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Intake is one of the most critical aspects of any law firm. But far too often firms don’t 

give the intake process the special attention it deserves. When that happens, money goes 

flying out the door. Marketing spend is wasted if a firm does not have a smooth intake 

system for converting qualified case leads into actual clients. Here are some things to 

consider when it comes to intake: 

Hiring the right person. I believe that if everyone is responsible for doing intakes, 

then no one is. That is why a dedicated intake specialist should be brought on to both 

perform intakes, as well as to follow-up with prospective clients in order to convert them 

into clients. Intake is above all else a sales role, so the person doing intake should be 

comfortable with, and interested in, selling. I look for people who not only can sell, but 

who are upbeat, empathetic, and who truly enjoy helping people.  

If the cost of hiring an intake coordinator is a concern, consider the investment. If 

having an intake coordinator on staff results in just a few more signed per week for your 

firm, then the cost will be an absolute bargain. 

Training. Properly training an intake coordinator is really important. This training can 

be made easier by having a smooth and organized onboarding system. At our office we 

use videos to train all staff, including our intake department, and each position at our 

office has a manual which breaks down position-specific tasks. The better the training 

and onboarding, the more likely the intake coordinator will be in a position to thrive 

(assuming of course the right person was hired). 

Results. The intake coordinator should, like any other position in a law firm, have key 

performance indicators (or KPIs for short) they are responsible to hit. Whether the 

intake coordinator is expected to sign up a certain number of clients per month, or 

achieve a certain conversation rate, the intake coordinator needs to know what is 

expected of him in terms of results. That way, there is a specific and measurable goal to 

hit, and KPIs accomplish that. KPIs serve to hold the intake coordinator accountable.  

The details. Are your intakes done in a structured and choreographed way, or are they 

done randomly? Systems are very important when it comes to intake. Specifically, 

having written scripts and processes for an intake coordinator to follow are important. 

The more fine-tuned your intake system becomes, the more cases you will sign-up.  



 

Follow-up. They say the fortune is in the follow-up. Most firms give-up on leads much 

too quickly when they don’t sign them up right away. But it’s true that many clients take 

their time in hiring a lawyer, which means they can take days, and sometimes weeks to 

convert. Consistent and routine follow-up through telephone calls, as well as automated 

email sequences can dramatically increase the number of leads that turn into clients. At 

my office, we stay in touch with those that have not yet signed, until they either sign, or 

tell us to stop contacting them. The latter almost never happens. 

_______________________________________________________ 

               Thank You for Your Massachusetts Personal Injury Referrals! 

Your trust in us to handle your wrongful death, car accident, slip and fall, and workers’ 
compensation referrals is incredibly appreciated. Anyone you refer to us receives our 
signature 5-star client service called The Earley Experience which has led to nearly 600 
Google reviews. 

____________________________________________________________ 

                                                 Private 1-1 Attorney Coaching 

I'm now offering 1-1 coaching to a select number of growth-minded attorneys. If you're 
interested in learning more about taking your practice to the next level, email me at 
cearley@earleylawgroup.com for more details. 

_______________________________________________________ 

                    Sign-up for The Need-To-Know Practice Tip of the Week              

If you are not already receiving each week in your inbox my Need-To-Know Practice Tip, 
then you are missing out. Simply scan this QR code to start receiving this weekly email. 

_______________________________________________________ 

                                                       Let’s Connect 

Let’s grab coffee or jump on a Zoom so we can chat about practicing law, marketing, 
managing and scaling a practice, hiring/firing, referrals, etc. Call my cell at 617 956 2501 
or email me at cearley@earleylawgroup.com so we can talk and help one another! 

____________________________________________________________ 

           Check Out My Most Recent ABA Article Attached   

This month’s topic is about 5 mistakes I made when I opened up my practice. 
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