
K
eep ing cli ents and keep ing them
happy amount to much the same
thing. Here are some proven tech -
niques – some work better for pri -

vate cli ents, or en tre pre neurs, oth ers are
equally ap pli ca ble in the argy bargy of cor po rate 
law.

1Rep re sent your cli ents well – Cli ents hire you
for your knowl edge, for your clout, and for the

fact that you will ne go ti ate more strongly on their be -
half than they can for them selves. But just do ing this
is n’t enough – that’s why there are lots more strat e -
gies . . .

2Thank cli ents – Don’t take cli ents for granted.
Thank your cli ents for their busi ness – by let ter,

fax, in per son, and with the oc ca sional tan gi ble gift
or lunch.

3Re turn cli ents calls A S A P – This is a mean -
ing ful way to show your cli ent just how im por -

tant he/she is to you. If you aren’t around, ar range for 
some one else to re turn the call on your be half.

4Keep your cli ents in formed about prog ress –
Your cli ents have ev ery con fi dence in your abil ity 

to solve their le gal prob lems, but they feel a whole
lot more com fort able and se cure when you keep
them in formed fre quently and reg u larly through out
the pro cess.

5Ask cli ents what they ex pect, then do it – 
You’ll never be ab so lutely cer tain that you are

go ing to please a cli ent un less you ask them ex actly
what they ex pect, and then act on it.

6Be com pletely dis creet and loyal – Make it
abun dantly clear to your cli ents that you re spect

the con fi den ti al ity and com mer cial sen si tiv ity of the
in for ma tion you come across. Re as sure them on this 
point. Be loyal to your cli ent; what ever you think of
their be hav iour, re mem ber that in the end, they are
pay ing the bill. With out them, you would n’t have a
job.

7Be cre ative and in no va tive – Cli ents want
your bright, new ideas. They want you to show 

lead er ship. Use all the cre ativ ity you can mus ter
to come up with in no va tive so lu tions to their
prob lems.

8Be re ally in volved in your cli ent’s in dus try
– Make sure you re ally know what’s go ing

on. Be apart of the ‘big ger pic ture’ of their in dus try 
– not just by social is ing with other in dus try peo -
ple, but by par tic i pat ing in con fer ences, in dus try
bod ies, and ed u ca tional ac tiv i ties. Read their in -
dus try press.

9Con stantly seek feed back – Al ways ask your
cli ent how you are go ing. Ask how you can do

better. And lis ten to what they have to say.

10Get to know your cli ent’s busi ness –
Show a gen u ine and sin cere in ter est in cli -

ent com pa nies. Read their an nual re ports, in ter nal
mag a zines, and staff news let ters. Watch for their
names in the press. Talk about your cli ent’s com -
pany, and its ac tiv i ties, with their peo ple.

11Help your cli ent train their per son nel –
Help your con tacts to do a better job. Help

your cli ents to train their staff to do a better job. Of -
fer any ed u ca tion or guid ance that you can.

12Be avail able af ter hours – Give se lected
cli ents mo bile con tact num bers so they

can get in touch in a cri sis. Be avail able for early
morn ing or early eve ning meet ings with cli ents – if
that’s what they want.

13Be flex i ble – Try to do things the way cli -
ents want, rather than your cus tom ary or

con ve nient way. Adopt your cli ent’s ter mi nol ogy,
wher ever fea si ble. Be come more flex i ble and eas -
ier to deal with than any of their other ad vis ers, es -
pe cially other law yers.

14Meet with other cli ent ad vis ers – Al -
ways be ready to join forces with the other

ad vis ers to get the best so lu tion for your cli ent. In

the in ter ests of your cli ent, be pre pared to form
gen u ine multi-dis ci plin ary work ing part ner ships
with other ex perts.

15In tro duce cli ents to other help ful prod -
ucts and ser vices – If you come across

some thing that’s re ally great, and could be of ben e -
fit to your cli ent – even if its miles away from your
pro fes sional en gage ment – tell your cli ent about it.
This al ways goes down well.

16Help you cli ents to net work – In tro duce
your cli ents to other con tacts in their in dus -

try, or other ex pert ser vice pro vid ers who could be
help ful to your cli ent. Most of all, if you can spot a
busi ness op por tu nity for a cli ent, point them in that
di rec tion. This earns lots of brownie points.

17Pro vide a con stant stream of rel e vant in -
for ma tion – Through all of the in de pend ent 

sur veys, and all of our re search, ev ery thing points
to your cli ent plac ing a high value on rel e vant and
con cise in for ma tion. Keep up the in for ma tion flow.
Re mem ber, you’ll get ex tra points for brev ity!

18Pub li cise your cli ent’s news – When one
of your cli ents has a big win, or when there 

is an im por tant new ap point ment at a cli ent, pub li -
cise it within your prac tice and through out your
net work. Make sure ev ery body knows about the
new mar ket your cli ent is en ter ing, about their re -
cent ac qui si tion, or what ever else is im por tant to
the cli ent. Give your cli ent a copy of what you have 
cir cu lated in the group, or tell them about it.

19Keep your cli ent in formed –Your cli ents
are in ter ested in what’s hap pen ing within

your firm. Do your best to keep them abreast of
who’s who, and ini tia tives within your group.

20Care about your cli ents – There is no sub -
sti tute for gen u ine con cern and a sin cere

in ter est in your cli ent. If you don’t care, it will show. 
If you do, it makes all the dif fer ence.n
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