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About The Survey of Client ServicePerformancefor Law Firms:;
The BTI Client Service A—Team

BTI developed The Survey of Client Service Performance for Law Firms: The BTl Client
Service A-Team to singleout those law firmswho stand out from the pack intheclient’smind. The
BTI Client Service A-Team performsbetter than their competitorsintheclient servicearena. These
firmshavedifferentiated themsalvesfrom the competition through client service.

Theultimate successof alaw firm dependsonitsrelationshipswithitsclients. Good client relation-
shipslead to businessgrowth and increased revenues; poor client relationships stymie growth and can
eventudly leadtofailure.

Thisisparticularly trueinlight of our research that showsthat Fortune 1000 companiesarelargely
dissatisfied with their law firms. Only 35% of companiesbelievethat their primary law firmisbest at
client service. Just 34.7% recommend their primary law firm. Clientstell usthat their outsidelaw
firmsaremanaging to do just enough to get by - most are s mply meeting expectations, and very few
areexceeding them.

Nominated by Clients — The True Test of Performance

BTI interviewed almost 200 corporate counsel at Fortune 1000 companiesthroughout theU.S.
about their outsidelaw firm relationshipsand how they buy lega services. Duringtheseinterviews,
BTI probed corporate counsel about abroad range of issues. Our research hasastrong focuson
client satisfaction, client relationships, law firm management strategies, and client needs. This
report focuses on clients' views on individual law firm performance — the law firms clients
think arethe best. These questions were entirely open-ended and all client responses were
recorded verbatim, giving you the most accurate and client-based assessment possi bl e about
how law firms are really doing.

The A-Team Is a Substantial Accomplishment

The most important judge of all aspects of law firm performance — the client him or herself —
decideswhich firmsarethe best. Given that the majority of corporate counsel tell usthat they
are not satisfied with the client service they receive from their outside law firms, being nomi-
nated asbest law firmin one or more of the categoriesisakey milestone. We heartily congratul ate
al firmsthat are nominated.

The Survey of Client Service Performance for Law Firms: The BTI Client Service A-Team
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Clients Define the Key Activities That Drive Superior Relationships

Aspart of our exclusiveresearch, we asked general counsel to delineatethe attributes, activities,
factorsand behaviorsthat drive client relationships. These 17 factorstogether driveclient relation-
ships. Thesefactorsincludenot only thetangible, basic skillslikelega services, but d so many of the
intangible ones, including client service, businessadvice, quality work products, and truly being
committed to help. Our research showsthat it istheseintangible elementsof aclient’srelationship
with her outsidelaw firmthat truly add valueand build long-lasting rel ationships. Weasked clients
about these elementsto draw out the many layersof good law firm performance, and to identify
whichlaw firmsaremaking thekind of client-oriented outreach that truly drives success.

Overall Best Performing Law Firm
Client Service

Client Focused

Proving Commitment to Help
Providing Vauefor the Dollar
Understanding the Client’sBusiness
Breadth of Services

Helping to Advise on Business | ssues
Unprompted Communication

Regiona Reputation

Bringing Together National Resources
Keeping the Client Informed

Legal Skills

Dealing with Unexpected Changes
Providing Quality Products

Handling Problems

Meeting Technical Specifications
Anticipating the Client’sNeeds
International Capabilities

L IR IR R R R R R R R R R K SRR R K 2R 2R 2R 4

And to inquire about the other side of the coin, we also asked clients which law firm they think
istheMost Arrogant.

The Best of the Best: The BTI Client Service 30

TheBT]I Client Service 30identifiesthe cream of the crop of the Client Service A- Team. Theseare
the 30 firmswith the highest overall score, based on the client nominationsdetailed in thisreport. We
scoreevery firm mentioned by clientsthrough our proprietary ranking of key client attributes. The
rankingsreflect not only how frequently firmsare mentioned, but a so the nature of the attributesfor
which they arecited and how va uablethey areto clients. Firmsthat are nominated by clientsfor the
srategic, high-vaueclient serviceattributesreceive more credit than those cited for thelessdifferenti-
ated and lower valueattributes. Firmsthat scoreat thetop of TheBTI Client Service 30 havetruly
differentiated themsalvesintheeyesof their clients.

