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INTRODUCTION

This Special Report concerns itself with a seemingly 
insignificant area of law firm management: The Automated Out 
of Office Email Responder.  

Bearing in mind that even a small hole can sink the 
mightiest of ships if left unattended for too long, you may 
consider this Special Report a “plug” to keep your law firm 
from leaking-business unnecessarily.  

These days, almost every law firm uses email as a primary 
means of client communication.  So-called “Out Of Office” 
email notices are nearly universal.  

However, a poorly conceived Out of Office notice to clients, 
referral sources and anyone else who may receive it, 
especially during a worldwide pandemic, can have the effect 
of a small hole below the waterline of a mighty ship.  On 
the other hand, a well-planned Out of Office autoresponder 
message can give the STRATEGIC law firm owner a distinct 
advantage, especially during a worldwide pandemic. By the 
time you’ve finished this Report, you’ll know how to put this 
advantage into play for your own small law firm. 

The Root of the Problem

Unfortunately, too many small law firms lack the benefit of 
a written business plan.  Therefore client communications 
– including Out of Office notices - are not able to be 
evaluated for effectiveness against the financial, personal 
or professional goals of the owners of the law firm; nor 
can those communications be evaluated against a written 
marketing plan or long-term marketing strategy.  Because no 
such tools exist in most small law firms. 
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In the absence of any such communications plan, it often 
falls to a clerical person with no training, background or 
involvement in MARKETING to write the “copy” for the law 
firm’s Out Of Office notice.  In other words, in the absence 
of an overarching strategic plan, this singular “tactic” is 
left at random.  And random tactics rarely work out well in 
the long run for small law firms.

The most successful Members of How To Manage A Small Law 
Firm have a strategy for the long-term success of their 
law firm(s).  Having clear goals and a well-thought-out 
strategy that’s set out in plain English (with our help) 
makes it much easier for the busy law firm owner to select 
and optimize key tactics in pursuit of that strategy; 
which in turn allows them to achieve their overall goals & 
objectives.  

The Reader who is truly committed to building a better 
law firm – a law firm that works for him or her, as opposed 
to a law firm that he/she must work for - may wish to take 
advantage of additional complimentary resources available 
at: www.lawfirmpandemicgrowthresources.com.

 

“Plans are worthless, but planning is everything

~ General Dwight D. Eisenhower

This Special Report addresses a seemingly small area of law 
firm management.  But when considered as part of a larger 
marketing strategy, this mere “tactic” can yield surprising 
benefits that give the law firm an “edge.”  And the difference 
between the most successful law firms and the also-ran’s 
often comes down to these “edges.” 
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In the past 20 years, the Founder of How to Manage a Small 
Firm has worked with many more than ten thousand law 
firms. And when added-together, the cumulative management 
experience of the full compliment of more than 30 fractional 
“time share” CEO, COO & CFO’s who support our 400 Members, 
runs into the centuries worth of experience.  And so we 
can tell you, with authority, that it’s very rare to find 
an “obvious” factor that makes a big difference in the 
performance of a law firm.   Instead, in most small law firms, 
it’s a series of “little hinges” that swing big doors.  

This Special Report seeks to help the law firm owner bent 
on building a more effective business think-through an 
admittedly small hinge that can swing open some big doors.  
Put another way, we want to help you FIX your “broken” Out 
of Office automated response strategy to help you be sure it 
hasn’t been slowly putting your law firm out of business!

communication
[ kuh-myoo-ni-key-shuh n ] noun

the imparting or interchange of thoughts, opinions, or information by speech, writing, or signs.

The Purpose Of Communication 

The goal, with your Out of Office reply, should be to 
communicate something very specific.  And to avoid 
communicating something else.  

Namely, the key point we want your Out of Office message to 
communicate to the clients, potential clients, referral 
sources, and others who send an email to your law firm is 
that you are tuned-in, attentive, responsible, and dedicated 
to helping them find practical solutions to their important 
problems.  But perhaps above all, the goal is to impart the 
thought that your law firm is RELEVANT.  
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The thought, opinion and/or information we want to avoid 
communicating is that your law firm operates by rote, that 
your law firm treats its clients like numbers instead of as 
important human beings, that your law firm is insensitive (at 
best) and oblivious.  We want to avoid having our law firm 
written-off as IRRELEVANT. 

Our goal should be to give people who send an email to your 
firm a reason to take further action that either deepens 
their relationship with the firm, or causes them to see the 
benefits of having one.

Put simply – your Out of Office notice should serve as a tool 
that attracts clients and referral sources, rather than 
pushing them away. 

