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Who is ClearlyRated?

Headquartered in Portland, Oregon, ClearlyRated is a team of men and women who believe
it's good business for professional service providers to place the client experience at the
heart of their growth strategy.

To that end, we're on a mission to help law firms credibly differentiate themselves based
on the service they provide.

What is ClearlyRated®?

The ClearlyRated client experience program blends a short client satisfaction survey with
an online profile highlighting star ratings and testimonials earned by the firm.

Imagine if JD Power & Associates had a love child with Glassdoor.com, and you see where
we're going.

What is “Best of Legal™"?

Participating firms are eligible to earn ClearlyRated’'s annual “Best of Legal” award for
service excellence. Winners are publicly acknowledged for their service accomplishments
and are listed on ClearlyRated.com.

INDUSTRY PARTNERS

The Lega[ LEGALMARKETINGASSOCIATION

THOMSON ;
ARl Institute ®
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The Net Promoter: Methodology

The ClearlyRated legal client survey uses the Net Promoter Score (NPS®) methodology. NPS
is a simple metric based on the question “How likely are you to recommend our firm to a
friend or colleague?” The question is answered on a 0-10 scale with ten being extremely
likely to recommend and zero being not at all likely.

Responses to this question are divided into three categories:

O O

DETRACTORS PASSIVES PROMOTERS
Give a rating of 0-6 Give a rating of 7-8 Give a rating of 9-10
Not likely Extremely likely

How likely are you to recommend our

company to a friend or colleague? O O O O O O @ O O O O

2345‘78910

NPS is calculated by subtracting the percentage of detractors from the
percentage of promoters:

16 / 20 PROMOTERS = 80% 2 /20 DETRACTORS =10%
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=70% NPS (80% - 10% )
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What Our Clients Say

“The personal service, quick response time, and the product itself make it easy to
recommend ClearlyRated to other law firms in need of a client survey solution.”

MICHELLE LANG
Associate Director of Client Service at McDermott Will & Emery LLC

“We needed our first client survey to go perfectly—and | think we can use that word,

it went perfectly!”

Lewis Roca | usasmon
Chief Marketing and Business Development Officer at Lewis Roca

ROTHGERBER CHRISTIE
A

“Excellent service, sound research methodology, great survey software, and
terrific team. Highly recommended for professional services companies looking

to understand their client-satisfaction scorecard.”

j JR h ROBERT ADRIAN
OM Client Services Advisor, Jones & Roth

Measure the client experience.
clearlyrated.com/solutions =

Build online reputation.

é
clearlyrated e ont o
Differentiate on service quality.
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How It Works

@ Measure client satisfaction with Net Promoter® Score

NPS is a single metric that allows law firms to measure and grow client
satisfaction and service quality across their firm.

o Celebrate service wins and tackle client issues

Xy

Shout Out notifications allow clients to recognize members of your team that
have gone above and beyond the call of duty, while issue tracking helps you
address client concerns before they become client churn.

m Build online reputation with ratings and testimonials

NPS scores are validated and translated into a 5-star client rating, which
will populate real-time on your firm's ClearlyRated.com profile (along with
testimonials from clients who love you).

Win a third-party award for client satisfaction

Qualifying firms receive an accredited industry award, based exclusively on
ratings provided by your clients, to help you demonstrate your commitment to
client satisfaction and differentiate from the competition.

Grow your business on a foundation of service excellence

il

Surveying your clients is not a new idea. But investing in an industry-validated
survey program designed specifically to help your firm foster a culture of service
excellence and leverage client feedback for growth—that's the promise of

ClearlyRated.
p Measure the client experience.
[ 4 . . . .
B Build online reputation. clearlyrated.com/solutions =
clearlyrated E )

Differentiate on service quality.
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8-Question Client Survey

This is a preview of the survey that your clients will receive. On average, law firms that
survey clients through ClearlyRated see a 32% response rate.

