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GOVERNANCE
We aim to operate to the highest standards of business integrity.

We have defined policies, processes, 
practices and control structures by which 
we ensure appropriate behaviour and 
consistent standards across the firm. Our 
compliance monitoring officers review 
compliance with those policies, systems and 
controls and report the results through our 
governance framework. The internal auditor 
ensures that the second line of defence 
operates effectively. 

Our management systems are accredited 
to the quality management system ISO 
9001: 2008 (accredited since 1995) and the 
information security system ISO 27001: 2013 
(accredited since 2010) and are based on 
the health and safety management system 
OHSAS 18001:2007, the environmental 
management system ISO 14001:2015 and 
the guidance on social responsibility ISO 
26001:2010. 

Accountability and management of CR
We want everyone to recognise the 
importance of a socially responsible operated 
business in achieving our vision and business 
goals and to inspire and empower our people 
to use their talents to make a difference in 
the communities in which we are present. 
The Corporate Responsibility Consultant 
is responsible for defining, reviewing and 
delivering the CR strategy, with each practice 
group head and director having responsibility 
and accountability for CR within their 
respective areas.

The Chief Executive, Claire Rowe, has ultimate 
responsibility for CR. She is responsible for 
ensuring that agreed business objectives 
– including CR – are achieved by the firm 
and is a role model for the key behavioural 
characteristics and values required of 
colleagues.

Our Chairman Peter Duff is responsible for 
ensuring the firm’s drive and commitment is 
maintained. This includes ensuring a positive 
CR image is portrayed externally, while acting 
as a role model so that partners adopt similar 
CR behaviours and responsibilities.

The Operations Board in conjunction 
with the Chief Executive is responsible for 

ensuring that the firm is managed in such 
a way that agreed business objectives 
are achieved and professional standards 
are maintained. The four pillars of our CR 
programme are led by Operations Board 
members under the chairmanship of the 
Chief Executive:

 HR Director leads on workplace, 
community and environment;

 Business Development Director leads on 
marketplace (clients);

 HR Director and IS Director lead on 
marketplace (suppliers); and

 Director of Quality and Risk leads on 
quality and risk.

The Practice Group heads for Commercial, 
Corporate, Private Client, Real Estate and 
Recoveries Services are responsible for 
embedding CR into their respective Practice 
Groups.

The Executive Compliance Committee 
(EXCO) acts as the regulatory affairs board 
particularly to address regulatory issues 
relating to the Financial Conduct Authority 
(FCA) and other regulatory bodies, e.g. the 
Solicitors Regulation Authority (SRA) and the 
Law Society of Scotland.
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Under the chairmanship of the Chief 
Executive the Heads of Office meet twice a 
year. They are responsible for ensuring the 
Shoosmiths culture and values are upheld, 
that staff have the necessary support and 
resources to undertake their roles effectively 
and that the firm’s profile within the local 
business community is maintained. They 
support the delivery of the firm’s stated 
CR targets and ensure each office plays an 
active role in progressing commitments. We 
also have committees in areas such as risk 
(page 17), health and safety (page 33), and our 
environment (page 38). 

EMPLOYEE COMMITTEES

Our Forum for Employee representatives 
has participants from each Shoosmiths 
office. It meets every six months and is 
chaired by either the Chief Executive or 
Chairman. The purpose of the Forum is to 
consult with management and to provide 
feedback from across the organisation. 
Matters typically discussed include financial 
information, strategic plans, general 
business developments, health, safety and 
environment matters, diversity and inclusion, 
and CR plans and updates.

The Forum has agreed to hold bi‑annual 
meetings in each office with local 
representatives, chaired by the Office Head 
and support by local HR staff. The aim of 
these meetings is to allow office‑based 
issues to be addressed locally with the 
support of the Office Head. This change was 
a recommendation following the wellbeing 
survey conducted in 2016/2017.

Each office, supported by CR Champions, 
operates a Community Investment 
Programme (CIP) committee, responsible 
for delivering the CR strategy locally. The 
committees co‑ordinate activities to support 
our CR goals and targets. This includes 
our annual programme of activities to 

support local charity fundraising partners, 
projects with a range of other third 
sector organisations and identifying staff 
volunteering opportunities.

