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MEETINGS 2021 
Wednesday 13th October 
CLS Committee Meeting 
5.30pm on Zoom

EVENTS 2021
Thursday 7th October 
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Presented by Tony Underwood & Paul Sowerby from Wordplay 
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4:00pm on Zoom
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Pension Masterclass Webinar  
Presented by William Bryant & Laura Dempsey from Rathbones.
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CUSTOMER REVIEWS PILOT – 
wins for firms 
and consumers

ello Cambridge & District. It’s a pleasure to be able to 
talk to you once more. It’s hard to believe the summer 

is over and autumn is here already.

As we all look ahead to the year to come, what do we think 
might look different in the light of what has been a very 
difficult time for everyone? A big change has, of course, been 
a shift to online retail and services. So, a few months ago we 
launched a customer review pilot scheme, working with the 
Council for Licensed Conveyancers and CILEx Regulation 
(and we’ve since been joined by the Bar Standards Board).

To recap, the pilot features more than 70 firms and 8 leading 
comparison sites exploring how they can better work 
together and encourage firms to take a more active role 
in engaging with such sites. One of the firms involved is 
Ashtons Legal, who of course have an office in Cambridge.

Why do we think this is important? Searching online is fast 
becoming the first port of call for those looking for advice or 
to buy services, so customer review sites are the new “word 
of mouth” recommendations – but with far greater reach. 
A comparison site will instantly give far more information 
about a firm than a conversation with a friend or the 
traditional business card.

Of course, our transparency rules mean you now need to 
publish details about indicative prices and the professional 
background of the people carrying out the work for many 
services. We introduced these rules to help to tackle the 
problem that the vast majority of those with a legal need 
do not currently use a regulated professional.

Research shows 2 of the key reasons for this are that people 
think law firms will be too expensive, and they don’t know 
enough about what going to a law firm will entail. 
Putting more information out there challenges 
misconceptions about costs and helps people make 
the choice that’s right for them.

For some firms, using comparison websites might seem 
like a good next step, helping them to find new clients.

Early wins for all

The early signs from the pilot are encouraging. We originally 
planned to run if for 6 months, but there has been so much 
interest and engagement that we are extending and 
expanding it to capture all the great work that firms 
are doing.

The firms involved are changing their behaviours, not only 
in terms of managing the reputation of their firm and 
marketing their services, but also for service and staff 
development. Online reviews are a key part of managing 
client feedback, both good and bad - firms in the pilot tell 
us that when they get a poor review, they are using them to 
their advantage. By engaging effectively, they not only appear 
more open to other potential clients, but they can also use 
what they hear to tackle any issues or perhaps better 
manage customer expectations from the outset.

One firm told us about a poor review they were given about 
slow service. The review was posted 12 hours after the client 
had sent an email late in the evening. The firm learnt it 
should let clients know in advance how long it would take 
to respond to queries.

It is not just firms in the pilot who seem to be embracing 
the power of the online review. Since the start of the year, 
Trustpilot have reported a 25% increase in firms claiming 
their profile on the platform, while Review Solicitors 
reported a 350% increase in firms using its paid-for services 
(adjusted to allow for the pandemic) and a 180% increase in 
firms signing up for their free services. Other providers 
have since signed up.

Next steps

On the back of this, we will carry out research to find the 
best way to raise awareness among consumers of the 
benefits of shopping around for legal services. We are also 
beginning to explore objective data available to help 
consumers compare quality and will be liaising with 
comparison website providers and firms involved in 
the pilot.

It looks as though customer reviews of law firms are here to 
stay. The question you and your firm might need to ask itself 
is whether you want to take advantage of the opportunities - 
or can you afford to stand back and watch your competitors 
do so?

H

Jane Malcolm
SRA Executive Director, 

External & Corporate Affairs



irst, I am delighted to announce the new name for 
our quarterly publication: “Cambridgeshire Lawyer”. 

After much consideration (and more than a little debate) 
our committee universally agreed that the new name better 
reflects us, not only as a local Law Society representing legal 
professionals across the whole of Cambridgeshire but also 
as a group which strives to operate under our strapline of 
“Stronger Together, Better Connected”. 

On the same theme, we all know the importance of 
connections and relationships in developing our own 
professional careers and the prospects of our firms. I am 
therefore delighted to announce that we have agreed 
terms for a twinning arrangement with the Barcelona Bar 
Association. I am hoping that this will be the first of several 
such arrangements with other bar associations across 
Europe, which will be to the obvious benefit of our 
members. Many thanks go to Melissa Barker (née de 
Carvalho) of Birketts for all her hard work in making 
this happen.

We are also working on developing our relationships with 
the universities. The mutual benefits are self-evident as our 
member firms seek to plug the recruitment gaps we are 
all experiencing and the universities seek to improve the 

Michael Frape
President of Cambridgeshire Law Society
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F employability of their ‘customers’ (or whatever students are 
now called in our late-capitalism society). John Wright of 
Woodfines is working on this project.

According to the Centre for Cities, Cambridge is, and has 
been for years, the most unequal city in the UK. In 2019, 
the top 6% of earners took home 19% of total income whilst 
the bottom 20% accounted for only 2% and there are areas 
of serious deprivation in north Cambridgeshire. Although 
we should rejoice in the success of Cambridge and its 
sub-region and our highly talented workforce, we should 
be ashamed of such appalling inequality. As a legal 
community, we should play our part in alleviating the 
social ills of inequality and consider how we can make 
our profession more socially diverse. 

CLS will play its part in ‘connecting’ members with each 
other, our legal community, and the communities around 
us, especially those communities most disadvantaged and 
excluded from society.

And finally, the committee was delighted to see so many 
of our members at our summer garden party at Trinity Hall; 
the event was hugely successful and a great way to continue 
celebrating our 150th year.



COP26 

y the 2015 Paris Agreement, 196 contracting states 
entered into a legally binding agreement to limit global 

warming in the 21st century to 2, but preferably 1.5 degrees 
Celsius. The agreement works by countries submitting plans 
for climate action known as Nationally Determined 
Contributions (NDCs). In their NDC, each country sets out 
their plans to reduce their greenhouse gas emissions and to 
adapt to climate change. The agreement also requires 
parties to strive to formulate and communicate long-term 
low greenhouse gas emission development strategies. 
The UK submitted its strategy – ‘The Clean Growth Strategy’ 
– in April 2018. 

The UK is a leader in the fight against climate change having 
passed the Climate Change Act in 2008. This legislation 
places a legal duty on UK Government to reduce the 
emissions of carbon dioxide and other greenhouse gases 
and to take adaptive measures to ameliorate the adverse 
effects of climate change. The Act also commits the UK 
to net zero by 2050 (net zero being the reduction of 
greenhouse gas emissions by 100% compared to 1990). 
The Act also established the Climate Change Committee, 
which is an independent statutory body whose purpose is 
to advise government on reducing emissions and adapting 
to climate change. It is chaired by Lord Deben, who some 
will remember as John Gummer.

COP26 is the 26th meeting of the ‘Conference of Parties’ and 
will take place in Glasgow between 1st and 12th November. 
The first ever COP was held in Berlin in 1995, which was a 
response to the UN Conference on the Environment and 
Development aka the ‘Earth Summit’. That was all a long 
time ago, but with the election of Joe Biden as President of 
the US and the self-evident fact that we are all living though 
the disastrous effects of climate change across the planet, 
there are high hopes for COP26. 

I have two ‘hopes’. First, let’s hope the politicians don’t 
disappoint us with words and no action. And secondly, 
let’s hope that the Law Society’s working group can play its 
part influencing government and the profession in making 
changes needed to reach net zero before 2050. 

Judicial Review and Courts Bill

The government is proposing reforms to judicial review by 
enacting a presumption in favour of suspending, limiting 
or removing the effect of a quashing order over unlawful 
acts. The bill also includes a clause which would remove the 
ability to challenge a decision of the Upper Tribunal refusing 
permission to appeal, a so-called ‘ouster clause’. An ouster 
clause is a means by which the judiciary are prevented from 
exercising their judicial function over governmental acts.

The Law Society is challenging these aspects of the bill 
on the basis that they will undermine the rule of law. 
The ability of the judiciary to determine whether actions of 
the executive are lawful, and quash them if they are not, is 
an important part of the rule of law and ousting the Courts’ 
ability to scrutinise executive acts undermines our 
democratic rights.

New Law Society Deputy Vice-President

Nick Emmerson (past president of Leeds Law Society) was 
elected as Deputy Vice-President in July.

Law Society Council Member for Cambridgeshire

I was re-elected unopposed as council member for 
Cambridgeshire and am looking forward to serving solicitors 
in Cambridgeshire for the next 4 years. 

B

THE VIEW FROM 
CHANCERY LANE  

Michael Frape
Law Society Council Member

Cambridgeshire & Peterborough
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Melissa Barker’s (née de Carvalho) role on the Cambridgeshire Law Society (CLS) 
committee as International Relations Officer is newly created and introduced 
with a view to establishing links with similar bodies to the Law Society at a local 
level in other countries around the world.
 
The twinning relationship will provide a platform for information and knowledge 
sharing, creating and building international relationships and possibly, once 
trialled, a mutually beneficial exchange programme for the law firms involved 
to which members of CLS may have access.
 
The initial focus has been on Europe and we are pleased to announce that the 
first link has been forged with Barcelona Bar Association, Spain. The formal 
agreement is due to be signed by the President of CLS, Michael Frape, in the 
presence of the international legal profession during the Annual Festivity “Sant 
Raimon de Penyafort” in Barcelona, which will be held at the end of January 2022.
 