This Net Promoter® Score
(NPS) question is the globally Satisfaction Survey

recognized survey question N o
Based on your most recent experience, how likely is it that you would

that determines a client’s recommend Your Brand to a friend or colleague?
|eve| Of |Oya|ty to your ﬂrm. Not at all likely Extremely likely
This metric determines if e 5 8 10 DontKnow
your firm earns the Best of |
Legal™ award. My phone calls and emails are returned within 24 hours.
O Always
Sometimes
O Never
Satisfaction Survey
Your Brand delivers high quality, error-free work.
Based on your mostrecent experience, how ikely e I thet you would
recommend Your Brand to a friend or colleague? Always
Sometimes
After a decade of client - Never
[ — satisfaction research for The firm's services are a good value, given the cost.
sometimes professional service firms, O Aways
ClearlyRated has identified Sometimes
these 5 key drivers of - Never
client satisfaction. Your Brand has.a ’ ing of my noeds.
O Always
a good value, given the cost. Sometimes
) Never
has a thorough understanding of my needs. Your Brand is pi tive in their to helping me.
O Aways
Sometimes
O Never
Your Brand is proactive in their approach to helping me.
::: What is the primary reason behind the rating you provided?
Nover

4

What is one thing we could be doing differently to increase the value you receive
from us?

Measure the client experience.

® Build online reputation. clearlyrated.com/solutions -
clearlyrated uid online reputation. ’
Differentiate on service quality.
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Initial Email Invitation Sent to Clients

Dear [fname],

Your opinion is important to us. Please help us improve by completing a quick,
[question_count] question survey on your recent experiences with our firm.

Based on your most recent experience, how likely are you to recommend [Brand] to
a friend or colleague?

0 1 2 3 4 5 6 7 8 9 10 Don’t Know

(0 - Not at all likely and 10 - Extremely likely)
(Please note: clicking selection above will direct you to the rest of the survey)

By taking time to share a few thoughts with us on your experience, you are helping us
discover ways to improve the service we provide you.

Thank you in advance for your time.
Sincerely,
[email_signature_name]

[email_signature_title]

This survey was sent to you by ClearlyRated on behalf of [Brand]. If you have any questions or problems with the
survey, please contact ClearlyRated at 800-921-2640, or by email at survey@clearlyrated.com

Please read our Privacy Policy. To unsubscribe from all future surveys conducted by ClearlyRated, please click here:
[unsubscribe]

p Measure the client experience.

4 . . . .
Build online reputation. clearlyrated.com/solutions -
clearlyrated o coninerepmiaten. ’
Differentiate on service quality.
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Who to Survey

Surveying your clientele with ClearlyRated grants your firm eligibility to win the annual Best
of Legal™ award for service excellence. Each participating law firm must pass the eligibility
standards before they can move forward to earn the award.

Preparing Your Contact List

To be eligible for the Best of Legal award for client service excellence, choose at least 3
consecutive months over the last 12 months, and provide ClearlyRated with a list of fifty
percent (50%) or a minimum of 500 individual client contacts who were billed for services
during that time frame.

EXAMPLE 1: You request a list from your accounts receivable
department of clients who were billed in May, June, and July. These
are three consecutive months, so your list meets the requirement.

EXAMPLE 2: You compile a list of clients who were billed in
February, March and April. These are three consecutive months,
but they provided contact information for less than 50% of clients
that were billed during this time. However, the contact list that was
provided included a total of 550 individual client contacts.

This requirement has still been met.

i1 1]
]
]

You must choose billed clients
from 3 consecutive months.

Response Rate Requirements

Participating law firms must receive at least a 20% response rate AND at least 15
responses, or a minimum of 250 responses.

PUAMPLE o0 ot s s of 25t Datuiecrs ol ol o o ok 1 ko
urvey; 0 .You
award eligibility requirement of at least a 20% response rate and at l‘ l. !‘ l‘ l‘ I‘ l‘ l‘

least 15 total responses. l‘ l‘ l‘ !‘ l‘ l‘ l‘ l‘
1l 1l 1l 16 10 1l 1 1

Complets the survey thate an 18% response race, Tis rmaoes " 08 0 o o o o o
I 0 .