In “No B.S. Sales Success In The New Economy,” by Dan S. 
Kennedy, the concept of “Sales Prevention” is introduced. 
Unfortunately, too many Out of Office automated responses 
appear to be the handiwork of the law firm’s “Sales 
Prevention Department”.  

Below is an excerpt from Chapter 9 of Kennedy’s excellent 
book:   

Close the Doors on the Sales Prevention Department 

A lot of companies have a more active Sales Prevention 
Department than they do a sales operation.  Their sales 
Prevention Departments are overrun with sales-killing 
policies, rules, laws, and forms. Often this happens if 
the lawyers and bean-counters gain excess power back at 
the home office. I do not envy those of you working for 
the worst of these. 
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My first and only sales job mentioned earlier in this 
chapter was with a company who had such a department, 
but even more so, had management focused on everything 
BUT the ease and simplicity with which an account could 
be opened, a new customer brought into the fold. 

I was able to circumvent the home office and invent my 
own streamlined, simplified sales process. Maybe you can 
too. But if you must try dragging the powers-that-be, 
out of the sales prevention mode, here’s a story that 
may help you sell your ideas. Feel free to use it as 
your own. 

There’s a little neighborhood, mom-n-pop coffee shop 
near my home, where I sometimes eat breakfast. On 
the counter, next to the cash register, there are 
three different receptacles for coins, for charitable 
donations-one for Kiwanis, one for something for the 
blind, one for disabled veterans. 

One morning, as I dropped my change into one of them, 
it registered with me that I always plunked my change 
into the same one. 

Why? 

I stood there for a few minutes, pondering my own 
behavior. Then it hit me. The reason I always put my 
change into the disabled veterans jar was NOT because I 
had any preference for that charity over the others. 

NOT because of any reasoned decision to support it 
instead of the others. 

NOT because of the graphic design or appearance of the 
different containers. 
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NOT because of any sales copy on the containers. 

NOT because of their arrangement on the counter. 

NOT for any thoughtful or logical or admirable reason. 

BUT definitely for a reason. The reason, and the ONLY 
reason, I put all my change into only one of these 
charity jars, each and every time, is the hole in the 
top of the jar I put all my coins into is bigger than 
the holes in the lids on the other two jars.

Wherever you make the “hole” in the lid of your jar easier 
to use and thus more attractive for your law firm’s clients, 
prospective new clients, former clients and even referral 
sources, you have improved a “hinge” that just may swing a 
large door open in your favor. You have made yourself more 
attractive to “all their spare change” and therefore more 
likely to receive it.

How To Manage A Small Law Firm currently employs more than 
fifty full-time-staff.  Together, we help to manage more than 
four hundred law firms around the United States and in at least 
three other countries.  Plus, we do business with dozens 
of different companies and vendors.  And we have a robust 
communications program with prospective new Members who are 
in various stages of evaluating when or whether to engage 
our services to help them improve the management, marketing, 
sales, operations, profitability and professional effectiveness 
of their solo or small law firms.  

Since 1999, all that our Founder has been doing is thinking 
about, analyzing, taking-apart and putting solo & small law firms 
back together as bigger, better, more profitable businesses.  
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And along the way he has made an informal but obsessive study 
of the correlation between a law firm’s “Out of Office” automated 
email message and pretty much everything-else that’s either 
going right or going wrong in the law firm.

In general, and particularly in the midst of a worldwide 
pandemic, there are a few specific points that an effective Out 
of Office notice must communicate. 

It should be written in a way that demonstrates the level of 
care and concern you have for your clients. 

It should communicate that you’re still actively engaged with 
the world – that you haven’t crawled into a hole somewhere to 
ride out the storm. 

It should help the recipient answer their most pressing 
questions – if you’ve made a careful study of your clients 
over a number of years and know them as well as they know 
themselves, you ought to have a pretty good idea what their 
most pressing concerns are in times of a pandemic.  

Your firm’s Out of Office automated response should be a resource 
in and of itself by sharing practical tools and information 
that the  person reading it can use to help themselves while 
they wait for your personal response.   

Even if the person sending you an email isn’t a client of your 
law firm and may not even have any use for the resources your 
Out of Office automated response contains, they’ll STILL be 
impressed by your care and attention.  Keep in mind, EVERYONE 
is a potential referral source!
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Most importantly, in a situation like a worldwide pandemic, 
your law firm’s Out of Office automated response should be 
written with empathy and an emotional tone which makes it 
clear that you understand what your clients are going through 
and that you are actively committed to serving them, come 
hell or high water. 

