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Legal Sector Breakfast Briefing 
Welcome 

Simon Campbell 
Relationship Manager – Commercial, Clydesdale Bank 



Legal Sector Breakfast Briefing 
 Introduction 

Andy Poole 
Legal Sector Partner, Armstrong Watson 

    



Legal Sector Breakfast Briefing 

Wednesday 12 April 2017 

8.00am - Arrival and breakfast 

8.30am - Welcome 

8.35am - Briefing 

9.30am - Q & A 

10.00am - Close 



Graham Moore, Founder & Managing Director 
www.katchr.com 

Actionable Information beyond Fees and Time 

Better Law Firm KPIs 



How often does your firm publish 
KPI Updates? 

Daily 
Weekly 
Bi-Weekly 
Monthly 
Quarterly 



Does your firm include a measure 
of profitability in KPIs shared with 

fee earners? 



Do your published KPIs include a 
measure of client satisfaction? 



Do your published KPIs include a 
measure of staff engagement? 



KPI 
Key 
Performance 
Indicator 









“In times of change, learners inherit the 
earth, while the learned find themselves 
beautifully equipped to deal with a world that 
no longer exists” 

Eric Hoffer 



KPIs To Drive Action 

Aligned 
with 

Objectives 
Balanced Future 

Focused 



Aligned with 
Objectives 



Goal 

Objectives 

Strategy 

Tactics 



Specific S 

Measurable M 

Agreed A 

Realistic R 

Time Based T 



My objective is: KPI is: 



My objective is: KPI is: 

Grow fee income by 20% in next 
12 months 

Fees versus target 



My objective is: KPI is: 

Grow fee income by 20% in next 
12 months 

Fees versus target 

Increase focus on local New Media 
organisations, such that they 
represent 20% of new business by 
the end of the year 

?? 



KPIs To Drive Action 

Aligned 
with 

Objectives 
Balanced Future 

Focused 



 

Balanced 



“You get what 
you measure ….” 



Clients 

Satisfaction 

Source 

Finance 

Profit 

Cash 

Process 

Quality 

Turnaround 
Time 

People 

Engagement 

Turnover 



KPIs To Drive Action 

Aligned 
with 

Objectives 
Balanced Future 

Focused 



Future 
Focussed 









• Net Promoter 
• Conversion Rate 
• Customer referrals 

Customers 

• Sales from new customers 
• Sales from new products (services) 

Finance 

• Turnaround time 
• SLA Achievement 

Process 

• 360 degree feedback 
• Staff referrals 

People 



KPIs To Drive Action 

Aligned 
with 

Objectives 
Balanced Future 

Focused 



Examples 

KPIs to 
minimise Risk 

Measuring 
your Marketing 



What’s the risk? 
Financial Reputation 

Regulatory Business 
Environment 

Legal 
Process 

Physical 
Environment 



Monitoring Risk 

Whose 
Responsibility? 

Where’s the 
data? 



Monitoring Financial Risk 

Cash  
is King 

Credit Control 

Budget  
Limits 

WIP 
Management 



Monitoring Regulatory Compliance 

SRA Accounts Rules 

Anti-Money Laundering 

Complaints 

Data Protection 



Monitoring Legal Process 

Terms of 
Business 

Client Care 
Letters 

Risk 
Assessments 

File Reviews Undertakings 
Discharged 

Limitation 
Dates 



KPIs - What does good look like? 

Record the data 

Don’t use 
spreadsheets 

Combine data with 
business rules 



Examples 

KPIs to 
minimise Risk 

Measuring 
your Marketing 



Objectives 

Understand  our clients 

Refine marketing spend 



 

Good Clients 

and Bad Clients 



Client Analysis 

Retention 

Repeat 
Business 

Cross 
Selling 



Lead Enquiry Instruction Matter 
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Examples 

KPIs to 
minimise Risk 

Measuring 
your Marketing 



KEY Performance Indicators 







Graham Moore, Founder & Managing Director 
www.katchr.com 

Graham.Moore@katchr.com 



Legal Sector Breakfast Briefing 
Questions and Conclusion 

Simon Campbell 
Relationship Manager - Commercial, Clydesdale Bank 



Andy Poole, Legal Sector Partner 
Armstrong Watson 
      

Fairview House, Victoria Place, Carlisle CA1 1HP 
  
T: 01228 690200     
F: 01228 690201     
M: 07828 857830    
 
Twitter: @AW_AndyPoole 
E: andy.poole@armstrongwatson.co.uk  
 
www.armstrongwatson.co.uk/legalsector 



Disclaimer 
This presentation and supporting documentation has been prepared in general 
terms and therefore cannot be relied upon to cover specific situations; 
application of the principles set out will depend upon the particular 
circumstances involved and we recommend that you obtain professional advice 
before acting or refraining from acting on any of the contents of this 
presentation and/or supporting documentation.  Armstrong Watson would be 
pleased to advise on how to apply the principles set out here to your specific 
circumstances.  Neither Armstrong Watson nor the presenters accept a duty of 
care or liability for any loss occasioned to any person acting or refraining from 
acting as a result of this presentation and supporting documentation.  
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