NOT meet the response rate requirements of at least a 20% l‘ !‘ l‘ l. !. I‘ l‘ !‘
response rate, despite having received 15+ responses. You must have at least 15 responses

and a 20% response rate.
EXAMPLE 3: You provide a list of 1500 clients. 280 clients complete
the survey; that's a 19% response rate. This firm meets the award
eligibility requirements because they have at least 250 responses
despite not having a 20% response rate.

Measure the client experience.

® Build online reputation. clearlyrated.com/solutions =
clearlyrated uldonline reputation. ’
Differentiate on service quality.
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How to Use Survey Results to Improve ROI

The ClearlyRated client experience program is powered by a survey platform and reporting
dashboard designed to help law firms maximize the ROI of their survey program.

https://dashboard.clearlyrated.com

s
Clearlyrated Surveys Contacts Manage My Issues

w | Bestof Legal Benchmarks  Reports~ < Preview

PPt Q2 Survey
CLEARLYRATED DASHBOARD ----------~ -
Practice Areas
Your online dashboard of Q|  Overview NPS ResponseRate lssues
survey responses. - Pporsa e p—
Intellectual Property | 302% 2
PINPOINT PRACTICE AREA ISSUES =------==--=----00i._. e R
Why is our Intellectual Property satisfaction Locations
score so much lower? What's happening here? R|  ovenview NFS Responseate lsues
LOOk Into thls' NPS $ Response Rate Flagged
Alexandria, VA 100% 50%
PINPOINT LOCATION ISSUES ----==--"""===-=====----__ s
’ . . . . Buffalo, NY - 286%
What's happening with Miami? — 1

Their satisfaction score is too low.
Partners

Search

REWARD TOP PERFORMERS  ----=-=--=====---oemeo | ——
Andy and Angela are doing a really great pyserard
job! Recognize in next meeting. Angela Martn
Dwight Schrute 235%
RETAIN AT-RISK ACCOUNTS  --=-------ommommo o EinHamon 7% = -
Partner needs to look into Gerald’s issue.
Search Responses. = S Q
GET REFERRAL PROSPECTS ------____ e st s ”
Te~al - i “The only updates | receive come from
Ask for referrals from James and Anna! DTS @ ceocon associates at the firm and rarely do | get
Ss ara cry i prompt follow-up from the partner
S~ | et overseeing my matters. This needs to
- Ne . hange or | will have to look for a new
GET FRESH TESTIMONIALS -=-----__ \ o] Chonze
= Y JBers.com xcellent serv
. (10} -
Great testimonial. Get on website and .. 1 ’
proposal template today. @ [/rraTruman E 0
Plus/Enterprise reporting package shown. \\ Testimonials
) X Respondent Response Date

\
\\fieorge Pierce Jun1,2015

~

Ann;JBMs\on
Seo “We recently expanded into a new region in the
Te-- UK and your firm was able to handle our complex
needs. Your firm's international capabilities made

this a seamless transition for my team.”

Measure the client experience.

e Build online reputation. clearlyrated.com/solutions =
clearlyrated uldonline reputation. ’
Differentiate on service quality.
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How to Use Responses in Your Business

The ClearlyRated client experience program is powered by a survey platform and reporting
dashboard designed to help law firms maximize the ROI of their survey program.

CLEARLYRATED
DASHBOARD

Your online dashboard
of survey responses.

PINPOINT
PRACTICE AREA -
ISSUES

Why is our Intellectual
Property satisfaction
score so much lower?
What's happening here?
Look into this.

PINPOINT
LOCATION ISSUES

What's happening
with Miami? Their
satisfaction score is
too low.

