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Background
Hillyer McKeown (HM) is a leading law firm based in the North West of England.
HM asked Investor in Customers (IIC) to provide an independent, third-party assessment and verification of their
current levels of customer experience, provide an in-depth report with analysis and business insights of that
customer experience, and an appraisal to identify any areas of concern and highlight potential areas for
improvement. They realised that to gain a truly honest and impartial review of the service provided, they needed
to contact an independent specialist.

How it works
The Investor in Customers (IIC) award in as independent mark of distinction, based on a unique model which
measures the customer experience in an impartial way, taking into account internal perceptions as well as the
external client view. There are three award levels – gold, silver and bronze which are derived from a published
standard and give prospective clients the confidence about the customer experience they will receive from the
company. The award is an independent assessment of excellence in the field of customer service and customer
relationships and helps awarded companies differentiate themselves from their competitors.

The assessment is built around four principles of customer experience: Understand Customer Needs; Meet
Customer Needs; Delight Customers and Engender Loyalty. These principles are then divided into a further 16
themes.

The Outcome
HM randomly selected a range of Commercial Clients to take part in the assessment, and as a result of their
feedback, plus internal feedback from the staff and managemetnt the results of the 2019 IIC Assessment is Gold!
A superb result, especially given their first assessment, recognising that HM is delivering an exceptional
experience to its clients.
The assessment provided some excellent feedback
and insight from staff and clients alike meaning that
HM now have the tools to really drill down into that
feedback to drive an improvement program across
the company.
The majority of clients are really happy with the
service provided, but a couple of areas for
improvement were highlighted, which I know HM are
taking on board.
Comments from clients included:
•
•
•
•

“I have instructed the company for a number of years now and I have developed a high degree of trust
and confidence in the people that I deal with. I would have no difficulty recommending the company to
others.”
“The service I have always received from HM is not only professional and efficient, but their
understanding and support of our needs is so much higher than any other business I have used in the
past. Clarity is so important and HM achieves this every time.”
“I have the highest regard for Hillyer McKeown who have dealt both. personnel matters and Company
business matters on my behalf. They are very professional at all times. I would highly recommend this
company of solicitors to anyone.”
“I was very impressed by their service and level of communication”

Danny Pickering, Managing Director from Smile Customer Experience, who facilitated the assessment
commented: “This is the first time Hillyer McKeown have undertaken the Investor in Customers (IIC) assessment
and award. To achieve the Gold award is truly outstanding and is reward for the Directors, Management and
Employees of the business.
It is also a reflection of the commitment the whole business makes to delivering a great experience to its clients.
We are sure that Hillyer McKeown will closely examine the insights provided from the assessment in order to
build on this result and ensure continuous improvement in the delivery of its services to its customers. Hillyer
McKeown are committed to undertaking the assessment again next year and we very much look forward to
continuing to work with them."
Richard Burnett, Director at Hillyer McKeown added: ”We entered the process because although we gather
client feedback, we recognised that an independent body like IIC would be likely to illicit a more ‘honest’ appraisal
of our service. It is from honest feedback that you truly learn, however challenging that process may be. We
appreciate the invaluable information the experience has provided.”
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