
Do you use 
the 

knowledge 
base?

Cara

What value 
does the 

IDR- N offer 
subscribers?

Its not just 
about the 

knowledge 
base.

What else is it 
for other than 
the knowledge

base?

Hannah - 
charites 
love the 

factsheets

Legacy 
managers are

not legally 
trained

Email to charity 
legacy managers 

offering 
factsheets 

resulted in 38 new
charity sign- ups

Do a survey 
asking subscribers
what is the most 

useful 
information on 

the IDR- N

Sometimes KCT 
have issues with 

wills from partner 
will writers, and 

their Legal Services 
director has to flag 
this up with them.

Would that Legal 
Services Director 
be interested in 

preventative 
factsheets on the 

IDR- N?

And if so, should a
campaign be 

directed at getting
colleagues to sign 

up?

Sarah B keeps 
up with new 

judgements or
news within 

law. Keeping the newsletter 
and social posts in 

front of subscribers is 
important to keep 

people aware of topical
and new content on 

IDR- N.

They might not 
log in otherwise, 

but there may 
well be content 

they are 
interested in.

How can we find 
out new ideas for 

content that 
subscribers would
be interested in?

Sarah B - They have 
a knowledge base at

KCT but its more 
related to internal 
processes [Than 

legal related info]

Sarah B - They have 
a subscription to 

Practical Law, 
Reuters, and other 
similar resources.

What other 
content would 

keep 
subscribers 

coming back?

They pay for 
one login, and 

share the details
because it is 
expensive.

Unlike 
IDRN

which is 
FREE!

Need to learn 
more about these 
other resources - 
Hannah told Lins 

about them.

Do your 
juniors 

need CPD? The IDR- N 
is better 

than their 
Sharepoint.

In the same way 
that Spotify is 

better than 
illegally 

downloading 
mp3s.

Their Sharepoint 
may well have a 
1975 Act folder, 

but the IDR- N has 
more than that...

Its got an easily 
accessible page 
that outlines the 
most frequently 
occurring issues 
that may arise...

For each one 
of these 

possible cases,
there are:

Links to the 
relevant 

factsheets to 
give to client.

Case studies of 
similar cases that 

explain what 
happened, how it 

was resolved, what 
problems can arise, 

etc.

Profiles of the IDR 
lawyers who have 

dealt with this kind 
of case before, with 
an outline of their 

successes.

Rough 
outline of 
the costs?

All very well designed 
and written so that all 
the information that a 
referrer would need in 
that instance, is right 

there and easy to find.

Easier than 
their 

Sharepoint.

Heledd has an 
executor who has 
received a letter 

from a 
disappointed 
beneficiary

Instead of going to 
her Sharepoint, she 
goes to the IDR- N 

because she knows 
its easier to get the 

right answers.

Landing
page

Triage section

With top five scenarios

The one she wants is:

Disappointed beneficiary

Clicks on 
Disappointed

beneficiary

Disappointed beneficiary page.

Contains everything she needs to know in that instance.

Factsheets to give to clients

Overview of what she might need to know - not too much info that we are trying to 
educate her to deal with it.

Case studies - outline how these cases tend to pan out - typical outcomes, how IDR 
resolved them, potential issues that arise.

Profile of IDR solicitors that deal with these cases, list of successes.

Rough costs???

AND A BIG CTA

Get in touch for free consultation

1. Caveat has 
been 

discovered 
on the estate

2. Received 
a claim 
letter

3. 
Beneficiaries

cannot 
agree

4. Larke 
Vs Nugus
request

5. 
Executors 

can't agree

Not just easier to 
navigate and find the 
right information, but 
focused specifically on 

answering the most 
common questions, 
quickly and easily.

With extra 
useful content 

like case 
studies, IDR 

staff profiles, etc

Find the 
answers 

you need, 
quickly.

Segments

Audiences

Use- cases

Searching for 
the reason 

why the IDR- N 
is useful to 
subscribers

Topical
news

CPD

Making 
benefits 
clear to 

subscribers

Establish 
goals and 
use- cases.

Create personas so 
we can establish the

steps they will be 
taking in the 

different use cases.

Telling colleagues 
because there is a

knowledge gap 
and they would 

find it useful

The IDR- N 
needs to be 
better than 

their 
Sharepoint.