Our network of Pro Bono Champions co‑
ordinate office or practice group support 
for our pro bono clinics and pro bono 
programmes brokered by organisations 
such as Business in the Community and 
LawWorks.

Our Gender Equality Working Group was 
established in January 2017. It reports 
directly to the board and was established in 
recognition that a series of actions need to 
be taken at a firm level to advance gender 
equality. Membership is representative of 
business functions and includes our Chief 
Executive. It provides a sounding board to 
discuss issues and potential solutions. It also 
responds to Operations Board ideas in order 
to determine steps to be taken thus enabling 
our employees to influence decisions that will 
affect them.

To support men and women in their career 
development, we have established a LeanIn 
Network across our offices. This Network 
aims to help address issues staff face in 
both their work and personal life that could 
hinder their development. As well as aiming 
to progress the career development of staff, 
the group also informs our diversity and 
inclusion strategy, policy and procedures. 
The Network is a forum to share 
experiences and knowledge of a variety 
of role models and provides an informal 
setting to share good practice and discuss 
issues of mutual interest. 

Our Apprenticeship Working Group, ‘Project 
Trail Blaze’, established in January 2016, 
drives action and engagement for our early 
careers strategy. This network enables us to 
capture business needs and explore areas of 
the firm that might best use apprentices. 
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OUR POLICIES 

We operate to a defined set of policies and 
procedures. Our policy statements explain 
our aspirations and principles and are 
underpinned by procedures that ensure 
delivery. During 2016/2017 we reviewed 
our health and safety policy and established 
an energy management policy. A review of 
our equal opportunities policy included the 
establishment of a specific harassment and 
bullying policy. We also updated our gifts and 
hospitality policy.

The latest published policy statements  
can be viewed on our website:  
www.shoosmiths.co.uk/about-us/corporate-
responsibility-252.aspx

PROGRESS AGAINST TARGETS 
AND DATA

We set targets to focus our efforts and drive 
improvements in the business, shaped by 
sustainability challenges, not least those 
defined by the UN 2030 global Sustainable 
Development Goals (SDGs). 

Progress against our 2016/2017 marketplace, 
workplace, environment and community 
targets can be viewed at appendix 1 as well 
as our plans for 2017/2018. Appendix 2 
reports on key performance indicators data. 
Appendix 3 sets out the relevance of our 
CR programme to the SDGs and appendix 4 
highlights organisations we worked with at 
firm or office level during 2016/2017. 

http://www.shoosmiths.co.uk/about-us/corporate-responsibility-252.aspx
http://www.shoosmiths.co.uk/about-us/corporate-responsibility-252.aspx
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Our culture and values
Our ambition for our workforce is to have 
a unique culture, one that differentiates us 
and where individuals are recognised for 
their talent and contribution regardless of 
background, beliefs or circumstances. We 
ask for, listen to and act on, the views of our 
people; we promote an agile approach to 
work, focusing on outputs rather than when 
or where work is conducted and equality of 
opportunity. 

For Shoosmiths, culture is about the 
heartbeat of the firm, the way we conduct 
ourselves with our clients and colleagues 
in hard times as well as good. In our case, 
that means encouraging collaboration by 
reducing barriers between departments, 
a real lack of hierarchy, zero tolerance for 
arrogance and pomposity, together with clear 
thinking and mutual support.

Our values guide our behaviour, and our 
behaviour defines our unique culture. We 
have just four values and, like all the best and 
most effective things in life, they are simple.

Our cultural values are the foundation of our 
client brand: People, Relationships, Results. 
Because our values drive our recruitment 
process by ensuring all appointed candidates 
have a good cultural fit, we employ people 
who are better able to build relationships, 
internally and externally. As a result of these 
successful relationships, we are able to truly 
understand our clients’ needs from which 
successful outcomes follow.

We expect to see every partner and senior 
manager reflecting our values in their day‑
to‑day interactions with colleagues and 
teams. We constantly check this through 1:1s, 
promotion criteria, reward and recognition 
and staff surveys.