But Instead This Is What’s Happening Out There…

In just one single day (Monday March 23, 2020) we received 
each of the following Out of Office automated replies from 
different law firms in different practice areas and in different 
cities around the Country.  

You will note that they all seem to have been written by the 
Sales Prevention Department of each respective law firm.  

The only modifications made to any of them has been to redact 
any information which could be used to identify the lawyer or 
the law firm who saw fit to use such an automated reply. 

---

In accordance with Gov. Wolf’s Order, our office’s physical 
locations at XXX X Xth Street, XXXXX, PA and XXX XXX Avenue, 
XXXXXXXX, Xxx are both closed until further notice.

NAME OF LAW FIRM is still available to serve your needs and 
we welcome the opporutunity (sic) to serve you remotely. If 
you would like to set a phone or web conference appointment 
please call us at XXX-xxx-xxxx. 

Thank you for your understanding and stay safe. 
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Pursuant to IRS Circular 230, please be informed that any 
tax advice contained in this communication, including 
attachments, is not intended or written to be used for the 
purpose of avoiding penalties that may be imposed under 
the Internal Revenue Code or promoting, marketing, or 
recommending this transaction or a tax-related matter to 
another party.

 

Where is the empathy? 
---

Thank you for contacting the Law Offices of XXXX X. XXXXX. 
Due to the coronavirus (COVID-19), attorney XXXX and all 
staff are working remotely from home until further notice. 
We will be scheduling telephone appointments and video 
conferences with attorney XXXX until the shelter-in-place 
order in XXXXXX County is lifted.

During this time, our staff will have limited access to phone 
calls and email requests during normal business hours, but 
we will be in contact with you as soon as possible. Thank 
you for your patience.

Do they care about anyone other than themselves? 
---

Our office is closed indefinitely. If you need to reach us 
please email xxxxx@xxxxxx.com.com or xxxxxxx@gmail.com I can 
also be reached on my mobile phone xxx-xxx-xxxx. We will 
send out an email blast when we resume operations.

Sounds like he’s throwing in the towel on his business and his 
clients. Sales Prevention at its finest. 
---
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Thank you for your email. Due to the potential threat of 
the coronavirus, XXXXX-XXXXX & Associates is operating in 
a virtual capacity only until further notice. If you have 
contacted us during regular business hours, please allow 
additional time for us to respond accordingly. Our physical 
office location is closed until further notice. We will 
continue to take the necessary precautions that have been 
issued by county and health officials in order to do our part 
in keeping the public safe. XXXXX-XXXXX & Associates  will 
continue to serve our community as much as we can during 
this unique time. 

Please contact the office during regular business hours if 
you need immediate (sic) assitance,(sic) ###-###-####.

 

PLEASE NOTE, XXXX NO LONGER WORKS HERE, PLEASE CC XXXXXX 
UNTIL YOUR CASE IS REASSIGNED TO A NEW PARALEGAL.

Thank you,

“You’re just a number to us.” Might as well just say it - that’s 
the message here. 
 

We Can Do Better Than This!

We MUST do better than this. . .IF we are going to stand-out 
from “most” law firms.  

Keep in mind that “most” small law firm owners complain of 
not enough income, unpredictable cash flow, unreliable flow of 
prospective new clients, and staff that are not productive 
enough to afford the owner enough quality time away from the 
office.  That’s what being like “most” small law firms gets 
you.  And that’s why it’s so important that YOUR firm should 
stand-out.
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To recap, an effective “Pandemic” Out of Office Response 
should do the following:

•	 Communicate that you genuinely care about your clients;

•	 Make it clear that you’re still actively engaged and 
haven’t crawled into a hole, leaving them on their own 
to ride out the storm without you;

•	 Provide relevant resources to help recipients in this 
time of crisis.

That’s how your Out of Office response becomes a sales 
assistance tool, rather than a sales prevention tool. It’s a 
little hinge that swings a massive door. 

Now, let’s look at a few examples of Out of Office responses 
done right. 

These were created by our team, internally, and you have our 
permission to “swipe and deploy” these for yourself.  

>> Bankruptcy/Foreclosure Firm Sample Autoresponder

SUBJECT LINE: We’re here for you RE: [Original subject]

Hello and thanks for your email! We are still hard at work 
fighting for our clients. And if you’re experiencing financial 
duress and looking for a fresh start, we’re here for you, 
too.