The Survey of Client Service Performance for Law Firms: The BTI Client Service A-Team
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27, 36, 39, 42, 43, 44, 45,
47, 48, 50, 51, 53, 54, 56,
57, 59, 60, 62, 66, 68, 75

24,27, 30, 36, 48, 51, 60

5,18, 21, 24, 27, 30, 33,
36, 48, 62, 65

36
24, 45,54
27

5,12, 14, 15, 18, 21, 24,
27, 29, 30, 32, 33, 35, 36,
38, 39, 41, 42, 43, 45, 47,
48, 50, 51, 53, 54, 56, 57,
59, 60, 61, 62, 64, 65, 66,
68, 69, 71

5, 12,18, 21, 24, 27, 42,
45, 48, 51, 60

13, 28, 37

27

5, 27, 30, 33, 36, 48, 66
27, 39, 45

5,12, 18, 21, 24, 30, 33,
39, 42, 48, 51, 54, 57, 60,
62, 65, 66, 68, 88

36
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|ndex to Individual Law Firms
Klass, Stoik, Mugan, Villone, Phillips, Orzechowski,

Clausen & Lapierre
Ladas & Parry

Latham & Watkins

Lavin, Coleman, O’ Neil, Ricci, Finarelli & Gray

LeBoeuf, Lamb, Greene & MacRae

Leonard, Street and Delnard

Liskow & Lewis

Littler Menddlson

LockeLiddel & Sapp

Loeb & Loeb
Lovdls
Martin, Pringle, Oliver, Wallace & Bauer

Mayer, Brown, Rowe & Maw

Mazursky & Dunaway

McCarthy, Sweeney & Harkaway
McCutcheon, McCutcheon & Baxter
McDermott, Will & Emery

McFarlin & Anderson

27
512

5,12, 18, 21, 24, 30, 33,
39, 42, 45, 48, 51, 54, 57,
62, 65, 68, 91

5,21, 27

5, 12, 18, 21, 27, 30, 36,
42, 45, 48, 51, 54, 57, 60,
62, 66

5,12, 18, 21, 24, 27, 36,
39, 45, 48, 51, 54, 57, 60,
62

27

18, 21, 24, 36, 39, 45, 62,
66

5,18, 21, 24, 27, 30, 33,
36, 51, 57, 60, 62, 65

27, 36, 51
21,65
5

5,12, 18, 21, 24, 27, 33,
36, 45, 48, 51, 54, 57, 60,
62, 68, 96

5,12, 21, 24,48
27
36
6, 24, 27, 45, 60

54
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Index to Individual Law Firms
M cGuireWoods

McKennalLong & Aldridge
McNair

McNamara, Goldsmith & Jackson
Melli, Walker, Pease & Ruhly
Merchant & Gould

Michael Best & Friedrich

Milbank, Tweed, Hadley & McCloy

Miller & Martin
Mirick, O’ Connell, DeMadllie& Lougee

Morgan, Lewis& Bockius

Morris, Nichols, Arsht & Tunnell

Morrison & Foerster

Nixon Peabody
Ogden Newell & Welch
Ogletree, Deakins, Nash, Smoak & Stewart

O Méeveny & Myers

Oppenheimer Wolff & Donnelly

6, 12, 14, 15, 17, 18, 20,
21, 23, 24, 26, 27, 30, 33,
36, 39, 45, 48, 51, 57, 60,
62, 66, 68, 86

18, 21, 36, 45

30

27,45

24, 27, 36, 45, 60, 62
6, 36, 39, 48, 51, 57, 66
27, 33,57

18, 21, 25, 27, 30, 33, 36,
39, 45, 48, 51, 54, 57, 60,
62

6, 18, 25, 30, 65
18, 27

6, 12, 14, 15, 17, 18, 20,
21, 23, 25, 26, 27, 30, 36,
39, 42, 48, 51, 66, 68, 99

36, 57, 60

6, 18, 21, 25, 30, 36, 39,
42, 45, 48, 51, 57, 62

12, 18, 22, 27, 36, 45, 57
6, 12, 19, 25, 27, 36, 45, 51
39

5,12, 14, 15, 17, 19, 20,
21, 23, 24, 26, 27, 30, 33,
36, 39, 42, 43, 45, 47, 48,
50, 51, 53, 54, 56, 57, 59,
60, 62, 66, 68, 72

