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4-WEEK INTENSIVE
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IT’S BUILDING
A PERSON UP

A TASK DOWN TO
SOMEONE,

TO THE TASK
AT HAND.

DELEGATE
ISN’T SHOVING

- RJON ROBINS
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TAME THE TELEPHONE

SESSION I
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Back in law school, they didn’t teach us much about how to run a law firm.  Sure, our 
professors thundered on & on about black letter law.  And how to apply it to a given fact 
pattern.  But there was hardly a whisper about how to actually deliver these services to 
our clients in a professional and profitable manner.  One thing I do remember hearing 
some whispers about was the absolute importance of returning client telephone calls.  
They called it the “Sun Down Rule.”

A well meaning professor may have given you the same bad advice I received on this 
subject.  Or maybe it was your first managing partner who learned about the proper, 
professional and profitable management of a law firm from. . .?  (rhetorical question)   

Bad Advice You May Have Heard
The bad advice was this:  “If you want to make your clients happy, be sure to return their 
telephone calls before the sun goes down.”  Other lawyers have adapted this bad advice 
and made it even worse.  They brag about their policy of returning calls, “within 24 hours.”

Think about what either of these bad policies does to your clients, your staff and 
consequently to your ability to manage a professional and profitable law firm:  
Your client calls at 10:00 am & is told that the attorney will “return your call ‘before the 
sun goes down.’”  At 11:00 your client’s spouse asks if s/he would like to join them for 
lunch.  Of course, the answer is “no.”  “Be-cause I am waiting for my lawyer to call me 
back, ‘before the sun goes down.’”  At 1:00 after eating at home alone, your client’s son or 
daughter asks for a ride but is turned down because the client is waiting for their lawyer 
to call, you guessed it, ‘before the sun goes down.’  At this point, the client is beginning to 
wonder whether the lawyer is really going to call or not so they call your office to make 
sure you got the message.  With this being only the second call of the day the client is still 
relatively relaxed and polite, but they won’t be when they make their next call in a couple 
of hours after being glued to their cell phone all day.

Better Advice
Instead, implement a policy of scheduling telephone appointments.  Install a telephone 
procedure and instruct your receptionist how to schedule telephone appointments 
between you and your clients.  Ask your twenty-dollar-an-hour receptionist to make 
detailed notes regarding not only the subject, but also as many details as possible 
pertaining to the scheduled call so you don’t have to.  This way you can be better prepared 
when you return the call to the client at the pre-arranged time.

This practice of scheduling telephone appointments has been responsible for dramatic 
improvements in the morale of dozens of law firms I have suggested it to.  Clients, staff 
and finally the attorneys all report being very happy when they finally pull the shade on 
the “Sun Down Rule.”   

TELEPHONE POLICIES & THE DEFINITION OF AN EMERGENCY
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TELEPHONE PROCEDURES FOR STAFF
Familiarize yourself with the Firm’s policies on telephone access by clients to attorneys.  
And it would prob-ably be a good idea to read the article included in this section 
about why it’s so important for attorneys to protect themselves from random client 
telephone calls.  That way you and your attorneys can all be on the same page.

Use the attached sample script as a guide.  There are no “magic” words so don’t worry 
about saying it ex-actly in this way.  You are not a robot.  Just be sure to hit the main 
points.

Be sure and find out from the client what they are going to want to discuss with the 
attorney and see if it’s actually something that can be addressed by anyone in the 
office other than the attorney.  Such as wanting to know when a hearing is scheduled 
for example.  Having this information ahead of time also helps the attorney to be 
better prepared for the telephone appointment.

Schedule the telephone appointment on the attorney’s calendar as you would any 
other appointment.

Optional (recommended): Send the client an email to confirm the date & time and 
subject matter of the telephone appointment as well as to confirm if the attorney is 
to call the client or if the client is to call the at-torney at that time (we always prefer if 
the client calls us).  Remember to confirm telephone numbers, exten-sions and time 
zones too.

Staff: “Hello Law Office of RJon Robins 
how may I help you?”

Client: “This is John Doe.  May I speak 
with Mr. Robins?”

Staff: “Mr. Robins is not available at 
the moment.  He generally prefers to 
schedule telephone appointments for 
non-emergency calls from clients.  Is this 
an emergency?”

Client: “No.  But I really want to speak 
with Mr. Robins now.  It’s important.” 