It is intended to be the first international relationship of many for CLS so it is 
hoped the future will bring more links and a greater international network 
between organisations across the borders.”

Cambridgeshire Law soCiety deveLops 
internationaL reLations

Melissa Barker, (née de Carvalho)
Associate, Birketts
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FORGING FORMIDABLE FUTURES:
the Future Worlds 2050 project and beyond

The Law Society’s Future Worlds 2050 
project was set up to bring an 
exceptional group of thinkers to the 
table for raw, frank and honest 
discussions around future client needs 
and to postulate the legal business 
models that will meet them. In so doing, 
it inevitably looked at how we will live 
and work in the future, as well as what 
kind of environmental and political 
landscapes might surround us and 
what types of ethical decisions might 
be needed around bioengineering, 
genome editing, care for our aging 

populations and treatment of climate 
refugees. Our Future Worlds project 
has harnessed a reinvigorated appetite 
for debate to explore specific aspects 
of our increasingly uncertain future.

By exploring the likely shapes and 
nature of the legal services landscape 
in the decades up to 2050, we begin to 
identify the key drivers for change and 
disruption in the current landscape of 
legal services. In so doing, we identify 
clues to how solicitors’ and lawyers’ 
interests may change in the future, 

where they will face competition, 
and what opportunities there might 
be for legal professionals in a 
changing market.

The findings from the project are not 
intended as concrete predictions of 
a determined future. Rather, they 
present paths towards possible futures 
that follow the current emerging signals 
of change and their likely implications. 
By exploring such possibilities now, 
we are better prepared for uncertainty 
and able to access ways to shape our 
preferred futures.

Dr Tara Chittenden, Foresight Manager, the Law Society

The Future Worlds 2050 report can be accessed here: 
https://www.lawsociety.org.uk/topics/research/future-worlds-2050-images-of-the-future-worlds-facing-the-legal-profession-
2020-2030 

Inside the Futures Studio is an ongoing series of podcasts with guests from other industries to explore how they are using foresight 
tools and information strategically within their own organisations. You can listen here: 
https://www.lawsociety.org.uk/en/topics/business-management/future-worlds-2050-inside-the-futures-studio 

Our foresight workshops have explored the Future of Work and the Future of the Membership Organisations, deploying tools such 
as Three Horizons, Future Wheels and Causal Layered Analysis. You can find out more information about the outcomes from the 
foresight workshops and the tools we used here: 
https://www.lawsociety.org.uk/topics/research/future-worlds-2050-project

Get involved! We welcome ideas to inform our ongoing foresight programme. If you would like to be involved in our foresight work 
or have ideas for topics to scan or investigate as deep dive futures, please get in touch with our Foresight Manager, 
Dr Tara Chittenden: tara.chittenden@lawsociety.org.uk 

WHO’ S WHO? JOHN WRIGHT

Back in June this year, I moved to 
Woodfines’ Cambridge office to work 
across Family and Private Client 
departments and have thoroughly 
enjoyed it; long may it continue.

Having read Theology at Kings College 
London, and very much realising that 
the clergy was not for me, I thought 
I’d give the law conversion course a 
go at the College of Law in York and 
subsequently the LPC. Fresh from a 
break from intense studying, I secured 
a training contract at Hunt & Hunt in 
Essex. I enjoyed myself there and made 
lots of friends and contacts and so, post 
articles, stayed on as a solicitor in the 
Family department.

In 2010, I was approached by Hunt & 
Coombs in Peterborough to join them 
as a Family solicitor, and after four years 
I moved over to the Wills, Trusts & 
Probate department to widen my 
experience and skills that I can offer 
to clients. My new role at Woodfines 
allows me to cover both areas of the 
law and I am looking forward to further 
building my career there, and in 
Cambridge and the surrounds.

Currently, I am Vice President of the 
Peterborough and District Law Society, 
Treasurer of the Peterborough Family 
Law Group and have recently joined 
Cambridgeshire Law Society. My role 
at CLS, which I’m looking forward to 

getting my teeth into, is to 
work towards developing the 
relationship between the Society 
and the fabulous Universities 
we have here in Cambridge. 

The last 18 months have been 
rather different for all; I kept 
working from home, tried to 
enjoy the weather, and washed 
my hands more times than I care 
to remember. Unfortunately, 
lockdown meant the gyms 
closing so my brother and I 
focused on lunches, barbecues, 
board games and watching 
Peterborough United on iFollow 
(Up The Posh!).

John Wright, Senior Associate, Woodfines



8 | www.cambslawsoc.co.uk

MOVERS AND SHAKERS
Kate Harris
Senior Associate, Birketts

Reddie & Grose: new starters and promotions
The Cambridge office 
of Reddie & Grose 
continues to grow with 
Olivia Buckingham and 
Joseph Duffy joining 
as new trainee patent 
attorneys.  Olivia, 
recently graduating 
from the University of 
Nottingham, joins the 
electrical, electronics 

and software team.  Joseph, 
recently graduating from the 
University of Cambridge, joins the 
engineering, materials and consumer 
products team.

Chartered and 
European Patent 
Attorney, Andrew 
Carridge has joined 
the partnership.  
Andrew is a University 
of Oxford graduate and 
joined Reddie & Grose 
in 2007.  He handles 
patent applications in 
the life sciences sector.  
Gavin Dundas has also 

been promoted to Senior Associate.  
Gavin joined Reddie & Grose in 2013, 
winning the Strode Prize when he 

qualified as a Chartered Patent 
Attorney in 2017.  Gavin handles patent 
applications in the engineering, 
materials and consumer products 

area.  Alex Maxwell-Keys 
and Joe Henderson, 
both part of the 
engineering, materials 
and consumer products 
team, qualified as 
Chartered and 
European Patent 
Attorneys and have 
been promoted to 
Associate.

Growth at Slater & Gordon
Slater and Gordon’s Crystal Eaton was recently promoted to Senior Associate.  A brain and serious injury 
specialist, she is very determined and passionate about helping seriously injured clients with their 
rehabilitation and securing interim payments for their immediate financial needs.  She is known for her 
supportive and understanding approach to clients.

Howes Percival welcomes new additions
Charlotte Burmby joins Howes Percival’s 
Commercial Property team as an Associate 
based in the firm’s Cambridge office. 

Charlotte studied law at Queen Mary, 
University of London.  She then studied 

the Legal Practice Course with a Masters in Professional 
Legal Practice at the University of Law, London, part-time 
whilst undertaking her training contract at Fisher Jones 
Greenwood LLP in Colchester and Chelmsford where she 
qualified into the Commercial Property team.

She has a range of experience in real estate transactions 
including freehold sales and purchases, landlord and 
tenant matters on behalf of both landlords and tenants, 
general estate management documents, and also assists 

partners with more complex transactions, including 
development schemes.

Tony Jones joins Howes Percival’s Estates 
team as a Senior Associate predominantly 
based in the firm’s Cambridge office.

Tony advises clients including trustees, 
personal representatives and beneficiaries in connection 
with their tax affairs and helps them ensure that their 
reporting obligations to HM Revenue and Customs 
(HMRC) are duly complied with.  He also prepares 
trust accounts and estate accounts, completes Self-
Assessment returns and other HMRC forms and assists 
the wider Estates team across the firm’s offices. Tony is 
a member of the Association of Taxation Technicians.

Welcome to this edition’s round up of the latest moves, 
promotions and achievements of our member firms.

Crystal has been recognised in the Legal 500 and is currently 
ranked as a Rising Star.  The latest guide describes her as “efficient and 
hardworking” and “always showing a great deal of patience with the most 
difficult clients and yet able to stand up to any opponent, however 
unreasonable”. She is a steering group member of the Eastern Region Brain 
Injury Forum, member of the Norfolk and Waveney Acquired Brain Injury 
Network, and Chair of the Eastern Region Vocational Rehabilitation Forum. 
She was recently a Trustee of Headway Suffolk and has provided training to 
brain injury charities and police family liaison officers on how to support 
the seriously injured and bereaved families following a road traffic accident. 

Other additions to the 
Cambridge serious 
injury team include 
Manvendar Bhatti, 
who recently qualified 
as a solicitor, and 
Sarah Khudayir who joined 
recently as a solicitor from 
Trethowans..
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Introduction

Investigations into misconduct or grievances are very tricky for 
most employers. 

If investigated well, the outcome will be fair and accepted by all. 
If investigated badly, the issue could end in a costly and 
reputation-damaging employment tribunal.

Here are five key tips to help you get your investigations 
completed the right way.

1. Plan your investigation

If your organisation has its own HR policies, re-read these and 
make sure you comply with them! As a minimum, follow the ACAS 
Code of Practice on disciplinary and grievance procedures.

Sketch out a plan and timeline for your investigation, share with 
the manager and the employee and offer them input. An agreed 
process is a stable starting point.

Investigations are like projects, and they benefit from a focused 
and methodical approach.

ACAS has a guide to conducting workplace investigations, which 
is a great resource.

The quality of an investigation is often disputed at an 
employment tribunal, so getting it right from the start is key. 
Doing it well also gives everyone involved confidence in the 
fairness of the process, making it more likely that the outcome 
will be accepted, even if it isn’t favourable.

2. Recording and Notes

The courts used to frown upon covertly obtained recordings, 
but this form of evidence is easy to create and more likely to 
be admissible nowadays. So don’t be surprised to find that 
the person you’re interviewing had their phone set to record 
your meeting!

