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Legal function as Service Provider

Cost 
efficient

ProtectEnable

Effective

• Quality of advice

• Manage law firms

• Service

• Recruit/develop

• Team engagement 

• Wellbeing 

Quality of advice

• # matters (by type)

• % results with desired 
outcome

• Cycle time

• Regulatory penalties/ fines

• Settlements and losses

• Commercial value add

Service 

• Overall satisfaction 

• Understood business need

• Speed of response

• Commercial/ practical 
approach 

• Speed of resolution 

• Effective resolution 

• Met expectations

• Communicate effectively 

• Value for money

Talent 

• Recruitment  

• Skills development / training 

• Flexible work plans

• Development plans 

• Employee net promoter 
score 

• Employee engagement 
score

Measuring internal stakeholder satisfaction, external counsel performance 

and team engagement 



External law 
firms:

FEEDBACK 
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Legal 
department 

Internal client:  
SATISFACTION 

and NEEDS 

Legal team: 

ENGAGEMENT 
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https://www.thomsonreuters.com/en/c/future-of-professionals.html
https://www.thomsonreuters.com/en-us/posts/corporates/future-of-professionals-c-suite-survey-2024/
https://www.thomsonreuters.com/en-us/posts/legal/successful-matters-report-2024/
https://www.thomsonreuters.com/en-us/posts/topic/legal-success-metrics/
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