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Introduction

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

BTI developedrhe Survey of Client Service Performance for Law Firms: The BTI Client
Service A—Tearo single out those law firms who stand out from the pack in the client's mind. The
BTI Client Service A-Team firms perform better than their competitors in the client service arena.
These firms have differentiated themselves from the competition in their clients’ eyes through client
service.

The ultimate success of a law firm depends on its relationships with its clients. Good client relation-
ships lead to business growth and increased revenues; poor client relationships stymie growth and can
eventually lead to failure.

This is particularly true in light of our research that shows that Fortune 1000 companies are largely
dissatisfied with their law firms. Only 24.7% of companies recommend their primary law firms.
Clients tell us that their outside law firms are managing to do just enough to get by — they are doing
B minus work, not A work. And clients are underwhelmed with the client service they are getting
from their law firms now.

Nominated by Clients — The True Test of Performance

BTl interviewed almost 200 corporate counsel at Fortune 1000 companies throughout the US about
their outside law firm relationships and how they buy legal services. During these interviews, BT
probed corporate counsel about a broad range of issues. Our research has a strong focus on client
satisfaction, client relationships, law firm management strategies and needs. This report focuses on
clients’ views on individual law firm performance—the law firms clients think are the best. These
guestions were entirely open-ended and all client responses were recorded verbatim, giving you the
most accurate and client-based assessment possible about how law firms are really doing.

Clients Define the Key Intangibles that Drive Success

As part of our exclusive research, we asked general counsel to delineate the attributes, activities,
factors and behaviors that drive client relationships. These 17 factors together drive client relation-
ships. These factors include not only the tangible, basic skills like legal services, but also many of the
intangible ones, including client service, business advice, quality work products, and truly being
committed to help. Our research shows that it is these intangible elements of a client’s relationship
with their outside law firm that truly add value and build long lasting relationships. We asked clients
about these elements to draw out the many layers of good law firm performance, and to identify
which law firms are making the kind of client-oriented outreach that truly drives success.

The A—Team is a Significant Accomplishment

Thus, the mostimportant judge of all aspects of law firm performance — the client him or herself —
decides which firms are the best. Given that the majority of corporate counsel tell us that they are not
satisfied with the client service they receive from their outside law firms, being nominated as best
performing law firm in one or more of the categories is quite a milestone. We heartily congratulate all
firms that are nominated.

© The BTI Consulting Group - Boston, MA 02109 The Survey of Client Service Performance for Law Firms:
(617) 439-0333 - www.bticonsulting.com The BTI Client Service A~Team
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Introduction

The Key 20 Skills, Activities, Attributes, and Behaviors Behind Client Relationships

BTl asked clients who the best performing law firm is across a number of attributes, skills, functions,
behaviors and activities. These come together to comprise the complex mosaic that drives client
relationships. Clients themselves identify and weigh these factors. We asked clients to tell us which
firm, in their mind, is the best at each of these categories. The categories of performance include:

Overall Best Performing Law Firm
Client Service

Client Focused

Proving Commitment to Help
Providing Value for the Dollar
Understanding the Client’s Business
Breadth of Services

Helping to Advise on Business Issues
Unprompted Communication
Regional 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’'s Needs
International Capabilities

L IR R R R R 2R 2EE 2R R SR IR SRR R NN JEER JEER JEER SRR 4

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

A Note About Size of Firm

We analyze the winners in the client satisfaction wars in terms of the size of the firm. Our research
found that overall, smaller firms perform very well in the client service arena, and compete quite
strongly against the larger firms with Fortune 1000 clients. We urge the large firms to take note of
these results throughout this study, as they have implications for your clients’ satisfaction, and your
ability to maintain your client base over time.

For purposes of this analysis, we divide the firms into 3 size categories:

The Top 30— The 30 largest firms in terms of total firm revenue;

The Top 31-100 — The remaining medium to large firms in the Top 100 in terms of firm revenue
(excluding the Top 30);

Outside the Top 100 — The smaller firms that fall below the revenue threshold for the Top 100.

© The BTI Consulting Group - Boston, MA 02109 The Survey of Client Service Performance for Law Firms:
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Introduction

The Best of the Best: The BTI Client Service 30

The BTI Client Service 30 identifies the cream of the crop of the Client Service A-Team. These are
the 30 firms with the highest overall score, based on the client nominations detailed in this report. We
score every firm mentioned by clients through our proprietary ranking of key client attributes. The
rankings reflect not only how frequently firms are mentioned, but also the nature of the attributes for
which they are cited and how valuable they are to clients. Firms that are nominated by clients for the
strategic, high value client service attributes receive more credit than those cited for the less differenti-
ated and lower value attributes. Firms that score at the top of The BTI Client Service 30 have truly
differentiated themselves in the eyes of their clients.
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58
5,10, 16, 19, 28, 34, 37, 40, 46, 61, 67,
84