REWARD TOP
PERFORMERS

Andy and Angela are
doing a really great
job! Recognize in
next meeting.

clgarlyrated®

https://dashboard.clearlyrated.com

’ cle’arlyrated”

Best of Legal

Surveys Contacts Manage My Issues

Overview

® Preview

Benchmarks = Reports ~

Q2 Survey

Practice Areas
Search Q Overview NPS Response Rate Issues
L e
NPS Response Rate Flagged
Antitrust 1004 28.1%
Intellectual Property T rieeeoooes 53.8% 34.2% 2
Professional Liability 10 47.6%
Commercial Litigation 100% 36.8%
Bl Ocations
Search ) Q Overview NPS Response Rate Issues
o
NPS Response Rate Flagged
Alexandria, VA 100% 50%
Boston, MA 100% 45%
____ Buffalo, NY 100% 28.6%
Miami, FL .

Search Q Overview NPS Response Rate Issues
e
Response Rate Flagged
Andy Bernard 100% 50%
Angela Martin 45.5%
100%

Muarimht Crhrita RELTS

1§ package shown

Plus/Enterprise reporting

Measure the client experience.
Build online reputation.
Differentiate on service quality.

clearlyrated.com/solutions =
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How to Use Feedback in Your Marketing

Your online reporting dashboard provides much more than diagnostic information;
you'll also glean valuable testimonials and recognize potential business development
opportunities when you review candid and timely responses.

https://dashboard.clearlyrated.com

cIe’arIyrated“

Overview / Best of Legal Benchmarks =~ Reports~ | @ Preview

CLEARLYRATED
DASHBOARD

Your online dashboard
of survey responses.

Surveys Contacts Manage My Issues

Q2 Survey

Responses

RETAIN AT-RISK - serneporses a

ACCOU NTS NPS RESpOr‘I(IE;];.’“’nnnr\',e;:."_n‘s‘e‘\ Trend

Partner needs to look wsageard|  “The only updates | receive come from
compicated § - a5sociates at the firm and rarely do | get

into Gerald's issue. )
° Gerald Clinton | alreadyfulls
et cty prompt follow-up from the partner
"I haven't be: . .
product” overseeing my matters. This needs to
GET REFERRAL .. owaa  Change or I will have to look for a new
T u ndin, .
PROSPECTS @ James Ford | law firm.”
] Pets.com "Excellent se
Ask for referrals from o She's very an to BPemmEm : :

James and Anna!

‘ "Professional, expert, great customer service."

“Timely response and availability to meet our Mar 4, 2015 =

needs."

@ Anna Truman
Yower Records

Testimonials

G ET F R E S H Respondent Response Date
TESTIMONIALS e Everyone is always helpful and truthful in their

H H George Pierce Tl efforts and information. | always walk away or
Great testimonial. Towe,-pfords actually get off the phone feeling like the things have Junt, 2015
Get on website and - 3
proposal template today. Anna Johnson

“We recently expanded into a new region in the
UK and your firm was able to handle our complex
needs. Your firm’s international capabilities made
this a seamless transition for my team.”

Enron

Plus/Enterprise reporting package shown.

Measure the client experience.

e Build online reputation. clearlyrated.com/solutions =
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Star Ratings and Testimonials to Inform Buyers

When you survey clients with ClearlyRated, your firm earns star ratings and testimonials
on ClearlyRated.com - making it easier to credibly prove your service quality to prospective
buyers. The features on your firm's profile page will depend on the number of partners at
your firm, along with your survey package.

www.clearlyrated.com

cIe’arIyrated'

BRAND LOGOS

FIND Staffing Firms, Accountants, IT Services. Near Portland, OR

7 _Y_ o ABOUT YOUR COMPANY NAME
Ut Your Company Name Yor Compary ameis s in ot 02
I Logo 1 and has 11 locations.