Sarah B 
doesn't need 

to use the 
knowledge 

base.

"We don't go near 
anything contentious 
so wouldn't need to 

find information, and 
wouldn't be sending 
info to clients either"

They direct clients 
straight to IDR if 

they mention there 
could be a possible 
contentious issue, 

as soon as possible.

She does keep up 
to date with new 

judgements. 
'I'm a bit of a legal

geek'

I read legal 
news, I 

read legal 
newsletters

I might remember 
there was a case 

about that... and I 
would google the 

details of the case. 
[Legal precedents 

and things]

She follows 
law societies 

and legal 
bodies on 

social media.

She wouldn't visit their 
website specifically to 

do this, but if sees 
something of interest 

on her social feeds, she
will click through to 

read the article.

"I really like
the email 

newsletter"

I read it on my 
breaks, it 
counts as 

professional 
development.

It keeps her 
occupied on breaks, 

where Facebook 
might be frowned 

upon, the newsletter
is ok!

It serves as a 
prompt - 'I see 

articles of interest
and click through 

to website'

Its a 
gateway

Sarah - not 
everyone in 
the firm is 

from a legal 
background

Sarah would refer 
her colleagues to 

IDR- N if she 
thought there was

information of 
use to them.

"We have a 
WhatsApp group 

and an email 
group where we 
share resources"

Business 
objectives

No

Sarah B 
likes the 

email 
newsletter

They need 
guidance as to 
what the IDR- 
N can do for 

them

How will 
this 

guidance 
work?

Problems 
with how a 

will is 
written

TriageYes

We can advise 
clients about 

dispute up to a
point - here is 
the theory...

Here are the 
things you 

might want to 
try before it 
escalates.

If it gets 
beyond the 

point of 
return, we say 

can't do it.

She says there is a 
grey area in the 

middle where they 
will try and advise, 
before it gets to a 
point where they 

need IDR

They consider 
preventative to 

make sure wills are 
written properly and

don't cause 
problems down the 

line.

"The second 
someone says there 
is a problem, we tell 
them we can't do it 

and they need 
litigation"

Is there times when a 
factsheet can be used 
to find info which may 
help a client resolve an 
issue before it gets to 
the point of referral?

Yes - we have
got our own 
sharepoint, 
like IDR has.

We can sometimes 
give this to clients to

take away and tell 
them to go away 
and have a think 

before you decide to
proceed with IDR

So we have 
our stuff, but 
we might also 

say have a 
look at IDR...

Their 
sharepoint has

contentious 
probate 

information

So even though you don't 
deal with contentious 

probate, you have info in 
the share point that helps 

you deal with these tipping 
point situations?

YES

Key insight

Private client solicitors do 
use factsheets to help in 

tipping point situations, but
they might not necessarily 
know that the IDR- N has 

really detailed factsheets in
this area of expertise...

Can you think of a time 
when a client has had a
problem that has been 

resolved with a 
factsheet?

YES

Sometimes they are 
just angry, so I show

them the grounds 
on which they can 

dispute and ask 
them if they apply, 
and they say no.

Factsheets
are a 

godsend

The first time she 
logged in she had a 

look at the 
factsheets - 'its nice 
to see what other 
people are up to'

In case you are 
'having a moment'
and you can check

and go 'ok, I am 
right'

So at least once you 
have thought to look at

IDR to confirm your 
own thoughts?

'Yeah - so for me, 
factsheets are good...'

'I can't believe 
this person 

didn't sign their 
will, they didn't 
have capacity'

'I feel left out 
because my 

mum has 
given more to 

my sibling'

How far do you 
actually want to 
push this, and 
what evidence 
have you got?

We can do a 
triage - there 

might be 
something in this, 
but you need to 

talk to somebody.

Often it comes down
to payment

'what do you mean I
have to pay for my 

legal fees...'

Its being 
experienced 

enough to know if
this has legs, or 

are you a 
timewaster.

So practitioners who
are less experienced

may well rely on 
factsheets more 

than someone who 
is more 

experienced.

Would you use the IDR- 
N to help make a 

decision?
Probably not, because I

have a good enough 
grasp to know if there 

is something in it.

What about if it is at the point 
where they are deciding whether

to refer or not, is there a time 
when information on the IDR- N 
could help with that decision?