19

1112, 14, 16, 17, 20, 22, 23, 34, 40,
41, 44, 46, 47, 49, 50, 52, 53, 55,
56, 67, 97
10, 11, 12, 14, 16, 17, 19, 20, 22, 23,
25, 26, 28, 29, 31, 32, 34, 35, 37, 38,
40, 43, 46, 49, 52, 55, 58, 59, 61, 62,
64, 67, 75
10, 22, 25, 28, 31, 34, 40, 61, 64, 67,
96
34
19, 25, 34, 37, 43, 55

28

1®), 11, 12, 14, 16, 17, 19, 20, 22,
23, 25, 26, 28, 29, 31, 32, 35, 37, 38,
40, 41, 43, 44, 46, 47, 49, 50, 52, 53,
55, 56, 58, 61, 64, 65, 67, 68, 69
22,25, 28, 31, 40, 43, 49, 52, 58
16, 22

5
10, 25, 43
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Index to Individual Law Firms

Law Firm

Kennedy Covington Lobdell & Hickman
Kilpatrick Stockton

King & Spalding

Kirkland & Ellis

Kirkpatrick & Lockhart

Klett Rooney Lieber & Schorling
Kutak Rock

Latham & Watkins

LeBoeuf, Lamb, Greene & MacRae
LeClair Ryan
Leonard Street & Deinard

Levine, Staller, Sklar, Chan, Brodsky & Donnelly

Linklators (London)
Lionel Sawyer & Collins
Littler Mendelson

Locke Liddell & Sapp
Lord, Bissell & Brook

Manatt, Phelps & Phillips

Matheson Ormsby Prentice (Ireland)
Mayer, Brown & Platt

Mays & Valentine

McCarthy Tétrault
McDermott, Will & Emery

Page Number of Firm Reference

10
528, 40, 65
19, 22, 28, 31, 34, 37, 40, 46, 49, 61
5,11,12, 14, 16, 17, 19, 20, 22, 23, 25,
26, 28, 29, 31, 32, 34, 35, 38, 40, 41,
43, 44, 46, 47, 49, 50, 53, 56, 65, 67,
72
28, 40, 61
16, 19, 49
10
5,112, 22, 28, 31, 37, 40, 41, 44, 46,
47, 49, 50, 52, 53, 55, 56, 67, 86

5
16, 19, 25, 37, 43, 46, 49, 52, 55, 58
16, 52
37,43, 52, 61
10, 16
22,31, 34
10, 11, 12, 16, 28, 34, 37, 40, 41, 43,
44, 47, 50, 53, 55, 56, 65
19, 25, 34, 49, 58, 61
10, 19, 22, 31, 34, 37, 43, 46, 49, 52,
55, 58, 61, 67, 92
43, 58, 61

37
516, 25, 28, 34, 61
10, 16, 19, 22, 25, 28, 31, 34, 37, 40,
43, 46, 49, 52, 55, 58, 61, 64, 67, 81
64
510, 11, 12,14, 17, 19, 20, 22, 23, 25,
28, 31, 34, 37, 40, 41, 43, 44, 46, 47,
50, 52, 53, 55, 56, 64, 67, 71
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Law Firm Page Number of Firm Reference

McGuireWoods 10, 11, 12, 14, 16, 17, 19, 20, 22, 23,
28, 31, 34, 40, 43, 46, 55, 58, 59, 61,
62, 67, 80

McKenna & Cuneo 510, 19, 28, 37, 55

Merchant & Gould 510, 16

Milbank, Tweed, Hadley & McCloy 65

Miles & Stockbridge 16, 19, 25, 43, 49

Miller, Barnes & Christian 19

Moore & Van Allen 10, 16, 22, 25, 34, 49, 58, 61

Morgan, Brown & Joy 10

5,10, 16, 19, 25, 28, 31, 34, 40, 46, 49,
55, 64, 67, 85, 86

Morgan, Lewis & Bockius

Morris, Manning & Martin 31, 49

Morrison & Foerster 516, 19, 28, 37, 40, 46, 64
Morrison Cohen Singer & Weinstein 56, 22, 25, 61

Mullins & Williams 19

Musick, Peeler & Garrett 19, 31

O’'Melveny & Myers 5,10, 34, 46
Oppenheimer Wolff & Donnelly 16, 19, 28, 37, 40

O'Reilly, Marsh & Corteselli 16

Orrick, Herrington & Sutcliffe 16, 58

Parker, Poe, Adams & Bernstein 25

22, 28, 37, 40, 46
28, 31, 46, 61, 64, 65
16, 19, 31, 43, 46
22,34, 37, 40, 43
112, 26, 28, 29, 32, 35, 37, 38,
61, 64, 65
510, 11, 12, 16, 19, 22, 28, 37, 40, 43,
52,59, 61, 62, 67, 88
Preston Gates & Ellis 28, 65
Proskauer Rose 22

