One-day masterclass
30 October 2007, London

Managing Partner magazine presents
Managing client
relationships in law firms

ONENCEWANERCICECSI pelegates will learn how to:

B Adopt a systematic approach to developing a
deeper understanding of clients’ requirements,

B Build a client-centred ethos within their
organisation

B Structure appropriate systems and processes to
support their efforts

B Develop effective key client management
plans and teams

B Add extra value to their services
that differentiates their firm from the
competition

B Engage their people in an effective change
programme
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Managing client relationships

All firms are good at developing their clients, right? Wrong!

All professionals put their clients at the centre of what they do, right?
Wrong!

All firms have systems to make life easy and to keep clients happy,
right? Wrong!

Whilst the concept of being excellent at client relationship
management has been lauded for some time, the perception of many
clients is that things have not improved greatly. There is still significant
advantage to be gained, perceptions changed and profitable

revenue streams created by firms that have a structured approach to
developing client relationships. This means much more than trying
(often unsuccessfully) to impose systems on busy professionals. It
goes to the heart of the way everyone in the business understands
what it is that the firm is trying to achieve and their own role in reaching
this goal. It is also reflected in the way in which the firm goes to
market and manages its touch points with its clients.

To provide delegates with practical skills and strategies to build broad
and deep relationships with their clients. Delegates will be given
tools to create a better understanding of what clients want, how to
build improved performance within their firm and create competitive
advantage in the areas that matter most. market and manages its
touch points with its clients.

Andrew helps leaders to create actionable strategies, develop their
brands, enhance client relationships and manage change. His aim is
to ensure that vision, strategy, operations and communications are
closely aligned.

An architect by profession, Andrew has an MA addressing marketing
within the professions and, in 1992, completed an MBA focusing

on strategy in professional firms. He has approaching twenty years
experience of managing and advising professional service firms
including ten years in the legal sector. Prior to establishing Hedley
Consulting, Andrew spent nine years as the Business Development
Director of two major international law firms following a four year
period as MD of an architectural practice.

Andrew is a member of the Advisory Board of Managing Partner
magazine and Legal Marketing magazine as well as sitting on the
judging panel of both the Legal Marketing Awards and the MPF
European Practice Management Awards, the UK’s two most high-
profile and widely recognised awards for achievement in professional
services management and business development.

He is a Director of the Managing Partners’ Forum’s Strategy Panel
and the Course Director for the Cambridge Marketing College CIM
Professional Diploma in Professional Services.

Andrew is an accomplished speaker and writer. More details of his
work can be found at www.hedleyconsulting.com.
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09:00 Registration & refreshments
09:30  Getting to know each other
09:45 The rise of relationship management

The last ten years have seen a paradigm shift in the relationship between
lawyers and their clients. The expectation of technical competence is

a given and service issues define effective relationship management.
Understanding the forces driving these changes and how firms can
respond to an increasingly complex and dynamic environment holds

the key to designing an efficient and effective approach to relationship
management.

10:30 Understanding culture & achieving buy-in

Without buy in across the firm, at both senior and junior levels, effective
implementation of any programme is challenging at best. How does
the culture of your firm support or block its relationship management
objectives? How can you get buy-in to the programme?

11:00 Morning coffee break

11:15 Understanding what matters to your clients

Too many firms spend too much time and money investing in the

things that the client wants or the things that are important to the firm.
Understanding what really matters will ensure that investment priorities are
targeted and progress measured on the basis of what is important rather
than what is easy to measure.

12:00 The principles of key client management

In a mature market, a focus on the small number of clients who are

of disproportionate importance to the future of the firm is crucial.
Understand the principles of key client management and how they can be
applied to your situation.

13:00 Networking lunch break

14:00 Developing appropriate systems

Without sensible systems to support your programme, success is unlikely.
But lawyers hate systems and cry bureaucracy at any opportunity!
Choosing what is key and what can be jettisoned in designing your
support systems will help to ensure a successful implementation.

14:45 Making change happen in practice

Understand why change is difficult and what aspects are particularly
challenging for lawyers. Initiate a change programme by following best
practice methods to maximise the benefits for your firm.

15:30 Afternoon coffee break

15:45  Creating a framework for integrated CRM

Great relationship management is about providing class-leading business
development, marketing, service delivery and satisfaction measurement.
However, to leverage these assets effectively, a framework is needed to
maximise synergy and minimise duplication of effort.

16:45 Recap & action planning

What are your stretching but realistic objectives? What is the longer term
plan and what can you start to do tomorrow to make a difference in your
firm?

