
The Ultimate Guide to Running 
a Personal Injury Firm

Introduction

Chapter I 

�,�Q���W�K�L�V���J�X�L�G�H�����Z�H�·�O�O���I�R�F�X�V���R�Q���W�K�U�H�H���D�V�S�H�F�W�V���R�I���U�X�Q�Q�L�Q�J���S�H�U�V�R�Q�D�O���L�Q�M�X�U�\��
�I�L�U�P�V����

1. Get Serious About Seeking Out Prospects 

2. Keep an Ongoing List of All Your Prospects

�:�K�H�W�K�H�U���\�R�X�·�U�H���W�K�H���V�R�O�H���S�U�D�F�W�L�W�L�R�Q�H�U���R�I���D���Q�H�Z���S�U�D�F�W�L�F�H���R�U���W�K�H���P�D�Q�D�J�H�U���S�D�U�W�Q�H�U���R�I���D���O�D�U�J�H����
�V�H�D�V�R�Q�H�G���S�H�U�V�R�Q�D�O���L�Q�M�X�U�\���I�L�U�P�����\�R�X���D�O�U�H�D�G�\���N�Q�R�Z���W�K�D�W���U�X�Q�Q�L�Q�J���D���O�D�Z���I�L�U�P���L�V���K�D�U�G�����$�Q�G����
�U�H�J�D�U�G�O�H�V�V���R�I���\�R�X�U���H�[�S�H�U�L�H�Q�F�H���L�Q���W�K�H���I�L�H�O�G�����\�R�X���N�Q�R�Z���W�K�D�W���G�H�Y�H�O�R�S�L�Q�J���\�R�X�U���I�L�U�P���L�V���D���Q�H�Y�H�U���H�Q�G�L�Q�J��
�S�U�R�F�H�V�V����

�6�X�F�F�H�V�V�I�X�O���P�D�Q�D�J�H�U�V���D�U�H���F�R�Q�V�W�D�Q�W�O�\���O�R�R�N�L�Q�J���I�R�U���Z�D�\�V���W�R���L�P�S�U�R�Y�H���W�K�H�L�U���I�L�U�P���R�S�H�U�D�W�L�R�Q�V�����D�Q�G��
�W�K�H�U�H�·�V���Q�R���V�K�R�U�W�D�J�H���R�I���V�W�U�D�W�H�J�L�H�V���D�Q�G���J�X�L�G�H�V���W�R���K�H�O�S���W�K�H�P���D�F�K�L�H�Y�H���W�K�H�L�U���J�R�D�O�V�����6�R�P�H���D�U�H��
�J�H�D�U�H�G���W�R�Z�D�U�G���S�H�R�S�O�H���M�X�V�W���V�W�D�U�W�L�Q�J���W�K�H�L�U���S�U�D�F�W�L�F�H�V�����R�W�K�H�U�V���D�U�H���L�Q�V�L�J�K�W�I�X�O���I�R�U���D�Q�\�R�Q�H���G�R�L�Q�J���W�K�H��
�G�L�I�I�L�F�X�O�W���M�R�E���R�I���E�X�L�O�G�L�Q�J���D�Q�G���J�U�R�Z�L�Q�J���D���O�H�J�D�O���S�U�D�F�W�L�F�H����

�$�W���E�D�F�N�G�R�F�N�H�W�����R�X�U���M�R�E���L�V���W�R���L�P�S�U�R�Y�H���W�K�H���Z�D�\���O�D�Z���I�L�U�P�V���Z�R�U�N�����7�K�R�X�J�K���R�X�U���P�D�L�Q���W�R�R�O���L�V���R�X�U��
�S�U�D�F�W�L�F�H���P�D�Q�D�J�H�P�H�Q�W���V�R�I�W�Z�D�U�H�����Z�H�·�Y�H���J�D�L�Q�H�G���L�Q�Y�D�O�X�D�E�O�H���L�Q�V�L�J�K�W�V���I�U�R�P���Z�R�U�N�L�Q�J���F�O�R�V�H�O�\���Z�L�W�K���O�D�Z��
�I�L�U�P�V�����6�K�D�U�L�Q�J���Z�K�D�W���Z�H�·�Y�H���O�H�D�U�Q�H�G���L�V���D�Q�R�W�K�H�U���Z�D�\���Z�H���K�H�O�S���I�L�U�P�V���Z�R�U�N���V�P�D�U�W�H�U����

�$�W���W�K�H���H�Q�G���R�I���W�K�L�V���J�X�L�G�H�����Z�H�·�O�O���G�L�V�F�X�V�V���K�R�Z���R�X�U���S�U�D�F�W�L�F�H���P�D�Q�D�J�H�P�H�Q�W���V�R�I�W�Z�D�U�H���K�H�O�S�V���S�H�U�V�R�Q�D�O��
�L�Q�M�X�U�\���O�D�Z���I�L�U�P�V���P�D�Q�D�J�H���D�Q�G���J�U�R�Z���W�K�H�L�U���S�U�D�F�W�L�F�H�V�����+�R�Z�H�Y�H�U�����W�K�H���S�U�L�Q�F�L�S�O�H�V���W�K�D�W���I�R�O�O�R�Z���D�U�H�Q�·�W��
�H�[�F�O�X�V�L�Y�H���W�R���E�D�F�N�G�R�F�N�H�W���X�V�H�U�V�����W�K�H�\�·�U�H���S�U�D�F�W�L�F�D�O���D�Q�G���Y�D�O�X�D�E�O�H���W�L�S�V���W�K�D�W���K�H�O�S���D�Q�\���I�L�U�P���L�P�S�U�R�Y�H��
�K�R�Z���W�K�H�\���R�S�H�U�D�W�H��

�*�U�R�Z�L�Q�J���\�R�X�U���O�D�Z���I�L�U�P���P�H�D�Q�V���E�U�L�Q�J�L�Q�J���L�Q���F�O�L�H�Q�W�V�����)�R�U���V�R�P�H���I�L�U�P�V�����W�K�L�V���P�H�D�Q�V���E�U�L�Q�J�L�Q�J���L�Q���P�R�U�H��
�F�D�V�H�V�����)�R�U���R�W�K�H�U�V�����L�W���P�H�D�Q�V���E�U�L�Q�J�L�Q�J���L�Q���F�D�V�H�V���P�R�U�H���F�O�R�V�H�O�\���D�O�L�J�Q�H�G���Z�L�W�K���W�K�H�L�U���J�R�D�O�V����

�<�R�X�·�O�O���U�H�I�L�Q�H���\�R�X�U���S�U�R�F�H�V�V���D�V���\�R�X���J�D�L�Q���H�[�S�H�U�L�H�Q�F�H�����E�X�W���L�W�·�V���F�U�X�F�L�D�O���\�R�X���K�D�Y�H���D���S�U�R�F�H�V�V����

Bonus tip:
�%�X�L�O�G�L�Q�J���D���U�H�I�H�U�U�D�O���Q�H�W�Z�R�U�N���W�D�N�H�V���W�L�P�H���D�Q�G���H�I�I�R�U�W�����E�X�W���L�W���Z�L�O�O���S�D�\���G�L�Y�L�G�H�Q�G�V���I�R�U���\�R�X�U���I�L�U�P�����$�W�W�H�Q�G��
�Q�H�W�Z�R�U�N�L�Q�J���H�Y�H�Q�W�V���R�U���V�L�P�S�O�\���S�L�F�N���X�S���W�K�H���S�K�R�Q�H���W�R���V�W�D�U�W���D���G�L�D�O�R�J�X�H���Z�L�W�K���I�L�U�P�V���\�R�X���Z�D�Q�W���U�H�I�H�U�U�D�O�V��
�I�U�R�P�����5�H�P�H�P�E�H�U���W�K�D�W���V�H�Q�G�L�Q�J���U�H�I�H�U�U�D�O�V���L�V���D���J�U�H�D�W���Z�D�\���W�R���J�H�W���W�K�H�P���L�Q���U�H�W�X�U�Q����

�,�I���\�R�X�·�U�H���F�X�U�U�H�Q�W�O�\���W�U�D�F�N�L�Q�J���S�U�R�V�S�H�F�W�V���R�Q���S�D�S�H�U���R�U���H�Y�H�Q���L�Q���\�R�X�U���K�H�D�G�����\�R�X���F�R�X�O�G���E�H���P�L�V�V�L�Q�J��
�Y�D�O�X�D�E�O�H���R�S�S�R�U�W�X�Q�L�W�L�H�V����

�7�K�H���E�H�V�W���Z�D�\���W�R���N�H�H�S���D�Q���R�Q�J�R�L�Q�J���O�L�V�W���R�I���\�R�X�U���O�D�Z���I�L�U�P�·�V���S�U�R�V�S�H�F�W�V���L�V���W�R���F�U�H�D�W�H���D���V�K�D�U�H�D�E�O�H����
�H�D�V�L�O�\���D�F�F�H�V�V�L�E�O�H���O�L�V�W���R�I���Q�D�P�H�V�����F�R�Q�W�D�F�W���L�Q�I�R�U�P�D�W�L�R�Q�����D�Q�G���R�W�K�H�U���U�H�O�H�Y�D�Q�W���G�D�W�D����

�5�H�F�H�S�W�L�R�Q�L�V�W�V�����S�D�U�D�O�H�J�D�O�V�����D�Q�G���D�W�W�R�U�Q�H�\�V���F�R�X�O�G���S�O�D�\���X�Q�L�T�X�H���U�R�O�H�V���L�Q���E�U�L�Q�J�L�Q�J���L�Q���F�O�L�H�Q�W�V�����%�H���V�X�U�H��
�W�K�D�W���D�Q�\�R�Q�H���Z�K�R���P�L�J�K�W���Q�H�H�G���D���S�U�R�V�S�H�F�W�·�V���L�Q�I�R�U�P�D�W�L�R�Q���K�D�V���D�F�F�H�V�V���W�R���L�W���D�Q�G���F�D�Q���Y�L�H�Z�����H�G�L�W�����D�Q�G��
�X�S�G�D�W�H���W�K�L�V���O�L�V�W��

�%�R�Q�X�V���7�L�S�����5�H�D�V�V�H�V�V���\�R�X�U���I�L�U�P�·�V���S�U�R�V�S�H�F�W�L�Q�J���V�W�U�D�W�H�J�\���H�Y�H�U�\���W�K�U�H�H���P�R�Q�W�K�V�����7�K�H���E�X�V�L�H�U���\�R�X�U���V�W�D�I�I��
�L�V�����W�K�H���P�R�U�H���V�H�O�H�F�W�L�Y�H���\�R�X���F�D�Q���E�H���D�E�R�X�W���S�R�W�H�Q�W�L�D�O���F�O�L�H�Q�W�V�����7�R�R���P�D�Q�\���I�L�U�P�V���P�D�L�Q�W�D�L�Q���D��
�I�H�D�V�W���R�U���I�D�P�L�Q�H���P�H�Q�W�D�O�L�W�\���H�Y�H�Q���Z�K�H�Q���W�K�H�\���V�K�R�X�O�G���E�H���I�R�F�X�V�L�Q�J���R�Q���W�K�H���T�X�D�O�L�W�\���R�I���O�H�D�G�V���W�K�D�W��
�W�K�H�\�·�U�H���J�H�W�W�L�Q�J����

3. Touch Base Frequently

4. Keep Thorough Notes of All Interactions

5. Frequently Revisit and Revise Your Online Presence

5. Frequently Revisit and Revise Your Online Presence

Consistently Delivering an Excellent Customer Experience

6 Best Practices for Providing Outstanding Customer Service

Know the Status of Every Case

Know and Care About Your Clients

How do you show you care?

Take Feedback Seriously

Tips for incorporating feedback and improving your services:

Look Beyond Law Firms for Inspiration

Let Technology Do the Heavy Lifting

�2�Q�F�H���<�R�X�·�Y�H���,�G�H�Q�W�L�I�L�H�G���6�W�U�D�W�H�J�L�H�V�����,�P�S�O�H�P�H�Q�W���D���6�\�V�W�H�P

�6�W�U�H�D�P�O�L�Q�H���<�R�X�U���)�L�U�P�·�V���&�R�P�P�X�Q�L�F�D�W�L�R�Q�V���W�R���,�P�S�U�R�Y�H���(�I�I�L�F�L�H�Q�F�\��
and Client Satisfaction

Get on the Same Page (And Stay There)

Five tips to fix these problems:

Stay Connected with Your Clients

Lead the Conversation with Third Parties

Putting It All Together with Backdocket

Convert More Prospects

�1�R�Z���W�K�D�W���\�R�X���K�D�Y�H���D���F�H�Q�W�U�D�O�L�]�H�G���O�L�V�W���R�I���S�U�R�V�S�H�F�W�V�����L�W�·�V���W�L�P�H���W�R���V�W�D�U�W���D���G�L�D�O�R�J�X�H�����+�R�Z�H�Y�H�U�����W�K�H�U�H�·�V��
�D���I�L�Q�H���O�L�Q�H���E�H�W�Z�H�H�Q���F�X�O�W�L�Y�D�W�L�Q�J���U�H�O�D�W�L�R�Q�V�K�L�S�V���D�Q�G���R�Y�H�U�F�R�P�P�X�Q�L�F�D�W�L�Q�J���Z�L�W�K���S�U�R�V�S�H�F�W�V����

�<�R�X���G�R�Q�·�W���Z�D�Q�W���D���S�R�W�H�Q�W�L�D�O���F�O�L�H�Q�W���W�R���I�R�U�J�H�W���D�E�R�X�W���\�R�X�����V�R���V�H�W���U�H�P�L�Q�G�H�U�V���W�R���U�H�D�F�K���R�X�W���W�R���\�R�X�U��
�S�U�R�V�S�H�F�W�V���D�W���U�H�J�X�O�D�U���L�Q�W�H�U�Y�D�O�V����

