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1. The most important tip to remember is that
good client service starts with good client
selection.

2. Develop good client intake procedures.
3. Do not take clients outside your area of

expertise.
4. Send non-engagement letters to any poten-

tial client you do not take.
5. Do not over-promise. If you cannot deliver

on something you promised, contact the
client immediately, beg for forgiveness and
make certain you never over-promise with
this client ever again. Clients are more like-
ly to remember the promises you did not
keep than those that you did.

6. ALWAYS tell your client the truth if you
make a mistake. Tell the client as soon as
you know a mistake has been made. Most
clients will forgive a mistake. They will not
as easily forgive trying to hide a mistake.

7. Stay on top of technology. Clients want to
know that your firm (even if you are a solo)
is one of the best and understanding and

using technology can give you that edge. If
you are not on top of technology, do not
"brag" to clients that you are a techno-
dinosaur.

8. Make certain that your work is timely and
you keep clients informed about all devel-
opments.

9. Never give clients the impression that you
are too busy to answer their calls or com-
plete their work.

10. Develop your fee collection policies,
put them in writing and give a copy to new
(and existing) clients.

11.Discuss your fees and collection policy at
the first meeting.

12.Introduce your clients to your staff if you
are in a small firm and to your assistant
and others in your department if you are in
a large firm. Often these staff will have a
great deal of contact with your clients.

13.Make certain that your staff understands
that they contribute to the success of the
practice. Regardless of how many people

you have in your firm, the interaction your
clients, or potential clients, have with your
support staff or associates is just as impor-
tant as the contact they have with you.
Every person in your firm should be an
asset to the practice.

14.Every employee, regardless of how many
or how few, should have the same enthusi-
asm for helping clients as you do.

15.Contact clients regularly. Don't allow the
only contact you have with a client be about

some type of problem.
16.Begin to call at least one client a

week just to see how things are
going. Keep the call brief, tell them
the reason you are calling, and let
them know you are there when
they need you.

17.Always return your phone calls
within 24 hours. If you can't per-
sonally return them,
have someone else return
them.

18.Keep your staff informed. If you
expect your staff to contribute to
your success, and you should,
then it is important that
you keep them
informed about clients
and your commit-
ment to providing
the best service possi-
ble.
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