Consider how your organisation wants to treat covert recordings. 
You could list this as a disciplinary offence in your policies, or you 
may take the view that it’s better and more straightforward 
explicitly to record the interviews you conduct, with the 
interviewee’s consent. There may be data protection implications 
- make sure these are addressed in any policy changes.

Each interviewee can be sent a transcript and/or MP3 file of their 
interview (there are numerous apps nowadays that affordably 
transcribe recordings).

It’s common for hearings to get bogged down with accusations 
and counter-accusations about the accuracy of investigation 
meeting notes. Recordings and transcripts eliminate this and 
allow the hearing to focus on facts and merits.

3. Clarity regarding charges and issues

Many workplace problems develop because there isn’t a 
common understanding of what has been said, or of what a job 
or policy requires.

These problems are exacerbated if the procedures used to 
resolve them rely on ambiguous phrases or emotive labels. 
How often do managers complain about an employee’s ‘attitude’ 
without spelling out precisely what the behaviours are that 
they object to?

If you’re conducting a disciplinary investigation, make sure the 
charges against the employee are expressed in granular detail. 
If someone’s ‘bad attitude’ manifests in lateness and inattention, 
spell this out; if in fact they’re persistently argumentative, say so.

If investigating a grievance, confirm with the complainant an 
articulation of their grievance that details the behaviours/
decisions/outcomes they object to, and the context and brief 
history of the grievance. 

In any type of investigation, get both sides to confirm at the 
beginning of the process that they understand exactly what the 
issues under investigation are.

4. Interviews

The questions should clearly be shaped by the charges/issues in 
the case – but it’s also common for material to be introduced that 
provides important context or even additional issues. Make sure 
your interviewees agree they’ve had the opportunity to explain 
everything that they think is relevant.

Have some bullet points that you’ll refer to at the beginning 
of every interview – it’s common for people to say once an 
investigation is over that they didn’t understand the character 
of the meeting they attended.

However, you must be open to the possibility that the 
investigation may properly go in an unexpected direction 
(for example, if there is an underlying factor that wasn’t 
considered when you started).

5. Learning lessons

In every sizeable organisation, someone senior should review 
grievances and disciplinaries regularly looking for patterns and 
lessons to learn. Issues should be logged and discussed at the 
appropriate settings, including with employees if possible.

In those discussions, asking “What could have been done 
differently to have resolved this to everyone’s satisfaction far 
earlier?” may prove useful.

If such discussions suggest that changes should be made to 
operations, procedures or policies, test these out before firmly 
adopting them, and keep them under review.

Conclusions

Adopting these strategies will help you deal with investigations 
more efficiently and effectively. But that’s not all! They’ll also:
1. Build trust across the workplace
2. Promote a positive culture
3. Reduce incidents in the first place
4. Minimise the duration and negative impact of incidents that 
 do occur
5. Improve day to day operational management and interactions  
 between people and teams

HOW TO PROPERLY COMPLETE 
INVESTIGATIONS INTO 
EMPLOYEE MISCONDUCT

Shahin Ismail,
Barrister at Fenners Chambers

Shahin is an employment law specialist, 
who is regularly instructed to conduct

and advise on high profile and
sensitive investigations.



This year, ARU Law Clinic was thrilled 
to win the Excellence in Pro Bono and 
Corporate Social Responsibility 
category at the Cambridgeshire Law 
Society’s Legal Excellence Awards for 
the second time, having previously won 
in 2019. We are very grateful to be 
recognised in this way but the award 
also celebrates the impressive 
commitment and support provided by 
local lawyers without whom the Law 
Clinic could not offer its service.  We are 
hugely indebted to the 57 lawyers from 
across our region (plus a couple from 
Leeds and London who heard about 
us and wanted to help!) who enable 
us to offer both a vital service to clients 
and a hugely valuable experience to 
our students.

The Clinic was set up in 2018 and 
works with law firms in Cambridge and 
Peterborough to provide free legal 
advice to people who otherwise might 
not be able to access it. The Clinic 
operated a face-to-face service but, 
in response to the Covid-19 pandemic, 
we moved fully online from April 2020 
running a Virtual Law Clinic providing 
advice on family, employment and 
immigration law issues over Zoom. 

Since the Law Clinic opened its doors 
in May 2018, we have seen over 2160 
clients of which more than 820 have 
been ‘virtual clients’ seen since the 
first lockdown.

As well as providing free legal advice, 
the Clinic offers assistance to clients 
with the completion of family court 
forms and we work in partnership 
with Cambridge City Housing Office 
to help clients seeking to transfer 
council tenancies into their sole name 
following (or during) divorce/separation. 
We also run a Support@Court service 
which we hope to get back up and 
running in the New Year when the 
family court in Cambridge reopens to 
the general public.

We work in partnership with many local 
charities and organisations including 
Jimmy’s Cambridge, Maggie’s Centre 
at Addenbrookes and The Kite Trust. 
We have ongoing relationships with 
the Probation Service, Women’s Aid, 
The Family Mediation Trust, ACAS and 
Citizen’s Advice. The Clinic works 
closely with the judiciary in Cambridge, 
including working in collaboration to 
develop a website to help people 
navigate the family court system 
(Anglia Law School Law Clinic — 
Cambridge Family Court 
Help and Information 
(cambridgefamilycourtinfo.co.uk). 

We have several new public law 
projects in the pipeline aimed at our 
own policing students and medics. 
Externally, we hope to start working 
with Ormiston Families and their 
Prisoners’ Family Service team to 
support families affected by offending.

As restrictions slowly relax, we aim 
to continue running the Virtual Law 
Clinic alongside our face-to-face clinic. 
This allows us the flexibility to provide 
online advice to clients who would 
feel uncomfortable coming to the Law 
Clinic in person or who live too far away 
from Cambridge to attend. Running 
both services will also enable us to 
retain those volunteer lawyers and 
Student Advisors who prefer not to 
attend in person but who are keen to 
support the Law Clinic.

Over the years that we have been 
working with the local legal community, 
it has been encouraging to see 
increasing numbers of our students 
being given opportunities in local firms 
as a result of the commitment and 
professionalism they have shown in 
action in the Law Clinic. Our students 
also clearly appreciate the experience; 
as current student advisor Millie Cook 
recently commented “having been 
involved with the ARU Law Clinic for 
almost three years, I cannot stress 
enough what a valuable experience it 
is for students. Not only do you have 
the opportunity to work with real-life 
clients and lawyers, but it gives you 
the chance to see your academic 
knowledge of law played out in a 
practical setting.”

The Law Clinic can be rewarding 
on many levels as one of our 
long-standing volunteer lawyers, 
Joanna Cotgrove of Ashtons Legal, says 
“The Law Clinic is a hugely valuable 
asset for the legal community in 
Cambridge. It assists greatly in making 
sure that those who are unable to 
afford it, still have the ability to access 
good quality legal advice on key issues. 
For me personally it provides the ability 
to continue to work with those 
individuals who are often in very 
difficult and dangerous relationships 
to give them the means to access the 
legal process, and it’s also a great 
opportunity to work with the potential 
lawyers of the future and to help 
them develop.”

If this sounds of interest to you or your 
firm, please do get in touch – the more 
lawyers involved, the less onerous it is 
for everyone!

Email: sarah.calder@aru.ac.uk
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arU Law CLiniC: 
past, present and FUtUre!

Sarah Calder,
Law Clinic Director
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150 YEARS
OF CAMBRIDGESHIRE LAW SOCIETY

Launched in January 2015, Howes Percival’s Cambridge office is the youngest 
in the firm, which has a history of over 200 years (it was founded in 
Northamptonshire in 1790) but, in a short space of time, it has made a 
significant impact and rapidly grown to become a major player in the 
Cambridge legal market.

The office first opened in a Regus workspace with a team of four commercial 
property lawyers led by Jonathan Greenhalgh, who had worked in the 
Cambridge legal market for many years. The initial team was small but had 
a real depth of experience and aimed to provide a comprehensive legal real 
estate service to Cambridge and the wider East Anglia region, backed by a 
full service offering from Howes Percival’s Norwich office.

By November 2015, the team had expanded to 17 property lawyers, including 
5 partners and now offered a wider mix of specialisms and expertise, giving 
the office an enviable full-service property proposition for both landowners 
and developers.

By August 2016, the office had grown to 24, expanded its offering to include 
a corporate services team and moved to its current location of 
Terrington House, 13/15 Hills Road.

In 2017, two new partners, Michael Green and Matthew Potter joined the firm 
bringing specialisms in litigation, insolvency and employment law. Other senior 
hires around this time bolstered the office’s corporate, commercial and 
banking services as well as its private client offering.

Robert Starr’s appointment in 2019 brought dedicated expertise in 
regulatory law and the corporate team expanded with the arrival of partner, 
Oliver Pritchard and director, Brigitta Naunton.

Today, the office provides a full suite of legal services and works with a number 
of high profile clients across the region. A number of recent accolades attest 
to the firm’s reputation, including two Cambridgeshire Law Society Legal 
Excellence Awards and the ‘Corporate Law Firm of the Year’ Insider Media 
Central & East Dealmakers Award. This year the firm was also featured in the 
Best Companies to Work For list for the second year running and ranked 5th 
in The Top 20 Best Law Firms to Work For.

Jonathan Greenhalgh said, “It has been fantastic to see how far the Cambridge 
office has come. Our people have been integral to our success and we remain 
focused on attracting and retaining the top talent. We are constantly 
developing new ways to support the wellbeing of our people, including a 
dedicated ‘Wellbeing Day’, flexible and hybrid working and employee 
wellbeing programmes that provide a wealth of support, including access to 
a 24/7 online GP as well as mental, physical and financial health support.”

