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Creating Exceptional 
Client Experiences 

Consistently:
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Expectation: Clear alignment on what success looks 
like—both generally and specifically—from the perspective 
of the individual client or client representative.
Empathy: Deep and consistent understanding of client 
contexts—industry, business, role, and individual.

Execution: Systems, culture, and training that enable 
lawyers to consistently deliver exceptional client experiences.
Evaluation: Regular integrated and organic feedback 
practices that keep service aligned with client needs, and 
support flexibility and adaptability in response to change.
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