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Welcome to the first edition of your 
QualitySolicitors newsletter.   
We have been busy putting together all the new initiatives we have been working on and 
this newsletter is your taster of what the next few months will look like. This is an exciting 
time at QualitySolicitors as September sees the launch of our autumn campaign (page 6 & 
7).  I Love My Lawyer is a concept we have developed using the experience of clients as our 
basis (page 5). Within this newsletter you will read more about the campaign, what we hope 
to achieve and opportunities for you to get involved locally.

The campaign is supported by your new look website (page 8), with many additional features 
and a professional look that will be more attractive to your clients.

We also wanted to take this opportunity to highlight our client promises, what we hope 
to achieve with them and what that could mean for conversion rates (page 4). The service 
standards we have developed with you will give all of us a differentiator from our competitors 
and reinforces that customer service is at the heart of all of our businesses.

This newsletter is both an opportunity for us to show you what we are doing and celebrate 
all your hard work. Whether that be achieving Lexcel or working with Barnardo’s (page 10), 
all of which shows what a great network QualitySolicitors is becoming.

With all of you being part of the network we have been able to develop an additional training 
package (page 11) and offer you some money saving partnerships (page 12); giving you an 
extra dimension to your membership and support what you do.

We hope you enjoy this edition and all feedback is welcome. If you would like to feature 
in the next edition please email lauramasters@qualitysolicitors.com. 

Claire Smith, Editor
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Key staff ...  

Claire Smith
Partner Firms Director
clairesmith@qualitysolicitors.com
0116 204 4327

Sally Holdway
Relationship Director
sallyholdway@qualitysolicitors.com
07780 496 124

Laura Masters
Relationship Manager
lauramasters@qualitysolicitors.com
0116 204 4311

Rebecca Moore 
Conversion Centre Manager
rebeccamoore@qualitysolicitors.com
0116 204 4358

Louise Ward
Head of Partner Firm Marketing
louiseward@qualitysolicitors.com
0116 204 4306



QualitySolicitors Annual Conference 2013

What you can expect:
• Campaign update
• Local marketing
• Online marketing
• Innovation
• Growing the network
• Supplier exhibition

If you are yet to reserve  
your places please email  
lauramasters@qualitysolicitors.com

QualitySolicitors network

Client research
The legal market is changing and, with it, so are client expectations. Clients are becoming 
increasingly empowered and shopping around when looking for a law firm. Loyalty of 
existing clients can no longer be taken for granted, nor can a firm rely on recommendations. 
The successful legal businesses of the future will be the ones that best meet these changing 
needs, providing tangible features and benefits over those provided by competitors.

To achieve this QualitySolicitors is investing in an on-going programme of research and 
development – finding out what businesses and consumers want from legal services and 
developing new products and services in response. Our key purpose is to be the vehicle 
that enables QualitySolicitors firms to make these vital changes and then to communicate 
them effectively to potential clients.
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When: 1pm Wednesday 18th through to 1pm Thursday 19th September
Where: Midland Hotel, Manchester, M60 2DS

Guest Speakers
Martyn Morgan-

QualitySolicitors Talbots, 
Paula Fowler- QualitySolicitors  

Fisher Jones Greenwood, Heather Cook- 
QualitySolicitors Clapham & Collinge, 

Graeme Burn- QualitySolicitors  
Burn & Co, Richard Allen-  

QualitySolicitors Lockings, 
Andrew Manning 

- QualitySolicitors Redkite

External Speakers
Neil Rose,  

Richard Susskind,  
Michel van Luijtelaar 

(Google)

Newly launched

Davisons
• 4 offices       • 6 Partners

SSB
• 1 office      • 2 Partners

Partner Firms: 

Over 110
Locations: 

Over 220

What we’ve learned so far: Clients want...

3

Clarity &  
transparency over  

what they are paying for.
“It’s confusing –  

how do you know what the process is?”

“There’s a mystique about the profession, 
they don’t explain”

“They over-complicate things”

Certainty over cost.
“They’re always spinning it out,  

racking up costs”

“Greedy - they’re going to try  
and rip you off”

“It’s difficult to build a relationship 
when every conversation is billed  

& every letter is charged for”

Choice in how  
to engage with  
legal services.

“I’d like it on my own terms”

“Choice feels really different for this industry –  
a very good idea”

“Cost-effective to have choice”

Better 
communication. 