Paul, Hastings, Janofsky & Walker

Paul, Weiss, Rifkind, Wharton, & Garrison
Pepper Hamilton

Pillsbury Winthrop

Piper Marbury Rudnick & Wolfe

Porter, Wright, Morris & Arthur
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Index to Individual Law Firms

Law Firm

Quarles & Brady

Reed Smith

Riker, Danzig, Scherer, Hyland & Perretti

Robin & Thompson

Robinson Silverman Pearce Aronsohn & Berman
Robinson, Bradshaw & Hinson

Ropes & Gray

Rutan & Tucker

Saul Ewing

Schiff Hardin and Waite
Schottenstein, Zox & Dunn
Sedgwick, Detert, Moran & Arnold
Seiden & Schein

Shearman & Sterling

Sidley Austin Brown & Wood

Simpson Thacher & Bartlett
Skadden, Arps, Slate, Meagher & Flom

Page Number of Firm Reference

516, 19, 55
25, 34,52, 55
19
10
16, 19, 22, 31, 34, 37, 46, 61
37
10, 16, 19, 22, 28, 31, 34, 46, 49, 52,
55, 67, 94
5
5
5
25
10
65
65

5,112, 16, 19, 22, 25, 26, 28, 29, 32,
34, 35, 37, 38, 40, 41, 43, 44, 46, 47,
49, 50, 52, 53, 56, 61, 64, 65, 67, 73
22, 28, 31, 34, 40, 46, 49, 64, 67, 98
5,10, 11, 12, 16, 19, 26, 28, 29, 31, 32,
34, 35, 38, 40, 41, 44, 46, 47, 49, 50,
52, 53, 55, 56, 64, 65, 67, 74

Smith, Anderson, Blount, Dorsett, Mitchell & Jernigan 19, 31, 52

Smith, Gambrell & Russell

10, 49

Snell & Wilmer 5,10, 16, 19, 28, 31, 34, 37, 43, 46, 49,
52, 55, 58, 67, 83

Squire, Sanders & Dempsey 5,16

Stockman Wallach Lentz & Gamell 10, 16, 19, 31

Stradley, Ronon, Stevens & Young 37

Stroock & Stroock & Lavan 5, 28, 34, 46, 65
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Index to Individual Law Firms

Law Firm

Sullivan & Cromwell

Sutherland Ashill & Brennan

Testa, Hurwitz & Thibeault

Thacher Proffitt & Wood

Thompson Coburn

Torys

Varnum, Riddering, Schmidt & Howlett
Vinson & Elkins

Wachtell, Lipton, Rosen & Katz

Watt, Tieder, Hoffar & Fitzgerald
Weinberg, Kaley, Gross & Pergament
White & Case

White, Smith & Scantlebury

Wildman, Harrold, Allen & Dixon

Wiley, Rein & Fielding

Williams, Mullen, Clark & Dobbins
Willkie Farr & Gallagher

Wilmer, Cutler & Pickering

Wilson Sonsini Goodrich & Rosati
Winston & Strawn

Wyatt, Tarrant & Combs

Zevnik Horton

Page Number of Firm Reference

510, 11, 12, 14, 16, 17, 19, 20, 22, 23,
25, 26, 28, 29, 31, 32, 34, 35, 38, 40,
41, 43, 44, 46, 47, 49, 50, 52, 53, 55,
56, 58, 59, 61, 62, 65, 67, 68, 70

40, 16, 19, 22, 28, 31, 34, 40, 43, 46,
49, 52, 55, 61, 67, 82

37

28

25
16, 25
19, 22, 25, 28, 31, 34, 46, 49, 58

510, 11, 12, 16, 19, 22, 31, 34, 52, 59,
61, 62, 64, 65, 67, 93

40, 31, 37, 40, 52

37
37,43, 61

28, 46, 49, 64

65

37

37
34, 37,61

5, 16

510, 11, 12, 16, 19, 25, 31, 37, 41, 43,
44, 47, 50, 52, 53, 55, 56, 61, 67, 89
22,31, 52, 65

510, 19, 22, 61

22,25, 64
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Exclusive Research—Which Law Firms Perform Best According to Clients

The landmark BTI repoithe BTI Survey of Client Service Performance for Law Firms: The
Client Service A—Teagives you an unprecedented view of how law firms are performing, and
which law firms stand out from the pack in the client’s mind in providing superior client service.

Based on interviews with almost 200 corporate counsel at the Fortune 1000, this compelling
research tells you—by name—which law firms have differentiated themselves from the competi-
tion through excellence in client service. Learn how your clients view good performance and
their unprompted and open assessment of which firms are the best.

