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The ABS story so far – how can your clients believe your client hype? 
 

 
”You’ll never have a product or price advantage again. They can be easily duplicated, 

but a strong customer service culture can’t be copied.” 
 Jerry Fritz 

 

 
Use these newsletters to help you create and build an exceptional legal practice 

 

This month’s ABS story so far….. What this means to you………. 
 
‘We give a first class service’ – Do you really? 
 
If you do how do you tell your potential clients? 
 
Often your website is first port of call for potential 
clients to check you out.  All of the local North 
West Websites I reviewed contained text saying 
how wonderful they were. 
 

Most were silent on client testimonials - surveys - 
service guarantees.  These stood out from the 
crowd: 
 
Testimonials 
Clough Willis have rotating testimonials on the 
home page.  
Ralli have theirs on their client page. 
Russell Jones Walker have a clients quotes page, 
with photos and have testimonials without photos 
on their service pages. 
Heatons put one in their corporate service page.  
Peter Edwards Law has 15 client comments on 
their home page. 
 

Where are yours? 
 
Client Surveys 
Forbes Solicitors listed a June 2010 client survey 
which stated that 99% of their clients would 
recommend them – can you say that? 
 
 
 
 
 
 
Service Level Information 
Underwoods, a Hemel Hempstead firm get the star 
billing  – their front page is full of testimonials and 
they show the results of their client survey in pie 

 
That your clients cannot tell the difference between 
your ‘ŦƛǊǎǘ Ŏƭŀǎǎ ǎŜǊǾƛŎŜΩ and your competitors!  
 
And client views are different from yours – 52 % of 
solicitors think they deliver a good service whilst  
21 0% of clients think they receive a good service.  
 
So at the very least you should be conducting client 
surveys to ensure you that you can demonstrate 
your own hype! 
 
---------------------------------------------------------- 
3 key questions for Managing and/or Senior 
Partners  to answer – Can you 
 

1. Identify those service key performance 
indicators that you know you perform 
stunningly at (in the range of 95-100%). E.g. 
every call is returned same day. 

 
2. Include these statistics on your website 

whilst making real concerted efforts to 
improve the others? 

 
3. Confidently offer service level guarantees 

including a payment for breach – such as 
never being late for a meeting. 

 
 

Are you confident enough to put 
your money on your service being 
the best?!  
 
If not how can you increase that 
confidence? 
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charts but more importantly they provide a table 
of their performance in 2010.Check out their web 

site @ - http://www.underwoods-
solicitors.co.uk/audits.htm 
 
Service Level Guarantees corporate style 
The Co-operative Bank started to offer Service Level 
Guarantees over a decade ago of £25 and today 
focus on offering £50 if you are not completely 
satisfied with their switching service from your 
current bank 
 

 

Resource/reading box for continuous 
improvement to your bottom line 

Coffee exercise to start or embed change 
to produce you more income! 

 

So what else can you do? 

 

 
 
I’m running a series of courses which are designed 
to  address the various aspects of client 
relationship management. 
  
ΨCƛǊǎǘ ǘƛƳŜ LΩǾŜ ŜǾŜǊ ǿǊƛǘǘŜƴ у ǇŀƎŜǎ ƻŦ ƴƻǘŜǎΗ ¦ǎŜŦǳƭ 
to all - from Partner to newly quaƭƛŦƛŜŘǎΦΩ Hugh 
Strickland Partner Geldards* 
 
1. *Managing Client Relationships 18/10 London 
 
2. Complaints Avoidance 1/12 Manchester 9/12 
London 
 
3. Management Stage 2 Leeds 21/9 Liverpool 
30/9, Manchester 27/10. 
All of the above courses run by BPP www.bpp.com 
 
4. Marketing and Business Development 
Workshop Manchester 21/10 run by 
www.business-support-solutions.co.uk arm of 
Greater Manchester Chamber of Commerce  
 
5. CRM Post Clementi London 21st October  
Above courses run by Kaplan Altior  
www.altior.co.uk/Senior_Management_and_Partn
ership  
 
For more details contact me directly at  
Beyond the Brief 07921540039 or  
http://www.beyondthebrief.com/public.html 

 
At the next team meeting or call a client review 
meeting for all your partners/people to contribute 
to the following questions which are relevant to 
your future exceptional legal practice: 
 

1. What key service performance indicators do 
we have that we are proud to show on the 
website and/or  

 
2. What ones would we like to start or offer to 

our clients and/or 
 

3. Can we survey our clients on to gain 
confirmation of our perception and are 
ready to put our money where our 
reputation is and offer service level 
indicator payments? 

 
Don’t forget to capture the results; arrange a small 
project team to take this forward including tracking 
and promoting these on your website. Any service 
level payments to come out of the relevant team’s 
budget. 

OR 
 
You could request a facilitated 2 hour lunchtime 
partner or team review of your client service for a 
special newsletter reader price of £250 for those of 
you in the North West. This will enable you to 
improve your financial performance by keeping the 
clients you have and gaining access to new ones.  
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