: 232) found that using technology will increase profit growth.
The idea of innovation in the form of a platform put forward in this study is
more of a transaction platform. This platform facilitates exchanges between two



Review of Management and Entrepreneurship
Volume 07, Number 02, October 2023

246

parties, not an innovation platform, but a platform created to provide added
value to both parties, namely value complementary to goods or services, not just
the occurrence of exchange (Gawer, 2021: 7).

In this study, it was concluded that to produce innovation, collaboration is
needed. Informants agreed on the importance of collaboration to produce a legal
service platform with programmers and in collaboration with consumers to iden-
tify what types of services consumers need. It was also found in research conducted
by (Chesbrough Crowther, 2006, p. 233) that it is essential to involve other people
in generating innovative ideas, known as open innovation. Open innovation is a
condition involving insiders and outsiders of a company to identify and discover
innovations. Open innovation has the opportunity to make companies get impor-
tant and updated issues that must be answered and also the opportunity to execute
innovations at a lower cost. Likewise, research (Berry, 2019, p. 83) suggests that
involving patients and patient families in health service innovation extensively helps
increase patient and family satisfaction and positive experiences.

G. LIMITATION

This research cannot be generalized, considering that the informants involved
were selected purposively. In addition, the resulting innovative ideas still need to be
tested so that the impact on company performance cannot be known yet. Whether
the impact, as stated in previous studies, improves financial performance, market-
ing or performance in general, is still unknown. In other words, the impact of the
innovation ideas found has not been measured. This research also has not explained
the steps that need to be taken to follow up on these innovative ideas that have
been found. This is an opportunity for further research, to be able to formulate
ways to implement the innovative ideas that have been formulated, as well as mea-
sure their impact on legal service companies.
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