17:00 Close of masterclass

FOR A LIST OF OUR LATEST EVENTS VISIT WWW.ARK-GROUP.COM/EVENTS




Managing client relationships

A ONE-DAY MASTERCLASS BOOKING REF:

30 October 2007, London 789-07

DELEGATE DETAILS

Title {Mr, Ms, Mrs} First Name Family Name

Job Title |

Department
Company Name
Address |

| | Postcode

Town | Country
Tel No Fax No
| | |

E-mail |

Signature

| have read and understand the cancellation policy and agree with the terms and conditions

PLEASE PHOTOCOPY THIS FORM TO REGISTER FURTHER DELEGATES

DELEGATE FEES
O One-day masterclass only £745+VAT/€1,115 + VAT

HOW TO PAY (PLEASE TICK THE RELEVANT PAYMENT OPTION)

O CREDIT/DEBIT CARD

Card Number: [ 1ICICIC] IO TICICL] Expiry date: -

Issue Number gorswien: [_][_] Valid from: - Amount GBP: |

O CHEQUE

Please find enclosed a cheque for the amount of GBP

made payable to Ark Conferences Ltd

O PLEASEINVOICEME 0O Stering O Euro

BOOKING CONDITIONS

1. Bookings can be submitted at any stage prior to the event, subject to availability. A limited allocation is being held and booking early is therefore

recommended. In the event of the booking not being accepted by Ark Group the total amount will be refunded.
. Payment must be received in full prior to the course.
All speakers are correct at the time of printing, but are subject to variation without notice.
If the delegate cancels after the booking has been accepted, the delegate will be liable to the following cancellation charges:
B Cancellations notified over 45 days prior to the event will not incur a cancellation fee
B |n the event of a cancellation being between 45 and 30 days prior to the event, a 20% cancellation fee will be charged.
W For cancellations received less than 30 days prior to the event, the full delegate rate must be paid and no refunds will be available.
. All bookings submitted by e-mail, fax, or over the telephone are subject to these booking conditions.
All cancellations must be received in writing
Ark Group will not be held liable for circumstances beyond their control which lead to the cancellation or variation of the programme
. All bookings, whether UK or overseas will be charged UK VAT
9. The prices quoted in Euros are the correct conversion rate at the time of print
10. *This offer cannot be used in conjunction with any other Ark Group promotion or offer.
11.Ark Group reserves the right to reject any booking at any time prior to the event, without explanation.

DATA PROTECTION

ENINNIIN

® N o o,

Your details will be added to the Ark Group database in order to process your booking and inform you of related Ark Group events and publications.

If you do not wish to receive any further information or special offers from us please contact us. Ark Group is a division of Wilmington PLC whose
subsidiaries may also wish to inform you of relevant products and services, if you do not wish to receive this information please tick here. O

We will not sell your information to others but we may make your details (excluding email) available to companies we work closely with and whose
products we think may be of interest. If you do not wish your details to be made available to third parties please tick here O

PLEASE NOTE
Ark Group cannot be responsible for assisting potential delegates in obtaining visas to the country in which this event is being held
Delegates are responsible for their own travel, accommodation and visa requirements.

WAYS TO REGISTER

1. Fax: this form on +44 (0)20 8785 9373

2. Tel: +44 (0)20 8785 2700

3. E-mail: events@ark-group.com

4. Online: www.ark-group.com/events

5. Post to: Marketing Department, Ark Group
266/276 Upper Richmond Road
London SW15 6TQ, UK

TO SAVE MONEY ON THIS

CONFERENCE

1. Book before 14 September 2007 to claim your 10%
early bird discount*

2. Book in groups, please call for a group discount

3. Take out a subscription to Managing Partner
magazine and receive a 10% discount

Contact Paul Connelly on +44 (0)20 8785 5910
or e-mail pconnelly@ark-group.com

CAN'T MAKE THE EVENT?
Event media is available containing speakers’ slides
and biographies in various formats. Choose from:

Bl Hard copy documentation (black & white) -
£210-+VAT/€309+ VAT

CD-ROM (single-user license) - £240-+VAT/
€353+ VAT

CD-ROM (site license) - £710+VAT/€1044+VAT
CD-ROM with audio (single-user license) -
£330+ VAT/€485+VAT

CD-ROM with audio (site license) - £980+VAT/
€1440+VAT

Contact Paul Connelly on +44 (0)20 8785 5910
or e-mail pconnelly@ark-group.com

HOTEL & ACCOMMODATION

Hotel rooms will be made available at preferential
rates on reservations made up to four weeks prior
to the event.

For more information, please contact
Taryn Gray on +44 (0)20 8785 5941 or e-mail
tgray@ark-group.com

EXHIBITION & SPONSORSHIP
OPPORTUNITIES

If you are interested in sponsoring or exhibiting at
this event.

For further information please contact
Guy Worth on +44 (0)20 8785 5928 or e-mail
gworth@ark-group.com

TRAINING COURSES
Ark Group can provide bespoke training courses on
any of our events.

For more information please contact
Rachel Reasbeck, Head of Event Production:
rreasbeck@ark-group.com