SAMPLE SCRIPT

2

1

3

4

5

Staff:  “I hear what you’re saying.  
Getting the two of you scheduled for 
a telephone appointment is the best 
way to be sure that when you speak 
Mr. Robins can give you his full and 
undivided attention.  How does 3pm 
today look for you for about a 15 minute 
telephone appointment or else I can 
be sure you both speak the day after 
tomorrow at 11am?” 

Client: “The day after tomorrow works 
better for me.”
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Staff: “OK, great, let me just ask you two 
very quick questions to help Mr. Robins 
be prepared for the call.  Would that be 
ok?”

Client: “Yes.” 

Staff: “OK, first of all Mr. Robins generally 
prefers if the client calls him for the 
telephone appointment.  I’ll send you a 
confirmation email with the date & time 
and so you can print it and keep it with 
you with the num-ber to call. 

a.  What will be the best email address 
to send that confirmation to?

NOTE TO STAFF: Always be polite.  And report abusive client to the attorney.

Note:  Try and be pro-active if you can about identifying client questions you or 
someone else in the office can address short of the client having to actually speak 
with the attorney.  And if/when you do send a confirmation email to the client 
and cc (this time not bcc) the attorney so as to further reinforce to the client that 
there is a system in place and that the attorney has such competent and helpful 
staff J 

b.  What can I tell Mr. Robins to be 
prepared to discuss with you during the 
call?

OK, that’s it.  If you could, please be 
sure and have a pad and a pen handy to 
take notes during the call and please be 
sure and have your file with you in case 
you and Mr. Robins have to discuss any 
documents we have sent to you recently.

Client: “OK”

Staff: “Alright thank you for calling.  
Good bye.”

CHECKLIST FOR STAFF
Calendar the telephone appointment for 15 minutes.

Be sure the appointment is on the attorney’s calendar and mobile phone.

Send email confirmation to client repeating back to them the nature of what it is they 
want to discuss with the attorney, the date, time and telephone number they are to call.  
Assure them in the email that the attor-ney will be made aware of the appointment.

bcc (not cc) the attorney too so they know what to expect on the call.

2
1

3

4
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ASSUMPTIONS

SO HERE’S HOW IT WORKS. . . 

The average lawyer has about 100 active cases or matters going at any given time.

On any given day you will receive two unscheduled non-emergency calls from clients.  
Most of the time these calls are made by the client so they feel more involved in their 
case or mat-ter.

To earn $1,000,000 in 45 weeks you must value your time at around $750/hour.  That 
works out to $12.50 per minute.

If you are anything like me and the rest of us, it takes a good five minutes to regain 
your focus after being interrupted by an unscheduled call.

Two calls a day = 10 minutes of not-fun time spent trying to regain your focus.  
That’s an hour a week down the toilet.  Regardless if you bill by the hour or simply 
value your time, that’s $750/week slipping through the cracks.  

What’s worse, it’s not “fun” time.  It’s not “productive” time.  It’s just wasted time that 
clients not only do not in reality appreciate. But what’s ironically even worse is that 
they would ac-tually appreciate your time more if you demonstrated respect for it 
yourself by protecting it with scheduled telephone appointments.  

As an added bonus, by scheduling telephone appointments this way you can truly 
give the cli-ent your undivided attention and be prepared for the call so you look 
better too. 

OR. . .think of it this way:  That’s an hour a week you could take off early to take your 
kids to the park.  Because I’m sorry if I am the first one who has to tell you this but a 
hundred years from now no-one whose opinion matters will be around to care that you 
suffered in your of-fice twice a day trying to recapture your concentration from telephone 
interruptions.  

But your kids and your kids’ kids will remember that Grandpa or Grandma was the one 
who taught them how to toss a Frisbee.

2
1

3

4

QUICK CALCULATION
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TELEPHONE CALL POLICY
As a client, you are entitled to make reasonable requests for information from my 
office concerning the status of your case.  In order to ensure that your important non-
emergency questions and concerns get the atten-tion they deserve, we offer two kinds 
of appointments: In-Office and By Telephone.

The firm’s capable and excelent secretary keeps the office calander and makes 
appointments.  When you have a non-emergency question or issue to discuss, please 
provide a detailed description to the secretary when you schedule the appointment to 
speak with your attorney.  This way your attorney can be prepared for the ap-pointment.  
When you call the office, please identify yourself and the matter that you are calling 
about.  If it is a routine question that does not require legal advice, please ask a legal 
assistant or secretary for help.  “Routine” might include, for example, asking when your 
hearing is, whether you must be present, or the meaning of a term on a form you are 
filling out.