Despite the challenges posed by the pandemic over the last 18 months, the 
firm continues to go from strength to strength and is now seeking to fill 30 
vacancies firm-wide to meet increased current and future demand for legal 
services. At least 7 of the vacancies will be based in Cambridge across the 
corporate, commercial and technology, employment, private client and 
dispute resolution teams.

The growth trajectory
of Howes Percival’s
Cambridge office

Matthew Potter & Jonathan Mumby

Client Party 2019 - Jonathan Greenhalgh, 
Michael Green, Simon Murphy (L-R)

Brigitta Naunton & Rob Starr

Victoria Sandell & Michael Green

In our last edition we celebrated the 
150th birthday of the Cambridgeshire 
Law Society by introducing you to some 
of our member firms and their stories 
of how they came to become part of 
Cambridgeshire’s legal community. 
In this edition, we are continuing to 
celebrate our county’s legal 
professionals as we bring you more 
of the history of some of our 
member firms.  
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We congratulate the 
Cambridgeshire Law Society on 
its 150 years. Our firm, Reddie & 
Grose, is not quite so old being 
founded only in 1907 when 
Stuart Grose joined Lovell 
Newton Reddie (a distant 
descendant of Sir Isaac Newton) 
in partnership.  

As a firm of patent and trade 
mark attorneys, we are all about 
technology and communication.  
Our development as a firm has 

been driven by the technology available to us, some of which, we’re pleased 
to say, has been invented and developed by our clients. 
 
For decades, we have regularly handled IP rights in over 100 countries.  
The Paris Convention from 1883 (still not quite as old as CLS!) was intended 
to make it possible to effectively file patent applications around the world 
as if they had been filed on the same day.  Patent attorneys were effectively 
given 12 months from filing a first patent application in one country to 
have documents delivered around the world so that they could be filed 
at local Patent Offices in each country of interest to be considered filed 
on the same day as the first patent application.  Before reliable, global, 
near-instantaneous transmission and receipt of documents, this was of 
course all done by mail and patent attorneys really did need that whole 12 
month period to reliably communicate and send documents to colleagues 
overseas. It probably wasn’t e-mail that was most key in reducing the notice 
we needed from clients to carry out extensive foreign filing programmes, 
but the earlier arrival of the fax machine that meant that we were no longer 

Slater & Gordon is one of the UK’s largest 
provider of consumer legal services with offices 
nationwide, including Cambridge.  

Legal services have the power to change lives 
for the better, give clarity where there’s doubt, 
redress where there’s wrong, and deliver justice 
to those in need. We have created a unique 
balance of people, technology and care in every 
client interaction to solve challenges and make 
their world a better, fairer place.

We pride ourselves as being more than a law 
firm. With an expert network of Group 
businesses and services, we support our clients 
through some of life’s biggest moments, whether 
planned or unplanned.  From helping them to 
get back on the road after an accident to making 
sure they get the best care and compensation 
after an injury, or even guiding them through 
a divorce. Whatever the moment, our team of 
2,300 dedicated professionals is there to 
make life less stressful and deliver justice to 
those in need.

The Cambridge team is very proud 
to have won Injury Litigation Team 
of the Year 2020 and 2021 at the 
CLS Legal Excellence awards. 

Our Cambridge office is recognised 
for having expert strength; the latest 
Legal 500 guide described the 
office as “a highly specialised branch 
of Slater and Gordon.  The lawyers 
are hardworking, caring and 
efficient” and “highly professional 
and absolutely determined to fight 
for the client, even in the most 
difficult cases”. According to 
Chambers and Partners 2021, the 
team’s work is “characterised by 
great attention to detail and 
penetrating legal analysis” and 
also our “determination to achieve 
the best for the client”. 
The Cambridge team has recently moved to 9 Hills Road in 
Cambridge. We are proud of our achievements and looking 
forward to this continuing. 

Slater and Gordon: More than a law firm

dependent on many months’ notice 
from our clients. Now, of course, the fax 
machine has been completely replaced by 
e-mail, electronic signatures, and 
electronic filing of documents.  We are able 
to carry out foreign patent application filing 
programmes in a very large number of 
countries at very short notice.

IT has been key in how we now 
communicate with our clients and 
prospective clients. How things have 
moved on, particularly since Reddie & 
Grose became the first London based 
firm of patent and trade mark attorneys to 
open in Cambridge in 1996.  Our A3, 
glossy paper brochure announcing Reddie 
& Grose’s arrival in Cambridge with 
“London firm resources on your doorstep” 
included pictures of the team and our 
office administrator was intentionally 
photographed (in black and white) proudly 
in front of the office’s desktop PC with its 
box-like monitor and floppy disk drive.  

The nature of our work means that we are 
privileged to see the latest technology 
before it becomes public, but like others 
we still wonder what other changes we’ll 
see in the coming decades.

Reddie & Grose founded London 1907,
Cambridge 1996, Munich & the Hague 2019

Justine, started at R&G aged 18 and is still with us



Thank you to all who attended our garden party at 
Trinity Hall on Thursday, 23 September 2021 to celebrate 
the 150th anniversary of CLS. 

We are delighted to report that the event was a resounding 
success, with tickets selling out well in advance.  We had over 
100 guests from a variety of local law firms, patent attorney 
firms, in house legal teams and other organisations, 
including Appleyard Lees, ARU, Ashtons Legal, Astrazeneca, 
Barr Ellison, BDB Pitmans, Birketts, Cambridge University 
Press & Assessment, FM Family Law, Greenwoods 
GRM, HCR Hewitsons, Howes Percival, J A Kemp, 
Mills & Reeve, Nichino Europe, Shelley & Co, 
Stratagem IPM, Tees Law, 
Venner Shipley and 
Woodfines.

We were also honoured to 
have some esteemed guests 
in attendance: 
the Deputy Lieutenant of 
Cambridgeshire, Mr Jeremy 
Newsum, 
the Vice 
President 
of the Law 
Society of 
England 
and Wales, 
Lubna Shuja, 
Her Honour 
Judge Lindsay Davies, 
Her Honour Judge Karen 
Walden-Smith and Ian 
Mather who heads up 
the judging panel for our 
annual Legal Excellence 
Awards. 

Trinity Hall, and its beautiful 
gardens, provided the perfect 
setting for the event, with delicious 
canapés, drinks aplenty and even 
some late September sunshine!

There was ambient jazz music from Organised Chaos, as 
members enjoyed networking in the beautiful surroundings 
of Trinity Hall’s gardens, looking out over the River Cam 
whilst indulging in the aforementioned drinks and canapés.
Later in the evening, we retired to the Graham Storey 
room for speeches from the Deputy Lieutenant of 
Cambridgeshire, Mr Jeremy Newsum, the Vice President of 
the Law Society of England and Wales, Lubna Shuja and our 
President, Michael Frape.  The event culminated in the 
cutting of a fabulous celebration cake to commemorate 
our 150th anniversary. 

The garden party marked our first in person event since 
February 2020.  As a result of the pandemic and various 
restrictions, we have successfully operated an online events 
programme in the intervening period.  Whilst more than 
18 months has passed and for many of our members life has 
changed dramatically during that period of time, it is clear 
that ensuring a strong and connected legal community in 
Cambridgeshire remains as important as ever – 
if not of greater importance.  It was wonderful to see our 
members networking in person once more after such a 

long period of time.  

We are very grateful to Rathbones for sponsoring 
this event and to Mark Winchester for his 
continued support of CLS.  Huge thanks also go 

to Lisa Mantle from 
Greenwoods GRM, 
who has recently 
joined the CLS 
committee as 
Events Officer, for 
her excellent 
organisation and 

special 
touches that 
made the 
event such 
a success.  
As ever, we 
are grateful 
to our 

wonderful administrator, 
Penelope Harrington for 
the valuable support she 
provides to all of our 
endeavours. 

We intend to continue 
with a hybrid events programme 
(whilst we are able to), consisting of 
in person and online social and 
learning and development events, 
so watch this space for details of the 
upcoming events.  If there is anything 
in particular you as members would 

like from CLS, or if you have any suggestions for future social 
events, please do not hesitate to contact us so that we can 
ensure we are delivering an events programme that reflects 
the needs of our legal community. 

We are delighted to have marked our 150th anniversary with 
such a wonderful celebration, and to have reached such an 
important milestone in our history.  CLS is proud to have 
served the legal community in Cambridgeshire for 150 years, 
and intends to continue doing so for many years to come.

THE CLS CELEBRATE ITS 
150TH YEAR IN STYLE!

Josie Beal, Associate, Birketts
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UPDATE FROM THE PRESIDENTS’ 
AND SECRETARIES’ CONFERENCE

On 16 July 2021, representatives from 
the Cambridgeshire Law Society 
committee attended the Law Society’s 
annual Presidents’ and Secretaries’ 
Conference which was, for the second 
consecutive year, held remotely. 
The conference provided a unique 
opportunity for members of Law 
Societies from across the country to 
not only discuss a variety of topical 
issues but also to explore ways in which 
members can continue to benefit from 
all that the society has to offer. The full 
extent of the discussions which took 
place on the day would fill the pages 
of this magazine by themselves and 
so we have endeavoured to provide a 
condensed summary and overview of 
the most relevant points arising for our 
members in the pages that follow.

The Law Society’s plans 
for the next 12 to 18 months

Louise Hanson, the Executive Director 
of the Law Society of England and 
Wales, acknowledged the need for the 
Law Society to:

1. Give clear professional leadership 
 on the big issues that members 
 care about

2. Provide services and support that 
 are relevant

3. Be visible and active champions 
 for the profession.

To achieve the above aims, the Law 
Society will be taking the following 
steps in the next 12 to 18 months:

1. Launching a major programme 
 to shift opinion positively towards 
 the fundamental principles of the 
 British justice system.