Shoosmiths’ success and value is built on 
a cornerstone of understanding; that our 
people are key to our success. We continually 
strive to develop a diverse, inclusive, 
workforce and a work environment that 
enables everyone to reach their full potential 
and feel recognised for their talent regardless 
of background, beliefs or circumstances. We 
aspire to create a culture that is genuinely 
inclusive and that promotes wellbeing both 
at work and beyond. In turn, this culture 
allows us to deliver excellent client service in 
a unique ‘Shoosmiths way’.

‘Our clients tell us that they choose us not 
only because of the calibre of our legal 
advisers but the service they receive. Our 
unique culture recognises the talent that 
each and every person at Shoosmiths brings 
and we work hard to help them reach their 
potential, benefitting clients and colleagues.’
Louise Hadland, HR Director, Shoosmiths 

PULLING 
TOGETHER

BEING 
WITHIN 
REACH AND 
RESPONSIVE

TAKING 
INITIATIVE

TALKING 
BUSINESS 

SENSE

Commitment
Awareness

Team Focused
Honesty & Integrity

Adaptability
Reliability

Positive Attitude

Proactivity
Innovative Thinking
Confidence

Pragmatism
Expertise
Commercial Awareness
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Regulation and risk management
The Quality and Risk (Q & R) Directorate is 
responsible for the guidance and oversight 
of regulation and risk across Shoosmiths in 
conjunction with the Compliance Officer for 
Legal Practice (COLP) and the Compliance 
Officer for Finance and Administration 
(COFA), together with Shoosmiths’ 
Financial Conduct Authorisation (FCA) 
Approved Persons. The key responsibilities 
are maintaining and raising standards, 
identifying, managing and mitigating risk, 
complying with all regulatory requirements, 
helping to improve the client experience, 
monitoring compliance and ensuring 
continuous improvement in quality and risk.

The Director of Quality and Risk reports 
to the Chief Executive and is a member of 
the Operations Board which oversees the 
operational aspects of Shoosmiths LLP.

The scope of the Q & R function includes 
England and Wales, Scotland and (from 1 
December 2016) Northern Ireland. 

GOVERNANCE FRAMEWORK

There is a clear and effective governance 
framework with the Executive Compliance 
Committee (EXCO) dealing with the 
regulatory issues at a high level, which are 
escalated to the firm’s Operations Board, 
where appropriate. EXCO members are the 
FCA‑approved persons, all of whom are 
also members of the Operations Board. The 
support of senior management to the Q & R 
function is critical for an effective compliance 
culture.

The Compliance and Risk Officers Committee 
acts as a forum to identify quality and risk 
issues. Chaired by the Director of Q & R, the 
membership consists of all the Directors, 
the COLP, COFA, the internal auditor, 
Practice Group representatives and the 
senior managers in Q & R. It evaluates 
significant operational and strategic risks, 
monitors risks and develops appropriate 

policies and procedures for consideration 
by EXCO in relation to regulatory issues and 
escalation to the Operations Board. The 
Committee looks at the regulatory issues 
at a more granular level and considers 
how to achieve measurable outputs, 
for example, implementing the Practice 
Standards (released in January 2017) which 
are intended to drive consistency, discipline 
and accountability. 

ROLE OF QUALITY AND RISK

The Q & R Directorate is responsible for 
maintaining and raising standards (including 
the provision of business‑critical advice), 
identifying and managing risk, reviewing and 
staying up to date with the regulatory/legal 
landscape, improving the client experience, 
monitoring and continuous improvement. 

That role includes implementing policies/
procedures and providing guidance/training 
on all regulatory, risk management and 
compliance issues in consultation, where 
appropriate, with the Partnership Council, 
Operations Board, EXCO and the Compliance 
and Risk Officers Committee. 

The firm operates a ‘three lines of defence 
model’ to identify, review/mitigate and 
manage risk. Each line has a defined route 
into the firm‑wide governance framework 
to ensure transparency and the visibility of 
issues at all times. The first line is managed 
by Practice Group Heads and Directors. The 
second line is Q & R which provides advice 
and independent monitoring of the first 
line’s operations and controls. Internal audit 
provides the third line of defence, namely 
independent assurance, to determine that 
risks are properly identified, managed and 
mitigated. The internal auditor reports 
directly to the COLP on internal audit findings 
and quality control.