12, 22, 25, 30, 33, 36, 39,
42, 45, 48, 51
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|ndex to Individual Law Firms
Orrick, Herrington & Sutcliffe

Odler, Hoskin & Harcourt

Palmer & Dodge

Partridge Snow & Hahn

Patterson, Belknap, Webb & Tyler

Paul, Hastings, Janofsky & Walker

Paul, Weiss, Rifkind, Wharton & Garrison

Pepper Hamilton
PerkinsCoie

Pierce Atwood

Pillsbury Winthrop

Piper Rudnick

Pitney, Hardin, Kipp & Szuch

Porter Wright Morris& Arthur

Poyner & Spruill
Preston Gates& Ellis
Proskauer Rose
Pursley Lowery Meeks
Rawle & Henderson
Reed Smith

Riddell Williams

25, 27, 39, 51, 60
39

6, 22, 25, 33, 36, 40, 45,
48, 52, 54, 57, 62

30, 54

6, 12, 19, 22, 25, 30, 33,
40, 45, 48, 52, 54, 57, 60,
62

6, 12, 30, 33, 40, 42, 45,
48, 52, 54, 57, 60, 62

6, 22, 25, 33, 40, 42, 45,
48, 52, 54, 62, 66

28, 46, 48, 52, 54, 60
22,30, 37,62

19, 28, 37, 46

12, 30, 40

19, 25, 37, 42, 52, 62, 65
19, 28, 37, 46

6, 25, 28, 33, 42, 52, 54,
57,62

19, 54

40, 62

30

6, 49, 62

28

28

6, 25, 33, 37
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|ndex to Individual Law Firms
Robins, Kaplan, Miller & Ciresi

Ropes & Gray
Sedgwick, Detert, Moran & Arnold

Seyfarth Shaw

Shearman & Sterling

Sheppard, Mullin, Richter & Hampton
Shook, Hardy & Bacon

Shutts& Bowen

Sidley Austin Brown & Wood

Siegd, Brill, Greupner, Duffy & Foster
Sills Cummis Radin Tischman Epstein & Gross

Simpson Thacher & Bartlett

Skadden, Arps, Slate, Meagher & Flom

Smith Moore

Snell & Wilmer

12, 30, 37, 40, 52, 54

6, 12, 19, 22, 25, 28, 30,
33, 37 40, 42, 46, 49, 52,
54, 57, 60, 62, 68, 89

6, 19, 25, 28, 40, 42, 46,
54, 57

19, 22, 28, 37, 40, 42, 46

6, 12, 31, 33, 37, 46, 49,
52, 65, 66

6, 19, 22, 25, 28, 31, 33,
37, 40, 46, 49, 52, 55, 57,
60, 62

31, 67

6, 22, 33, 37, 40, 46, 49,
52, 60

3,5,12, 14, 15, 17, 19, 20,
21, 23, 24, 26, 28, 29, 30,
32, 33, 35, 37, 38, 39, 41,
42, 43, 46, 47, 48, 50, 51,
53, 54, 56, 57, 59, 60, 62,
65, 67, 68, 69, 70

37
63

6, 22, 25, 31, 33, 42, 49,
52, 55, 60, 67

6, 12, 22, 25, 28, 30, 33,
42, 48, 55, 57, 63, 65, 66,
68, 93

6, 12, 19, 22, 25, 28, 37,
40, 46, 49, 57, 60, 63

6, 12, 19, 22, 25, 28, 31,
33, 37, 40, 46, 49, 52, 55,
57, 60, 65, 67
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Index to Individual Law Firms
Sonnenschein, Nath & Rosenthal

Spencer Fane Britt & Browne

Squire, Sanders & Dempsey

Statman, Harris, Siegel & Eyrich
Stearns Weaver Miller Weissler Alhadeff & Sitterson

