This in-depth session teaches how to effectively track and analyze your marketing and business development efforts for maximum return on investment. The panelists discuss how best to qualify and convert those prospects you really want as clients. An attorney sells his own services just like a store sells a product.  The “Art of Closing” will equip you to not only “close the sale”, but also create a valuable and life-time relationship with your clients. Follow along as Kevin Chern and Damon Cheronis break down the closing process step by step.
Follow the Rules, to client retention. 
· Rule 1 - Ask Questions - The Socratic Method - Don’t give the consumer the answers; get THEM to tell YOU what they NEED! 

· Rule 2 – Make a connection. 

· Rule 3 -  Show compassion.

· Rule 4 – Eliminate Obstacles. Your job as an attorney is to make the path to legal services as smooth as possible. 

· Rule 5 – Get a Commitment, not an Appointment. 

· Rule 6 - Aggressive follow-up.  What to do to get retention.

Rule 1: 

Ask Questions

· Asking questions provides you with the ability to identify why a person is really calling you and what is going to motivate him to come to your office and hire you. Your job as an attorney is to act as a guide by asking each consumer a series of questions about her situation/circumstances, in order to lead them to a conclusion about “what they need”.  By compassionately asking a lot of questions, you will let them tell you what they need instead of vice versa. The outcome is a much more productive means to the desired end. 
· Lawyers always know the answers to the questions they ask.

· Never ask a question that gives them the opportunity to say no.  

· Never ask “Do you want to hire me?” 

· Never ask an open-ended question.

· Asking them “IF they want to hire you” is doing the consumer a disservice. You are there to help them solve their problems.  As a counselor you need to assume they want to hire you and get the ball rolling after they’ve voiced their concerns and a desire to fix their problems. 

· When asking questions, it is important to ask the questions that get to the heart of their problems, and get them to vocalize their pain. E.g. “Is it making you lose sleep at night?” Of course it is – but if you can get them to vocalize and confirm these types of things they will be more motivated to act on them. By hearing themselves actually speak out their problems they will be more likely to want to move forward and solve their problems. But, you have to ask the questions to get them there. 
· What is motivating you to call me today?
· Do you want to affect a change in your life?

· Why do you want to change your life?

· What do you want to achieve through this process?

· When this is over, how do you see your life

Exercise:

Come up with 5 questions to seek out what could be motivating your potential clients.

1.
_____________________________________________________________

2. 
_____________________________________________________________

3. 
_____________________________________________________________

4. 
_____________________________________________________________

5. 
_____________________________________________________________
Rule 2:

Make the Connection: 

· Potential clients call you because they want to talk to a lawyer.  An Attorney needs to be accessible. On the initial call/conversation an attorney should be the one speaking with the potentials, if at all possible. 

· If the law office is having a non-attorney handle the first conversation then the consumer will get the impression that the attorney is not going to be available during the entire legal process. Not a good feeling – and they may not work with your firm as a result. 

· Accessibility of the attorney is a reflection of the service that will be provided.  

· Your office may want to get a telephone line that is used exclusively for “new business calls”; the number you use in your marketing, etc. The attorney will know to pick up those calls (it is highly inefficient to have an assistant answering new biz calls and transferring them into the attorney). 

· Spend time, but not too much.  Qualify and discern whether or not they are serious. 

· Value every call. 

· You must “reset” yourself for every call with a new consumer. Even if you have spoken with 10 potentials already that day, the person should feel that he is the only person that matters to the attorney. 
· More questions allow you to make the connection.  Ask them questions that lead the consumer down the path they want.
· You only have a minute, and possibly the only minute, so use it well.
Rule 3:

Show Compassion:
· Show compassion & respect for the client on each call
· Let consumers talk. 
· Draw commonality.

· E.g. – If the consumer mentions things about their husband/kids, you need to talk a little about your own. 
· Don’t talk technical!
· A consumer wants to identify with you and vice versa.  Use cues to do this.
· Remember it’s all about relationship building. 
· Compassion shows humanity = trust.
· It’s hard not to have a hardened heart, but put things into perspective.
· A consumer is more likely to 
· a.) Like you, b.) Meet with you, and c.) Retain you as their attorney if they relate to you.  People like people who are in some way similar to them.
Rule 4:

Get the Commitment, not an Appointment!

