
 

 

Client Satisfaction in the Legal Sector  

Literature Review 

An empirical study in Australia found that although there was widespread client satisfaction 
with the specialists’ legal knowledge and skills, the evaluators also found “consistent 
evidence of client dissatisfaction with the provision of services, and the quality of the 
service-delivery process” (Armytage, 1996).   

Clients complained about the quality of their lawyers’ services in terms of: 

 Inaccessibility 

 Lack of communication 

 Lack of empathy 

 Lack of understanding  

 Lack of respect  

The evaluators concluded that consideration should be given by the profession to 
introducing additional client focused training to redress identified performance deficits in 
the related areas of inter-personal skills and client management techniques.  

Hart and Hogg (1998) conducted research in order to understand which aspects of the 
process of delivering legal services were important in the evaluation of the relationship by 
the client and what the relationship was between process and outcome in evaluating the 
relationship between lawyer and client.   

The most important aspect to all clients was legal advice given by the partner and the 
accessibility of the partner.  Of least importance were proactive contact by the lawyer 
(clients do not want lawyers to initiate contact with them, rather they expect them to be 
involved and accessible when required) and fees charged.  Clients were also asked which 
criteria would cause them to change lawyers.  Here, confidence in the advice given, the 
commercial realism of the advice and the importance attached to legal detail are the key 
aspects of the relationship.   
 
Research into small and medium sized legal firms (Durham, 2004) suggests that clients 
want their law firms to be responsive, accessible, knowledgeable, attentive to the client’s 
and the industry’s needs, willing to develop a relationship with in-house counsel and ready 
to propose specific ways they can assist.   

   



 

 

Durham’s research also found that drivers of client satisfaction were: 

 Lawyers who are ‘client-centric’ not ‘firm-centric’ 

 Having a say on decisions that affect their representation 

 Great lawyers who have great skills beyond their legal knowledge 

 Lawyers who have the fundamentals down and are willing to work hard 

 Straight talk and genuine advice 

 Personal contact 

 Trusted advisors 

BTI Consulting Group research (2007) found that key drivers for dissatisfaction were poor 
communication (21%), inefficient service delivery (21%), billing practices (15%), a lack of 
client focus (14%), decisions without authorisation (10%) and indirect advice (7%). 

Collins (2006) suggests that to guarantee client satisfaction, law firms should conduct 
client research into:  

 Your lawyers 

 Service delivery 

 Risks to the relationship 

 Your firm's strengths 

 Your clients’ future needs 

 Marketing 

This feedback is said to achieve positive outcomes including: 

 Increased client loyalty 

 Identifying clients that are planning to move to another firm 

 The cross-selling of the firm's services 

 Discovering clients' requirements and developing ideas for improved service 

 Exploring clients’ perceptions of the firm 

 Uncovering service delivery issues clients have not felt comfortable raising 

 