Due to covid-19, our team is working remotely and our 
response time may not be as fast as usual. Thank you in 
advance for your patience.
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In the meantime, here are a few things you should know:

	As a result of COVID-19, foreclosures are on hold 
through May, at least. You’re not going to lose 
your home in the middle of this crisis.  Hopefully, 
that’s one less thing for you to have to worry about.  
However, if this is a concern for you please click HERE 
to schedule an appointment so we can get a head-start 
on your bank and hit the ground running when the courts 
open up again!

	More than likely, extensive government assistance 
will be made available to help you through this time. 
We’ll keep you posted.  And since information seems 
to be changing quickly, please visit www.ourwebsite.
com/SBAupdates and we’ll filter, screen and share only 
ACCURATE information.  If you’d like to get our help 
to apply for any and all assistance you and/or your 
business may qualify for, please click HERE to schedule 
our next-available virtual appointment.

	The IRS tax deadline has been postponed until July 15 
– so you have three extra months before you have to 
worry about any IRS bills.  Please click HERE and sign-
up for a free reminder service along with updates we’ll 
provide as RELIABLE information becomes available from 
the IRS.

	For additional timely updates and information, please 
be sure to sure to subscribe to our newsletter here: 
[LINK]

	If you, like many of us, are cooped up with your kids 
at home, check out this video for some great ways to 
keep them entertained and out of your hair: [find a fun 
video and link it here!]

    

Thanks again for your email – we’ll be in touch soon! 
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>> Business Law Firm Sample Autoresponder

SUBJECT LINE: We’re here for you RE: [Original subject]

Hello and thanks for your email! Due to covid-19, our team 
is working remotely and our response time may not be as fast 
as usual. 

However, please know that we’re hard at work serving our 
clients. We know how difficult this time is for most business 
owners, and we’re pulling out all the stops to help our 
clients adjust during these challenging times.

We’ll respond to your email as soon as possible.

In the meantime, here are a few resources that you may find 
helpful:

	[List of relevant websites, articles, and information 
specific to business owners in your locale. A link to 
information regarding SBA Disaster Loans, for example.]

	 For timely updates and information, please be sure to 
sure to subscribe to our newsletter here: [LINK]

	Please consider registering for one of our “Business 
Owner Survival Guide” teleconferences where we will be 
interviewing guest experts about how to not only help 
your business survive, but even find opportunities to 
THRIVE during these challenging times.  Click HERE to 
register for that series and listen to recordings of 
recent shows.

	Please CLICK HERE to see a series of helpful videos 
we’ve produced to answer some of our clients’ most 
frequently asked questions. 
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	If you, like many of us, are cooped up with your kids 
at home, check out this video for some great ways to 
keep them entertained and out of your hair: [find a fun 
video and link it here!]

Thanks again for your email – we’ll be in touch soon! 

>> Family Law Firm Sample Autoresponder

SUBJECT LINE: We’re here for you RE: [Original subject]

Hello and thanks for your email! We are still hard at work 
fighting for our clients. 

We are still AT WORK FOR YOU!  

This is a uniquely challenging time, but rest assured we are 
“ON”.  The courts may be closed (except for emergencies) But 
it seems every day we are discovering new ways to press for 
the advantage, on behalf of our clients.   And so as soon 
as the courts open up again (estimated to be DATE) we’ll be 
able to hit the ground running to protect our clients and 
their families.

If you or a loved on is facing a legal challenge related to 
divorce, custody, support, visitation or really anything 
else, please click HERE to schedule our next available 
virtual appointment and if we can’t help you chances are we 
know someone who can!

Due to covid-19, our team is working remotely and our 
response time may not be as fast as usual. Thank you in 
advance for your patience.



15©2020, How to Manage a Small Law Firm II, Incorporated.  All rights reserved.

In the meantime, here are a few resources that you may find 
helpful:

	Please CLICK HERE to see a series of helpful videos 
we’ve produced to answer some of our clients’ most 
frequently asked questions. 

	[List of relevant websites, articles, and information 
specific to clients in your locale.]

	 For timely updates and information, please be sure to 
sure to subscribe to our newsletter here: [LINK]

	If you, like many of us, are cooped up with your kids 
at home, check out this video for some great ways to 
keep them entertained and out of your hair: [find a fun 
video and link it here!]

Thanks again for your email – we’ll be in touch soon!

>> Immigration Law Firm Sample Autoresponder

SUBJECT LINE: We’re here for you RE: [Original subject]

Hello and thanks for your email! Due to covid-19, our team 
is working remotely and our response time may not be as fast 
as usual. 

However, please know that if you are contacting us because 
you’re facing an urgent immigration matter, YOU ARE NOT 
ALONE!

