
The Survey of Client Service Performance for Law Firms:  
The BTI Client Service A-Team 2006

Page 1  

© The BTI Consulting Group, Inc. All rights reserved
617-439-0333 · www.bticonsulting.com

The Survey of Client Service Performance:  
The BTI Client Service A-Team 2006

Published by The BTI Consulting Group, Inc.     396 Washington Street, Suite 314         Wellesley, MA 02481       (617) 439-0333

When corporate counsels from Fortune 1000 companies were asked to identify law 
fi rms that excelled in delivering client service, Jones Day once again emerged as a 
clear leader. For the third time in fi ve years, Jones Day topped The BTI Client Service 
30, earning signifi cantly higher ratings than its competitors (with a margin of 43% 
and 97% more points than the second and fi fth placed, respectively). The annual BTI 
Consulting Group’s national Survey of Client Service Performance for Law Firms 
identifi es the top 30 client service-focused fi rms in the country.

The BTI survey results show Jones Day as a consistent top performer, bringing “best 
in class” performance to key client service categories that included client focus, 
commitment to help, legal skills, handling problems, keeping clients informed, 
advising on business issues and understanding the client’s business. The study also 
notes that Jones Day showed particularly outstanding performance in the category 
“Bringing Together National Resources” by virtue of its global scale and its ability to 
marshal the best resources to any client matter — without regard for geography.

“Large clients expect more from outside counsel than in prior years,” noted BTI 
President Michael B. Rynowecer. “The numbers from our study show that Jones Day 
is delivering on these demands in a big way and across many of the variables by which 
clients perceive value.”

BTI conducted more than 200 independent, individual interviews with corporate 
counsel at Fortune 1000 companies and large organizations. These clients identifi ed 17 
key activities that drive client service and ranked their law fi rms in each of them.

EXCLUSIVE REPORT

Jones Day Again Ranked Number 1 in Client Service
Inducted into BTI’s “Client Service Hall of Fame”
as only fi rm to earn the top spot three different times

This excerpt reprinted with permission from The BTI Consulting Group, Inc., Wellesley, MA.
© 2005 The BTI Consulting Group Further duplication without permission is prohibited. All rights reserved.
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Jones Day reclaims the top spot in The BTI Client Service 30, making it BTI’s fi rst-
ever three-time client service champion. A consistent top performer and a member of 
BTI’s Client Service Hall of Fame, Jones Day helps to set the standard for client service 
in the legal industry. Their superior client service earns kudos across the board from 
clients. In particular, Jones Day brings extraordinary leadership and consistent best-in-
class performance in Understanding the Client’s Business, Bringing Together National 
Resources and Advising on Business Issues.

Jones Day ranks Best of the Best in:
Best Performing Overall 
Advising on Business Issues
Bringing Together National Resources 
Client  Focus
Commitment to Help
Dealing with Unexpected Changes
Handling Problems
Keeping Clients Informed
Legal Skills
Quality Products
Understanding the Client’s Business
Unprompted Communication

Jones Day emerges as Leader of the Best in:
Best at Client Service
Anticipating the Client’s Needs
Breadth of Services
International Capabilities
Meeting Technical Specifi cations
Providing Value for the Dollar

EXCLUSIVE REPORT

Jones Day Takes First Place in
Client Service Survey



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /ENU (Use these settings to create PDF documents with higher image resolution for high quality pre-press printing. The PDF documents can be opened with Acrobat and Reader 5.0 and later. These settings require font embedding.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