'At that point, I would ask IDR if 
they think it has legs'

If you are ever sending anyone 
off to the pub to read a 

factsheet, would you ever 
consider using IDR- N to find that 
info, or have you got your own 

factsheets?

We have got our own to an 
extent, but if it goes further than 

what we have, I would direct 
them to IDR.

What 
about the

IDR- U?

Not sure, but 
she imagines it
might be good 
for 'our newer 

colleagues'

CDP is one of 
the core 

reasons why 
the IDR- N is 

useful.

Everyone seems 
to use the term 

'CPD' but it is only 
in very small 

letters at the end 
of the blurb.

It should be a
big title in a 
box on the 

landing page.

We have a few 
newer 

colleagues who 
would find the 

CPD stuff useful.

And its good for 
everybody, because 
if you know how a 

dispute goes on, you
know how to 

prevent it.

This is a 
reason why
the IDR- N is

useful.

Personally, I have a 
background, I did a lot 
of litigation when I was 
training, so I am more 

alive to court 
proceedings [but 

others may not be]

So your newer 
team members 

may find the 
information on 

here useful?

Yes.

Do you think 
there might be 
information on 

here beyond what
you have got on 
your sharepoint?

Yeah, 
probably.

Ours [Sharepoint] are 
'light- touch'

These are the grounds on 
which you can contest, or if

you find yourself in a 
contested estate, this is 
some of the things you 

might want to think about.

But if you find it 
is going to be 

contested, then 
having the right 
people is useful.

So having this 
extra level of 

expertise on the
IDR- N, its just 
good to know.

Need to highlight 
these specific use 
cases - knowing 

more about CP and 
dispute means you 
are better prepared 

to write your will.
Have you 
sent it to 

your 
colleagues?

I have sent it 
to one of them
who works in 
commercial 

litigation.

But I haven't 
yet sent it to 
the newest 

team 
members.

Major opportunity for 
increasing subscribers - tell

this story, about Heledd 
and her own expertise vs 

that of her newer 
colleagues, and how she 
thinks it would be useful 

for their CPD And send it to 
everyone and tell 

them to tell all 
their colleagues 
how great it is, 

and incentivise it.

Heledd

Goal led
design

Giving 
advice and 
factsheets 
to clients

Clients with
contentious

issues

Helping the 
most common 

use- cases 
achieve their 

goals

Heledd
When a client 

has a potential
issue

Subscribers 
own 

SharepointsHeledd

Everything they 
could possible 
want or need 

when a situation
arises.

Even stuff 
they didn't 
know they 
needed.

Heledd
Two distinct 

types of 
contentious 

issue

HeleddHeledd

If you are ever sending anyone 
off to the pub to read a 

factsheet, would you ever 
consider using IDR- N to find that 
info, or have you got your own 

factsheets?

We have got our own to an 
extent, but if it goes further than 

what we have, I would direct 
them to IDR.

Ours [Sharepoint] are 
'light- touch'

These are the grounds on 
which you can contest, or if

you find yourself in a 
contested estate, this is 
some of the things you 

might want to think about.

"And its good for 
everybody, because if you 
know how a dispute goes 

on, you know how to 
prevent it".

Heledd
Heledd

Preventative

Heledd

Heledd

She logs
in to the

IDRN

Top five most
frequently 
occurring 
scenarios

There are lots of 
different types of 

cases, but they fall
under different 

headings.

1. Where you are 
disputing the Will 
- the document 
itself with not 
being valid.

There are 
various 

different ways 
you can do 

that.

2. The will is 
completely fine 
but the person 
who might be 
able to inherit, 

doesn't.

3. Administrative 
issues - a Will 

writer did 
something wrong 

that needs 
rectifying.

The Will itself 
is valid, but it 
just doesn't 
make sense

So they might be 
able to bring a 

claim to try and 
get an 

inheritance, or a 
greater share.

4. Executors 
aren't doing it 

properly or have
done something

wrong.

5. Trustess 
aren't doing it 

properly or have
done something

wrong.

Or the 
Trustees or 

the Executors
fall out

Or the 
beneficiaries and 
the Executors or 
Trustees fall out.

Cara

Referrers
At what point 

would a referrer 
contact IDR for 
support, or to 
refer a client?

