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There are two kinds of client at Devereux -
the internal client and the external client.
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Training for client service

Training plays a huge role and it starts -

as everything does at Devereux - with what

benefits the client. Informal sessions are run

— for example barristers talk on hot topics — an

open forum that may be of use to everyone or

may have a more technical focus. Courses,

such as the rolling training programme Vince

introduced for his staff of 10, are also integral

to client service. Members speak to the clerks

about practice areas to give them a better

understanding of their marketplaces, and

Vince uses external trainers for team building.
“Change can be challenging but I found

there was a terrific appetite for getting

stuck in,” he says. “And a real passion

for delivering client focussed services.

All that was needed was some coaching.”

Branding and communications

When Beverly arrived, the set already had a
strong reputation for outstanding advocacy
and a friendly down-to-earth approach, but was
poorly supported with branding and marketing
communications. A rebranding project began

Now they are systematic in spotting
opportunities for placing know-how articles,
and run seminars and events that have a
specific use for clients. The messages about
their brand are reflected in everything from
PR to fee notes.

Engaging the members

A recent member engagement survey
achieved 82% participation and elicited a
real richness of feedback — an indication of
how committed the barristers are to service
improvement. “We drew out themes which
we’ve used as a mandate for action,” says
Beverly. “We report to members regularly
on where we are with what we set out to do.”

Round table discussions take place
between members to find out what’s working
and deal with any issues — again, this results
in insightful ideas that the staff put to use in
fine-tuning client service.

Knowing and serving the client

Vince and Beverly often see clients and
prospective clients together. That way the
clients benefit from Beverly’s ability to get

This client-centric approach is something
solicitors clearly experience. One of many
positive quotes in this year’s Chambers
directory says the team is “interested in
wanting to know what we want rather than
just content to sell their people to us.”

“Clients deserve time spent outside the cut
and thrust of cases,” says Vince. “Client service
review meetings help us tailor our service to
what they want. The important thing is that
we act on what we hear. We’ve never held a
meeting that hasn’t resulted in actions.”

The team doesn’t just solve issues
relating to their relationship with the client.
Beverly tells a story of how they held a
review with a top law firm who were
struggling with an internal communications
issue. Devereux gave them some ideas on
how they might resolve it and then helped
them implement the changes.

Readiness to serve

Devereux is a breath of fresh air — even the
logo is an honest representation of what
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While the clerk’s
room is the

whatever your role in that team, you deserve relationships.”
to be on the receiving end of the very best attracted by the
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every member of
staff plays a vital
role in delivering
a first rate client
experience.
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What’s more, there’s a universally held belief
that, whichever category you fall into, and

A structure that serves clients’
interests

The chambers’ first ever CEO, Beverly joined
in 2009 after 10 years at Baker & McKenzie.
“The members were united around the need
for the role,” she says “and gave me a real
mandate to carry out a modernisation process.”
Her first task was to design a support
structure and processes that served clients’
interests as well as those of staff. “Client
service was high priority at an intuitive level
but processes were missing. Members and
staff had some great ideas on how it could
work — so did clients. Everyone contributed.”
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