Steptoe & Johnson

Stites& Harbison
Stroock & Stroock & Lavan

Sullivan& Cromwdll

Sullivan & Worcester
Susman Godfrey
Sutherland Ashill & Brennan

Thompson & Knight

ThompsonHine

Torys

Troutman Sanders

Ungaretti & Harris

Varnum, Riddering, Schmidt & Howlett

Venable, Bagetjer & Howard

67
63

6, 13, 19, 22, 25, 28, 31,
33, 40, 42, 46, 49, 52, 55,
58, 60, 68, 97

6, 13, 19, 25, 28, 46, 58
46

13, 19, 22, 25, 31, 33, 37,
40, 46, 49, 60, 63

19, 22, 25, 28, 37
40

5,19, 22, 25, 28, 33, 42,
46, 49, 52, 55, 58, 63, 66

6, 19, 22, 25, 28, 40
67

13, 19, 22, 25, 28, 31, 33,
37,42, 46, 49, 52, 55, 58,
60, 63, 65

19, 22, 25, 28, 31, 33, 37,
40, 42, 46, 49, 52, 55, 58,
60, 63, 65

6, 19, 22, 25, 31, 33, 37,
55, 58, 60, 63

22,28, 37, 40, 46, 52, 63
28, 37,55

19, 28, 37

22,25, 34

6, 13

The Survey of Client Service Performance for Law Firms: The BTI Client Service A-Team
Page 126



Index to Individual Law Firms
Vinson & Elkins

Vorys, Sater, Seymour and Pease

Wachtell, Lipton, Rosen & Katz

Wallace, Saunders, Austin, Brown & Enochs

Warner Norcross & Judd

Well, Gotshal & Manges

White& Case

Whitney & Bogris

Wiggin& Dana

Wildman, Harrold, Allen & Dixon
Wilentz, Goldman & Spitzer

Wiley Rein & Fielding

Wilmer, Cutler & Pickering

Wilson Sonsini Goodrich & Rosati
Wilson, Elser, Moskowitz, Edelman & Dicker

Winston & Strawn

Zevnik Horton

6, 19, 22, 31, 34, 37, 40,
46, 49, 52, 55, 58, 60, 63,
65

6, 19, 22, 25, 28, 31, 34,
37,49, 52, 55, 58, 60

3,5, 13, 14, 15, 19, 22, 25,
28, 29, 32, 33, 35, 38, 39,
41, 42, 46, 48, 51, 54, 58,
63, 67, 68, 74

6, 25, 28, 37, 46, 49, 52,
55, 58, 63

28

6, 13, 25, 31, 34, 46, 49,
52, 55, 60, 67

13, 65
40
67
19, 40
37

6, 19, 22, 25, 28, 34, 37,
40, 46, 49, 52, 55, 58

6, 13, 19, 22, 25, 28, 31,
34, 37, 40, 42, 46, 49, 52,
55, 58, 60, 63, 68, 94

28, 31, 34, 37, 55, 63, 67
6, 25, 28, 42, 46

5,13, 19, 21, 24, 28, 34,
37, 40, 46, 49, 52, 54, 57,
63, 65, 67, 68, 81, 103

13, 19, 22, 25, 28, 34, 37,
46, 49, 52, 55, 60, 63
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for Law Firms:
TheBTI Client Service A-Team

Brand New! Just Released! 30 New Top-Ranking Law Firms
The Survey of Client Service Performance

Exclusive Resear ch—Which Law FirmsPerform Best Accordingto Clients

The landmark BTI report The BTl Survey of Client Service Performance for Law Firms:
The Client Service A-Team gives you an unprecedented view of how law firmsare
performing and which law firms stand out from the pack in the client’smind for providing

superior client service.

Based oninterviewswith almost 200 corporate counsel at the Fortune 1000, thiscompelling
research tellsyou—by name—which law firmshave differentiated themselvesfrom the
competition through excellencein client service. Learn how your clientsview good
performance and their unprompted and open assessment of which firmsarethe best.

23 Ways to Benefit

1. Seewhoisreally winning clients hearts,

minds, —and dollars

Find out what your competitors are doing right

Delineate how law firms are differentiated in the

eyesof clients

Evaluate your client service brand

Fine tune proposal efforts

Learn how clients define client focus

Seewhat clientsthink of your firm

Seewhat potential clientsthink of your firm

Understand what impresses clients

10. Uncover how smaller firms outperform large firmsin
key pockets of strength

11. Seewhich law firmsfell from grace —and lost their
positioninthe BTI Client Service 30

W N

© © N o g s

PerformanceAlong 17 Attributesthat
Clientsldentify asM ost Important

We asked clients who is the best performing law firm across
17 categories, all of which together comprise the complex
client relationship with corporate counsel.