Two general 
types of 

circumstance.

1. They are a will 
writer and someone 
has got in touch and

said 'tell us about 
that will, we are not 

happy about it...'

If there sole role is to write 
Wills and they don't do 
anything else, they are 

suddenly panicked because
they think someone might 
sue me because of my will.

2. Then there are the 
people who are executors, 
or acting for executors & 
administrators/trustees, 
going about their duties 

when they have notice that 
somebody is not happy.

So that letter 
comes in and

they will 
contact us

And depending on the 
referrer, and how well they 

are educated, or we 
educate them in the best 

time to hand these matters
over, ideally as soon as that
letter comes in they would 

contact us and say 'we 
have got a bit of a problem'

Do we need to 
do anything 
about it right 

now?

Cara

Tipping 
point 

situations

"My experience 
across the entire 
industry, is that 

there IS an 
education need".

Quite a lot of 
people think 
they can fix 

things.

We might 
find it comes 
across to us 
much later

We've had a few where 
they get in touch, ask for a 
bit of advice, we give them 
a bit of advice, and they go 
away and it never comes 

back because its been 
resolved.

Cara

I think the 
IDR- N is a 
publicity 

tool.

Its to show 
everyone 'look 
how much we 

know'

And its to give 
them an idea, 
that if a letter 

comes in...

The 1975 Act 
factsheets are 
probably the 
best example 

of this.

If someone is dealing 
with an estate, and 
there is a child that 

hasn't inherited, and 
they write to the 

executors and said 'we 
are going to claim'

Something needs to 
happen and there could 

ordinarily be a pause, 
between what advice is 

that person going to give to
the executor or the other 

beneficiaries.

Do they give 
advice, and do 
they actually 
know who to 

contact?

So the IDR- N has factsheets
and information that they 
can download and send to 
the beneficiaries, and say... 
'this company knows what 

they are talking about'

They could probably
help you, we can't...

But this should give 
you an overview of 

what is about to 
happen.

So that is 
how I 

viewed its 
use.

We would be very 
cautious as a 

company to look like
we are trying to 

train people on how 
to deal with it.

That's quite risky from 
our point if view 

because if they assume
we have given them 

the right advice without
knowing all the 

information.

It's to help 
them do 
their Will 
better.

Expand on 
the 

purpose of 
the IDR- N

Or if a dispute does 
come in, its to give 

an overview of what 
they or their client 

may be 
experiencing.

So they then 
know that we 

know what we are
doing, so they can

come to us and 
ask for our help.

And it might 
spell out the
steps if they 

do refer?

Yes. The factsheets 
all have a step- by- 

step guide, or lots of
terms that people 
won't know about.

They might not need
us, they might just 
need to know what 
that term meant, so 

it answers that 
question for them.

When do you 
envisage that 
subscribers 

would be using 
the IDR- N?

Hopefully
at any 
point.

If we can get 
people to 

subscribe to the
IDR- N before 

they need us...

It gives them a 
load of 

information about
how they can 
manage risk.

Reduce the 
likelihood of
there being 

claims.

To manage 
it if there is 

a claim.

So its not 
passed to 

us too late.

Information that 
tells Trustees how

they should be 
acting, what their 

duties and 
obligations are.

Its not saying this is a 
dispute and this is what

you need to do, its 
saying 'this is your role,
this is what you need to
be considering as part 

of that role.

Webinar 
on best 

practices.

'If you're a Will 
writer, this is 
the best thing 
to try to do to 
avoid a claim'.

Or to have the 
best way of 

dealing with it 
if there is a 

claim.

Its that pre- 
emptive stuff, 

before a dispute
arose, hopefully 
stops a dispute.

Cara

CaraCara

Sarah
B

In the same way 
that Spotify is 

better than 
illegally 

downloading 
mp3s.

They can get their 
answers quickly, 

more easily and in
more detail than if

they go to their 
own folders

Cara

Everything they 
need to know about 
what they need to 
do, without giving 
actual legal advice.

With a strong 
emphasis on 

contacting IDR 
for further 

support

Goal led
design

Subscribers do 
have a need for 
information at 
tipping point 

situations

Cara

Educating them in
exactly what they 
need to do when 

a contentious 
issue lands on 

their desk
But being 

careful not to
give actual 
legal advice

And 
encouraging 

then to contact 
IDR as much as 

possible

Example
use- case
scenario

She sees the 
triage section
right there at 

the top

What steps 
do they 
need to 

take now...?

