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A systematic, objective client feedback program goes past a small selection of yearly in-person visits  
made by firm management and is more robust than an online survey asking clients a handful of  
close-ended questions which miss capturing the important nuances and details of client relationships. 
 
The top market performers strongly embrace systematic, objective client feedback. 

* Source: BTI’s Annual Survey of General Counsel and Legal Decision Makers 2016 

SYSTEMATIC, OBJECTIVE CLIENT FEEDBACK 

70% 

38% 

38% of law firms ask for 
client feedback 

in a meaningful way 

70% of legal decision 
makers want to provide  

their law firms with 
detailed feedback* 

Many law firms missing the 
opportunity to engage with clients 

and improve the relationship 
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To help kick start and refine your thinking around client feedback, BTI has assembled 3 exercises we use to help our own law firm clients 
kick off their client feedback initiatives. These exercises will help you: 
 

• Get clarity around the goals and objectives your firm is hoping to achieve by conducting client feedback 

• Target the clients whose feedback will drive the most change within your firm 

• Identify the best topics to include in your client feedback survey 

• Get buy-in from all levels within the firm 

 
EXERCISE 1: The Pep Rally: Draft a Goal Statement 

Each firm has different reasons for wanting to start a client feedback program. Your first exercise is centered on building a strong goal 
statement for the client research. This is the driving objective of why it is so important to undertake an initiative of this magnitude at this 
time. The more specific your goal statement is, the more impactful—and influential—it will be in engendering support within the firm. 
The most effective goal statements address concrete problems or aspirations the firm has. 
 

 
 

 
Client feedback programs can be an overwhelming task, especially when you are juggling multiple initiatives within the day-to-day 
tasks of your job.  

Preparing Your Firm for a Client Feedback Program 

Goal Statement: 
Use client thinking, upcoming needs, and changing business plans to re-accelerate the firm’s growth 
by finding new business opportunities and uncovering obstacles to gaining more business with 
existing clients. 

Market Issue/Opportunity: 
After 3 years of year-over-
year profit growth, the 
firm’s profits stagnated and 
have started to slip. 

Goal Statement: 
Uncover client perceptions of our firm and competitors, particularly as it relates to client service 
performance. Use this information to provide best-in-class client service delivery to drive growth, 
protect existing relationships, and build larger client relationships. Understand the firm’s true 
differentiators to win work currently going to competitors. 

Market Issue/Opportunity: 
Recently the firm has been 
losing out on work we 
previously won to a 
particular competitor. 
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EXERCISE 2: Which Clients Do We Talk To? Client Selection and Sampling 
 

Not all clients are created equal. Most law firms have a disproportionately small number of clients driving a large percentage of their 
business. Targeting these clients offers the most important and insightful feedback. A few small changes within this group of high 
revenue-generating clients translates into large business impact.  
 
While every client feedback program has its own distinct goals, a few general client types to think about including in your initiative are: 
 
 
 

 
 

Preparing Your Firm for a Client Feedback Program 

Big-spending clients—particularly those generating a disproportionate volume of the firm’s fees—what these clients  
say typically makes your firm’s attorneys stop and listen AND change behavior 

Rule of thumb: Typically 25-40% of a firm’s largest clients account for 75-80% of the firm’s revenue. Ensure you  
have a sizeable representation of clients from this group represented in your client feedback program. 

Fallen stars—these are major clients where spending has been flat or in the early stages of decline—speaking to these  
clients will help you quickly identify weaknesses and assemble targeted SWAT teams to repair these relationships 
 

Rule of thumb: Be careful not to overpopulate your feedback initiative with clients in this group. While it’s 
important to understand the firm’s weak points, you don’t want to have an inaccurate picture of how the firm 
performs by focusing solely on the weaker relationships. Strategically select the clients where you believe the 
relationship can be redeemed. 

Big-spending clients who spend big bucks with other firms—these clients have the potential to generate large fees  
for your firm, but the fees haven’t materialized for your firm…yet 

Rule of thumb: Follow industry trends to identify which clients have the most potential to become tomorrow’s  
mega-client. If you’re unsure of where the market is headed, BTI’s Practice Outlook identifies the industries and  
practice areas positioned for the highest growth in the upcoming year. 

http://www.bticonsulting.com/practice-outlook/
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Think you can’t ask YOUR clients these questions? We ask these questions for our clients every day. Contact us today to see how we 
can help your firm ask your clients the tough questions. 

Preparing Your Firm for a Client Feedback Program 

EXERCISE 3: Are You Satisfied…and Other Questions to Avoid 
 
Many people envision a client feedback survey as a way to see if clients are satisfied. The goal of a systematic, objective client feedback 
program is to get deep, rich, penetrating feedback. Most clients are willing to give one of their core law firms 25-30 minutes of time to 
offer constructive feedback. This is a substantial amount of time to learn about more than how satisfied your client is with you. 
 