If you are calling in regards to an emergency, please use that word and our staff has been 
instructed to take every step possible to reach your attorney including calling his or her 
cell phone, home telephone number an even the cell phone of your attorney’s family 
members on your behalf.  Because of the nature of our work, these private telephone 
numbers cannot be disclosed, but will be called for you.

An emergency is something that is an immediate threat to your life, liberty or property.  
In most cases, if you have an emergency, before calling your attorney you should call 911.
Telephone appointments will be charged at the same rate as time spent discussing your 
case in the office.  You should use your common sense and good judgment in deciding 
whether your question is urgent enough to warrant the extra expense or if it can wait 
until your next scheduled office appointment or monthly status report for which there is 
no charge.  If your attorney has previously given you the information you need to answer 
your question, but you have misplaced it, you will not be charged for sending you an 
extra copy if that is the only reason for your call.

Please do not ask the staff for legal advice.  They are not attorneys licensed to practice 
law and cannot give legal advice.

Finally, if your phone number changes, please advise this office as soon as possible.

Attorney

Date

Client

Date
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NOTES
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STRATEGIC PLANNING
SESSION II
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G$ K$ KS W BRAINDUMP - THINGS TO DO IN THE NEXT 12 MONTHS

NOW LET’S GET TO WORK  :  STEP  1

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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STEP 2A
GET MONEY

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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STEP 2B
KEEP MONEY

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/- Password: BusinessPlan
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STEP 2C
KEEP SANITY

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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STEP 2D
WANT TO DO

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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UNDERESTIMATE

WHAT THEY CAN DO
IN ONE YEAR AND

WHAT THEY CAN DO
IN TEN YEARS

OVERESTIMATE
MOST PEOPLE

- BILL GATES

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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INSTRUCTIONS
GET MONEY | KEEP MONEY | KEEP SANITY | WANT TO DO EXERCISE:

1.  Categorize/sort each item into one of the 4 categories.

2.  Rank based on what has the biggest impact.

3.  Pick top 20  (based on calendar time).

WANT TO DOKEEP SANITY

KEEP MONEYGET MONEY
1.

2.

3.

4.

5.

1.

2.

3.

4.

5.

1.

2.

3.

4.

5.

1.

2.

3.

4.

5.

STEP 3

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan

https://www.howtomanage.com/Bootcamp-June-2019/ 
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List Major Boulders coming up in the Next 18 Months.
Examples:  Anniversaries, Weddings, Graduations, Family Reunions, LQMs, etc. 

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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CALENDARING THE LAYERS
PULL OUT YOUR CALENDAR

Pull out your Calendar and Systematically add in the following layers:

Layer 1:  Birthday/Anniv/Graduation/Weddings/LQMs/etc.  (Boulders)

Layer 2:  All of the deliverables you are already committed to. (Trials, 
speaking engagements, coverage for an attorney who is going on a vacation 
in 6 months).

Layer 3:  Start deciding when you want to make more money - mark that on 
the calendar as a “Goal”; identify the things that will cause that effect.  (Hint: 
these are the things in your “Get Money” category, use one of the project 
plans you just made and add it into the calendar).

Layer 4:  Pick something from your “Keep Money” category; decide when 
it is going to be up and running; establish that as a “Keep Money Goal” and 
backfill in your project plan.

Layer 5:  Pick something from your “Keep Sanity” category; decide when 
it is going to be up and running; establish that as a “Keep Sanity Goal” and 
backfill in your project plan.

Layer 6:  Pick something from your “Want To Do” category; decide when 
it is going to be up and running; establish that as a “Want To Do Goal” and 
backfill in your project plan.

Layer 7:  Pick something from your “Get Money” category; decide when 
it is going to be up and running; establish that as a “Get Money Goal” and 
backfill in your project plan.

**REPEAT LAYERS 4-7

(*Note:  You will notice that the buisiness-transactional/consumer-
bankruptcy/estate planning attorneys will tend to have more predictable 
Keep Money Activities).

For a bonus lesson on calendaring from RJon please go to 
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan

https://www.howtomanage.com/Bootcamp-June-2019/
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90-DAY LOOK FORWARD

SESSION III

Watch the video lesson that demonstrates how to best use this worksheet as a profitable tool for your law firm at
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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MY BEST R.O.I. 90 DAY PROJECT: 

STEP 1
How is accomplishing this 
going to make your life better?
(Personally, Professionally or Financially)

STEP 3

What are the first 3 things that MUST get done  
in order to accomplish your objective?