Performance Along 20 Attributes that 22 Ways to Benefit

Clients Identify as Most Important 1. See who is really winning clients’ hearts and
We asked clients who is the best performing minds.

law firm across 20 categories, all of which 2. Find out what your competitors are doing
together comprise the complex client relation- right.

ship with corporate counsel. A few of the 3. Delineate how law firms are differentiated|in
categories include: the eyes of clients.

Understand what impresses clients.
The BTI Client Service 30 . Uncover how small firms outperform large

The Cream of the Crop of the BTI firms in key pockets of strength.
Client Service A—Team. Getthe 11 Learn smallfirms’ strengths.
details on what these 30 highest 12. Access the advantages of the medium-sized
- genvice . . . . firms.
oy ol CHert B e . scoring law firms are doing to drive c . .
cotor 2! D " such g high level of clientgsatisfac- 3. Capitalize on what the large firms do right.
tion with their client service—2to 4. Get the definitive answer on how clients
7 times better than everyone define what makes a best performing law
firm.
else. , :
“ 15. See who tops The BTI Client Service 30.
\ The Activities that Clients 16. Calibrate your competitors’ strengths and
" Define as Driving Good weaknesses. g .
17. Develop your strategy to position your firn

Relationships head-to-head i
Find out about law firms’ performance based €ad-to-nead competition. .
8. Grade your firm’s client service skills.

on what’s important to Fortune 1000 clients. o - .
9. Tout your firm’s abilities to your clients

You not only see how law firms perform, you . . |
can see which skills make you look like other through mdependgnt, markt_at-valldated data.
. Spot weaknesses in other firms.

firms and which ones make you stand out fron‘§0 .
1. Leverage your existing market strengths.

th d and der loyalty. :
© crowd and engencer loyatty 22. Establish exactly where you stand.

+ Client Service 4. Evaluate your client service brand.

+ Client Focus 5. Fine tune proposal efforts.

o Overall Performance 6. Learn how clients define client focus.

+ Legal Skills 7. See what clients think of your firm.

o Quality 8. See what potential clients think of your firm.
9.
10

[

n

el

The BTI Consulting Group offers the most compelling research, analysis, benchmarking, and consulting to help you sell
professional services. BTI boasts the largest knowledge base of professional services practice and market trends in the
world. BTI's research and insight is based on more than 5,000 interviews with key buyers of professional services at the
world's largest and best run companies. BTI prides itself on a direct, no-nonsense delivery of critical, high-impact information
that drives competitive advantage to help you thrive in the face of today’s brutal competition and maturing markets.

The BTI Consulting Group. Order information on the other side.
Compelling Research for Compelling Restéifts Call (617)439-0333 for more information.
Or visit us at www.bticonsulting.com
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Get the Facts on How Clients Rank Law Firms’

Client Service Performance

For the first time you can see, by name, 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 clients like these law firms —
2 to 7 times better than other law firms — and how hundreds of other la
firms perform as well. All this is based on objective, independent re-
search with almost 200 Fortune 1000 clients. We probed these clien
the factors that drive client service and how law firms perform. The
only place to get this fact-based insight isTime Survey of Client Service Performance for Law
Firms: The BTI Client Service-Aeam.

Use this unprecedented research to understand:

The law firms that clients see as performing bdst name

Why these law firms perform well

Specific strengths and weaknesses of more than 170 law firms

Why 52% of Fortune 1000 clients see small firms as best at the client service skills

that build loyalty

How more than 50% of clients see medium-sized law firms offering the best legal

services

Exactly how clients define client focus — in unprompted detalil

The BTI Client Service 30 — the Cream of the Crop of the Client Service A—-Team

- Those law firms that perform 2 to 7 times better across the 17 key client-defined
attributes that drive superior client relationships

YES! | want to better understand what clients think of my firm—and my competitdrs

and boost client service. Rush me my copyloé Survey of Client Service Performance

telephone support and satisfaction is guaranteed.

. rvice
\ient Se!
@ m:

The Survey 0‘(
perIo(maﬂCe =
“The BT! Cliemt

o;;ﬁ;;”,flie; Please bill me: Purchase Order No.
: Authorizing Individual

\ ____ Please bill my credit card: VISA MasterCard _ AmEX
\ Name on Card:
\ Card No: Exp.:
Signature:

___Check enclosed, payable to-The BTI Consulting Group, Inc.
167 Milk Street, Suite 340, Boston, MA 02109

Name Title

Company

Address

City State Zip
Telephone Fax
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for Law Firms: The BTI Client Service A-Tedon $1,800 plus shipping. | get unlimited :
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Email
Questions? Visit www.bticonsulting.com or call Roanne Neuwirth at (617) 439-0333.

© The BTI Consulting Group. All Rights Reserved. To order, fax this form to (617)439-9174

Compelling Research for Compelling Restéilts or call BTI directly at (617)439-0333.
Code 1101wb No cover sheet required.



	