A properly structured survey, conducted by a seasoned interviewer, can include questions hitting a broad number of topics, such as: how 
clients perceive your performance as compared to other firms they use, opportunities for new work, and—of course—what they think of 
their relationship with you. 
 
Many of BTI’s custom client feedback programs incorporate the topics listed in the below table: 
 

Topics to Include in Your Survey to Make the Most of Your Client Feedback Program 

Determine 
Your Market Position 

Assess 
Performance and  Client Relationships 

Find 
New Opportunities 

Number of law firms used Relationship diagnosis Major business goals and objectives 

Role of each law firm—including yours Comparative benchmarks to other firms Changing business—and legal—needs 

Current and future priorities Client expectations Client pain points and unmet needs 

Client spending and your share of it What drives clients crazy Hiring triggers 

Premium rate opportunities Points of value Firmwide weaknesses 

Spending with law firms Overall performance ranking Untapped opportunities 

Competitor insight—by name and behaviors Service compared to other firms used True differentiators 

Hiring and consideration rates Advice to improve Obstacles to growth 
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ABOUT THE BTI CONSULTING GROUP 

How We Can Help Your Firm 
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For details on how to  
FUEL PROFITS through 

Clientelligence®  
see page 64 

Driving Superior Client Relationships. Fueling Superior Growth and Profits. 

BTI conducts more independent and custom-commissioned client feedback on how clients acquire, 
manage, and evaluate their professional services providers than virtually anyone. 

We benchmark how Fortune 1000 companies buy, how professional services firms sell, and how to 
manage service provider performance. Through more than 14,000 independent interviews with C-level 
executives and systematic analysis, BTI has helped professionals boost client service for over 25 years.  

We examine the market from the client’s perspective. Our proprietary methods include open-ended 
interviews with high-level executives and decision makers, carried out by highly trained senior 
interviewers. These are not to be confused with check-off-the-box surveys. Our reports and findings are 
based on what your clients and users say: we don’t put words in their mouths and we don’t look to 
third parties to report what your clients are saying. 

BTI is the leading provider of strategic, client-based research to the legal community. BTI has helped 
more than 200 law firms and professional services firms improve client service through compelling 
research and advice. We conduct the only continuous benchmarking market study in the legal services 
industry, now in its 17th year. 

Law firms use BTI’s insightful, custom client feedback surveys to drive change, create urgency, and 
substantially boost performance. 

For details on how to 
DRIVE GROWTH with 

Client Feedback  
see page 63  

For details on how to 
ENERGIZE your  
MBD Initiatives 

see page 62  

Who We Are 
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Please contact Michael B. Rynowecer, BTI President, at +1 617.439.0333 or at 
mrynowecer@bticonsulting.com with your questions, thoughts, and comments,  

or to learn more about BTI’s custom client research and services. 

BTI Strengthens Your Firm’s MBD Initiatives 
The insights in the BTI Guide to Maximum Marketing & Business Development are only the first step in building your 
marketing and business development strategies to drive the fastest growth.  
 
Now what? BTI’s customized programs give you an unparalleled opportunity become a market leader. We help firms 
develop innovative and effective programs around: 

Client Teams 
 

Client-specific  
development strategies: 
Successfully introduce new 
practices to existing clients 

and discover new and  
unmet client needs 

C o n t a c t  U s   

To  L e a r n  M o r e  

Client Feedback 
 

Systematic, objective 
client feedback:  

An unparalleled opportunity 
to ask the questions no one 
else does to get the answers 
no one else knows—directly 

from your clients 

C o n t a c t  U s  

To  L e a r n  M o r e  

Strategic Planning 
 

Cut years from your 
implementation time:  
Help ensure the overall  
success of your business 
plan by speaking directly 

with those most affected by 
your strategic plan 

C o n t a c t  U s  

To  L e a r n  M o r e  

And Much More… 
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Conduct Your Client Feedback with BTI 
DRIVE PROFITS AND GROWTH 

Please contact Michael B. Rynowecer at  
+1 617 439 0333 or mrynowecer@bticonsulting.com 
to learn more about BTI’s custom research & services. 

Only BTI can help you immediately drive growth, profits, and increase 
retention through high-impact client feedback.  
 
Our research shows strategic use of BTI’s in-depth client feedback 
translates into: 

 
     • 30% higher profits 
     • 7% rate premiums across all staffing levels 
     • 2x the fees from a single client 
     • 35% higher client retention 

 
 
BTI works directly with you to design a custom client feedback program 
to drive new business. 
  

mailto:mrynowecer@bticonsulting.com
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Clientelligence 

IMMEDIATELY FUEL GROWTH AND PROFITS 

Pinpoint your strengths—and weaknesses— 
in the activities proven to drive growth 

THE 17 ACTIVITIES DRIVING GROWTH 

Quadrant I: Relationship Bliss 
1. Commitment to help 
2. Client focus 
3. Understanding the client’s business 
4. Providing value for the dollar 
 

Quadrant II: Price of Admission 
5. Legal skills 
6. Quality 
7. Meeting core scope 
8. Keeping clients informed 
9. Dealing with unexpected changes 
10. Handling problems 

 
Quadrant III: Relationship Builders 

11. Breadth of services 
12. Helping advise on business issues 
13. Regional reputation 
14. Unprompted communication 
15. Bringing together resources 

 
Quadrant IV: Business Magnets 

16. Anticipating the client’s needs 
17. Innovative approach 

 

BTI’s exclusive one-on-one interviews with 14,000 corporate counsel and C-level 
executives reveal 17 specific and unique activities driving superior client relationships. 
Of these 17 driving factors: 
 
Clients see 4 activities as scarce, delivering the absolute most value and driving hiring 
decisions on a continuing basis. 
 