[_ _He_re_ JI of PORTLAND, OR COMPANY AWARDS N == AWARD BADG E

CLIENT RATING

LOCATION - 00000 ummym-

Cras ac lorem malesuads, pulvinar ex eget, dignissim ex. Donec nec Donec
nec Donec nec ultricies orci. Vivamus dictum libero arcu, id euismod vewnore

How did they.
GET IN TOUCH
COMPANY RATING

VISIT THEIR WEBSITE Overal ra
v

overaLL cuienT .
email: info@yourcompany.com Your Company Name of Portland, OR
“" phone: (503) 977-6295 522 SW 5th Avenue Suite 600 CO000  [rmwsown

5 Your Company Name locations

Portland OR 97204 45 based on 5219 ratings

CONTACT INFO C - RATINGS

TESTIMONIALS

[ About this Location

“Lorem ipsum dolor sit amet, consectetur adipiscing elt, sed do
eiusmod tempor incididunt ut labore et dolore magna aliqua. Ut
enim ad minim veniam, quis nostrud."

~A CLIENT o DECEMBER 13, 2017

“Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do
eiusmod tempor incididunt ut labore et dolore magna aliqua. Ut
enim ad minim veniam, quis nostrud."

TESTIMONIALS

“Lorem ipsum dolor sit amet, consectetur adipiscing elt, sed do
eiusmod tempor incididunt ut labore et dolore magna aliqua. Ut
enim ad minim veniam, quis nostrud."

~A CLIENT on DECEMBER 13, 2017

“Lorem ipsum dolor sit amet, consectetur adipiscing elt, sed do
elusmod tempor incididunt ut Iabore et dolore magna aliqua. Ut
enim ad minim veniam, quis nostrud."

~A CLIENT o DECEMBER 13, 2017

“Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do
eiusmod tempor incididunt ut labore et dolore magna aliqua. Ut
enim ad minim veniam, quis nostrud.”

~A CLIENT on DECEMBER 13, 2017

 previous Showing 1-10 of 718 Nexr )

Measure the client experience.
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Differentiate on service quality.



Ongoing Program Improvements

We're continually evaluating and updating the feature sets of our survey program in order
to more effectively partner with you. For the most up-to-date information on our current
offerings, reach out to your ClearlyRated contact.

We also...

e Offer a variety of different integrations with commonly used applications.
Our integrations allow you to access your survey results in the tools you already
use and, after a painless initial setup, automate your survey sends. We currently
integrate with the following applications:

« Salesforce
*  Microsoft Dynamics

e Support a variety of survey frequencies and touchpoints. Not every survey
program is best served by a single annual check-in, and we are able to support a
variety of cadences, including:

+  Monthly
+  Weekly
« Daily

® Survey internal employees in addition to external clients.

® Create opportunities to do even more with the testimonials we collect on
your behalf. We've developed technology to help you amplify the impact of
your most positive feedback, including:
+ Social sharing on LinkedIn and Facebook
« Star Rating widget for your website or email

Ask Your ClearlyRated Contact for More Information!
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ClearlyRated Survey Package Features

When you survey clients with ClearlyRated, your firm earns star ratings and testimonials
on ClearlyRated.com—making it easier to credibly prove your service quality to prospective
buyers. Pricing for your ClearlyRated survey program will depend on the number of
partners at your firm, along with survey frequency and package level.

Premium Plus Enterprise

NPS® Drivers satisfaction survey (up to 8 questions) \/ / /

Real-time access to survey results / / /

View survey responses with Salesforce or Microsoft Dynamics v v v

Star ratings on ClearlyRated.com

\
\
N

e Real-time star ratings can also be displayed on firm website
and in corporate email signatures

Access to ClearlyRated Marketing Toolkit

e Social media tools

e Best of Legal press release template (winners only)
Get fresh testimonials

Real-time email alerts

Get internal employee Shout Outs

SIS S

Best of Legal award logo (winners only)

Issue resolution tracking

NN ANIENIENIE NN RN

Get NPS by partner, industry, practice area, or client company

Additional survey questions (up to 10 total)

NININTSNININININ S

APl access

Measure the client experience.

® Build online reputation. clearlyrated.com/solutions =
clearlyrated uid online reputation. ’
Differentiate on service quality.
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