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Opportunities for improvement correlate with 
Call Recording Assistance 
Legal organisations have a challenge: using call recording for operational effectiveness while navigating client 

confidentiality. Confidentiality is considered a barrier against using this kind of business tool across all channels.  

As a result, call recording technology is primarily used:  

• On legal helplines and advice lines 

• To verify information relay  

• To meet compliance 

However, call recording has much more to offer the legal world. This white paper will highlight some other areas 

in which call recording can more comprehensively help the sector. 

The Legal Ombudsman’s Annual report for 2017/18 highlighted an interesting distribution in the type of complaints 

received. It also showed that these types of complaints had only minimally changed over the past three years.  

 

Sources: Legal Ombudsman decision data and Annual Report 2017-18 

If we group them into similar types, we can see that the top segments fall into the following categories: 

• Delay/Failure to Progress • Failure to Advise • Failure to Follow Instructions 

• Costs • Poor Communication     
  

 

These areas can be confirmed and improved through the strategic use of call recording solutions.  

Complaint Types received by The Legal Ombudsman during 2017/18

Costs Excessive Costs Information

Other Potential Misconduct

Delay/Failure to Progress Failure to Advise

Failure to complay with agreed remedy Failure to investigate complaint internally

Failure to follow instructions Failure to keep papers

Failure to keep informed Failure to reply

Failure to release files or papers Data protection / breach of confidentiality

(Poor Communication) (Poor Communication) 

Interestingly, Data Protection/ 

Breach of Confidentiality scored low 

https://www.legalombudsman.org.uk/raising-standards/data-and-decisions/#ombudsman-decision-data
https://www.legalombudsman.org.uk/?portfolio=annual-report-2017-18


Delay/Failure to Progress 
Call recording will let you quickly and easily identify how far your case has progressed. It will allow you to listen back to 

the last call (or series of calls) with your clients and associated third parties, ensuring you are completely up to speed 

with where the case is and if anyone is waiting for information, updates etc.  

Whilst Case Management Systems (CMS) can give you some insight into how the case is progressing, the call records will 

complete the picture.  

Automatic call transcription can convert your 

recordings into data files. You can provide 

comprehensive call transcripts, as well as put actual 

copies of calls into your CMS, for a comprehensive 

account of communication. Some recording systems 

integrate with CMS, so you can store voice calls, 

correspondence and call transcription data with your 

other case management files. 

Screen capture licenses, which work simultaneously 

with call recordings, allow you to see PC screen activity 

and ensure that your case management system 

processes are being adhered to and case details are 

being logged effectively, to the same standards, every 

time.   

Failure to Advise & Failure to Follow Instructions 

In the same vein as the suggestions shown above, call recording can identify the exact point that you are at with each 

case, to ensure that you have advised the client optimally and followed instructions comprehensively.   

Create an incident replay that will group all past, present and even future call records of a case together to easily and 

quickly play back in sequence and obtain an update of that specific case. This will provide you with a quick and easy aide 

memoire of where you are with the case, if you have updated all parties comprehensively and if there are any 

outstanding actions or information relay to complete.  

Using automatic call transcription, this will also ensure that record keeping is kept up to date and accurate.  



Costs 
Call recording can be made part of your billable hours tracking, which gives peace of mind to both parties. 

You can do this by integrating your call recording records with your CMS, allowing you to search for recordings associated 

with specific cases. As you can see each call against the file, as well as transcripts, you can properly verify the amount of 

time spent discussing the case.  

You can also verify the contents of the calls to check that the assigned call(s) are with the right case file. If the call covers 

multiple separate case files during a conversation with a third party or associate, then you can verify that the length of 

time allocated to each case file has been correctly assigned.   

This method of verification will ensure that records relating to billable hours are accurate and transparent. 

Poor Communication 
Academic credentials are irrelevant if a legal professional is incapable of communicating effectively to their client.   

Soft skills like empathy, rapport-building and good listening skills can be monitored and managed, to address any areas 

for improvement within your team. Using call recording as a training and best practice tool means that the proper type of 

training and coaching can be arranged on an individual basis, based on the impartial feedback gleaned from listening to 

communication style and results. 

Using call recording to verify the type of calls that you receive from clients and looking at the type of negative feedback 

and complaints that your firm may receive will help you create benchmarks for your staff. You can even compile a library 

of good calls that meet the benchmark standards to help with improving and maintaining coaching and training 

standards.   

Taking this one step further, some call recorders have quality evaluation tools incorporated with their playback software, 

so you can easily and quickly conduct quality assessments of your legal team to ensure that the whole team is 

consistently offering a high level of service and support to clients, across all channels of the firm.  

To ensure that the same standards of communication are met, whether the legal professional is in the office, working 

from home or visiting clients, mobile telephone conversations can be recorded too.  



The Difference 
Incorporating useful business tools and adapting operational processes to make your legal firm more agile and client-

focused will ultimately bring you more referrals and a loyal client base. 

Call recording can make a big impact on your business and lead to a more streamlined, consistent approach to your 

operations. Legal firms that have embraced the use of call recording have seen a marked improvement very quickly after 

implementation, especially in work quality and productivity.  

Some firms have introduced self-assessment around performance and content verification of calls, and they use call 

recording to help train new hires and current employees to identify areas for improvement regarding communications 

and information relay.  

Being able to quickly find specific calls, listen to them and then, if necessary, verify their content and share them 

internally with interested third parties, helps ensure clear, concise communication between clients and staff. 

If there is some misinformation or room for improvement, then sharing a call, talking to the employee or partner, 

agreeing a suitable action, outcome or training requirement, will help resolve a situation and stop it happening again. 

Call recording offers you the ability to identify, manage and review your current business operations in an impartial and 

unbiased way, and provide a reliable method of continual improvement to keep you from being a statistic in the next 

Legal Ombusdman’s Annual Report. 

This document was published by ComputerTel Ltd., a UK based Call Recording specialist Company, established 

since 1988. 

For further information about the content of this Whitepaper, or for general call recording advise or information, 

please call 01474 561 111, email us at info@computertel.co.uk or go to  www.computertel.co.uk 

 

mailto:info@computertel.co.uk
http://www.computertel.co.uk/