Your firm can draw on these primary activities to reap substantially more business 
from existing clients in good times or bad. These 4 decisive activities are: 
 

1.  Client Focus 
2. Proving Your Commitment to Help 
3. Providing Value for the Dollar 
4. Understanding the Client’s Business 

 
Clients see another 6 of these activities as the “price of admission.” 
 
These are the minimum requirements clients set for entering a relationship. Clients 
are convinced these activities are widely available from the group of 15 core law firms 
with whom they typically work. While important, these activities fail to engender 
client enthusiasm or generate more work. Yet this is where most firms focus their 
client satisfaction efforts and resources. 
 
2 activities are proven to attract new business, while 5 help build relationships after 
you deliver on the other 12.  
 
You can expect to receive substantial new business from existing clients by improving 
the 4 most influential and scarce activities.  

LEARN MORE ABOUT THE 17 ACTIVITIES AND BTI’S NEWEST BOOK:  

CLIENTELLIGENCE: HOW SUPERIOR CLIENT RELATIONSHIPS  

FUEL GROWTH AND PROFITS  

www.bticonsulting.com/clientelligence 

http://www.bticonsulting.com/clientelligence
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BUSINESS DEVELOPMENT 

BTI looks at PERFORMANCE in new ways—driving adoption 
of new tactics and better results. 
 
 Client Feedback 
 Strategic Business Planning 
 Client-focused Business Practices 
 Custom Training 
 

Please contact Michael B. Rynowecer at  
+1 617 439 0333 or mrynowecer@bticonsulting.com 
to learn more about BTI’s custom research & services. 

MARKET ASSESSMENT 

Establish a DIFFERENTIATED position—with less risk, lower 
costs, and a greater chance of success. 
 
 Brand Health & Market Awareness Studies  
 New Market Entry Assessments 

STRATEGIC PLANNING 

Assess your options to find the GROWTH best suited to your 
firm: from least risk to highest return and anything in 
between.  
 
 Financial and Market Performance 
 Competitive Analysis 

CLIENT INSIGHT BRIEFINGS 

Tailored to your firm and chock full of CLIENT-BASED 
insights, perspectives and facts, BTI briefings draw from our 
research and experience to help you boost client 
satisfaction, increase client retention, and improve your 
performance.  
 
We can design our briefing to include specific feedback on 
your firm. Offered both in person and via the web.  

USE BTI’S SERVICES AND RESEARCH TO: 

Drive new business immediately 

Keep competitors out of your client base 

Find your strengths…and weaknesses 

Learn what clients really want from you 

Additional Services to Help Our Clients 
BTI PROVIDES A BROAD RANGE OF SERVICES FOR OUR CLIENTS, INCLUDING: 

mailto:mrynowecer@bticonsulting.com
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This copy of Preparing Your Firm for a Client Feedback Program 2017 is licensed to you for 
private, noncommercial use for internal, company purposes. No portion of this information 
may be copied or transmitted in any form, shape or manner without the prior written 
consent of The BTI Consulting Group, Inc., of Wellesley, MA. Any violation of this license 
may be punishable by applicable federal statutes and subject the user to additional and 
compensatory licensing fees. Copyright ©The BTI Consulting Group, Inc., 2017. 
 
 

Address any questions to: 
The BTI Consulting Group, Inc. 
396 Washington Street, Suite 314 
Wellesley, MA 02481 
+1 617 439 0333 

 

Terms of Use 
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Contact BTI 
QUESTIONS? RESEARCH INQUIRIES? INTERESTED IN BECOMING A BTI CLIENT? 

For more information on BTI’s research, seminars, training, or workshops,  
please call: 

+1.617.439.0333 

Email Michael B. Rynowecer, BTI President, directly at: 
mrynowecer@bticonsulting.com  

Email Jennifer Dezso, BTI Principal, directly at: 
jdezso@bticonsulting.com 

 
Reach BTI on the web at:  
www.bticonsulting.com  

Read The Mad Clientist—BTI’s blog at:  
www.bticonsulting.com/themadclientist  

 

mailto:mrynowecer@bticonsulting.com
mailto:jdezso@bticonsulting.com
http://www.bticonsulting.com/
http://www.bticonsulting.com/themadclientist
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