Even though we are working remotely, we are still AT WORK 
FOR YOU!  
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Immigration law proceedings in the state of [your state] 
have been [give a status update and help readers understand 
that they don’t need to panic at this time.]

This is a challenging time, but rest assured we are “ON” and 
finding every advantage so that as soon as the courts open 
up we’ll be able to hit the ground running to protect our 
clients and their families. 

If you are a current client of our law firm and you did not 
receive or if you have misplaced your “I Am Represented” 
card for your wallet or purse, please click HERE to request 
a replacement to be sent to you by mail, right away.

Thank you in advance for your patience.  We’ll respond to 
your email as soon as possible.

In the meantime, here are a few resources that you may find 
helpful:

	Please CLICK HERE to see a series of helpful videos 
we’ve produced to answer some of our clients’ most 
frequently asked questions. 

	[List of relevant websites, articles, and information 
specific to immigration matters.]

	 For timely updates and information, please be sure to 
sure to subscribe to our newsletter here: [LINK]

Thanks again for your email – we’ll be in touch soon!
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>> Criminal Defense Law Firm Sample Autoresponder

SUBJECT LINE: We’re here for you RE: [Original subject]

Hello and thanks for your email! Due to covid-19, our team 
is working remotely and our response time may not be as fast 
as usual. 

However, please know that if you are contacting us because 
you’re faced with an urgent legal matter, YOU ARE NOT ALONE!

Even though we are working remotely, we are still AT WORK 
FOR YOU!  

This is a uniquely challenging time, but rest assured we are 
“ON” and ready to fight for your rights day and night.  

Court proceedings in the state of [your state] have been 
[give a status update and help readers understand the 
implications on their existing case, or the implications if 
they or a loved one are facing new charges.]

IMPORTANT:  If you or a loved one was arrested after 
(DATE) please click HERE to schedule an EMERGENCY Virtual 
Appointment.

In the meantime, here are a few resources that you may find 
helpful:

	Please CLICK HERE to see a series of helpful videos 
we’ve produced to answer some of our clients’ most 
frequently asked questions. 

	[List of relevant websites, updates, and information 
specific to criminal law matters in your locale.]
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	 For timely updates and information, please be sure to 
sure to subscribe to our newsletter here: [LINK]

Thanks again for your email – we’ll be in touch soon!

>> Intellectual Property Law Firm Sample Autoresponder

Hello and thanks for your email! Due to COVID-19, our team 
is working remotely and our response time may not be as 
fast as usual.  But that’s not because we’re at home binge-
watching Netflix.  Instead we are taking advantage of our 
adjusted schedule to get and share a BIG STRATEGIC ADVANTAGE 
for our clients.  

Courts and government agencies are all closed.  And from 
what we can tell it seems like many law firms are treating 
this like it’s some kind of vacation!  Instead, we’re 
working on patents and trademark applications NOW so our 
clients will have the benefit of a big HEAD-START as soon as 
things return to normal. 

If you are already a client of our firm and need to speak 
with your attorney, please click HERE to schedule a 
telephone appointment.  

If you are the inventive type, sitting at home during this 
pandemic and it has occurred to you that sooner or later 
things will return to normal and when that happens, you’d 
like to have already begun the process of protecting your 
invention or ideas, then please click HERE to schedule our 
next available virtual “Idea Evaluation Strategy Session”.  

The good news for you is that we’ve always served clients 
nationwide and we’ve always offered these “virtual” strategy 
sessions.  So we’re not going to have to miss-a-beat due to 
the pandemic. 
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In the meantime, here are a few resources that you may find 
helpful:

	[List of relevant websites, articles, and information 
specific to IP matters. A link to USPTO updates, for 
example.]

	Please CLICK HERE to see a series of helpful videos 
we’ve produced to answer some of our clients’ most 
frequently asked questions. 

	 For timely updates and information, please be sure to 
sure to subscribe to our newsletter here: [LINK]

	If you, like many of us, are cooped up with your kids 
at home, check out this video for some great ways to 
keep them entertained and out of your hair: [find a fun 
video and link it here!]

Thanks again for your email – we’ll be in touch soon! 

IN CONCLUSION

Your “Out of Office” autoresponder may seem like a small matter 
– even trivial. But it’s your first line of communication 
with clients during a time when they’re very likely to be 
scared, stressed, and fearful. Which means it’s a significant 
opportunity. A little hinge that swings a very large door. 

Create an Out of Office notice that shows your clients that you 
care about them and that you’re committed to solving their 
problems. Fire the Sales Prevention team!