· Get them into your office now! Create a sense of urgency to get them in and help them with their problems. You owe it to them. 
· “How about today.” – The appointment should be made at least within the 48 hours after that initial call, but within hours if at all possible. 
· The farther out the appointment is the less likely they are to show up and follow through. 
· Create a desire for reciprocation.  Move your schedule around for them. This will make them feel more catered to and more obligated to make the scheduled appt.  It may feel like an inconvenince but it is more of an inconvenience for them to not show up.
· Don’t be afraid to be blunt or direct in the right situation.
· Once you have talked through everything, asked the right questions, explained how you can help them out, and got them to agree to come in – then you can hand them off to an assistant to schedule the appointment (if you like) – or just handle the appt setting yourself. 
· Ask more questions to crystallize their desire/motivation and then reinforce that the solution is in front of them
Rule 5:

Eliminate Obstacles & Excuses 
· Try to eliminate all obstacles for the consumer.  Make things as easy as possible.  

·  “Well I can’t pay it all right now”, --- Okay well, what can you pay right now. Get the show on the road. 

· Payment plans.  Give them up to 90 days, over 6 payments.    You can even have them write out the checks and post date them.

· Obstacles are there to be overcome. Ask questions to reveal the real reason.

·  Keep it simple tell them to bring their bare minimum.

· Getting even just $100 dollars up front to start the process ensures that the consumer is VESTED in you as their attorney.  The first hundred is the hardest, the next hundred is the most important. 

Exercise:

What excuses have you heard, that prevent potential new business from entering the office? List 5 of the common excuses you hear from your clients. Then your response to the client breaking down the barrier. We have included 3 as examples to get you started: 

Examples:

Client Excuse:

 I can’t come in.  I don’t have money for the retainer.

Attorney response: 
Just bring a check for $100.00 in the consultation and we’ll work from there. 

Client Excuse:

I don’t think I’ll be able to pay you for your services right away. 
Attorney response:
We can work on setting up a payment plan for you; let’s talk about it when you come in.  The most important thing is to provide you some type of immediate relief.
Client Excuse:


I don’t have all my documents. 
Attorney response:

It’s ok; just bring in what you have.
1.              _____________________________________________________________

Your answer:
_______________________________________________________

2. 

_____________________________________________________________

Your answer:
_______________________________________________________

3. 

_____________________________________________________________

Your answer:
_______________________________________________________

4. 

_____________________________________________________________

Your answer:
_______________________________________________________

5. 

_____________________________________________________________

Your answer:
_______________________________________________________

Rule 6:

Aggressive Follow-up: 
· About 50% of people you talk will show up.   85% of people that show up should hire you. 

· You should track everything carefully and assign office responsibilities based on strengths and weaknesses.

· Incent employees for performance.

· Automate follow up in the office.  8-10 touches rule.  

· Set auto-reminders to send out follow-up emails, calls or letters (or all) to consumers.  Use automated email systems.

· The idea is to ensure that every consumer that didn’t initially retain still understands that you are their attorney and your door is open to them when they are ready to talk move forward with their case. 

· A good timeline to keep:

· Send appointent confirmation letter with nice four-color map.

· Call every consumer 2 days prior to appointment to remind.

· If you don’t reach them, leave a message and call them the day before the appt.

· If you don’t reach them, leave a message and call them the morning of the appt.

· If they ditch the appt.  – call them that within 20 minutes of the appointment time.  Empathize either talking to them or leaving a message, “It’s okay we understand these things happen, let’s get you in right now, today, soon, etc.”

· If they don’t come back a 2nd time – call them and tell them to schedule something that week that works best. 

· If they never make it in – send an email and follow up letters.

· Send a letter 30 days later with your card/info etc. 

· Call again six months later.

· It’s a good idea to get 8-10 touches total touches out before giving up on a potential client. 
Exercise:

Write down 5 things in your office you can do to improve your follow up with those who don’t come into their appointment, or retain you after their first meeting:

1.
_____________________________________________________________

2. 
_____________________________________________________________

3. 
_____________________________________________________________

4. 
_____________________________________________________________

5. 
_____________________________________________________________
