
How One Legal Department Saw
Success  from  an  Internal
Client Feedback Program

Merry  Neitlich  of  EM  Consultants  tells  the
story of the legal department of a Fortune 500
company  its  legal  operations  practices  and
interactions with its internal clients. Under
the leadership of the senior vice president
and general counsel, the legal department of
35  attorneys  decided  to  ask  their  internal

clients at the company how their services were being viewed
and what could be done to improve upon them.

“The participants filled out a fourteen-question short answer
continuum-based  questionnaire,”  explains  Neitlich.  “This
information  was  transferred  into  graphs  which  allowed  the
attorneys  to  visually  see  their  service  strengths  and
weaknesses  at  a  glance.  The  in-person  feedback  reports
combined with the statistical data provided a deeper level of
knowledge. ”

The article describes participants’ perception of the legal
department,  areas  for  possible  improvement,  internal
communications,  workflow  options,  human  resources,  and
relationships with outside law firms.

Read the article.
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