What TOOLS, RESOURCES or other ASSISTANCE do you need to get 
these done?

STEP 4

THE 90 DAY RESULTS ACCELERATION

TOOLS

OTHER

RESOURCES
(People, money, time)

A

B

C

Watch the video lesson that demonstrates how to best use this worksheet as a profitable tool for your law firm at
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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A

B

C

STEP 2
How are you going to feel about yourself if you let something, someone, some fear 
or [enter excuse here]                                                       stop you from getting this 
done?

PEOPLE

PLACE

READ/WATCH/LISTEN

OTHER

THINGS

In what way(s) do you have to change your ENVIRONMENT in order to 
get this done?

STEP 5

Watch the video lesson that demonstrates how to best use this worksheet as a profitable tool for your law firm at
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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~ Willie Nelson

“Once you replace 

negative thoughts with 

positive ones, you’ll 

start having positive 

results.”

Watch the video lesson that demonstrates how to best use this worksheet as a profitable tool for your law firm at
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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What ACTIONS are you going to commit to take in order to accomplish your
outcomes?

ACTION STEPS
List the actions, tasks or steps 
you’ll need to accomplish your 

outcome

TIME
How much time
will you need?

MONEY
How much

money
will you need?

WHO
Who can help 

you 
get this done?

WHEN
By what date 

will you get this 
done?

ADVISOR:NAME:STEP 6
THE 90 DAY RESULTS ACCELERATION

2

1

3

Watch the video lesson that demonstrates how to best use this worksheet as a profitable tool for your law firm at
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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THE 90 DAY RESULTS ACCELERATION

MY 90 DAY CALENDAR

FREE TIME
STRATEGIC GROWTH TIME

MANAGING
PARTNERNAME:

IDENTIFY AND COMMIT TO 2 TYPES OF ACTIVITIES

away from the office and work
away from the office

MY BEST

FREE TIME

ACTIVITIES

MY BEST

FREE TIME

ACTIVITIES

Watch the video lesson that demonstrates how to best use this worksheet as a profitable tool for your law firm at
https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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THE 90 DAY RESULTS ACCELERATION
Watch the video lesson that demonstrates how to best use this worksheet as a profitable tool for your law firm at

https://www.howtomanage.com/Bootcamp-June-2019/ - Password: BusinessPlan
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HAVE YOU BOOKED YOUR TRAVEL 
AND ARE CONFIRMED TO ATTEND 

THE LIVE 2-DAY INTENSIVE
BUSINESS PLAN BOOTCAMP??

There’s still time! Plan to arrive in Orlando on Thursday July 18 and leave 
after 5 PM on Saturday July 20.
 
The event will be taking place at Ritz Carlton Orlando, Grande Lakes.

If you have any questions or concerns, please reach out to Stephanie at 
StephanieG@Howtomanage.com

LIVE 2-DAY INTENSIVE

http://StephanieG@Howtomanage.com
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BUSINESS PLAN BOOTCAMP

AGENDA

Ritz Carlton Orlando, Grande Lakes
4012 Central Florida Parkway, Orlando, FL 32837

407-206-2400

July 19– 20, 2019

**You are welcomed & encouraged to have your spouse or significant other join you

TO MAKE RESERVATIONS Please Visit:
https://book.passkey.com/gt/217153534?gtid=6679e37915d8136a24756cec93ffbe75

Room Rate: $209/night   Cut off date: June 24, 2019

† Please note that the room block ALWAYS sells out so do not delay in making hotel reservations.

HAVE KIDS? Bring them along!  Check out our Kids Club at: 
https://howtomanageasmalllawfirm.com/how-to-manage-kids-club/
*Kids Club begins Friday in the afternoon.  

REGISTRATION: 8:00 AM

BUISINESS PLAN BOOTCAMP
9:00 AM - 5:00 PM

WELCOME RECEPTION***
7:00 - 9:00 PM

Cash Bar & Hors d’oeuvres

FRIDAY
JULY 19TH

SATURDAY
JULY 20TH

BUISINESS PLAN BOOTCAMP
9:00 AM - 5:00 PM

NOTE: Lunch will be provided on both days for 
all bootcamp attendees & guests. 
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NOTES



© Copyright 2019 How To MANAGE a Small Law Firm II Inc. All rights reserved.
These documents may not be reproduced without written permission from publisher 31

NOTES



4-WEEK INTENSIVE


