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HOMEWORK 

• You may obtain copies of these slides by contacting rwashington@dcbar.org.

• Follow me on twitter for law practice management articles and tips @attywashington

• We will see you on October 26

• Homework: 
• Work on a Fee Agreement template for your firm (Tip: try to start with concept map)

mailto:rwashington@dcbar.org


Client Relations

• RULE 1- Client-Lawyer 
Relationship

• Rule  1.3 
• Diligence and Zeal
• Rule 1.4 
• Communication

http://www.dcbar.org/bar-resources/legal-ethics/amended-rules/rule1-03.cfm
http://www.dcbar.org/bar-resources/legal-ethics/amended-rules/rule1-04.cfm


Know what 
the client 
wants

Trust

Competency

Communication (number one 
complaint NEGLECT) 28%



Honesty/Ethics 
Ratings



Once Someone Needs a 
Lawyer, Negative Views of 
the Profession Fall
http://www.abajournal.com/lawscribbler/article/do_lawyers_really_su
ck_no_potential_clients_antipathy_can_be_overcome

http://www.abajournal.com/lawscribbler/article/do_lawyers_really_suck_no_potential_clients_antipathy_can_be_overcome


Client Relations

• What the client is 
seeking from you

• Trust
• Competency
• Communication 

(number one 
complaint 
NEGLECT)



Client Relations 
Starts with Your 
Choice



Good Client Selection

• 1. Identify the ideal client
• 2. Characteristics of the ideal client
• 3. Where are they and how do you find 
them?



The Goal

• 1. Solve the problem 
• 2. Remain Ethical
• 3. Exceed expectations
• 4. Develop a referral source
• 5. Make a profit



The Bad Choice Lawyers Make

• 1. Can I do this?
• 2. Is this the Plan?
• 3. Is my fee reasonable?
• 4. Can they afford to pay?
• 5. Do you know their expectations?



So How ?
Experian Credit Report for Lawyers

https://www.experian.com/connect/attorneys-check-clients-credit-report-and-score.html


How to Close-
10 Steps:



1. Thinking



2. Opening the 
Discussion

• Ask how you can help
• Set an agenda



3. Needs Assessment

• Ask questions about the potential client
• Who 
• What
• When
• Where
• Why
• How
• Listen to the answers and follow up 

as needed



4. Summarize/Restate

Restate your understanding

Mirror the PC’s concerns



5. State Your 
Solution

• Tell about your ability 
to solve the problem

• Make confident 
Statement



6. Explain the Process

• What will happen

• The possibilities

• The solution

• Don’t oversell



7. Recommendation

• You can help 

• You can’t help

• Refer it out



8. Justify and 
Close and…

Tell the PC you are the right person 
for the job then let them know….



Don’t let them 
beat you up on 
price!



9. Follow-up

• Check in with the PC 

• Agreement must be signed

• Decline Letter



10. Start 
Working Now



Their choice too!



Trust is the Key:
Listening is the Way

• Focus
• Hear words and feelings
• Restate and validate
• Clarify
• Reflect and Summarize
• Defer Judgment



But They Said 
No???







You may be 
the problem!



Why No?
Don’t End Up 
Here!



If they say YES…



• B



BUT WAIT!



Consider Walking Away From 

• The serial litigant, especially the person 
who has fired her/his lawyer

• The exquisitely angry client

• The liar

• The unrealistic client

• The very cheap client

• Uncooperative 



Symptoms of a 
Problem Client



Managing the Difficult Client

• 1. Special Time

• 2. Document, Document, Document LEO 
333

• 3. Set Boundaries- before, during and after

• 4. Train and Remind

http://www.dcbar.org/bar-resources/legal-ethics/opinions/opinion333.cfm


Now that your busy…

• Fire the clients you do not like;

• Fire the clients who don’t pay;

• Focus narrowly on what you love;

• Learn how to say ‘no’.



You’re Fired! 
Rule 1.16(b) 

Stop wasting precious 
time!

http://www.dcbar.org/bar-resources/legal-ethics/amended-rules/rule1-16.cfm


But you can…



Continue To:

Listen Manage 
Expectations Boundaries



Internal Processes

Evaluate current caseload
•Avoids gaps expectations and service
•Have weekly case reviews 
•Communication polices



Relationship Management

Listen Manage 
Expectations

Initiate 
Dialog



Initiate Dialog



Initiate Dialogue 

1. Interviews

2. Conferences

3. Team interviews

4. Financial planning discussions

5. Ask for Feedback

6. Close Survey



Missed Opportunities

The appearance of your file

How your office looks and smells

How the phone is answered

Your demeanor and appearance



Unbundle Legal Services

• See Legal Ethics Opinion 
330

https://www.dcbar.org/getmedia/45cbd83d-d721-4e12-8227-c0f555d599ff/DC-Legal-Ethics-Opinions_0620


Getting Clients to Pay

• 1. Bill regularly
• 2. Bill after good result
• 3. Bill after a productive conversation
• 4. Review billing entries
• 5. Never delay billing
• 6. NEVER DELAY BILLING!



