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“The clarity of Kara’s 
marketing process was 

very empowering for all 
of us.” 

 
 

Chloe Jay, Partner 
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Background 
Shentons are a firm of solicitors and mediators, based in Winchester, Hampshire. With a history going 
back 200 years, Shentons offer a range of legal services for individuals and families, as well as the 
commercial sector. The practice employs over 30 staff and, as well as providing legal services, are 
actively involved with charities and other events in the Winchester area. 

 
 

The problem 
Shentons realised that their website, branding and 
the words they used to describe themselves no 
longer represented the modern law firm they had 
become. It wasn’t reflecting the quality of the legal 
advice on offer, or the caring approach they took 
towards their clients. There was also a risk that it was 
not talking in a way that would attract the kind of 
clients ideally suited to working with them. What’s 
more, no one in the business had any marketing skills 
or experience to resolve it. 
 
As a result, without the marketing resources in place to address this, they were putting potential 
revenue at risk. At the same time, changes in the legal profession saw new and cheaper 
competition. Any weakness in Shentons’ ability to attract and retain new business had potentially 
long-term implications if not addressed. 
 
Responsibility for marketing sits with Chloe Jay, a full-time practicing lawyer and partner without 
any marketing experience.  
 
As Chloe describes, several factors prompted her and the other partners to take action: 
“We were aware that the website was dated but we also wanted to go back to basics, to focus on 
the partnership as it now is. With a younger and predominately female team we wanted to look 
at where we could take the business.  
 
“I was very aware that I had been trying to cover marketing but had no training in it. So I 
recognised that I needed to get an expert in with Kara’s experience - not just for me - but to get 
the whole firm united and on board with marketing and what it could do for us.” 
 

 

The solution – a phased approach 
Kara recommended a phased approach that included workshops, meetings and putting in place a 
structured 12 month marketing plan. 
 
First, Kara asked the partners to reflect on their business, and determine the position they would 
like to occupy in the minds of their clients.  
 
Through this they were able to identify the best market segments to be in and what problems 
they were best suited to solving for their clients.  
 

“…we…wanted to go 
back to basics, to focus 
on the partnership as 
it now is.” 

Chloe Jay, Partner 
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As Chloe explains, “We began with Kara leading a partners’ only workshop where we really got 
back to basics about what we wanted to do and who we wanted to work with. One of the best 
things that came out of this was the clarity this gave us. That was very empowering for all of us 
and a very useful process to reflect on.”  
 
The next phase involved the whole business. This had 
the dual benefit of developing good marketing but 
also gaining the buy-in to make it happen.  
 
Chloe takes up the story, “When we had worked out 
our proposition and what we wanted to be in the 
market, we then rolled out a second set of workshops 
where  with me present - including all the support 
staff and accounts and reception teams.  
 
“She explained the buying journey, talked about our 
clients, their use of social media, what they might be 
reading etc. - and so we all came up with the profiles 
of our ideal clients.  
 
“Everyone felt included in the process and that their views were being considered.” 
 
 

Transforming the brand and the website 
At the same time the brand and website was undergoing a transformation so that they would 
truly reflect the quality of service and advice that the firm offered.  
 
As Chloe explained, having outside help not only allowed her to focus on her own role, it brought 
together all they’d learnt in the workshops, going on to create a very authentic new site.  
 
“Kara project managed the website re-structure and advised on the branding re-fresh - which 
was based on the outputs from the workshops and earlier thinking. As such, there was a solid 
rationale for each action, eliminating any guesswork.  
 
“Kara had a clear list of what we needed to do, what writing was needed and by when - she came 
up with a plan and kept us on track. I had no idea of just how much content you need to think 
about - it would have been a nightmare doing it without her.” 

 

 
The results 
Outwardly, the brand has been refreshed and the firm can already attribute several new client 
wins to that.  
 
The business looks more focused and sure of itself and their 200 year tradition has been 
incorporated in a contemporary new website with the ‘Making the law work for you’ strapline.  
 

“Kara came and spoke 
to each department in 
turn... Everyone felt 
included in the process 
and that their views 
were being 
considered” 

Chloe Jay, Partner 
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The new approach was quick to pay back - as Chloe 
explains, “Once the website went live, within a week 
we’d had direct feedback that clients had chosen us 
because of the new website.” 
 
Internally, the new marketing process and strategy 
has given the firm a big lift. The firm finally has a 
look and feel which reflects the quality of their 
talented and skilled staff members. 
 
Chloe also identified a member of staff who is being 
developed with social media skills and will be a 
marketing assistant.  
 

Chloe has a Marketing Plan and is following it, bringing a new concentration to their marketing 
activities.  
 
Reflecting on the whole process, Chloe feels the firm is more marketing focused and is far more 
in tune with their ideal clients and, using a more contemporary tone of voice, their clients can 
now better relate to them.   
 
The firm is in a great position to continue serving the people in the region around Winchester for 
many years to come. 

 
 
 
Please contact Kara at Kara@KMSMarketing.co.uk to find out how she can help 
your organisation. 

 
 
 

 

“Once the website went 
live, within a week we’d 
had direct feedback 
that clients had chosen 
us because of the new 
website.” 
 
Chloe Jay, Partner 
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