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12 Firms Boast The Most Client-Savvy Attorneys 

By Aebra Coe 

Law360, New York (February 6, 2017, 5:23 PM EST) -- When corporate counsel were asked to identify 
the attorneys who stood out to them as those who deliver the best client service in the industry, some 
law firms’ names kept coming up. 
 
A survey of more than 300 corporate counsel in the 
2017 BTI Client Service All-Stars report released this 
week by The BTI Consulting Group Inc. (Wellesley, 
Mass.) identified 319 attorneys that are the best of 
the best at the art of client service, and just 12 law 
firms counted six or more of those “client service all-
stars” among their ranks. 

 
Those law firms are Dentons, Reed Smith 
LLP, BakerHostetler, Jones Day, Sidley Austin 
LLP, Skadden Arps Slate Meagher & Flom 
LLP, Gibson Dunn & Crutcher LLP, Hogan 
Lovells, Latham & Watkins LLP, DLA Piper, Foley & 
Lardner LLP and Ogletree Deakins Nash Smoak & 
Stewart PC. 
 
The consulting and research firm’s report was 
compiled through calls to corporate counsel in 
which the clients were asked, unprompted, if there 
is an attorney who truly stands out as delivering the 
absolute best client service. Attorneys who were 
named by clients are named client service all-stars in 
the report. 
 
Dentons and Reed Smith topped the list of law firms 
that are home to the most all-stars, with nine each. 
Next came BakerHostetler, Jones Day, Sidley Austin 
and Skadden with eight; Gibson Dunn, Hogan Lovells 
and Latham & Watkins with seven; and DLA Piper, 
Foley & Lardner and Ogletree Deakins with six. 
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Of the 650 law firms serving large organizations, only 56 are home to more than one BTI client service 
all-star, according to the report. 
 
The 12 firms with six or more all-stars have all created cultures in which client service is embraced as a 
top value, according to BTI president Michael Rynowecer. 
 
“Their cultures clearly embrace client service, and not only that, most of these firms have been 
improving their client service over the years,” Rynowecer said. “If you’re in a culture that supports the 
idea that client service is something that we as a firm have to improve on a regular basis, it becomes 
easier to create an environment where attorneys feel comfortable making the extra investment to be a 
client service all-star.” 
 
The firms tend to offer lawyers institutional tools that allow an easier path to making clients happy such 
as training, dialogue within the firm, prewritten client questionnaires, and mentoring programs. 
 
At Reed Smith, one example of such a program aimed at improving client service is the creation of a 
client value team. 
 
According to Reed Smith Global Managing Partner Sandy Thomas, the law firm has a team of around 15 
lawyers and other professionals to help the firm’s lawyers develop and improve their client service skills 
and also to communicate directly with clients on how individual lawyers and the firm as a whole can 
improve how they deliver legal services to clients. 
 
The firm’s ability to cultivate a culture in which client service is highly valued is made possible through 
its focus on attentively listening to clients, according to Thomas. 
 
“We try to be great listeners with our clients. The ability to listen and act on behalf of clients, in that 
order, in our experience is what matters to clients,” Thomas said. 
 
Mike McNamara, Dentons’ U.S. CEO, attributes his firm’s ability to produce so many client service all-
stars to the same strategy. 
 
“Listening to our clients and delivering on their expectations is at the heart of our entire U.S. and global 
strategy,” McNamara said. “Our partners' attention to integration, innovation, and growth has been in 
keeping with that single-minded focus on meeting our clients' evolving needs.” 
 
Lauren Resnick, BakerHostetler’s firmwide business development partner, said that unwavering 
commitment to client service is a deeply-ingrained part of her law firm's culture. 
 
“BakerHostetler lawyers engage with their clients as trusted advisers to understand their business 
strategies and goals to provide legal counsel that furthers those objectives. We believe communication 
fosters top client service,” Resnick said. 
 
--Editing by Brian Baresch. 
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