Client Surveys

• Request our Client 
Satisfaction Survey Form
• From PMAS@dcbar.org

• Use 
www.SurveyMonkey.com 

• More information on Client 
Relations is at
• Page 77, e-Manual

mailto:PMAS@dcbar.org
http://www.surveymonkey.com/


EMPLOYEES



•Automate

•Delegate

•Eliminate



HIRING STAFF

• When it is no longer cost 
effective to be the do-it-all 
solo practitioner?



HIRING STAFF

Working too many 
hours

Income is not 
increasing with work 

efforts

Doing all the clerical 
work yourself may not 
be as cost effective as 

you think.

But you can’t afford to 
take on an additional 

expense, right?



HIRING STAFF
EXPENSE

• An expenditure for a good 
or service inherent in the 
process of dispatching 
work

• Should be controlled

• Example- rent, paper 
clips, staples, file folders

ASSET/INVESTMENT

• An expenditure that 
substantially enhances the 
value of a business.

• Can amplify profits by 
multiples of the 
investment’s cost

• Should be judged by their 
potential return



WHAT STAFF CAN DO

• Staff can support the legal work
• Staff can support the non-legal work

• Entrepreneurial
• Organizational
• Marketing

• Good assistant= profit (double what 
you pay the assistant)



Can I Afford Staff?

Gross revenue 4 times the cost of the staff person.

For Example:
• Gross revenue = $120,000.00
• Assistant= $30,000.00
• Assistant should be able to provide you with 500 extra hours of 

capacity.  
• You will need 250 hours of extra work to cover additional overhead.



So ask yourself….
What type of support do I need?

Administrative assistant
Legal Assistant
Paralegal

Refer to your Time
Management Sheet

Look at what you spend your time doing
What can you delegate



Time Management Sheet



Personnel Choices

Staff Employee:
• Traditional choice
• Available on long term basis
• Can be expensive
• Hire carefully and with expectation long-

term relationship



Personnel Choices

• Leased Employee:
• No payroll headaches
• No benefit expenses
• High premium for the convenience
• Can also do temp-to-perm.

• Lets you see a person in action first.
• Usually expensive…



Personnel Choices

In the beginning may be best to use on an as-
needed basis. 

…but when you have more work than you can 
handle apply the four-to-one hiring rule to 
evaluate more permanent staff.



Virtual and Contract Help

Virtual Receptionist/Assistants

Contract Lawyers
Hire an Esquire

LawClerk

Benefits
Use as needed

Avoid costly long-term commitment

Easy to find

https://www.lawyerist.com/reviews/virtual-receptionists/


Training Employees

Client 
relations

01
Billing and 
time 
keeping

02
Case 
manageme
nt system

03
Calendaring 
Dates

04
Internal 
procedures for 
handling daily 
task 

05



How to Onboard New Staff- Resources

• https://www.fastcompany.com/90531227/how-to-onboard-new-
employees-virtually-during-the-pandemic

• https://www.fundera.com/blog/hiring-first-employee

https://www.fastcompany.com/90531227/how-to-onboard-new-employees-virtually-during-the-pandemic
https://www.fundera.com/blog/hiring-first-employee


Hire for 
attitude & 
talent

• Look for examples of how someone displays 
good attitude and uses their talent;

• Hire for attitude & talent and train for results;

• When you make a mistake, fail fast;

• How to Hire Your First Employees:  
http://guides.wsj.com/small-business/hiring-
and-managing-employees/how-to-hire-your-
first-employee/

http://guides.wsj.com/small-business/hiring-and-managing-employees/how-to-hire-your-first-employee/




• November 5, 2020 - An Introduction to Legal Research on 
the New Fastcase 7

• November 19, 2020 – Windows 10 and Digital Forensics
• November 19, 2020 – Windows 10 and Digital Forensics



Networking 
Opportunities 

October 29, 2020, Virtual 
Networking RSVP to 
rsjillions@gmail.com

November 12, 2020, Network 
Friday, at 12:30 p.m. RSVP 
to steven@stevenkriegerlaw.com

Click Here: More Info on Our 
Free Programs

mailto:rsjillions@gmail.com
mailto:steven@stevenkriegerlaw.com
https://www.dcbar.org/For-Lawyers/Practice-Management-Advisory-Service/Courses-and-Trainings


Nov. 2nd: Session 7 Marketing 

• You may obtain copies of these slides by contacting 
smallfirmcourse@dcbar.org.

• You can also follow me on twitter @attywashington

• Homework: 
• Create a Client Survey
• Concept Map your greatest marketing challenge and your 

client’s problem recognition process

mailto:rwashington@dcbar.org


Process Focused 
Marketing
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