“I’ve had to chase mine quite a lot but  
then you send the email thinking ‘it’s 

going to be another £20’”

“It was like trying to get blood  
out of a stone”

“When it comes to time-scales, 
they live in a different age”

QSHO Speakers
Ian Wheeler, Craig Holt,  
John Baden-Daintree



54

New products & services

Upfront Price Promise
In the interests of its commercial sensitivity, the detail of this 
exciting concept isn’t included here but a consultation paper is 
currently with firms. Responses so far have been extremely positive 
and it is becoming increasingly clear that this has the potential to 
be revolutionary in the legal market - our most recent SME and 
consumer research concluded that it is a real differentiator.  A 
pilot has launched with two partner firms and we’ll be providing 
an update to this very important proposition at the forthcoming 
conference.   

Client research – what we’re doing to respond

Our promises  
From day one QualitySolicitors has placed a strong emphasis on our promises in all promotional material. This powerfully demonstrated our 
focus on exemplary customer service. However, three years on, Saturday opening apart, they no longer provide a differentiator sufficient to 
materially influence potential clients. Our research has shown that they are ‘necessary but not sufficient’ – the expectation now being that 
most good law firms offer the same. This doesn’t mean they are no longer important – on the contrary, it is essential that every QualitySolicitors 
firm consistently delivers on them. However, to achieve the success we all want requires us to now do more.

The widely adopted divorce matrix, featuring a fixed price and 
a ‘lawyer-assisted’ part-DIY option, was just the first step of a 
programme of improvements across all law-types. The aim in 
each is to address the uncertainties identified above by providing  
greater clarity, choice and cost-certainty.

An initial improvement is being made across a number of law types 
to coincide with the new website launch, with regular templates 
along the lines of the divorce example then being circulated law 
type by law type over the coming months and beyond. Look out for 
a communication on conveyancing very soon.

Technology & digital
As well as changing client expectations, the impact of the internet 
will forever change the way in which legal services are provided. It 
is relevant to all demographics (for example, more than one-third of 
over 65’s now use the internet every day and more than two-thirds 
of 50-64 year olds use Facebook) which is already impacting legal 
services (in the U.S. over 75% of new legal matters originate via the 
internet). QualitySolicitors must be at the forefront of this change 
and increasingly, we will look to technology, software and online 
innovations, to help us better address the issues identified through 
our research.

More research
The issues identified are quite high-level themes that are 
underpinning much of our work at present. The research will be 
on-going; whether looking at deeper nuances of these issues or 
looking at law type specific issues, the ability to obtain insight 
through this work is a key benefit of being part of QualitySolicitors. 
New products or services will be tested, as was our recent 
campaign, through panels of consumers and business owners. The 
more we learn, the more we can adapt our services and ensure all 
our success in the future legal landscape.

Campaign research
In order to test our creative concept with our key target audiences, 
qualitative research was undertaken w/c 12th August in London 
and Nottingham. We presented our concept to a range of consumer 
age groups within our C1 25+ audience and also to owners of 
SMEs. The response we received has been incredibly insightful 
and reaffirmed our hypothesis that the concept presented the 
brand as approachable, friendly and empathetic as well as having 
standout in our market place. The feedback has also allowed us 
to refine some of our creative, most notably with our strapline 
‘Changing the way you see lawyers’ which we also tested through 
quantitative research. This process has given us the confidence that 
our advertisements through all media channels will be noticed and 
well received.

Service standards
The customer service standards we have circulated tie up all the great 
service we offer across the board. Your service standards are what 
made you stand out when joining QualitySolicitors and this is our 
opportunity to put down these standards in one place for everyone to 
utilise. New products, services and propositions are vital for increasing 
positive awareness of the brand and attracting new enquiries, strong 
and consistently followed service standards are vital to converting 
those enquiries and satisfying clients.

The new service standards include a three ring pick-up, a same day 
client call back/email response, a 1 hour new enquiry response and 
minimum opening hours - all reinforcing what many of you already do.
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Print

TV

Our main brand advertisement will feature 
throughout September before moving 
into specific area of law advertising. 

The advertisement has been designed to 
create stand out and catch the attention 
of our target audience. The design is 
intentionally clean and simple to make 
our message and our brand stand out. 

We are also developing online adverts. These 
adverts will include a postcode input device to 
encourage ‘in market’ consumers to find their 
closest, local QualitySolicitors branch. 