�,�I���D���S�U�R�V�S�H�F�W���J�L�Y�H�V���\�R�X���L�Q�I�R�U�P�D�W�L�R�Q���D�E�R�X�W���W�K�H�L�U���O�L�I�H�����L�W�·�V���Z�R�U�W�K���U�H�P�H�P�E�H�U�L�Q�J���D�Q�G���L�Q�F�O�X�G�L�Q�J���L�Q���\�R�X�U��
�Q�R�W�H�V�����7�K�L�V���L�Q�F�O�X�G�H�V���L�Q�I�R�U�P�D�W�L�R�Q���D�E�R�X�W��

�%�\���K�D�Y�L�Q�J���W�K�H�V�H���L�Q�V�L�J�K�W�I�X�O�����H�D�V�L�O�\���D�F�F�H�V�V�L�E�O�H���Q�R�W�H�V���L�Q���I�U�R�Q�W���R�I���\�R�X���G�X�U�L�Q�J���\�R�X�U���Q�H�[�W���L�Q�W�H�U�D�F�W�L�R�Q����
�\�R�X���F�D�Q���E�H�W�W�H�U���F�R�Q�Q�H�F�W���Z�L�W�K���\�R�X�U���S�U�R�V�S�H�F�W���E�\���I�R�O�O�R�Z�L�Q�J���X�S���R�Q���W�K�H���W�R�S�L�F�V���P�R�V�W���L�P�S�R�U�W�D�Q�W���W�R��
�W�K�H�P�����<�R�X�·�O�O���V�K�R�Z���\�R�X�·�U�H���J�H�Q�X�L�Q�H�O�\���O�L�V�W�H�Q�L�Q�J���W�R���W�K�H���W�K�L�Q�J�V���W�K�H�\���V�D�\�����7�K�L�V���L�V���D���S�U�D�F�W�L�F�H���\�R�X���F�D�Q��
�V�W�D�U�W���X�V�L�Q�J���Z�L�W�K���\�R�X�U���H�[�L�V�W�L�Q�J���D�Q�G���I�R�U�P�H�U���F�O�L�H�Q�W�V�����W�R�R����

�:�K�H�Q���D���S�U�R�V�S�H�F�W���L�V���F�R�Q�V�L�G�H�U�L�Q�J���K�L�U�L�Q�J���\�R�X�����W�K�H�\�·�U�H���O�L�N�H�O�\���Y�L�V�L�W�L�Q�J���\�R�X�U���Z�H�E�V�L�W�H���R�U���U�H�D�G�L�Q�J���R�Q�O�L�Q�H��
�U�H�Y�L�H�Z�V���R�I���\�R�X�U���I�L�U�P����

�<�R�X���Z�D�Q�W���W�R���P�D�N�H���V�X�U�H���W�K�D�W���\�R�X�·�U�H���S�X�W�W�L�Q�J���\�R�X�U���E�H�V�W���I�R�R�W���I�R�U�Z�D�U�G���R�Q���D�O�O���D�Y�D�L�O�D�E�O�H���S�O�D�W�I�R�U�P�V����
�<�R�X�U���Z�H�E�V�L�W�H���V�K�R�X�O�G���L�Q�F�O�X�G�H���Y�H�U�G�L�F�W�V�����V�H�W�W�O�H�P�H�Q�W�V�����D�Q�G���W�H�V�W�L�P�R�Q�L�D�O�V���W�K�D�W���\�R�X�U���I�L�U�P���K�D�V���D�F�K�L�H�Y�H�G��
�I�R�U���F�O�L�H�Q�W�V�����,�W���V�K�R�X�O�G���P�D�N�H���D���F�R�P�S�H�O�O�L�Q�J���F�D�V�H���I�R�U���K�L�U�L�Q�J���\�R�X�U���I�L�U�P����

�2�Q�O�L�Q�H���U�H�Y�L�H�Z�V���D�U�H���H�T�X�D�O�O�\���L�P�S�R�U�W�D�Q�W�����,�I���D���S�U�R�V�S�H�F�W���V�H�H�V���R�Q�O�\���Q�H�J�D�W�L�Y�H���U�H�Y�L�H�Z�V���R�I���\�R�X�U���I�L�U�P����
�W�K�H�\�·�O�O���E�H�O�L�H�Y�H���W�K�H�P�����7�K�H���E�H�V�W���D�S�S�U�R�D�F�K���W�R���J�H�W�W�L�Q�J���E�H�W�W�H�U���U�H�Y�L�H�Z�V���L�V���W�R���D�V�N���H�[�L�V�W�L�Q�J���D�Q�G���I�R�U�P�H�U��
�F�O�L�H�Q�W�V���W�R���J�L�Y�H���\�R�X���D���U�H�Y�L�H�Z���R�Q���*�R�R�J�O�H�����<�H�O�S�����R�U���R�W�K�H�U���S�O�D�W�I�R�U�P�V����

�)�L�Q�G�L�Q�J���S�R�W�H�Q�W�L�D�O���F�O�L�H�Q�W�V���L�V���D���O�R�Q�J���W�H�U�P���F�D�P�S�D�L�J�Q�����D�Q�G���L�W�·�V���D�O�O���D�E�R�X�W���P�D�N�L�Q�J���\�R�X�U�V�H�O�I���Y�L�V�L�E�O�H�����7�K�D�W��
�P�H�D�Q�V���W�D�N�L�Q�J���W�K�H���I�R�O�O�R�Z�L�Q�J���V�W�H�S�V��

�+�D�Y�H���D���Z�H�E�V�L�W�H���W�K�D�W���V�K�R�Z�F�D�V�H�V���\�R�X�U���I�L�U�P�·�V���V�H�U�Y�L�F�H�V

�8�W�L�O�L�]�H���R�I�I�O�L�Q�H���D�G�Y�H�U�W�L�V�L�Q�J�����L�I���\�R�X�U���E�X�G�J�H�W���D�O�O�R�Z�V���L�W
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attending social gatherings
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List your firm in high-quality online directories

Create social media accounts for your firm and update them frequently

Build a referral network with other firms
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prospect used to inquire about your services. 
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interested in chit-chat. 

�0�D�N�H���V�X�U�H���W�H�D�P���P�H�P�E�H�U�V���D�U�H�Q�·�W���G�R�X�E�O�L�Q�J���\�R�X�U���R�X�W�U�H�D�F�K���H�I�I�R�U�W�V�����/�L�P�L�W���L�Q�W�H�U�D�F�W�L�R�Q�V��
so that one staff member is in charge of reaching out to each prospect.