2. Launching a campaign on social 
 mobility in the legal sector.

3. Launching a new framework and 
 guidance for the use of members 
 to embed diversity and inclusion 
 in their businesses. 

4. Creating a package of support to 
 help small firms and sole 
 practitioners to manage regulation 
 and to succeed in difficult business 
 conditions. 

5. Establishing a new digital 
 community for in-house members 
 to help bring them closer to each 
 other and the wider membership.

6. Continuing to campaign to protect 
 England and Wales as a global legal 
 centre and to ensure that it 
 remains a competitive place for 
 legal firms to do business. 

7. Addressing member concerns 
 surrounding AML, the economic 
 crime levy, SIF and the need to 
 tackle PII.

Access to Justice: Court reform 
and legal aid

Perhaps 
unsurprisingly, 
members have 
expressed concerns 
about access to 
justice and 
particularly local 
court closures, backlog of cases, poor 
legal aid rates in both crime and civil 
work, legal aid deserts and a lack of 
young solicitors prepared to undertake 
this type of work. Richard Miller, the 
Head of Justice for the Law Society of 
England and Wales provided an update 
on the work that is being undertaken 
by the Law Society to tackle these, and 
related, issues. He also provided an 
overview of the successes achieved 
and led a conversation on what more 
could be done. 

One of the principle challenges which 
access to justice is faced with is the 
sustainability of civil legal aid which is 
facing a “crisis of sustainability”. 
Remuneration rates have not been 
increased since the 1990s and, 

Kate Harris, Senior Associate Birketts
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inevitably, this leads to major problems 
in both recruitment and retention for 
this area of work. Furthermore, the 
legal aid means test has not been 
updated for over 10 years and research 
commissioned by the Law Society in 
2018 showed that people who were 
living below the poverty line were not 
meeting the criteria for the test. It is 
clear that something needs to be done 
to address this issue and campaigning 
by the Law Society off the back of the 
2018 research led to a commitment 
from the government to review the 
means test. The review was started in 
2019 and was facilitated by the Law 
Society setting up focus groups and 
providing input from practitioners with 
front line involvement. The Ministry 
of Justice was originally scheduled to 
consult in Summer 2020 but this date 
has been pushed back to Autumn 2021. 
It is hoped that the 12 week 
consultation will result in legislative, 
digital and operational changes which 
will make the means test effective, 
accessible, simple to administer and 
understand and future proof.   

A review of criminal legal aid is also 
underway with a report to the Lord 
Chancellor to be made in the Autumn 
following evidence gathering focus 
groups. The government will then 
respond with proposals and 
consultation before the end of the year. 

As far as Court reform is concerned, 
HMCTS is over halfway through their 
court reform programme to modernise 
and upgrade the justice system. 
This will clearly be of benefit to all users 
although there is an acknowledgment 
that a modernised court service must 
not come at the expense of justice! 

The Law Society have listened to 
member concerns about the safety 
of the Courts following the COVID-19 
pandemic and have taken steps to 
ensure that these concerns are 
addressed. For example, the Law 
Society has engaged in regular court 
safety meetings and has lobbied for the 
reinstatement of video hearings. 
They have also published guidance 
and best practice for member safety 
in court and tribunal buildings. 
Moving forwards, the Law Society are 
committed to keeping members 
informed as and when the 
coronavirus restrictions are lifted and 
a dedicated mailbox has been set up 
to deal with any issues which may arise: 
hmctscourtreform@lawsociety.org.uk

Unregulated providers 
of legal services: what are the risks?  

The Legal Services Board (LSB), the 
oversight regulator of legal services, 
is currently undertaking a mapping 
exercise in order to ascertain the extent 
to which unregulated service providers 
are operating within the legal sector. 
As part of this project the LSB is looking 
to gather evidence to allow them to 
decide how the situation should be 
tackled. In particular, the LSB is 
interested to know which areas of law, 
other than the preparation of wills, and 
which types of unregulated provider 
they should focus their attention on. 
They are also looking for examples of 
the benefits, and detriments, of 
unregulated providers.

The LSB led an open discussion at 
the conference under Chatham House 
Rules, offering delegates the 

opportunity to give their honest views 
on the current situation and what 
should be done about it. Some of the 
seminal points mentioned during the 
discussion were:

1. There was a general view that the 
 decision not to regulate will 
 writers made by the 
 Lord Chancellor in 2012 has had
 serious consequences. While some 
 are competent, there are a large 
 number of individuals who are 
 not and the time spent in seeking 
 to rectify mistakes caused by 
 unregulated professionals who 
 get it wrong is substantial.

 The LSB would like to capture as 
 many case studies as possible and 
 welcome any examples from 
 members via this link:

 https://www.surveymonkey.
 co.uk/r/LSB_LawSoc_unreg

 Alternatively, case studies can be 
 emailed to the Policy Adviser at 
 the Law Society at marzena.
 lipman@lawsociety.org.uk

2. The rise in fee charging Mackenzie 
 friends is also of concern, 
 particularly where students and 
 paralegals take on the role. This is 
 often not in the best interests of 
 the client and also bears a 
 significant risk of damaging their 
 future careers. 

3. Further concerns were raised 
 about firms which advertise 
 themselves as family advice firms 
 or family legal services. Clients 
 are often confused by these 
 descriptions and believe that they 
 are receiving advice from a 
 regulated lawyer when this is not 
 the case. This can have very serious 
 consequences and examples were 
 provided of cases where advice 
 was being provided by these firms 
 on child and immigration matters 
 with potentially disastrous 
 consequences. 

The above discussions highlighted 
the frustrations which many within 
the legal profession are feeling about 
unregulated providers and the lack 
of accountability even when they are 
reported. There was also a resounding 
feeling that qualified professionals end 
up questioning the worth of their own 
qualifications in circumstances where 
unqualified individuals are seemingly 
able to carry on activities without any 
form of supervision in place. 
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Working as a patent attorney in Cambridge, I always find
it interesting to hear clients’ stories as to how they ended up 
here. No doubt they exist, but I think I have yet to meet an 
inventor who was born in Cambridge; rather, they were 
(like me) sucked in by the gravitational pull of the “Cambridge 
Cluster”. To put some numbers on how strong this pull is, 
the number of “knowledge intensive” firms in and around 
Cambridge is in excess of 5,000 1, and a study of the 10 most 
innovative cities in the UK in terms of patents per 100,000 
residents put Cambridge first by some distance 2 (to my 
surprise, Cambridge’s number of patents per 100,000 
residents was 4 times that of The Other Place).

For these knowledge intensive companies, protecting 
their intellectual property is vitally important; the doors of 
potential investors, acquirers and licensees are likely to 
remain firmly shut if such a company cannot show that it 
owns intellectual property protecting its core technology. 
This is where a patent attorney comes in.

When I am asked to explain my job, I find it easiest to do
so by describing myself as half scientist and half lawyer –
in order to protect a client’s invention, I need to understand 
it and how it is an improvement over the existing technology 
before I can prepare a patent application that meets the 
statutory requirements for patent protection. This requires 
knowledge of what are often quite complex aspects of
a science or engineering discipline - not to mention 
interdisciplinary inventions, such as use of artificial 
intelligence in screening candidates for new 
pharmaceuticals. Consequently, entrants into the patent 
attorney profession have, as a minimum, a degree in a STEM 
subject - many have a Ph.D. - and those who last the course 
will typically qualify after about four years of training and 
upon passing a notoriously challenging set of exams.

For many companies, patent protection for their innovations 
will be an imperative whereas for others keeping at least 
some of their innovations secret may be an effective 
strategy. For example, a pharmaceutical company will almost 
always need patent protection for a new pharmaceutical 
whereas a software company may have a decision to make 
as to whether it should rely on trade secret protection for its 
proprietary software or disclose its “secret sauce” in a patent 
application (as an aside – if your client has come up with 
a new invention, tell them in no uncertain terms to keep it 
confidential until they have decided how best to protect it; 
if it is disclosed then the prospects for both patent 
protection and trade secret protection will be spoiled).

As well as understanding what an invention is and how it 
should be protected, another important role of a patent 
attorney is establishing who owns the invention which will of 
course be a fundamentally important point for any investor. 
The answer is not always entirely straightforward for early 
stage businesses in Cambridge which, for example, have 
emerged from research at the University or which may 
have engaged the services of a contractor.

Finally, in some cases it may be appropriate for a company 
to apply for other forms of intellectual property protection 
such as designs or trade marks. Unregistered forms of 
intellectual property, in particular copyright and unregistered 
design rights, may be valuable too.

There is no one-size-fits-all answer to these issues and they 
should be discussed with a patent attorney. There are a 
number of patent attorney firms in and around Cambridge, 
including CLS member firms Appleyard Lees, J A Kemp, 
Reddie and Grose, Stratagem IP and Venner Shipley.
According to a recent study, the proportion of intangible 
assets in the market value of the S&P 500 companies has 
risen from 17% in 1975 to 90% in 2020 3. Although one might 
argue about the precise percentages, what is inarguable is 
the inexorable rise in the importance of intellectual property 
over this time as the likes of car and oil companies have 
been replaced by knowledge intensive companies at the
top of the lists of the world’s most valuable companies.
The Covid pandemic also illustrates the importance of new 
technologies and their underlying intellectual property;
the roadmap to the new normal, whatever that may be, 
depends heavily on new vaccines and on computer 
models to predict the spread of the virus. New technologies 
will also be essential in mitigating the effects of climate 
change and the Cambridge Cluster will no doubt have a 
significant role to play.
 