Both Heledd and 
Sarah B are more 

experienced so 
know already know 

when something 
needs sending to 

IDR

Not all 
subscribers

will be

Cara's 
'educational 

need'

Helps us maintain 
relationships with potential

referrers, increasing the 
chance that they will come 

to us when they have 
clients with contentious 

issues.

Lindsay

It adds value to 
our offering by 

providing content 
that is genuinely 

useful to law 
firms.

Demonstrating
our expertise 

in this field 
and building 

credibility

Martin
Top five 

cases

IDR 
website 
sections

1. 
Contesting 
/ defending

a will

2. 
Disappointed
beneficiaries

3. Trust 
Disputes

4. 
Administrator
and executor 

disputes

5. 
Professional
Negligence

Segmented
by goal

Final 
list

1. Caveat has 
been 

discovered 
on the estate

1975 
beneficiary Charities

4. Larke 
Vs Nugus
request

5. 
Executors 

can't agree

Insights



Making 
benefits 
clear to 

subscribers

The IDR- N 
needs to be 
better than 

their 
Sharepoint.

They need 
guidance as to 
what the IDR- 
N can do for 

them

How will 
this 

guidance 
work?

Triage
Key insight

Private client solicitors do 
use factsheets to help in 

tipping point situations, but
they might not necessarily 
know that the IDR- N has 

really detailed factsheets in
this area of expertise...

Helping the 
most common 

use- cases 
achieve their 

goals

Everything they 
could possible 
want or need 

when a situation
arises.

Even stuff 
they didn't 
know they 
needed.

Top five most
frequently 
occurring 
scenarios

In the same way 
that Spotify is 

better than 
illegally 

downloading 
mp3s.

They can get their 
answers quickly, 

more easily and in
more detail than if

they go to their 
own folders

Goal led
design

Educating them in
exactly what they 
need to do when 

a contentious 
issue lands on 

their desk
But being 

careful not to
give actual 
legal advice

And 
encouraging 

then to contact 
IDR as much as 

possible



The IDR- N 
is better 

than their 
Sharepoint.

In the same way 
that Spotify is 

better than 
illegally 

downloading 
mp3s.

Their Sharepoint 
may well have a 
1975 Act folder, 

but the IDR- N has 
more than that...

Its got an easily 
accessible page 
that outlines the 
most frequently 
occurring issues 
that may arise...

For each one 
of these 

possible cases,
there are:

Links to the 
relevant 

factsheets to 
give to client.

Case studies of 
similar cases that 

explain what 
happened, how it 

was resolved, what 
problems can arise, 

etc.

Profiles of the IDR 
lawyers who have 

dealt with this kind 
of case before, with 
an outline of their 

successes.

Rough 
outline of 
the costs?

All very well designed 
and written so that all 
the information that a 
referrer would need in 
that instance, is right 

there and easy to find.

Easier than 
their 

Sharepoint.

Heledd has an 
executor who has 
received a letter 

from a 
disappointed 
beneficiary

Instead of going to 
her Sharepoint, she 
goes to the IDR- N 

because she knows 
its easier to get the 

right answers.

Landing
page

Triage section

With top five scenarios

The one she wants is:

Disappointed beneficiary

Clicks on 
Disappointed

beneficiary

Disappointed beneficiary page.

Contains everything she needs to know in that instance.

Factsheets to give to clients

Overview of what she might need to know - not too much info that we are trying to 
educate her to deal with it.

Case studies - outline how these cases tend to pan out - typical outcomes, how IDR 
resolved them, potential issues that arise.

Profile of IDR solicitors that deal with these cases, list of successes.

Rough costs???

AND A BIG CTA

Get in touch for free consultation

Not just easier to 
navigate and find the 
right information, but 
focused specifically on 

answering the most 
common questions, 
quickly and easily.

With extra 
useful content 

like case 
studies, IDR 

staff profiles, etc

Find the 
answers 

you need, 
quickly.

Goal led
design

She logs
in to the

IDRN

Example
use- case
scenario

She sees the 
triage section
right there at 

the top