Our TV advertisement is currently in 
development, with filming having taken 
place on the 30th August. We will of course 
share more information with you about our 
TV advertisement as we progress.

UR CAMPAIGN
Our national campaign went live this week, with a frequent presence in  
the Daily Express, Daily Mail, Mail on Sunday and Sunday Express as well  
as promotion of our service online. 
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Key dates:
30th August
We shot our new TV advert

9th September 
Campaign goes live in press 
and online

October
TV advert goes live alongside 
press and online

Media plan  
Our media plan has been agreed to the end of 2013 and will include, Press, TV and digital channels. We believe they are the correct mix to 
generate both brand awareness and new business across the network.

TV in particular is a different strategy to our previous campaign whereby we have opted for a higher frequency of shorter (20 second) spots across 
digital channels. The majority of our spots will be during peak time and will be contextually targeted, for example during property programmes.

Would you like to feature in the  
Mail online or Express.co.uk?
We have agreed a partnership with the online version of the Express to host content on 
their site throughout October. Additionally we have an advertorial spot on the Mail Online in 
October. Both are a great opportunity to widely promote the expertise within the network 
and build trust in our brand.

We would like to write nine articles (600-800 words) on specific areas of law. If you’re 
interested in getting involved and would like an article to be featured please get in touch 
with Gemma Bacon gemmabacon@qualitysolicitors.com to register your interest and 
confirm which area of law you can comment on.

Get involved locally
In order to support you locally we are currently 
busy preparing a suite of marketing materials 
which you will be available to access and 
download artwork templates via a new 
online QualitySolicitors community portal 
(QualitySolicitors Extranet) which will be made 
live on the 19th September. There will also be 
a set of brand guidelines specifically relating to 
the campaign which will include advertising, 
collateral and merchandise.

In the meantime if you would like any marketing 
materials produced in the new campaign style 
ready for the national launch, please email  
marketingrequests@qualitysolicitors.com 
with your brief.
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Work on developing your websites has been a priority throughout 2013. As a 
result of our project which involved collecting your feedback, competitor analysis 
and user testing, your new partner firm websites offer a wide range of brand new 
features and benefits which are not available on the existing websites.

.com

To move over to your new website all you need to do is:
 Take a look at your demonstration site using the web address and login details which have been sent to you.

 Contact the web team and confirm that you are happy with the look and feel of the new site. We will ask you to sign-off the content  
 and confirm your chosen design for the banner image which will appear on your homepage – this could be a line-up featuring some  
 of your staff or an image of one of your offices.

 Although not essential before going live, we recommend that you book your place on one of the CMS training dates which have  
 been supplied. Already nearly 50% of partner firms have booked onto training so please get in touch ASAP to secure a time which  
 suits you. It’s important to attend this training so that you feel completely comfortable with managing your new site.

We have a team in place who will make the move from your current site to your new site quick and straightforward. In most cases, we will 
be able to switch your new site on within five working days of you signing off your demo site so please get in touch so that we can schedule 
work on your new site. 

As we look forward to the launch of the autumn campaign, we want to make sure that we are all in the best possible position to optimise on 
brand exposure for your firm and convert leads. The new site will more effectively support your business so we recommend that you switch 
as soon as possible

For more information and to discuss your own website please contact the web team on:

0800 999 7070 or web@qualitysolicitors.com
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Richard also advises small owner managed 
businesses through to large HR departments 
on non-contentious employment law, 
drafting employment documents including 
service agreements, statements of terms and 
conditions of employment and all necessary 
employment policies. As far as maternity 
matters are concerned, the majority of 
concerns arise when a new mother wishes 
to return to work on a part-time basis. Issues 
arise not only out of the right for flexible 
working but also of sex discrimination. These 
are normally fairly easily resolved but do 
require careful handling. Seeking advice at 
an early stage can often prevent subsequent 
expensive litigation.

Another significant aspect of Richard’s work 
is assisting with all employment aspects of 
mergers and acquisitions work. This includes 
dealing with all the employment due diligence 
enquiries, the employment warranties and 
indemnities and in particular, advising on 
the effects of TUPE on the employees of the 
businesses concerned. If you would like to 
discuss any of the employment issues please 
contact Richard Green:

T: 01905 775 533
E: rgg@parkinsonwright.co.uk

Richard Green, employment solicitor  
at QualitySolicitors Parkinson Wright
Richard has over 25 years’ experience in advising commercial businesses on all aspects of 
commercial law with his particular area of expertise being in employment litigation in the 
Employment Tribunals, the Employment Appeals Tribunal and the Courts.