Offer a concrete plan for the next steps that you and the prospect will take. 
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giving them general information about personal injury law. This helps establish your 
firm as a valuable resource. 
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Their case—including experiences with other law firms or insurance companies
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�H�D�V�\���D�F�F�H�V�V�����V�R���\�R�X�U���W�H�D�P���F�D�Q���P�R�U�H���H�D�V�L�O�\���F�R�Q�Y�H�\���W�R���F�O�L�H�Q�W�V���D�O�O���W�K�H���Z�R�U�N���\�R�X�·�U�H���G�R�L�Q�J���I�R�U���W�K�H�P����

�%�D�F�N�G�R�F�N�H�W���G�U�D�P�D�W�L�F�D�O�O�\���L�P�S�U�R�Y�H�V���K�R�Z���W�H�D�P���P�H�P�E�H�U�V���Z�L�W�K�L�Q���D���O�D�Z���I�L�U�P���F�R�P�P�X�Q�L�F�D�W�H���Z�L�W�K��
�H�D�F�K���R�W�K�H�U�����%�X�W���R�X�U���V�R�I�W�Z�D�U�H�·�V���I�H�D�W�X�U�H�V���H�Q�D�E�O�H���I�L�U�P�V���W�R���L�P�S�U�R�Y�H���F�O�L�H�Q�W���U�H�O�D�W�L�R�Q�V���D�Q�G���T�X�L�F�N�O�\��
�P�R�Y�H���F�D�V�H�V���I�R�U�Z�D�U�G���W�K�U�R�X�J�K���W�K�L�U�G���S�D�U�W�\���L�Q�W�H�U�D�F�W�L�R�Q�V����

�:�H���D�O�V�R���S�U�L�R�U�L�W�L�]�H���F�R�P�P�X�Q�L�F�D�W�L�R�Q�����Z�K�L�F�K���L�V���Z�K�\���Z�H���D�O�Z�D�\�V���P�D�N�H���R�X�U�V�H�O�Y�H�V���D�Y�D�L�O�D�E�O�H���W�R���R�X�U��
�F�X�V�W�R�P�H�U�V�����,�W�·�V���R�X�U���J�R�D�O���W�R���H�Q�V�X�U�H���\�R�X���X�Q�G�H�U�V�W�D�Q�G���K�R�Z���W�R���X�V�H���R�X�U���V�R�I�W�Z�D�U�H���H�Y�H�Q���E�H�I�R�U�H���W�K�H���I�L�U�V�W��
�G�D�\���\�R�X���L�P�S�O�H�P�H�Q�W���L�W���D�W���\�R�X�U���I�L�U�P�����D�Q�G���Z�H���F�D�Q���D�G�M�X�V�W���R�X�U���S�O�D�W�I�R�U�P���W�R���D�F�F�R�P�P�R�G�D�W�H���W�K�H���Z�D�\���\�R�X��
�Z�D�Q�W���W�R���Z�R�U�N��

�7�K�H�U�H���D�U�H���D���F�R�X�S�O�H���W�K�H�P�H�V���\�R�X���P�L�J�K�W���K�D�Y�H���Q�R�W�L�F�H�G���W�K�U�R�X�J�K�R�X�W���W�K�L�V���J�X�L�G�H�����&�R�P�P�X�Q�L�F�D�W�L�R�Q���D�Q�G��
�H�P�S�D�W�K�\���D�U�H���F�R�U�Q�H�U�V�W�R�Q�H�V���R�I���D�Q�\���V�H�U�Y�L�F�H���E�D�V�H�G���E�X�V�L�Q�H�V�V�����H�V�S�H�F�L�D�O�O�\���S�H�U�V�R�Q�D�O���L�Q�M�X�U�\���O�D�Z���I�L�U�P�V����

�,�Q�W�H�J�U�D�W�L�Q�J���K�H�D�O�W�K�L�H�U���F�R�P�P�X�Q�L�F�D�W�L�R�Q���D�Q�G���J�U�H�D�W�H�U���H�P�S�D�W�K�\���E�H�W�Z�H�H�Q���\�R�X�U���H�P�S�O�R�\�H�H�V�����D�V���Z�H�O�O���D�V��
�\�R�X�U���I�L�U�P���D�Q�G���\�R�X�U���F�O�L�H�Q�W�V�����L�V���I�X�Q�G�D�P�H�Q�W�D�O���W�R���J�U�R�Z�W�K�����V�X�V�W�D�L�Q�D�E�L�O�L�W�\�����D�Q�G���U�H�S�X�W�D�W�L�R�Q��
�P�D�Q�D�J�H�P�H�Q�W�����7�K�R�X�J�K���W�K�H�V�H���D�U�H���E�U�R�D�G���F�R�Q�F�H�S�W�V�����Z�H���K�R�S�H���Z�H�·�Y�H���S�U�R�Y�L�G�H�G���V�H�Y�H�U�D�O���D�F�W�L�R�Q�D�E�O�H��
�W�L�S�V���W�K�D�W���\�R�X���F�D�Q���E�H�J�L�Q���X�V�L�Q�J���L�P�P�H�G�L�D�W�H�O�\����

�2�X�U���S�U�D�F�W�L�F�H���P�D�Q�D�J�H�P�H�Q�W���V�R�I�W�Z�D�U�H���L�V���D���J�U�H�D�W���Z�D�\���W�R���L�P�S�U�R�Y�H���F�R�P�P�X�Q�L�F�D�W�L�R�Q���W�R���E�H�W�W�H�U���V�H�U�Y�H��
�F�O�L�H�Q�W�V�����,�P�S�O�H�P�H�Q�W�L�Q�J���D���S�U�D�F�W�L�F�H���P�D�Q�D�J�H�P�H�Q�W���V�R�I�W�Z�D�U�H���D�O�V�R���J�U�H�D�W�O�\���L�P�S�U�R�Y�H�V���K�R�Z���W�H�D�P�P�D�W�H�V��
�K�H�O�S���R�Q�H���D�Q�R�W�K�H�U�����:�H�·�Y�H���E�X�L�O�W���R�X�U���V�R�I�W�Z�D�U�H���W�R���E�H���D���S�U�D�F�W�L�F�D�O�����S�O�L�D�E�O�H���W�R�R�O���W�K�D�W���F�R�Q�I�R�U�P�V���W�R���K�R�Z���D��
�I�L�U�P���Z�R�U�N�V�����U�D�W�K�H�U���W�K�D�Q���I�R�U�F�L�Q�J���D���I�L�U�P���L�Q�W�R���D���Q�H�Z���Z�D�\���R�I���Z�R�U�N�L�Q�J����

�%�D�F�N�G�R�F�N�H�W�·�V���J�R�D�O���L�V���W�R���K�H�O�S���O�D�Z���I�L�U�P�V���G�R���E�H�W�W�H�U���Z�R�U�N���E�\���H�O�L�P�L�Q�D�W�L�Q�J���L�Q�H�I�I�L�F�L�H�Q�F�L�H�V���D�Q�G���D�O�O�R�Z�L�Q�J��
�W�K�H�P���W�R���I�R�F�X�V���R�Q���Z�K�D�W���U�H�D�O�O�\���P�D�W�W�H�U�V����

�,�I���\�R�X�·�G���O�L�N�H���W�R���O�H�D�U�Q���P�R�U�H���D�E�R�X�W���R�X�U���S�U�D�F�W�L�F�H���P�D�Q�D�J�H�P�H�Q�W���V�R�I�W�Z�D�U�H�����F�R�Q�W�D�F�W���X�V���I�R�U���D���I�U�H�H��
�G�H�P�R�Q�V�W�U�D�W�L�R�Q����

�,�Q�W�H�U�Q�D�O���F�R�P�P�X�Q�L�F�D�W�L�R�Q���Z�L�W�K�L�Q���D���O�D�Z���I�L�U�P���L�V���R�Q�H���R�I���W�K�H���E�L�J�J�H�V�W���S�D�L�Q���S�R�L�Q�W�V���W�H�D�P���P�H�P�E�H�U�V���I�D�F�H����

�:�K�\���G�R�H�V���L�Q�W�H�U�Q�D�O���F�R�P�P�X�Q�L�F�D�W�L�R�Q���V�X�I�I�H�U�"���7�K�H�U�H���D�U�H���V�H�Y�H�U�D�O���U�H�D�V�R�Q�V��

�$�X�W�R�P�D�W�L�Q�J���W�K�H�V�H���W�D�V�N�V���I�U�H�H�V���\�R�X���X�S���I�R�U���R�W�K�H�U���L�P�S�R�U�W�D�Q�W���Z�R�U�N���D�Q�G���R�I�I�H�U�V���\�R�X�U���F�O�L�H�Q�W�V���J�X�L�G�D�Q�F�H��
�W�K�U�R�X�J�K�R�X�W���W�K�H�L�U���H�[�S�H�U�L�H�Q�F�H���Z�L�W�K���\�R�X�U���I�L�U�P��

�7�K�H���P�R�U�H���\�R�X���Z�R�U�N���R�Q���E�H�L�Q�J���S�U�H�V�H�Q�W���Z�L�W�K���F�O�L�H�Q�W�V�����W�K�H���E�H�W�W�H�U���\�R�X�·�O�O���J�H�W���D�W���W�K�L�V���F�U�X�F�L�D�O���V�N�L�O�O����

Chapter II

�'�R�Q�·�W���P�D�N�H���F�O�L�H�Q�W�V���Z�D�L�W�����:�K�H�Q���F�O�L�H�Q�W�V���V�W�D�U�W���W�K�L�Q�N�L�Q�J���R�I���W�K�H�P�V�H�O�Y�H�V���D�V���W�K�H�L�U���R�Z�Q���F�D�V�H��
�P�D�Q�D�J�H�U�V�����\�R�X�U���I�L�U�P���L�V���Y�H�Q�W�X�U�L�Q�J���L�Q�W�R���G�D�Q�J�H�U�R�X�V���W�H�U�U�L�W�R�U�\�����%�H���S�U�R�D�F�W�L�Y�H���E�\���J�L�Y�L�Q�J��
�F�O�L�H�Q�W�V���I�U�H�T�X�H�Q�W���F�D�V�H���X�S�G�D�W�H�V�����D�S�S�R�L�Q�W�P�H�Q�W���U�H�P�L�Q�G�H�U�V�����D�Q�G���T�X�L�F�N���U�H�V�S�R�Q�V�H�V���W�R��
questions.
 
�(�[�S�O�D�L�Q���W�K�H���S�U�R�F�H�V�V�����'�R�Q�·�W���D�V�V�X�P�H���F�O�L�H�Q�W�V���N�Q�R�Z���W�K�H���V�W�H�S�V���U�H�T�X�L�U�H�G���W�R���K�D�Q�G�O�H���W�K�H�L�U��
cases. Explain things thoroughly from the start and continue to do so throughout 
the process. 

�,�Q�I�R�U�P���\�R�X�U���F�O�L�H�Q�W�V���R�Q���G�H�Y�H�O�R�S�P�H�Q�W�V�����$�Q�\�W�L�P�H���D���P�L�O�H�V�W�R�Q�H���L�V���U�H�D�F�K�H�G�����R�U���D��
�U�R�D�G�E�O�R�F�N���L�P�S�H�G�H�V���S�U�R�J�U�H�V�V�����W�H�O�O���\�R�X�U���F�O�L�H�Q�W�V�����,�I���\�R�X���D�Q�G���\�R�X�U���W�H�D�P���K�D�Y�H���D���P�H�H�W�L�Q�J��
�D�E�R�X�W���D���F�O�L�H�Q�W�����J�L�Y�H���W�K�H�P���D���E�U�L�H�I�L�Q�J����

�5�H�V�S�R�Q�V�L�Y�H�Q�H�V�V���D�Q�G���D�F�F�H�V�V�L�E�L�O�L�W�\���D�U�H���N�H�\�����<�R�X�U���F�O�L�H�Q�W�V�·���T�X�H�V�W�L�R�Q�V���D�U�H���D�O�Z�D�\�V��
�L�P�S�R�U�W�D�Q�W�����V�R���F�U�H�D�W�H���D�Q���R�I�I�L�F�H���S�R�O�L�F�\���W�R���U�H�V�S�R�Q�G���W�R���D�O�O���T�X�H�V�W�L�R�Q�V���Z�L�W�K�L�Q���������K�R�X�U�V�����L�I��
not sooner. Make sure your clients know they can reach you anytime. 

Send reminders to your clients. If there are important dates your clients should 
�N�Q�R�Z���D�E�R�X�W�����Z�K�H�W�K�H�U���L�W�·�V���P�H�H�W�L�Q�J�V���Z�L�W�K���\�R�X�U���W�H�D�P���R�U���F�R�X�U�W���G�D�W�H�V�����U�H�P�L�Q�G���W�K�H�P���V�R��
they can prepare. 

�*�R���W�R���\�R�X�U���F�O�L�H�Q�W�V�����:�K�H�W�K�H�U���L�W�·�V���I�R�U���D���I�U�H�H���F�R�Q�V�X�O�W�D�W�L�R�Q�����G�H�S�R�V�L�W�L�R�Q���S�U�H�S�D�U�D�W�L�R�Q�����R�U��
�V�L�P�S�O�\���D���F�K�H�F�N���L�Q�����Y�L�V�L�W���\�R�X�U���F�O�L�H�Q�W�V���L�Q�V�W�H�D�G���R�I���D�V�N�L�Q�J���W�K�H�P���W�R���F�R�P�H���W�R���\�R�X�U���R�I�I�L�F�H����

1.

2.

3.

5.

6.

�3�U�D�L�V�H���D�F�F�R�P�S�O�L�V�K�P�H�Q�W�V�����Z�K�H�W�K�H�U���L�W�·�V���U�H�O�D�W�H�G���W�R���W�K�H�L�U���F�D�V�H���R�U���V�R�P�H�W�K�L�Q�J���\�R�X�U���F�O�L�H�Q�W��
has done outside of your professional relationship.

�:�K�H�Q���\�R�X���K�D�Y�H���L�Q�W�H�U�D�F�W�L�R�Q�V���Z�L�W�K���\�R�X�U���F�O�L�H�Q�W�����O�H�D�Y�H���E�H�K�L�Q�G���D�Q�\�W�K�L�Q�J���W�K�D�W���F�R�X�O�G��
distract you. All client-focused meetings and phone calls are opportunities to focus 
solely on the needs of your client. 

Send out cards for special days. This includes sending out Christmas cards or 
birthday cards to your current and former clients. 

Schedule meetings with your team to discuss feedback and reviews from your 
clients. 

�/�R�R�N���I�R�U���U�H�F�X�U�U�L�Q�J���W�K�H�P�H�V���L�Q���W�K�H���I�H�H�G�E�D�F�N���\�R�X���U�H�F�H�L�Y�H�����)�R�U���H�[�D�P�S�O�H�����G�R���F�O�L�H�Q�W�V��
�F�R�P�S�O�D�L�Q���W�K�D�W���W�K�H�\���G�R�Q�·�W���K�H�D�U���E�D�F�N���I�U�R�P���\�R�X�U���I�L�U�P���L�Q���D���W�L�P�H�O�\���P�D�Q�Q�H�U�"���,�I���V�R����
consider it an opportunity for improvement. 