PROTECTING CAMBRIDGE’S
INVENTIONS

Anwar Gilani, Patent Attorney, Venner Shipley

In the first of a series of articles from the Society’s patent attorney members, 
Anwar Gilani of Venner Shipley provides an introductory overview of the 
patent attorney profession and the importance of patents to Cambridge.

References:

1. https://www.enterprise.cam.ac.uk/wp-content/
 uploads/2021/02/Cambridge-innovation-in-
 numbers- October-2020.pdf

2. Cambridge leads UK’s top 10 cities for new 
 patent applications (consultancy.uk)

3. Intangible Asset Market Value Study | Ocean Tomo





Minimising the impact of the Insurance 
Market condition on your practice
In recent months, much has been 
reported on the current condition of 
the professional indemnity insurance 
market. Unfortunately, experience tells 
us there will not be a quick resolution 
to these prevailing market conditions. 

Insurance companies are commercial 
enterprises; just like legal practices, 
they want to turn a profit or at worst, 
break even for the transferring of risk. 
However, several leading insurers are 
unable to do this in the current climate. 
Right now, claims activity in the legal 
profession surpasses the premiums 
collected, and both the severity and the 
frequency of claims are also on the rise.

Indeed, not all practices experience 
claims, and firms that have may be 
unlikely to repeat them. Either way, 
the insurance policy has to respond 
in the event of a claim. Losses 
experienced will impact insurers’ 
premiums in the relevant practice 
areas, with this adjustment likely to 
affect even claim-free practices. 
Those that experience claims are likely 
to be impacted more severely, as these 
could influence the base rates of their 
practice areas. If the claims burn cost 
(explained below) is impacted, 
premiums could be affected.

Example of claims burning 
cost calculation

In light of the above, today’s insurance 
market is a challenging environment for 
firms. The whole premise of insurance 
is that the premiums of the many pay 
for the claims of the few. If this simple 
metric isn’t working, there will naturally 
need to be a change. In light of the 
current circumstances, insurers’ 
appetites have been suppressed and 
PII insurance rates and premiums are 
typically increasing. Practices can, 
however, take steps to minimise the 
impact to them specifically.

Firstly, to protect the short, medium 
and long-term costs of your insurance, 
it is imperative to continue to evolving 
your approach to risk management, 

taking time at regular intervals to 
assess the risks associated with your 
specialisms. Risks evolve, and if you 
do not dedicate the time to assess 
exposures and implement appropriate 
procedures, you will be increasing your 
chances of claims. Failure to implement 
an effective risk management plan 
could have significant consequences; 
some practices will experience 
much higher price adjustments due 
to the market conditions and loss 
deterioration.

We recommend taking the following 
steps to protect your practice from 
tough market conditions: 

 1. Prepare a quality presentation, 
 including detail beyond the 
 minimum required information. 
 Your PII presentation is effectively 
 your shop window to insurers, so 
 we recommend using this 
 opportunity wisely.

 Many practices claim to be ‘low risk’ 
 in their activities, but few  articulate 
 why. Providing evidence for the 
 underwriter’s file is absolutely 
 critical, and we recommend 
 providing additional information 
 to support the numerical data in 
 your proposal form. Be careful not 
 to overdo this; if the documentation  
 is too wordy, it will defend itself 

well from ever 
being read. 

Your proposal 
should highlight 
the key and salient 
points, focussing 
on how you 
mitigate the risks  

 associated with your  specialism,  
 while also pointing out the 
 accomplishments of your practice  
 and its fee earners.

 Please remember that your 
 presentation is not the only 
 window a prudent underwriter will 
 look into, they will also check your 
 web presence. 

 We recommend ensuring that your 
 website accurately reflects what 
 you actually do – this goes for 
 imagery too. 

 Do also check the law society   
 website does not contradict your  
 presentation in any way. Look out 

 for the descriptions of your work, 
 your staff and your accreditations – 
 if you identify errors, you can 
 request an edit. Any online reviews 
 or any commentary from open 
 sources will also need to be 
 addressed.

 2. Selection of the right 
 representative is key. 
 Comprehensive and direct insurer 
 market access are crucial 
 components, so anyone professing 
 to be a specialist broker should 
 be able to demonstrate these to 
 you. You should be provided with 
 a clear understanding (in writing) 
 of the insurers that the 
 representative plans to approach 
 on your behalf. An important 
 consideration in your selection 
 is that, regardless of the size of your  
 practice, a comprehensive market  
 exercise cannot be undertaken  
 without Lockton. This is due to 
 sole  distribution rights to 
 various insurers.

 You may also wish to check the 
 representative’s claims 
 infrastructure. While no practice 
 wishes to experience claims, if this 
 happens you want assurance that 
 your representatives have the 
 experience and expertise to assist 
 you in your hour of need. 
 
 3. Start early. For those that renew 
 in October, I would suggest that 
 now is the time to start.
 While preparing your presentation, 
 request your claim summaries 
 to check that these are accurate. 
 If you have experienced claims, 
 a narrative will be expected around 
 what happened, along with 
 measures implemented to prevent 
 a repeat occurrence. Insurers will 
 also expect an explanation around 
 any open notifications, including 
 your view on merit and quantum.

Right now, the market is challenging, 
but Lockton can still create healthy 
competition and deliver innovative 
solutions for your business. 
To find out how we can assist you, 
or to request support as to what to 
include in your presentation, please 
contact me or another member of 
the Lockton team.  

www.locktonsolicitors.co.uk

by Brian Boehmer,
Partner, Lockton

Total value of claims
over X years

Premium collected
over X years

x 100 = claims burn %
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THE
CHANGING ROLE 
OF THE ADVISER
Glenn Baker, Charles Stanley Wealth Managers
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18-24

When I am

investing

money

To start writing and/or updating a will

Taking out a life insurance policy

Consider how my spending impacts the world

Thinking about how I can make my relative’s lives easier following my death

Making plans for my later life

Thinking about/ planning how inheritance tax may impact my/ my family’s life 

When I am

planning for

retirement

When I am

planning to

leave

money to

my family

when I die

When I am

saving for a

house/

looking to

get a

mortgage

When I am

putting

money into

savings

When I am

starting a

family

None

of these

25-34 35-44 45-54 55-64 65-74 75+

Naturally, the desire to seek advice is heavily dependent on 
age (as a proxy for past experience). Younger people are more 
likely to want help in general, while older people are less 
likely to want any help at all. Even though older people are 
much more likely to be consumers of professional advice, 
they are also likely to be more confident. 

When considering a client’s priorities, it is also important 
to consider the impact of Covid-19 on families. People’s 
attitudes towards their personal finances have been 
shaken by Covid-19. Many individuals have lost jobs, been 
furloughed or taken pay cuts. Others are saving more money 
than before, cutting back on commuting, holidays and other 
activities. Covid-19 has also led many to consider their 
mortality and make plans for the future. 

Source: October 2020. In general, in which, if any, of the following scenarios do you think it would be worth seeking a professional adviser 
(e.g. a financial adviser, accountant etc.) to talk to about your finances? Base: 2,128 British adults aged 18+.

Charles Stanley Wealth Managers is committed to providing our 
professional partners with practical support and insight. 

To that end, we joined forces with research consultancy Platforum 
to provide insight into the different attitudes and behaviours toward 
money across generations, cultures and social class, in addition to their 
perceived value of advice. 

The result is a great source of practical insight into the changing role of 
the adviser.

There are many reasons why people seek professional advice and 
although advisers and clients agree that advice is valuable, they have 
different if overlapping priorities.

Reasons for seeking professional advice



Impact of Covid-19

Whatever the reason for seeking advice, one quality that 
clients repeatedly mentioned across responses was their 
adviser’s ability to explain their advice and its rationale clearly 
and in plain language without being patronising.

Advisers will likely need to work closely with other 
professionals when it comes to some more complex affairs 
such as property or businesses. Advisers should bear in 
mind that clients might have relationships with several 
professionals. You might not be the first point of contact and 
they may first approach another professional in their circle 
of advice before bringing you in. As such, maintaining your 
professional network and relationships is just as important 
as your client relationships.  

Traditionally professional advice typically focused on the 
individual client and his or her partner or spouse. 
Now, however, many clients and their advisers increasingly 
see the value of extending involvement to the whole family 
covering more than one generation. This has benefits for 

both clients and advisers’ businesses – but to be effective 
and appropriate, it may need changes in the business’ 
practices and the organisation.

Advisers must be able to identify when the whole family 
approach is appropriate and when it is not, as well as how far 
their responsibilities might extend.

Conflicts of interest are inherent with intergenerational 
arrangements. Some clients either don’t have close family 
relations or are not concerned to benefit the younger 
generation of their relatives. At the end of the day, an adviser 
has to remember that there are likely to be just one – 
or possibly two individuals – to whom they are finally 
accountable. 

Ultimately the vision should be the client’s not the 
adviser’s. The adviser is there to raise issues, make 
suggestions, provoke interest, point out possible snags. 
They are there to awaken, articulate and reflect their clients’ 
aims – not to determine them. Where the adviser 
attempts to do any more than this, the client’s trust may 
be compromised.
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Source: October 2020. Which, if any, of the following things has coronavirus (Covid-19) prompted you to do? Base: 2128 British adults aged 18+ 
(18-24: 209. 25-34: 324. 35-44: 400. 45-54: 317. 55-64: 342. 65-74: 422. 75+ 114.)