Maternity campaign
   • 1000 women surveyed

   • 733 guides downloaded

   • 38 pieces of good coverage

   • Circulation of 140 million

    • 21 websites displaying the infographic

Targeting clients
We want to use the new creative for law type specific campaigns and target those clients that are 
in market for legal advice. These can be supported locally with adverts, posters and leaflets that 
we will create for you.

This joined up approach will allow you to take advantage of the halo effect created by the national 
law type marketing.

QualitySolicitors extranet
We would like to make the most of everyone within our network, 
and for everyone to be able to utilise the expertise we have in it.  
We will soon be introducing a QualitySolicitors Extranet that will be 
your online QualitySolicitors community which will give everyone 
the opportunity to learn more about their colleagues and give you 
access to support materials.

Thank you to all the firms that supported 
the maternity campaign. We generated 
some great coverage both nationally 
and locally including The Daily Telegraph, 
Daily Mail, The Sun, Yahoo! UK and Ireland, 
Fresh Business Thinking and AOL UK.
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Law in focus - employment
We want to focus on a new area of law each edition, so you can 
know which of your colleagues to contact for advice and 
assistance. If you would like to feature in our next edition 
please email lauramasters@qualitysolicitors.com



Your news

Joined forces
QualitySolicitors Gruber Garratt and 
Hills Solicitors (Oldham) are proud to 
announce they have joined forces. The 
staff at Hills moved to their new home 
at QualitySolicitors Gruber Garratt’s 
office on Manchester Street.

ABS status
QualitySolicitors Hill & Abbott is now 
registered as an Alternative Business 
Structure.

Managing Director Jeremy Newson 
says “The Board took the view that the 
business opportunities afforded by 
the Legal Services Act and becoming 
an ABS were too good to miss. The 
company will now have the opportunity 
to seek outside investment and appoint 
non-lawyer directors should it so wish. 
It will, in our view, give us a competitive 
advantage and provide a platform for 
development of a range of professional 
business relationships.”

Excellence awards
Solicitor and partner Christopher Jackson at 
QualitySolicitors Mewies in Skipton has been awarded 
Student of the Year in the STEP Excellence Awards.

Christopher scored 95% in his exam, the highest 
mark in the country, which led to him securing this 
prestigious award

Barnardo’s
A Walsall based service offering short 
breaks for families with disabled 
children played host to a visit by local 
QualitySolicitors CMHT.

Barnardo’s has joined forces with 
QualitySolicitors CMHT to offer a will-
writing service to help local residents put 
their affairs in order and give them the 
opportunity to leave a gift in their will that 
will help fund the charity’s work in the 
future. Mark Hughes, a partner at the firm, 
said: “It was great hearing first-hand how 
Barnardo’s is supporting local families. It 
has really helped show how the money 
our clients leave in their wills could help 
make a difference in the future locally.”

 “QualitySolicitors CMHT have a personal 
link with the charity as one of our partners 
was brought up in Barnardo’s care and so 
we were especially keen to support its 
work and give something back.”

Lexcel accreditation
QualitySolicitors Clarke & Son are delighted to announce that it has met the standards 
for Lexcel accreditation.

Peter Turner, Senior Partner at QualitySolcitors Clarke & Son said “While we are proud to 
have secured Lexcel, it is our clients and staff who are the main beneficiaries. They can 
be assured that the way we manage the practice has their interests at heart and runs 
efficiently. “

Proud to support

Mary Mocklow
Practice Director, QualitySolicitors Talbots

Managing a successful 
practice in the recession
Mary fulfils the role of Practice Director 
dealing primarily with strategy and 
management of QualitySolicitors Talbots. 
Mary’s background is in industry and 
finance and was one of the first non-
solicitors to be approved by the SRA to 
share ownership of a legal practice.

Mary says that “There has been a great 
deal of change in the business since the 
recession started but we have endeavoured 
to meet that change head-on with  both 
acquisitions of practices with similar client 
bases in new geographical areas and 
concentration of legal services in areas of 
particular strength. “

Mary confirms that QualitySolicitors 
Talbots are also looking to explore niche 
areas and have recently recruited a high 
profile partner from a city centre practice 
who specialises in licensing and gambling 
law and advising social clubs. 

