Basic client service standards

We will put clients first – on our premises
We will be welcoming – the client will be greeted by name first by a professional  receptionist and later by attorneys and staff.
We will be punctual – so the client will not have to wait.

We will make an unavoidable wait pleasant – offering a beverage, a comfortable waiting area, entertainment (television or print materials), directions to the rest room or coat closet, and access to the phone and Internet.  We will apologize for any delay.
We will not make negative comments or discuss any client’s business in a public place (hallway, elevator or snack room) where it might be overheard by a visiting client.

We will keep the files of other clients out of the view of visiting clients.
We will give a visiting client our undivided attention – putting other calls and distractions on hold until after the meeting.

We will introduce the visiting client to other attorneys and staff – especially those on the client team.

When we see an unfamiliar person in a hallway, we will ask “can I help you?” and then stay with the visitor until the visitor’s need is met.
When a client sees our office space or our print and electronic materials, the design will convey the message that we place clients first.

We will put clients first – by being accessible

We will provide clients with our office, cell and home phone numbers as well as e-mail addresses.

When out of the office, we will carry Blackberries, cell phones and laptop computers with remote access to firm resources.

We will provide clients with extranet sites where they can access information about their matter 24/7.

We will answer our own phones.  When this is not possible, the client will have a choice of phone mail or talking to a real person.
We will train all attorneys and staff (especially switchboard personnel) in professional communication protocols.

We will put clients first – by being responsive

We will check for phone and e-mail messages regularly and return them within a set period of time – no longer than 24 hours, and preferably much less.

If we can’t respond to a message personally, we will make that sure someone else who is familiar with the client’s case or matter returns the call.

We will check for and acknowledge the receipt of all faxes.

We will let clients know when we will be out of reach, and give them the contact information of the person who can answer their questions in our absence.
We will make sure that each client has multiple contacts at the firm, and that the client’s staff has contacts among parallel members of the law firm’s staff.

We will learn and use the names of a client’s staff; we will be courteous and respectful at all times.
We will respond to any complaints, fix them and let the client know how the problem has been fixed.

We will put clients first – by understanding their needs
We will ask clients about their service preferences before, during and after each engagement.

We will create a client service ombudsman – and encourage clients to contact this person if they are less than perfectly satisfied.

We will listen more than we talk.  We will never give the impression that we are too busy to give a client our complete attention.
We will visit each client on their premises at least once a year – off the clock – to ask about client satisfaction.  We will ask for a tour to learn more about their business.
We will take a hard look at our own interpersonal skills – and ask for professional development assistance if necessary.

We will keep current with developments in our client’s industry, reading industry publications and participating in industry organizations.  We will keep track of and congratulate clients on their industry successes.
When appropriate, we will co-locate a lawyer on the client’s premises.

To respect the client’s financial needs, we will staff each matter in a way that provides the best value for the service provided.

We will put clients first – by continuously improving our procedures
We will manage client expectations through clear client intake procedures.
We will communicate clearly regarding fees, costs, team members, deadlines, risks and outcomes.

We will hold a team meeting with the client at the start of any engagement.

We will avoid surprises.

We will discuss a proposed action with a client before we incur any fees.

We will provide clients with copies of documents – in the format they prefer.

We will review documents carefully for typos, misspelled names or missing pages.

We will meet or exceed our deadlines.  If we cannot, we will let the client know well in advance.

We will handle client correspondence promptly upon receipt, using a routing system.

Our bills will be clear, correct and prompt; they will be a format that meets the client’s needs.

We will review the first bill with the client and resolve any questions promptly.

We will provide a status update monthly, even if there are no billed hours.

We will accept responsibility for any mistakes, apologize and provide a solution.

At the end of any engagement, we will send a thank you note.  We will survey to find out how we could have provided better service.  We will make changes to our procedures based on what we learn from our clients.