“For a whole lot of things – some relating to personal 
matters – people tend to come to their accountant first. 
Their expectation is that the accountant knows everything, 
right down to mortgages. We provide information on 
everything, although sometimes that’s just telling them 
that they need go to a financial planner or lawyer. 
We are the link and sometimes provide the documents 
that are needed.” - ACCOUNTANT

“We’ve both been talking about buying this property and 
putting it in their [the children’s] names if that’s possible. 
But we need to get advice from a solicitor.” 
- FEMALE, 60-70, EAST MIDLANDS



For more information on our support for professional 
advisers, or for information on how Charles Stanley 
could partner with you, please contact a member of 
our Cambridge team...

Past performance is not a reliable guide to future returns. The value of investments, and any income derived from them, can fall 
as well as rise. Investors may get back less than originally invested. Charles Stanley & Co. Limited is authorised and regulated 
by the Financial Conduct Authority.

    01223 853 598

      cambridgebranch@charles-stanley.co.uk 

www.charles-stanley.co.uk/cambridge-branch 



06 September 2021, London:  
A landmark goal for charitable 
bequests has been reached 
with over one million gifts in Wills 
donated to charities over the 
past decade, according to 
figures released to coincide 
with the launch of 
Remember 
A Charity Week 
(06-12 September 2021).
 
With over 100,000 charitable bequests 
left in Wills each year, more than one 
million gifts were donated from 2010/11 to 
2019/20, data from Smee & Ford shows. 
Over that time, cumulative legacy income 
to UK charities exceeded £23 billion, 
funding vital services across the country. 
Appetite for legacy giving continues to 
grow and, despite recent delays at 
probate, the number of charitable 
bequests is predicted to rise by 30% 
over the decade.*

The 200-strong charity consortium 
Remember A Charity launches its 
week-long public awareness campaign 
today, encouraging people across the 
country to consider leaving a gift in 
their Will. A collaborative initiative, the 
campaign brings charities together with 
1,300 legal professionals to champion 
legacy giving across the UK. 
Head judge of Dancing with the Stars, 
Len Goodman, is supporting the 
campaign, having altered his own Will 
to include a charity.
 
Rob Cope, director of Remember A 
Charity, says: “Legacy giving can be 
transformational for UK charities and it’s 
wonderful to consider the phenomenal 
impact of those gifts. Donations have 
long been on the rise, but the global 
pandemic has accelerated that growth, 
shining a spotlight on the critical role 
of charities in our communities and the 
importance of Will-writing. This funding 
is critical for the sector as we strive to 
build back and strengthen resilience for 
whatever the future holds.

“Remember A Charity Week is a great 
opportunity for legal advisers to open 
up conversation about gifts in Wills and 
to help ensure that all clients are aware 
of the opportunity of including a gift in 
their Will, after taking care of family and 
friends.”
 
Remember A Charity runs a Campaign 
Supporter scheme for legal professions, 
offering information and resources for 
solicitors, Will-writers and professional 
advisers about raising the topic of gifts in 
Wills with clients.
 

Find out more at:
http://www.rememberacharity.org.uk/
solicitor
 
*Source: Legacy Foresight, 2021

Remember A Charity Week
Remember A Charity Week (6-12th September 2021) is an awareness week organised by charity consortium Remember A Charity, 
which aims to shine a light on the importance of gifts in Wills to charities.

Remember A Charity
Remember A Charity was formed in the year 2000 as a consortium of charities working to encourage more people to consider 
leaving a gift to charity in their Will. A representative voice for the sector with over 200 charity members, the campaign works with 
Government, the legal profession, and employers to help normalise legacy giving. Remember A Charity is part of the Chartered 
Institute of Fundraising, which is incorporated by Royal Charter (RC000910) and is a charity registered in England and Wales 
(No. 1188764) and Scotland (No. SC050060).

Media queries:  Contact Lucinda Frostick, Turner PR;             lucinda@turnerpr.co.uk           07712 045 308
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PRESS RELEASE

LANDMARK MOMENT
FOR GIFTS IN WILLS –
ONE MILLION CHARITABLE BEQUESTS
DONATED OVER 10 YEARS
Consortium celebrates landmark legacy moment at start of Remember A Charity Week
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ADVERTORIAL

Providing innovative products 
and expert searches for the 
ever-busy conveyancing sector





LEVELLING THE LEGAL SERVICES PLAYING FIELD

We have never before seen a time when 
so many consumers are looking for 
professional legal services, with many 
now driven online as a result of the 
COVID-19 pandemic.

A YouGov consumer survey cited “quality 
of legal advice” to be the most important 
factor (87% of consumers) when choosing a 
legal services provider.

Aside from cost, “ease of obtaining legal 
services” was important to 86% of those 
surveyed; 85% asked for “experience 
and qualifications,” and 70% wanted 
“local offices” and/or “face to face” contact.
As we start to exit the most challenging 
18 months many of us can ever remember 
there will be opportunities.

Many of us have cut costs and reduced 
overheads. Some have been busy; many, 
many conveyancers and private client 
practitioners have been inundated, with 
the property market booming as a result of 
the Stamp Duty Land Tax holiday, and an 
increase in estate planning enquiries. 

As we move into what feels like the next 
phase of the “new normal” it is vital that you 
continue to invest in winning new work. 

We are already seeing a dip in new 
properties coming to market; private client 
enquiries have plateaued; we are now 
returning to a sense of normality and our 
activity must reflect this. 

Your slice of the pie

Legal services remains incredibly 
fragmented, still very focused on delivery 
on a local level, despite the pandemic. 
Yes, it has driven clients online, but they are 
still searching for local search terms. 

“Solicitor in Woking”; 
“write a will near to me.”

When you search on search engines 
like Google and Bing one of the first 
automated search terms pre-populates 
the question with “near me.”
“Plumbers near me,” “electrician near me.”
The results now incorporate a whole host 
of sources including websites, video and 
social… so, it is increasingly important that 
you have an online presence which will 
enable you to capture this traffic. 
We often forget about our own 
experiences when it comes to applying 
the same principles in our businesses. 

What do we really want when 
we’re looking for something… 
an answer! 

Increasingly we are using longer 
search terms to find what we 
want. And in order to capture this 
interest we need to be able to 
answer the questions people 
are asking. 

The search engine algorithms are geared 
toward finding answers. Google themselves 
have given us some guidance on their 
philosophy of EAT. The acronym stands for 
expertise, authority, and trustworthiness 
and each search result is ranked against 
these measures of credibility to try and 
deliver back the answer to the question 
being asked. 

Improving online engagement

Our objective when we’re writing online 
then is to try and answer the questions 
that are being asked about legal services. 
We need to be able to engage people so 
that they start to feel that they know, like, 
and trust us before they commit their 
hard-earned cash. In the same way you 
might hold a conversation with a client 
face to face, or over the phone, you need 
to be able to convey your authority, 
expertise and credibility on the subject 
to foster confidence. 

In the absence of face-to-face 
communication how do we establish this 
rapport and credibility in an online 
environment?

Coming out fighting

Instead of burying their heads in the sand, 
we are seeing businesses coming out 
fighting and looking at how they can best 
approach the uncertainty to come out the 
other side stronger… you might recall those 
that came out of 2007/08 strongest were 
the businesses that continued to invest in 
communicating with clients and prospects.
We are seeing businesses adopt new 
(and old!) ways of communicating with 
their clients and users, using video, direct 
messages via Facebook, e-newsletters 
and even going back to traditional paper 
mailers.

Our online content, whether that is video, 
blogs, website content, social media posts 
etc, should all convey our expertise on the 
subject matter. We should be setting out to 
help people find out answers to questions 
they want to know about legal services. 

Using tools like Moz, Google 
Keyword Planner and Semrush you can 
research the terms that people are search-
ing for around the subject matter. This will 
help to inform and prioritise what you write 
about. 

Cutting costs without 
cutting opportunity

To help you deliver expert, 
authoritative and trustworthy online 
content, here are 6 quick tips we 
think will help you build up your 
online credibility without spending 
a fortune:
	 • Demonstrate knowledge by 
  providing informative articles 
  and case studies on your 
  website and to local 
  newspapers and press. 
  Be the “subject matter expert” 
  and demonstrate your expertise 
  through carefully written, “tell, 
  not sell” articles and blogs.

	 • People buy locally. You can raise 
  awareness in your local area 
  publishing articles and on social 
  media about the methods you 
  have put in place to provide 
  your services without 
  face-to-face contact.

	 • Ask for client testimonials to 
  prove your experience, ask for 
  happy clients to post on your 
  social media pages and on 
  Google reviews

	 • Update existing customers with 
  a newsletter, or even brief 
  e-shots with informative 
  information which your 
  customers won’t have read 
  elsewhere. Encourage 
  recipients to share with their 
  friends and family.

	 • Ensure you have a mobile 
  friendly website. Like you, your 
  customers will check out 
  companies online before 
  committing. Make your 
  company look as professional 
  online as you do when seeing 
  them face to face.

	 • Ensure that your website has a 
  Google My Business listing.

Today’s Legal Content is part of 
Today’s Media, the publishers of 
the popular Today’s Conveyancer, 
Today’s Wills and Probate and 
Today’s Family Lawyer daily 
news journals. 

Through expert SEO-considered 
articles on a range of B2B and 
B2B subjects we can help you 
build up your online content library 
and improve the effectiveness of 
your web presence. 

