~clients want to feel valued

ByCh r’i\stoprher F. Earley.
' ] ‘Tve learned that -

people will forget
what you said, people

did, but people will
never forget how you
made them feel”

The number one réason lawyers re-
ceive ethical complaints is for not com-
municating with their clients. But while
‘regular and consistent communication
may avoid ethical problems, more is
needed in order to truly “wow” clients,

One of the core values of my firm is to
provide clients with the very best dlient
service we.can possibly &
provide. To me, thisis |
of absolute critical im- |
portance. We approach |
this through'a variety |
of ways that focuson - ® n—
one singular objective: :
consistently showing clients they-are val
ued and appreciated.

The very start of the representation is
a great titne to impress the client and set
the tone (and eliminate any type of “buy-
ersregret”). Bach new client receivesa
telephone call welcoming them, as well as
‘a welcoine card in themail,

The team member assigned then will
rcall the elient every three weeks, The call
'must be documented in our case:man-
‘agement software, K it is not document-
ed, the call never happened. Nt

Even if we have nothing new to report,

we still call clients every three weeks. Cli-

ents appreciate this, and moreover, it sub-
stantially reduces the likelihood that a li-
enit would ever complain that we are not
communicating enough. - _
"But calling is not enough. When the
lients are called, they need to be asked
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will forget what you -

how they are and shown genuine empa-
thy. They need to be asked about their
family. Truly listening to the clients and
what they are saying is really important.
- Ifwelearn the client hashad a big life
event (birth of a child, job promotion,
graduation, etc.) we send a handwritten
card congratulating the client, If there

—~Maya Angelou  has beena death in our dlient’s family,

we send a handwritten sympathy card.
We want our clients to know we listen

to them and care about them, and this

in turn creates a strong and meaningful
emotional connection, .

We further contact clients through reg-

ular, automated drip emails that are in-
tended to enter theé conversation going

tomated process that
requires no physical
“work on our part and
provides another channel of communica-
tion with clients.

We conclude the case with a thank-you
card to the client. Then, we call the client
each year on his or her birthday, and also
send out a birthday card each year. If the
client refers a client to us, we immediate-
ly send the dlient a handwritten thank-
you card showing our appreciation for
the referral. :

Most elients are easy and donit expect
very much. But still, go above and be-
yond for them anyway. I you do that,

“they will love you and will always re-
member the way you made them feel,

At the end of the day; the practice of
lawis.a business like any other business
involving consumers paying for a service.
Consurhers want and need to feel valued
and appreciated, so give them that, Ev-
erything else o them is secondary.

If you have other client service tech-
niques you use at your firm, I'would
love to hear about them. Email me at
cearley@chrisearley.com and tell me

alinub sl . AT