�/�R�R�N���I�R�U���V�R�O�X�W�L�R�Q�V�����Q�R�W���V�R�P�H�R�Q�H���W�R���E�O�D�P�H�����,�I���\�R�X���Q�R�W�L�F�H���V�K�R�U�W�F�R�P�L�Q�J�V���L�Q���\�R�X�U��
�S�U�D�F�W�L�F�H�����U�H�F�R�J�Q�L�]�H���W�K�H�P���D�V���R�S�S�R�U�W�X�Q�L�W�L�H�V���W�R���G�R���E�H�W�W�H�U���Z�R�U�N�����$�Y�R�L�G���F�U�H�D�W�L�Q�J���D���F�X�O�W�X�U�H��
�Z�K�H�U�H���L�Q�G�L�Y�L�G�X�D�O�V���D�U�H���F�D�O�O�H�G���R�X�W�����,�Q�V�W�H�D�G�����I�R�V�W�H�U���D���W�H�D�P���P�H�Q�W�D�O�L�W�\���Z�K�H�U�H���H�Y�H�U�\��
member contributes to the progress your firm is making. 

�5�H�P�L�Q�G�L�Q�J���F�O�L�H�Q�W�V���R�I���L�P�S�R�U�W�D�Q�W���D�S�S�R�L�Q�W�P�H�Q�W�V�����P�H�H�W�L�Q�J�V�����F�R�X�U�W���G�D�W�H�V�����D�Q�G���G�H�D�G�O�L�Q�H�V

Sending follow-up surveys to clients after meetings

�3�U�R�P�S�W�L�Q�J���F�O�L�H�Q�W�V���I�R�U���I�H�H�G�E�D�F�N���R�Q�F�H���\�R�X�·�Y�H���F�R�P�S�O�H�W�H�G���W�K�H�L�U���F�D�V�H�V

Reminding you and your staff to follow up on a records request

�,�Q�V�W�H�D�G���R�I���I�R�F�X�V�L�Q�J���V�R�O�H�O�\���R�Q���W�K�H���J�R�D�O���R�I���K�D�Y�L�Q�J���K�D�S�S�L�H�U���F�O�L�H�Q�W�V�����I�R�F�X�V���R�Q���W�K�H��
system you use to accomplish that goal.

�*�L�Y�H���\�R�X�U���V�\�V�W�H�P���W�K�U�H�H���W�R���V�L�[���P�R�Q�W�K�V���W�R���W�D�N�H���U�R�R�W�����W�K�H�Q���U�H�D�V�V�H�V�V���\�R�X�U���F�O�L�H�Q�W��
satisfaction by looking at feedback and reviews. 

�,�Q�I�R�U�P�D�W�L�R�Q���L�V�Q�·�W���F�H�Q�W�U�D�O�L�]�H�G�����(�Y�H�Q���L�I���W�H�D�P���P�H�P�E�H�U�V���F�R�O�O�H�F�W���W�K�R�U�R�X�J�K���G�D�W�D�����L�W�·�V��
inaccessible to other team members.

�,�P�S�R�U�W�D�Q�W���P�H�V�V�D�J�H�V���G�R�Q�·�W���U�H�D�F�K���W�K�H�L�U���G�H�V�W�L�Q�D�W�L�R�Q�����$���F�O�L�H�Q�W�·�V���T�X�H�V�W�L�R�Q���R�U���D�Q��
�D�S�S�U�R�Y�H�G���U�H�F�R�U�G�V���U�H�T�X�H�V�W���L�V���U�H�F�R�U�G�H�G���E�\���D���W�H�D�P���P�H�P�E�H�U�����E�X�W���W�K�H���L�Q�W�H�Q�G�H�G���U�H�F�L�S�L�H�Q�W��
never sees it.

�:�K�H�Q���W�L�P�H���L�V���V�F�D�U�F�H�����L�P�S�R�U�W�D�Q�W���W�D�V�N�V���J�H�W���O�R�V�W���L�Q���W�K�H���V�K�X�I�I�O�H�� A firm gets swamped by 
�´�X�U�J�H�Q�W�µ���P�D�W�W�H�U�V�����D�Q�G���O�H�V�V���W�L�P�H���V�H�Q�V�L�W�L�Y�H���E�X�W���H�T�X�D�O�O�\���L�P�S�R�U�W�D�Q�W���W�D�V�N�V���J�D�W�K�H�U���G�X�V�W����

�2�O�G�����R�X�W�G�D�W�H�G���S�U�R�F�H�V�V�H�V���U�H�I�X�V�H���W�R���G�L�H�����-�X�V�W���O�L�N�H���L�Q���D�Q�\���R�W�K�H�U���I�L�H�O�G�����O�H�J�D�O��
�S�U�R�I�H�V�V�L�R�Q�D�O�V���V�R�P�H�W�L�P�H�V���E�H�F�R�P�H���F�R�P�I�R�U�W�D�E�O�H���G�R�L�Q�J���W�K�L�Q�J�V���D���F�H�U�W�D�L�Q���Z�D�\�����H�Y�H�Q��
when those processes have outlived their utility or have been superseded by more 
efficient methods and tools. 

Chapter III

Purge paper and go online.  One of the biggest culprits causing roadblocks is the 
�X�V�H���R�I���S�D�S�H�U���E�D�V�H�G���V�\�V�W�H�P�V���W�R���F�R�P�P�X�Q�L�F�D�W�H�����:�K�H�W�K�H�U���\�R�X�·�U�H���G�L�V�W�U�L�E�X�W�L�Q�J���D���P�H�P�R��
�R�U���U�H�O�D�\�L�Q�J���D���S�K�R�Q�H���P�H�V�V�D�J�H���W�R���D���W�H�D�P���P�H�P�E�H�U�����D�O�Z�D�\�V���G�R���V�R���H�O�H�F�W�U�R�Q�L�F�D�O�O�\�����7�K�L�V��
�S�U�R�Y�L�G�H�V���D���U�H�F�R�U�G���R�I���L�Q�W�H�U�D�F�W�L�R�Q�V�����D�F�F�R�X�Q�W�D�E�L�O�L�W�\�����D�Q�G���D�F�F�H�V�V�L�E�L�O�L�W�\��

Always confirm receipt. Create a policy of confirming when you receive a message 
from a team member. Even a simple email stating “got it” will suffice.

Encourage follow-ups. ���,�I���F�R�Q�I�L�U�P�D�W�L�R�Q���R�I���U�H�F�H�L�S�W���L�V�Q�·�W���J�L�Y�H�Q�����W�K�H���S�H�U�V�R�Q���V�H�Q�G�L�Q�J���W�K�H��
message should follow up with the recipient until they get confirmation.

