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Practice Tips...

What Do Clients Want?

tlooks like marketing will be the law-
I yer's catchword for the 90°s. Every-

where you look there are articles on
how 10 market your peactice, advertising,
yliow puges. ielevision, radio, direct mail,
strategic planaing, personnel management,
and computers. Law is big business.

What seems (o receive less emphasis is
that the best way to build a law practice is
wdo superor work fof your existing clicnts.
Trcat your cli-ents
well, get good re-
sults, and your for-
mer clients will be
the best marketing
program you can
get. £
What do clicnts
want? Clients want |
fast action.

As soon as you
have been rewained,
do somcthing. You can always do some-
thing on a case the first day you are re-
laincd. Send 2 letier of representation to
the opposing adjuster or your client's in-
surer. - You can also send a letter to the
client welcoming him or her and explain-
ing somc of the things you will do on the
case,

Another thing you can do promptly is
seutle the peoperty damage claim. To the
attomncy, the property damage is the small-
cst par of the case but to the client it may
be the most important thing at that mo-

ment. At that first meeting you can obtain
most of the information necessary o value
the propenty damage loss. I the client has
sealistic expectations about the v luc of his
of her automobile then you should be able
10 settie that claim peomptly. Show the
clientthat you are an auomey who wili ke
action and get results.

Somcthing elsc you can do immedi-
ately is submit the client’s medical bills o
the proper insurance camier. Clients have
ofien had medical bills rejected and are
concemed about their credit rating. Take
carc of it.

STOP THE WORRYING

Personal injury clients worry about their
injury, their income, medical bills, and the
fegal process. They wosrty about being
taken advaniage of, about dealing with the
insurance adjuster and about handling the
insurance pay .

It is important 1o reassure clients that
you have handled similar cases, that these
legal mauers necd 10 be taken carc of
properly and you will help them do that.
Reassuring the clicnt does not mean telling
them that cverything is okay if in fact the
case is weak. You reassure the clicnt by
indicating that you will explore the maiter
carcfully and give the client a choice of
options to choose from. It reassures clicats
and lets them know they will no fonger
have 1o deal with the insurance adjusier or
fill out the insurance paperwork.
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ROOFING &WATER PROOFING
SCIENTIFIC INSPECTION AND ANALYSIS

¢ Exterior structural inspections
Condition/recommendation reports.

* Photographic/video reports

Establish priorities.

Infra-red / capacitance moisture surveys.
Develop budget estimates.

Certified asbeslos inspectors.

SHOW EFFORT

Youshow clicnts cf(oniby sending them
copnes of the paperwork reccived and pre-
parcd. We send copics of nearly every
piece of paper that comes Nl or gocs out
of our officc | recently staned sending
clicnts copics of legat rescarch memos and
the memo we diciate setting forth our dis-
covery plan tor the case. Most clients are
deliphied to see the information and recog-
aize the work that goes into it

When you talk o the clicnt don’t be
maodest. Let hunor her know the effort that
isheing put foeth and thatthese is moee than
onc person working on the case. Introduce
your legal assistant and explain what s/he
docs  Inuaduce other people who are
wurking on the case ami cxploin that thee
clTorts are pecessary 0 go 1oe-to-1oc with
the multi-billion dotlar insurance company
that 15 contesting the cluim.

PERSONAL INTEREST

Nobody likes 10 be thought of as a
number, 1 think many clients would be
of fended by the thought that their cases are
being “processed” ot that they were ob-
tained through “markcting cffons.” Try 10
remember that clients e real people with
real injurics and concerns, and that your
clicnts arc paying a lot of moncy for the
profcssional services of an atiomey.

