


Our approach

Entirely anonymous Free-text and Likert-
scale

Trend analysis: role, 
seniority, firm type, 

diversity demographics

Feelings around respect at work

Fulfilling potential and adding value

Psychological safety

Career progression & access to opportunity

Leadership attitudes to Business Services

Business Services / lawyer dynamics



Heat Maps explained

1: Strongly disagree

5: Strongly agreeThe heat map charts the average response across each question, by different variables. 
This makes it easy to spot strengths and concerns.
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Colleagues in my immediate team generally treat me 
with respect 4.4 4.4 4.6 4.4 4.2 4.5 4.5 4.5 4.5 4.4 4.5

Business services colleagues in other teams generally 
treat me with respect 4.3 4.2 4.3 4.2 4.2 4.2 4.1 4.3 4.3 4.2 4.2

In my organisation, there is no Business Services / 
Lawyer divide 2.2 2.2 2.2 2.5 2.7 2.7 2.3 2.3 2.4 2.0 2.7



Heat Maps explained

1: Strongly disagree

5: Strongly agreeThe heat map charts the average response across each question, by different variables. 
This makes it easy to spot strengths and concerns.

Green 
generally  

points to a 
strength
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Colleagues in my immediate team generally treat me 
with respect 4.4 4.4 4.6 4.4 4.2 4.5 4.5 4.5 4.5 4.4 4.5

Business services colleagues in other teams generally 
treat me with respect 4.3 4.2 4.3 4.2 4.2 4.2 4.1 4.3 4.3 4.2 4.2

In my organisation, there is no Business Services / 
Lawyer divide 2.2 2.2 2.2 2.5 2.7 2.7 2.3 2.3 2.4 2.0 2.7



Heat Maps explained
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Colleagues in my immediate team generally treat me 
with respect 4.4 4.4 4.6 4.4 4.2 4.5 4.5 4.5 4.5 4.4 4.5

Business services colleagues in other teams generally 
treat me with respect 4.3 4.2 4.3 4.2 4.2 4.2 4.1 4.3 4.3 4.2 4.2

In my organisation, there is no Business Services / 
Lawyer divide 2.2 2.2 2.2 2.5 2.7 2.7 2.3 2.3 2.4 2.0 2.7

1: Strongly disagree

5: Strongly agreeThe heat map charts the average response across each question, by different variables. 
This makes it easy to spot strengths and concerns.

But orange 
or red 

indicates 
an area of 
concern



Feelings of  Respect, by department
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Colleagues in my immediate team generally 
treat me with respect 4.4 4.4 4.6 4.4 4.2 4.5 4.5 4.5 4.5 4.4 4.5

Business services colleagues in other teams 
generally treat me with respect 4.3 4.2 4.3 4.2 4.2 4.2 4.1 4.3 4.3 4.2 4.2

Lawyers in my organisation generally treat me 
with respect 3.9 3.9 4.2 4.2 3.9 3.9 4.0 4.0 3.9 4.0 4.1

Within my organisation, colleagues are treated 
with respect, regardless of their role 3.7 3.6 3.8 3.9 3.8 4.0 3.7 3.6 3.9 3.8 3.9

Exclusionary or disrespectful behaviour is not 
tolerated in my organisation 3.9 3.8 3.9 4.4 4.3 4.4 4.1 4.0 4.0 3.8 4.3



Feelings of  Respect, by firm type
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Colleagues in my immediate team generally 
treat me with respect 4.1 4.4 4.4 4.5 4.3 4.6 4.1 4.8

Business services colleagues in other teams 
generally treat me with respect 4.2 4.3 4.3 4.1 4.1 4.3 4.2 4.7

Lawyers in my organisation generally treat me 
with respect 3.2 3.9 4.1 3.9 4.0 4.0 4.0 3.8

Within my organisation, colleagues are treated 
with respect, regardless of their role 3.0 3.5 3.9 3.7 3.7 3.5 3.5 4.0

Exclusionary or disrespectful behaviour is not 
tolerated in my organisation 3.4 3.8 4.1 4.0 4.1 3.9 3.4 4.3



Feelings of  Respect, diversity
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Colleagues in my immediate team generally 
treat me with respect 4.4 4.4 4.4 4.1 4.5 4.2 4.3 4.0 4.4 4.1 4.5 4.2 4.4 4.5 4.5

Business services colleagues in other teams 
generally treat me with respect 4.2 4.4 4.3 4.0 4.3 4.0 4.1 4.0 4.1 4.0 4.3 4.4 4.3 4.4 3.8

Lawyers in my organisation generally treat me 
with respect 3.9 3.9 4.0 3.7 4.0 3.7 4.2 4.0 3.7 3.9 3.9 3.9 4.0 4.0 3.3

Within my organisation, colleagues are treated 
with respect, regardless of their role 3.6 3.7 3.7 3.4 3.8 3.2 4.0 3.3 3.3 3.3 3.7 3.5 3.7 3.7 3.2

Exclusionary or disrespectful behaviour is not 
tolerated in my organisation 3.8 4.3 4.0 3.7 4.0 3.6 3.5 3.6 3.7 3.1 4.0 3.9 4.0 3.8 3.3



Respect at Work

84%
of participants agreed that they are 

treated with respect by their immediate 
colleagues.

71%
of participants felt that they are treated 

with respect by lawyers in their firm.

20%
But 1 in 5 participants indicated that 

exclusionary or disrespectful behaviour 
is tolerated in their firm.



Addressing disrespectful behaviour 

PA / Secretarial respondents

All participants



Enhancers & detractors



Us & Them?

62%
of participants agreed that an ‘Us & 

Them’ divide existed between lawyers 
and Business Services within their firm.

(33% strongly agreed)

52%
of participants indicated that ‘non-

lawyer,’ ’non-fee-earner,’ or ‘staff’ are 
used to describe Business Services 

professionals in their firm.

Participants who do not feel that ‘Us & 
Them’ dynamics exist in their firm are 
more likely to feel that they are adding 

value and fulfilling their potential.



Us & Them?
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In my organisation, there is no 
Business Services / Lawyer divide 2.2 2.2 2.2 2.5 2.7 2.7 2.3 2.3 2.4 2.0 2.7
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In my organisation, there is no 
Business Services / Lawyer divide 2.3 1.9 2.2 2.7 1.9 2.1



Value & Opportunity
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I feel that career progression pathways for Business 
Services roles are clear and transparent 2.7 2.6 2.9 2.6 3.0 2.7 2.6 2.4 2.9 2.7 2.9

I have fair access to career-enhancing opportunities 
compared with my peers 3.1 3.2 3.2 3.1 3.3 3.1 2.8 3.0 3.1 2.9 3.3

I feel that I could add more value to my organisation, if 
only given the opportunity 3.8 3.8 3.8 3.5 3.3 3.5 3.6 3.6 3.6 4.1 3.4

Leaders in my organisation actively recognise and promote 
the value of Business Services professionals 3.3 3.3 3.5 3.3 3.5 3.3 3.3 3.4 3.6 2.5 3.4

Value & Opportunity



Leadership Attitudes