The firm expect that this will enable them 
to reach further than their local areas 
stretching regionally and nationally. 

Mary states that “Of course, there are 
many challenges in running a business, 
because, after all, that’s what we are. A 
business providing legal services. One of 
our objectives this year is to change the 
way that both lawyers and clients think 
they should pay for legal services: up-front 
payments, card machines installed and 
the QualitySolicitors initiatives, like ALE, 
have proved invaluable in converting new 
enquiries and educating clients.”

QualitySolicitors Talbots have recently 
converted to a Limited Company which 
involved the journey of acquiring ABS 
status. Mary has said that this now gives 
the firm some major tax advantages 
and puts them in a stronger position 
when considering acquisitions, mergers, 
promotions and exit planning. 
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• 5 offices -
 • Codsall  
 • Dudley    
 • Kidderminster 
 • Stourbridge   
 • Wolverhampton

• 150 employees

•     60/40 between private 
and publicly-funded 
work

Talbots

There are many training initiatives 
we have available that entitle you 
to CPD hours and some of them 
are totally FREE. QualitySolicitors partnership provides 

member firms access to 12 hours free 
CPD for every fee earner

The
SOLICITORS
group

Working with the SRA – A webinar
We are continuing our programme of compliance webinars with a webinar presented 
by the SRA on the 25th September at 1.00pm.

We will be exploring financial stability and reporting requirements, and this will be of 
particular interest to COLPs and COFAs.

A recording will be available if you are unable to attend the live webinar.

This will entitle to you 1 hour free CPD

Customer service 
training with 
Howard Cooper
We offer in house customer service training 
that can be tailored to your needs, all of 
which attracts CPD. If you would like more 
information please email

lauramasters@qualitysolicitors.com

CPD



How to make the most of the network
We have used our growth to help you benefit from cost saving offerings.

• Office supplies- OfficeBASE
• Telecoms- 4net 
• Business rates- RatesRecovery
• Energy- Spiral 
• Online property searches- ETSOS
• Telephone answering- Moneypenny
• Costs draftsmen- Civil & Commercial 
• Recruitment- G2 legal
• Legal books - Hammicks

To find out information about any of the above supplier deals please email  procurement@qualitysolicitors.com

We are always looking to develop our offerings to you. If you have any areas you would like us to look into, or have any contacts you 
recommend we talk to please let us know.

Moneypenny
Moneypenny receptionists look after calls for law firms of all sizes, either supporting your existing team, 
providing out of office hours or overflow call handling; or providing a fully outsourced telephone 
reception. They guarantee that every call and every business opportunity is captured 24 hours a day. 
We know from the data shared at the recent regional meetings that introducing systems to ensure 
that all new enquiries are captured by your firm in a timely manner can help improve conversion rates. 

“Moneypenny provide a friendly, professional and flexible service which has  
helped us significantly enhance the service levels we provide our clients” 

Mark Griffith, QualitySolicitors Redkite

As part of QualitySolicitors you can benefit from:

• 1 month free trial for overflow and out of hours answering with Moneypenny
• Preferential rates for services, tailored according to your needs
• A dedicated team to answer the calls for your firm
•  Reduced rates for business continuity plans to satisfy Lexcel

Contact Moneypenny on 0845 123 3700 or bernadette.bennett@moneypenny.co.uk 
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Thank you to everyone who contributed to this newsletter, if you would like to appear in 
the next edition please send details to lauramasters@qualitysolicitors.com 

Newsletter

Coming soon...
The Rainmaker Programme in Association with Stephen Gold: A range of consultancy, skills training and support, tailored especially for the 
QualitySolicitors network to maximise the growth of your business and the potential of your people.

We are in the process of finalising a programme with Stephen Gold to offer a programme for QualitySolicitors firms on development of 
your business from someone who has done just that. Stephen founded Golds Solicitors, Glasgow, in a converted suburban shop. By 2007, it 
had grown to just under 450 people, and gained a reputation as one of the UK’s most innovative law firms pioneering new processes and 
technology. He then sold the firm to Irwin Mitchell in 2007 staying on for the next three years before setting up his consulting practice that 
works with a number of leading law firms and now QualitySolicitors.


