Analysis

5 Ways Law Firms Can Harmonize Client
Service
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Law360, Grand Rapids (August 10, 2017, 8:25 PM EDT) -- Law firms often fail to
consistently deliver the services in-house legal departments depend on, with a single
attorney or group sometimes exceeding expectations only to watch as others disappoint.

When law firms don’t create a consistent experience for corporate clients from one matter to
the next, or from one office to the next, experts say the dangers are many — the firm could
miss out on potential efficiencies of scale or fail to take advantage of cross-selling
opportunities, and clients may become loyal to an individual attorney rather than the law
firm itself, or even throw up their hands and find a new firm.

“Inconsistency in quality between offices and practice groups is one of the most common
complaints from clients,” said Jaap Bosman, principal partner of TGO Consulting. “Over the
last few years, many law firms have come up with various forms of client service programs.
Despite the fact that most of these programs are drafted by clever consultants and make
perfect sense from a rational point of view, they largely fail in long-term execution.”









Rethink Partner Compensation

Law firms’ compensation models can often be a hurdle to streamlined client service,
according to Bosman.

“The fact that, due to the compensation model, partners are inclined to look after their own
book of business before looking after the broader interests of the firm, forms one of the
bigger obstacles towards seamless and uniform client service delivery,” he said.

A simple way to improve is by changing the ways partner performance is measured, he
said.

“If less emphasis is placed on a partner’s personal book of business and profitability and
more on a partner’'s measurable contribution on the business of other practices and the firm
as a whole, this will create an incentive to better cooperate across the firm on delivering the
best possible service to the client,” Bosman said.

--Editing by Katherine Rautenberg and Brian Baresch.
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