The focus of Q & R is on providing a helpful, 
commercial, practical service to the firm 
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so that the function is seen as being easy 
to do business with. This results in greater 
interaction with Q & R so that not only are 
queries raised but they are raised early which 
minimises risk and contributes to the bottom 
line by reducing time spent dealing with 
claims and complaints. 

Increasingly, the business is taking the 
initiative in driving forward the agenda with 
real commitment which demonstrates that 
an effective compliance culture is becoming 
embedded.

In 2016/2017, major achievements were:
 FCA authorisation was obtained with the 

right permissions;
 authorisation was obtained from the 

Law Society of Northern Ireland for 
Shoosmiths Northern Ireland;

 launch of and initial phase of 
implementation of the Practice Standards; 
and

 firm‑wide training on client‑related issues 
was undertaken.

The FCA authorisation evidences Shoosmiths’ 
commitment to excellence and legal services, 
particularly where our work interfaces with 
financial services and FCA authorised clients. 
It provides independent reassurance for 
clients that we are operating to some of the 
highest possible standards.

Our focus in 2016/2017, by following FCA 
requirements, was to ensure the best 
possible outcomes for our clients and 
customers of our clients. We have had 
several client audits to review the regulatory 
framework and implementation of and 
compliance with, FCA requirements, none of 
which have highlighted any key actions. 

We have made several returns to the FCA, as 
required, on Shoosmiths regulatory activity 
and no issues have been raised as a result. 
Whilst there have been some complaints 
received about our regulated services, of 

those which have resulted in referral to the 
Financial Ombudsman Service (FOS), the FOS 
decisions have upheld our position in 80% of 
cases, far higher than the industry average.

RISK MANAGEMENT FRAMEWORK 

The Director of Q & R is responsible for 
the risk management framework and 
for ensuring that key risk indicators are 
identified and closely monitored on a 
regular basis. 

The Risk Management Framework and Risk 
Registers are maintained across all Practice 
Groups and Directorates. There is an ongoing 
programme to improve the management of 
risk. Horizon scanning ensures we identify 
and take steps to mitigate external risks 
which might impact the firm.

Risk is managed and mitigated by a system of 
internal controls that facilitates an effective 
and efficient operation responsive to a 
variety of operational, financial, commercial 
and reputational risks. Controls include 
policies and procedures, comprehensive 
reporting, business planning and budgeting, 
high‑level risk framework including risk 
registers, internal audit programmes, 
external audits, third‑party reports and 
annual reviews of effectiveness.

The Director ensures that an open and 
receptive approach to resolving risk issues 
is adopted by the Q & R team and the 
wider firm.

KEY RISKS AND CHALLENGES

Key risks to our firm include failure to 
attract/keep top talent including succession 
planning, reputational damage from internal 
and external activities, failure to keep up to 
date with advances in technology or changes 
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in the regulatory landscape and loss or theft 
of personal or confidential data.

The current major challenges for the firm are:
 Implementation of the Money Laundering, 

Terrorist Financing and Transfer of Funds 
(Information on the Payer) Regulations 
2017;

 General Data Protection Regulation 
(GDPR) implementation;

 Implementation of the Criminal Finances 
Act 2017; and

 Implementation of the Senior Managers 
and Certification regime.

We will be reviewing our Anti Money 
Laundering (AML) policies and procedures 
once the Money Laundering Regulations are 
published, to bring them up to date, and 
will be training on the new requirements. 
With the aim of improving consistency and 

reducing risk, we are moving towards a 
centralised client inception process. The AML 
Risk Assessment will be completed once the 
new Regulations are available.

The firm’s separate GDPR project, overseen 
by the Director of Q & R, is project managed 
by an internal Business Improvement expert, 
reporting regularly to the board. There are 
seven work streams, with representatives 
from each practice group and directorate, 
who report into the steering group. Our 
internal data protection lawyers are 
assisting with the project. The data inventory 
was due to be completed by the end of 
September 2017.