A few of the categoriesinclude:

Client Service

Client Focus

Overall Performance
Providing Value

Legal Skills

Quality

12. Discover thekey to getting higher billing rates

13. Capitalize on what the largest firmsdo right

14. Get the definitive answer on how clients define what
makes a best performing law firm

15. See who tops The BT Client Service 30

16. Calibrate your competitors’ strengthsand
weaknesses

17. Develop your strategy to position your firmin
head-to-head competition

18. Gradeyour firm’'sclient service skills

19. Tout your firm’sabilitiesto your clientsthrough
independent, market-validated data

20. Spot weaknesses in other firms

21. Leverage your existing market strengths

22. Establish exactly where you stand

23. Pinpoint up and coming law firms that debut on the
2003 BTI Client Service 30

The BTI Client Service 30

The Cream of the Crop of the BTI Client Service A—
Team. Get the details on what these 30 highest scoring
law firms are doing to drive such ahigh level of client
satisfaction.

The BTI Client Service 30 performs

2 to 8 times better than everyone else.

The Activities that Clients Define as

Driving Good Relationships

Find out about law firms' performance based on what’s
important to Fortune 1000 clients. See how law firms
perform, which skillsmakeyoulook like other firms, and
which ones make you stand out from the crowd and
engender loyalty.

Order information on the other side
Call (617)439-0333 for more information
Or visit us at www.bticonsulting.com

TheBTI Consulting Group
Compelling Research for Compelling Results s"



Brand New! Just Released! 30 New Top-Ranking Law Firms
The Survey of Client Service Performance
for Law Firms;

B @ B TheBTI Client Service A-Team

Get theFactson How ClientsRank Law Firms' Client ServicePerfor mance

You can see, by hame, who the client service leaders are and what they are doing. You can learn what makes The BTI
Client Service 30 so successful, why Fortune 1000 clientslikethese law firms— 2 to 8 times better than the competition —
and how hundreds of law firms perform according to clients. All thisisbased on objective, independent research with
almost 200 Fortune 1000 clients. Theonly placeto get thisfact-based insight into how clientsthink of law firms' client
service performanceisin The Survey of Client Service Performance for Law Firms. The BTI Client Service A—Team.
Use this unprecedented research to understand:

e Thelaw firmsthat clients see as performing best — by name

e Why these law firms perform well

e Specific strengths and weaknesses of more than 180 law firms

e Inwhat areas have small, medium, and large law firms made improvements from last year
—and in what areas does size still matter

»  Exactly how clients define client focus—in unprompted detail
e TheBTI Client Service 30: The Cream of the Crop of the Client Service A—Team

Thetop 30 law firmsthat perform 2 to 8 times better acrossthe 17 key client-defined
attributesthat drive superior client relationships

_ Yes! | want to learn which law firms clients name as best performing across
the 17 key attributes that drive client relationships. Send me BTI's
revealing Survey of Client Service Performance for Law Firms: The
Client Service A-Teamfor $1,800 plus shipping.

___ Pleasebill me:  Purchase Order No.

Authorizing Individual

| I
| I
I I
| I
| I
I I
| I
| ___ Pleasebill mycreditcard: ___ VISA __ MasterCard _ AmEXx |
: Nameon Card: :
Satisfaction
CardNo: Exp.:

: Guar anteed! k :
| Full unlimited Signature: |
| telephone support ___ Check enclosed, payable to: TheBTI Consulting Group |
| 167 Milk Street, Suite 340 |
| Boston, MA 02109 |
: Name Title :
| Company |
: Address :
| City State Zip |
: Telephone Fax :
| Emall |
| Questions? Visit www.bticonsulting.com or call Michael Rynowecer at (617) 439-0333 |
.- J
TheBTI Consulting Group To order, fax this form to (617)439-9174

Compelling Research for Compelling Results " or call BTI directly at (617)439-0333

WEB No cover sheet required