Cut out unnecessary communications.���6�R�P�H�W�L�P�H�V���O�H�V�V���F�R�P�P�X�Q�L�F�D�W�L�R�Q���L�V���P�R�U�H����
especially in a busy personal injury law firm. Look for ways to eliminate 
�X�Q�Q�H�F�H�V�V�D�U�\���P�H�H�W�L�Q�J�V�����H�P�D�L�O���F�K�D�L�Q�V�����R�U���R�W�K�H�U���F�R�P�P�X�Q�L�F�D�W�L�R�Q�V���W�K�D�W���G�L�V�W�U�D�F�W���W�H�D�P��
members from more important work. 

Give all team members a voice.���$�O�O���W�H�D�P���P�H�P�E�H�U�V�����I�U�R�P���P�D�Q�D�J�L�Q�J���S�D�U�W�Q�H�U�V���W�R���Q�H�Z�O�\��
�K�L�U�H�G���O�H�J�D�O���D�V�V�L�V�W�D�Q�W�V�����V�K�R�X�O�G���K�D�Y�H���D�Q���D�Q�R�Q�\�P�R�X�V���S�O�D�W�I�R�U�P���W�R���V�S�H�D�N���I�U�H�H�O�\�����Z�K�H�W�K�H�U��
�W�K�D�W�·�V���D�E�R�X�W���S�U�R�E�O�H�P�V���W�K�H���I�L�U�P���L�V���I�D�F�L�Q�J���R�U���V�X�J�J�H�V�W�L�R�Q�V���I�R�U���L�P�S�U�R�Y�H�G��
communication. 

1.

�$�O�Z�D�\�V���N�Q�R�Z���D���S�U�R�V�S�H�F�W�·�V���V�W�D�W�X�V�����3�U�R�V�S�H�F�W�V���U�H�S�U�H�V�H�Q�W���W�K�H���I�X�W�X�U�H���R�I���\�R�X�U���E�X�V�L�Q�H�V�V����
�V�R���L�W�·�V���Y�L�W�D�O���\�R�X���S�U�L�R�U�L�W�L�]�H���K�R�Z���\�R�X�U���I�L�U�P���L�Q�W�H�U�D�F�W�V���Z�L�W�K���W�K�H�P�����0�D�N�H���V�X�U�H���\�R�X���D�Q�G���\�R�X�U��
�W�H�D�P���D�O�Z�D�\�V���N�Q�R�Z���Z�K�H�W�K�H�U���D���S�U�R�V�S�H�F�W���L�V���F�R�Q�V�L�G�H�U�L�Q�J���\�R�X�U���I�L�U�P�����F�R�P�S�O�H�W�H�O�\��
�G�L�V�H�Q�J�D�J�H�G�����R�U���V�R�P�H�Z�K�H�U�H���L�Q���E�H�W�Z�H�H�Q�����7�K�H�Q�����\�R�X���N�Q�R�Z���Z�K�H�U�H���W�R���S�O�D�F�H���\�R�X�U��
resources.

Perfect your intake processes.  The intake process provides your firm with valuable 
information from your client. It should be finely tuned and repeatable. Create 
brainstorming sessions with all your intake team members so you can discuss what 
�Z�R�U�N�V�����Z�K�D�W���G�R�H�V�Q�·�W���Z�R�U�N�����D�Q�G���K�R�Z���W�R���P�D�N�H���\�R�X�U���L�Q�W�D�N�H���E�H�W�W�H�U����
 
�1�H�Y�H�U���O�H�W���D���F�O�L�H�Q�W�·�V���T�X�H�V�W�L�R�Q���J�D�W�K�H�U���G�X�V�W�����7�K�H�U�H�·�V���Q�R���V�X�F�K���W�K�L�Q�J���D�V���D���E�D�G���T�X�H�V�W�L�R�Q����
especially when it comes from your client. Create a policy to always return your 
�F�O�L�H�Q�W�·�V���F�D�O�O�V���Z�L�W�K�L�Q���������K�R�X�U�V�����L�I���Q�R�W���V�R�R�Q�H�U��

�8�S�G�D�W�H���F�O�L�H�Q�W�V���I�U�H�T�X�H�Q�W�O�\�����H�Y�H�Q���Z�K�H�Q���W�K�H�U�H���D�U�H�Q�·�W���X�S�G�D�W�H�V�� Clients hate feeling like 
they need to call a firm to get an update. Preempt them by giving them updates 
�D�Q�\�W�L�P�H���\�R�X���U�H�F�H�L�Y�H���R�Q�H�����,�I���W�K�H�U�H���D�U�H���Q�R���X�S�G�D�W�H�V�����V�L�P�S�O�\���W�R�X�F�K�L�Q�J���E�D�V�H���F�D�Q���D�O�O�H�Y�L�D�W�H��
their uncertainty about whether their case is receiving the attention it deserves. 

Touch base with former clients. �<�R�X�U���S�D�V�W���F�O�L�H�Q�W�V���Z�L�O�O���E�H���V�R�P�H���R�I���\�R�X�U���I�L�U�P�·�V���E�H�V�W��
�D�P�E�D�V�V�D�G�R�U�V�����&�K�H�F�N���L�Q���Z�L�W�K���\�R�X�U���I�R�U�P�H�U���F�O�L�H�Q�W�V���U�H�J�X�O�D�U�O�\���W�R���V�H�H���K�R�Z���W�K�H�\�·�U�H���G�R�L�Q�J����
�:�K�H�Q���V�R�P�H�R�Q�H���D�V�N�V���W�K�H�P���L�I���W�K�H�\���N�Q�R�Z���D���J�R�R�G���O�D�Z�\�H�U�����\�R�X���Z�D�Q�W���W�R���E�H���W�K�H���I�L�U�V�W���Q�D�P�H��
on their lips. 

1.

�&�U�H�D�W�H���D���O�L�V�W���R�I���F�R�Q�W�D�F�W���L�Q�I�R�U�P�D�W�L�R�Q���I�R�U���H�D�F�K���F�D�V�H���\�R�X�·�U�H���K�D�Q�G�O�L�Q�J�� Hopefully you 
�K�D�Y�H���D���F�H�Q�W�U�D�O�L�]�H�G�����H�D�V�L�O�\���D�F�F�H�V�V�L�E�O�H�����R�Q�O�L�Q�H���G�R�F�X�P�H�Q�W���R�U���V�R�I�W�Z�D�U�H���\�R�X���X�V�H���W�R���W�U�D�F�N��
�H�D�F�K���F�D�V�H�����,�Q���W�K�D�W���G�R�F�X�P�H�Q�W�����N�H�H�S���D���O�L�V�W���R�I���D�O�O���F�R�Q�W�D�F�W�V���\�R�X�·�O�O���Q�H�H�G���W�R���P�R�Y�H���W�K�L�Q�J�V��
forward.