The risk assessment required for the Criminal 
Finances Act 2017 will be commenced shortly 
with the aim that the key commitment will be 
published on 30 September 2017.

Business conduct
We are committed to conducting our 
business with honesty and integrity and we 
expect all partners/directors and staff to 
maintain high standards. All colleagues are 
expected to behave as ambassadors of the 
firm and we have clear procedures in place 
for how to do this, which are communicated 
and reviewed on an annual basis. 

We take pride in being an ethical, transparent 
firm which acts with integrity at all times. We 
have a zero‑tolerance approach to bribery 
and corruption and comply with our other 
statutory obligations.

Our policies cover such issues as anti‑money 
laundering, data protection, information 
security, anti‑bribery and corruption, 
gifts and hospitality, information security, 
quality and risk management and supplier 

management procedures. All colleagues 
complete regular training on these issues 
to ensure they are fully aware of their 
obligations. This includes a requirement for 
all new starters to complete our anti‑bribery 
course during induction plus anti‑money 
laundering and data protection courses as 
well as a number of other courses.

During 2016/2017, we updated our policy on 
gifts and hospitality, introducing new limits 
above which hospitality needs approval, 
which is kept under review. We will revise our 
Anti Money Laundering and Counter Terrorist 
Financing (CTF) policy to reflect the new 
Money Laundering, Terrorist Financing and 
Transfer of Funds (Information on the Payer) 
Regulations 2017 once the Regulations are 
published. 
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Our supplier code of conduct sets out our 
supplier expectations regarding under age 
and forced labour, freedom of association, 
discrimination, wages and benefits, working 
hours, healthy and safe working conditions, 
environment, business integrity, discipline 
and grievances.

WHISTLEBLOWING 

We have a clear whistleblowing policy which 
sets out the process for reporting any 
concerns about wrongdoing or breaches 
of policies. This takes account of the 
requirements set out in chapter 10 of the 
SRA Code of Conduct and the requirements 
set out in the FCA’s Senior Management 
Arrangements, Systems and Controls 
(SYSC)18, in relation to the Public Interest 
Disclosure Act 1998.

Staff are encouraged to report suspected 
wrongdoing or dangers in relation to 
activities including criminal activity, 
miscarriages of justice, danger to health 
and safety, damage to environment, 
forced or compulsory labour or human 
trafficking, bribery, failure to comply with any 
professional obligations, financial fraud or 
mismanagement and any breach of the SRA 
Handbook, FCA Handbook, SRA Accounts 
Rules, the Law Society of Scotland Rules, 
or the Law Society of Northern Ireland, 
unauthorised disclosure of confidential 
information and deliberate concealment of 
any of the above matters.

BUSINESS CONTINUITY 
PROGRAMME

We have a fully documented and 
implemented Business Continuity Programme 
(BCP) and Disaster Recovery Process. This 
includes alternate site working arrangements, 
penetration testing on our network and 
BCP plan testing. The IS function has been 

accredited to the ISO 27001:2013 standard 
since 2010. Our Director of Q & R is our 
Business Continuity Co‑ordinator and, along 
with our Chairman, they govern and approve 
processes and plans. 

Dedicated response teams respond to 
any adverse situation ensuring staff safety 
and the maintenance of client contractual 
obligations.

During 2016/2017, our review of our BCPs 
involved the implementation of individual 
plans for each office, reflective of local 
conditions and potential risks. As part of 
this process, we reviewed our approach to 
responding to environmental risks, including 
climate change issues such as the potential 
for flooding. This review considered our 
premises, operations, staff, logistics, assets 
and data back‑up processes and procedures.

Other risks planned for include major 
incidents such as terrorism. Local plans 
include safety areas for our staff and 
updated and improved contact mechanisms. 
Future plans include researching a remote 
application, so if staff are involved in a major 
disruptive incident we can locate them.

http://www.shoosmiths.co.uk/about-us/shoosmiths-supplier-code-of-conduct-10826.aspx
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