Clicnts necd to be old their case is
impornant. We letour clicnts know that we
only handk personal injury cases and that
we don't take every cusc that is referred o
our firn, We let clients know we have
taken their case beeause it has meritand we
think they should be compensated for what
has happened 10 them.,

Realistically, the attomey will probably
not have a large numbes of personal con-
tcls with cach client. It is important to
make those contacts special. 1t's casy w
get rushed and 1o guestion your chents like
Joc Friday asking 1or “just the fxts,
ma‘am.” If that's all you ask for that’s all
you'll get. However, il you get to know
yours clients and find out about their family,
theis work, and the things that interest
them, you will do a betier job. 1t may be
easy for an arbitrator or a jury to make a
small award on 2 “sofl tssuc neck case.™ It
is a lot harder 1o shorichange a real person
that the jury oc arbilrator has gotten o
know and whose injury aflects that per-
son’s job, his or her rccreation, and his or
her future.

VIGOROUS ADVOCACY

1 am convinced that at the initial client
mecting many clients don’t want 10 hear
about mediation, altemalive dispute reso-
lution, or how their case will be negoti.ted
and settled out of court. 1 believe u.at
clients want o know that youcan be amean
SOB if necessary. At the initial client

mecting | scck a commiment lrom ihe
cticnt that they are willing (o go through 3
trial or arbitranion if i is nccessary (o e a
fair resull, Once the client knows you will
be tough if necessary, then the clientisir a
bheticr frame of mind o hear aboul aliemate
dispute resolution options

REALISTIC ADVICE

Some Lawyers atk about “chient Lon
trol™ s o their clients were unruly annwals
that need 1o be “comtrlled. ™ § think most
clicats want their cases investigated, theer
legal options explawmed, and realisne ad
vice given, If you werk hard 1o provide
reahistic advice and conduct zourscll i o
professional manner then you should have
few “client conrol”™ problems.

When you are ready to evatuate s cuse N
and discuss setdement figures 1 suggest
that you have a face-1o-face meetng with
the client. At this meeting { alk for about
onc-hall hour detailing for the clicat how
we amived at the proposed scttlement fig-
ures: | want the client 10 know how many
different factoes were constdered before
giving a scttlement figure so that the client
will feel comfonable with the valuc we
have placed on his o her case. When that
next doar neighbor says the case is worth
“at least a mitlion” the client will know
who o belicve. Since initiating this proce-
durc several years ago, | have not had a
single clicnt question or disagree with the
valuc we placed on his or her case,

CLIENTS WANT RESULTS
Like anybody, clients want a favorsble
outcome in theif case. Work hard 10 getiv

I"m not anu-marketing. Itis imporam
10 let others know about your law practice
and whal kind of cascs you handle. How-
ever, | think itis 100 casy o look at macket-
ing as a shon<cui 1o buikhing 2 solnf law
pracuce. 4

The way lo get more and better cases is
straightforward. Work hard. get good re-
sults, and let your clients know you ob-
tained a good result for them. Word trav-
els.

HAVE A VALUABLE “PRACTICE
TIP" THAT YOU WOULD LIKE TO
SHARE WITH WSTLA MEMBERS?
PLEASE CALL BOB DAWSON (624-
5000) WITH YOUR THOUGHTS.
REMEMBER, YOUR PRACTICE TIP
MAY RELATE TO SUBSTANTIVE
LAW, PROCEDURE,OR LAW OFFICE
MANAGEMENT.

Robert K. Dawson s a parmer n the
Seattle fim of Pence & Dawson: his
procice isfimited to plaintt!'s parsonal
Injury coses.
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B FORENSIC ENGINEERS
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‘Litigation assistance

MDE'S EXPERTISE IN ACCIDENT RECONSTRUCTION AND PRODUCT LIABILITY

TEMCWAR ACCRINTY
oy bucrs Mowomcyries Fosestam

* The Delta Groupis availableto assist litigatorsin
all phases of roofing and waterproofing as well as
asbestos cases. We are available for consulting,
inspections,and expert witness testimony. Delta
Consulting is not affiliated with any material
manufacturers or contractors.

John Pugliese
(206) 788-0351  Fax (206) 788-9675
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