Get direct contact information when possible.  If you always need to speak to an 
�L�Q�W�H�U�P�H�G�L�D�U�\�����D���U�H�F�H�S�W�L�R�Q�L�V�W�����F�D�O�O���F�H�Q�W�H�U�����R�U���V�H�F�U�H�W�D�U�\�����Z�K�H�Q���\�R�X���U�H�D�F�K���R�X�W���W�R���D��
�F�R�Q�W�D�F�W�����F�R�Q�V�L�G�H�U���D�V�N�L�Q�J���\�R�X�U���F�R�Q�W�D�F�W���I�R�U���D���G�L�U�H�F�W���O�L�Q�H���R�I���F�R�P�P�X�Q�L�F�D�W�L�R�Q���L�Q�V�W�H�D�G��

Devote an hour each day to check on outstanding requests.  Instead of sporadically 
�W�R�X�F�K�L�Q�J���E�D�V�H���Z�L�W�K���W�K�L�U�G���S�D�U�W�L�H�V���W�K�U�R�X�J�K�R�X�W���\�R�X�U���G�D�\�����V�H�W���D�V�L�G�H���R�Q�H���K�R�X�U���W�R���P�D�N�H��
calls or send emails. 

Use different forms of communication. ���,�I���\�R�X�·�U�H���D���S�K�R�Q�H���S�H�U�V�R�Q�����F�R�Q�V�L�G�H�U���E�U�D�Q�F�K�L�Q�J��
�R�X�W���W�R���W�H�[�W�����H�P�D�L�O�����R�U���Z�K�D�W�H�Y�H�U���I�R�U�P���R�I���F�R�P�P�X�Q�L�F�D�W�L�R�Q���\�R�X�U���F�R�Q�W�D�F�W���L�V���P�R�V�W��
responsive to. 

�:�K�H�Q���S�R�V�V�L�E�O�H�����D�X�W�R�P�D�W�H�� Many of the emails or reminders you send to third parties 
�F�D�Q���E�H���D�X�W�R�P�D�W�H�G���Z�L�W�K���W�K�H���U�L�J�K�W���V�R�I�W�Z�D�U�H�����7�K�H���P�R�U�H���\�R�X���D�X�W�R�P�D�W�H���F�R�P�P�X�Q�L�F�D�W�L�R�Q�V����
the more time and energy you can devote to other parts of your practice. 
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Bonus Chapter 

Empowering your team to be more proactive.���,�Q�V�W�H�D�G���R�I���Z�D�L�W�L�Q�J���I�R�U���D���G�H�I�H�Q�G�D�Q�W�·�V��
�D�W�W�R�U�Q�H�\�����D���G�R�F�W�R�U�����R�U���H�Y�H�Q���\�R�X�U���R�Z�Q���F�O�L�H�Q�W���W�R���P�R�Y�H���D���F�D�V�H���I�R�U�Z�D�U�G�����\�R�X���F�D�Q���V�H�W���X�S��
�D�O�H�U�W�V���D�Q�G���D�F�F�H�V�V���F�H�Q�W�U�D�O�L�]�H�G���L�Q�I�R�U�P�D�W�L�R�Q���V�R���W�K�D�W���\�R�X�·�U�H���W�K�H���R�Q�H���L�Q���F�R�Q�W�U�R�O��

Allowing your team to pick up conversations with clients where you left off.  When 
�\�R�X���V�S�H�D�N���Z�L�W�K���F�O�L�H�Q�W�V�����\�R�X���F�D�Q���H�D�V�L�O�\���D�F�F�H�V�V���Q�R�W�H�V���W�K�D�W���W�H�O�O���\�R�X���Z�K�D�W���Z�D�V��
discussed in the last call. Your client will appreciate this continuity and 
personalization. 

�8�V�L�Q�J���D�X�W�R�P�D�W�L�R�Q���W�R���I�U�H�H���X�S���\�R�X�U���I�L�U�P�·�V���E�D�Q�G�Z�L�G�W�K�� By automating tasks that used 
�W�R���F�R�Q�V�X�P�H���P�X�F�K���R�I���\�R�X�U���G�D�\�����\�R�X�·�O�O���E�H���I�U�H�H���W�R���I�R�F�X�V���R�Q���W�K�H���P�R�V�W���L�P�S�R�U�W�D�Q�W���D�V�S�H�F�W�V��
of your work. 

�6�W�D�\���D�W���W�K�H���W�R�S���R�I���D���S�U�R�V�S�H�F�W�·�V���P�L�Q�G - Backdocket helps you stay on top of 
�S�U�R�V�S�H�F�W�V���D�Q�G���W�K�H�L�U���V�W�D�W�X�V�H�V�����V�R���\�R�X���F�D�Q���E�H���V�X�U�H���\�R�X�·�U�H���E�U�L�Q�J�L�Q�J���L�Q���W�K�H���F�D�V�H�V���\�R�X��
�Z�D�Q�W�����,�W���U�H�P�L�Q�G�V���\�R�X���D�Q�G���\�R�X�U���V�W�D�I�I���Z�K�H�Q���L�W�·�V���W�L�P�H���W�R���I�R�O�O�R�Z���X�S���D�Q�G���S�U�R�Y�L�G�H�V���\�R�X��
�L�Q�I�R�U�P�D�W�L�R�Q���\�R�X�·�O�O���Q�H�H�G���W�R���K�D�Y�H���D���S�U�R�G�X�F�W�L�Y�H���D�Q�G���H�Q�M�R�\�D�E�O�H���F�R�Q�Y�H�U�V�D�W�L�R�Q����

�1�D�L�O���\�R�X�U���I�L�U�P�·�V���L�Q�W�D�N�H - Backdocket can prompt you to ask the right questions and 
�N�H�H�S���W�K�D�W���L�Q�I�R�U�P�D�W�L�R�Q���L�Q���D���F�H�Q�W�U�D�O�L�]�H�G�����H�D�V�L�O�\���D�F�F�H�V�V�L�E�O�H���G�R�F�X�P�H�Q�W���I�R�U���D�O�O���W�H�D�P��
members to see.

Save yourself time by relying on centralized information �������%�D�F�N�G�R�F�N�H�W���V�W�R�U�H�V����
�O�R�F�D�W�H�V�����D�Q�G���D�X�W�R���S�R�S�X�O�D�W�H�V���L�P�S�R�U�W�D�Q�W���F�R�Q�W�D�F�W���L�Q�I�R�U�P�D�W�L�R�Q���I�R�U���D�O�O���\�R�X�U���R�Q�J�R�L�Q�J��
�F�D�V�H�V�����,�W���Z�L�O�O���D�O�V�R���O�H�W���\�R�X���N�Q�R�Z���Z�K�H�Q���L�W�·�V���W�L�P�H���W�R���F�D�O�O���V�R�P�H�R�Q�H���Z�K�R���L�V���Q�H�H�G�H�G���W�R��
move the case forward.

Cultivate referral networks �������:�L�W�K���E�D�F�N�G�R�F�N�H�W�����\�R�X���F�D�Q���H�D�V�L�O�\���V�W�D�\���L�Q���F�R�Q�W�D�F�W���Z�L�W�K��
referring law firms and the clients they send your way. This information lets you 
�N�Q�R�Z���Z�K�L�F�K���U�H�I�H�U�U�H�U�V���D�U�H���R�I�I�H�U�L�Q�J���\�R�X�U���I�L�U�P���Y�D�O�X�D�E�O�H���O�H�D�G�V�����V�R���\�R�X���F�D�Q���I�R�F�X�V���R�Q���W�K�H��
most crucial parts of your network.