Contact Lindsay Gibson today on 
Lindsay.Gibson@todaysmedia.co.uk 
or call 0330 1000 839

ADVERTORIAL
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Landmark Academy: 
Flood Data Insights.
Data from the first in a new series of Data Insights 
Reports from Landmark Information has shown 
the broad extent to which flooding poses 
an ongoing threat across England and Wales.
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Landmark Information has an extensive wealth of data that is used across the property industry, every day, by developers, 
property lawyers, environmental consultants, estate agents, surveyors, architects and planners to help in confident 
decision-making and in transactions.

For more information visit, https://www.landmark.co.uk/news-insights/industry-reports/. 

translate into shifting impacts on both 
current and evolving land use. 

“It is no secret that flooding poses a 
continued risk across our country – 
whether from surface water floods from 
heavy rainfall, groundwater flooding, 
through to coastal erosion and rising 
sea levels.  It is something property 
professionals in all sectors need to be 
highly tuned to.

“We are therefore pleased to share a 
series of Data Insights Reports that 
provide valuable and revealing insights 
derived from our data and help better 
inform those working across the property 
industry who can benefit from a clearer 
view of the future.

Data: the lifeblood 
of the property transaction

“In the two decades that 
Landmark Information has been 
supporting the property industry with 
vital due diligence, the way the data is 
captured, accessed, assessed and 
delivered has shifted.

“From paper-based reports, CD-ROMs 
and PDF reporting, now the transition 
is taking us to digital. The reliance on 
documents and PDFs will ease and we 
will see an increased appetite for 

digital data that feed directly into an 
organisation’s existing workflow. Instead 
of capturing a single moment in time, 
the data will instead be continuous and 
provide a current flow of data that is 
relevant at any given moment in time.

“Flood data, alongside planning datasets, 
is one of the most dynamic risk types. 
The data is continually changing, 
driven by many factors – from local 
community and infrastructure updates, 
to the changing picture of the global 
climate. Having access to data that 
considers historical flood events while 
assessing modelled data relating to 
future impacts offers precise insights that 
developers and purchasers need, in order 
to make informed decisions.

“From a legal conveyancing perspective, 
the way you manage – and access – 
that data is critically important to ensure 
the most appropriate advice is provided. 
Live data feeds will provide the most up to 
date picture, and this approach will herald 
a significant new chapter in the evolution
of due diligence in the property sector.

“We are proud to be driving forward this 
digitised approach and working closely 
with industry stakeholders to consider 
how the continued evolution of data feeds 
can benefit every part of the property 
industry.”

The report provides land and property 
industry professionals with insightful 
snapshots of rich flood data to explain 
the true impact risk upon communities 
across the country. It highlights the local 
authorities that have the highest rate of 
properties located in Flood Zones 
2 and 3, and reveals that 37 out of the 
335 local authorities have at least a 
fifth of properties in Flood Zone 2 
within their jurisdiction. 

The report also identifies that more that 
27,000 (6.7%) notable Listed Buildings 
are based in areas deemed to be at the 
highest Flood Risk parameter (3), 
in addition to almost 12% of all 200,000 
Scheduled Monuments are situated in 
Flood Zones 2 or 3, which include 
highly notable buildings like the Tower 
of London, Hampton Court Palace and 
Caerphilly Castle. 

The new series of Data Insights Reports, 
published every quarter, focus on 
specific themes, from a review of planning 
updates and the local and national 
impacts, to uncovering information 
relating to a range of environmental 
hazards. 
According to the Environment Agency, 
approximately one in every six 
properties in England are considered 
to be at risk of flooding. This is forecast 
to grow as climate change continues to 
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Marketing your service 
in the new conveyancing landscape
Once the conveyancing industry emerges from the current 
high numbers of instructions and stamp duty deadline, what’s next?

Branding and differentiation

In this digital age it can be easy to forget the importance of 
brand in conveyancing.  There are thousands of definitions 
of “brand” but, keeping it simple, it’s really about 
differentiating your service, adding to the value that your 
service offers and communicating this effectively.  
Whilst building a strong brand may seem more relevant to 
heavy-lifting consumer companies, it’s not out of reach to 
smaller, more traditional businesses and, no, not even to 
conveyancers!

Buying a property is an significant commitment and the 
nature of the conveyancing process presents lots of 
opportunities for the conveyancer to build and communicate 
value to their customers.  Customer insight is key to this.  
As a conveyancer you’ll be used to dealing with different 
types of client, but can you truthfully say that you know what 
your clients look like, what’s important to them and structure 
this information in a useful way?

If you have a marketing team,  some of this work may have 
been completed, but even without a marketing resource, 
a lot of useful information can be gleaned from customer 
feedback.  This can come to you directly or via Google, but 
if you’re not getting that all-important insight, why not c
onsider a quick customer satisfaction survey, or hand out a 
short questionnaire to new customers or at any local events 
you may attend?  The findings can often surprise you and can 
help you shape your brand, content and messaging to the 
needs of your market.  

There’s often a wealth of knowledge hidden within the 
company so working with colleagues to structure this can 
be invaluable, supporting brand building and possibly even 
a simple customer client segmentation to information the 
experience for different types of home-buying clients.

Optimising the value of client enquiries

All businesses can lose sight of the quality enquiries that they 
receive about their service and, for busy conveyancers in 
particular, it can be difficult to find the time to analyse 
enquiries in a useful way.  In the same way as the branding 
exercise, however, it’s amazing what can learnt from reviewing 
different conveyancing enquiries received by your practice. 
All members of the team can be involved in this exercise 
and can brainstorm how responses ought to be handled.  
Ask colleagues to come up with ideas on the main benefits 

of instructing your firm and the best of these ideas can 
incorporated into different approaches used for 
outbound calling.  

Having the right skills

It’s also worth considering whether you are using the right 
people to follow up enquiries.  Administrative staff may be 
highly skilled in providing conveyancing information and 
quotes, but may not be engaging with customers 
particularly well.  Analysing the success of different colleagues 
involved in responding and call-backs can be useful in 
identifying if any have a natural talent for converting enquiries 
into business.  Successful approaches can then be replicated. 
Although universally unpopular, role-playing different phone 
conversations can be really good for training staff and helping 
them to optimise calls to potential clients.  If you don’t have 
anyone with the right skills internally though, this is an area 
where investment in external sales training can really pay off.  
There are some very simple techniques that used to improve 
confidence and raise conversion rates.

Timing

As mentioned above, customer experience is incredibly 
important when dealing with a conveyancer.  If your team has 
been providing a great customer experience, you should have 
no problems in attracting back former clients, but the key, 
of course, is to know when they are back in the market for 
your conveyancing services.

Using a service to alert you to former clients listing their 
property for sale allows you to contact them at precisely the 
point they require a conveyancing service. And neither GDPR 
nor the SRA Publicity Codes are barriers to using such a 
service.  Conveyancers can use Legitimate Interest as the 
basis for processing former client data, and Version 19 of the 
SRA Code excludes current and former clients from the 
prohibition on unsolicited approaches.

Conveyancing Alert services are often offered by 
search providers and can be tailored to your budget.

Ready to give it a go?

Ensuring your practice remains competitive in the face of online conveyancing, panels and agency referrals can see like an uphill 
battle, and, without a dedicated marketing resource, you may feel that your business development efforts can be limited.  
Luckily there are plenty of approaches and tools that all the conveyancing team can take advantage of, and many of these can 
managed in-house.  We present some clear steps to help you reach new and previous homebuying customers, whatever the 
marketing budget and resource you have available to you. 





your business grow. Adopting the 
right legal client intake and 
relationship management software 
is key to this aim. 

The data* backs this up: In 2019, 
firms using legal client intake and 
relationship management solutions 
saw 16% more casework and over 20% 
more cases every month from February 
onward in 2020. Firms also saw a large 
revenue increase, too. In 2019, firms 
who used client relationship software 
saw 9% more revenue, per lawyer, with 
revenue continuing to increase in 2020, 
reaching a high of 26% more revenue 
in August.

The right client intake and client 
relationship management solution 
could transform the way your firm 
does business. Take Clio Grow, Clio’s 
legal client intake and relationship 
management software, as an example. 
It’s designed to make it easier for 
lawyers to connect with clients. 

With it, you can:

	 • Use quick intake forms, 
  scheduling, and e-signature tools  
  to engage and retain new clients 
  in moments, not days. 

	 • Nurture relationships by keeping 
  clients updated with automated 
  follow-up emails and reminders. 

	 • Get a bird’s eye view of your client 
  pipeline using analytics and 
  reporting tools so you never miss 
  a single opportunity to connect.

Available as part of Clio Suite, the 
legal industry’s only end-to-end legal 
software solution, with Clio Grow, 
you can watch your client base, billable 
hours, and reputation thrive.

See for yourself how Clio can 
revolutionise the way you connect with 
your clients at clio.com/cambridgeshire  

*All figures taken from Clio’s 2020 Legal Trends Report

What is your firm doing to find—
and retain—clients? 
Client expectations have evolved, 
and now more than ever before, clients 
expect a high level of service from their 
lawyer. If you’re not meeting those 
expectations, you could be missing out 
on vital opportunities for your firm.

Client experience counts for a lot 
when it comes to choosing a law firm. 
With more than 180,000 practising 
lawyers in the UK today, your 
competition is stiff, which means 
that every contact with a potential 
client counts. How clients interact 
with lawyers has changed too. In the 
modern legal landscape, clients are no 
longer willing to play phone tag with a 
solicitor or to spend time chasing a 
firm that’s hard to reach. 

In an industry so dependent on 
referrals and reputation management, 
building better client relationships is 
the differentiator that will earn you 
lifelong clients and continue to help 

make great CLient experienCes 
yoUr diFFerentiator — introdUCing CLio grow
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