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Pat: Welcome to Legal Nurse Podcast. This is Pat Iyer and today we're 
going to be talking about "Conflict Management". I have with me 
Randy Keirn who has an interesting background. He is a training, 
professional and leadership expert. He specializes in conflict 
management, certainly a subject that we as nurses know about from 
many different perspectives.  

Randy has over 20 years of experience in fire services, serving as a 
chief officer. He's an instructor and he's also a nurse, an interesting 
combination that I don't see very often. He's a community educator, as 
well as the president of a company called "Fully Involved 
Consulting".  

Randy specializes in producing results with leaders, teams and 
organizations through customized training programs. Welcome to the 
show, Randy.  

Randy: Thanks for having me.  

Pat: Randy and I first met at the National Speakers Association. It was a 
few years ago, Randy, that we had a meeting of people involved in 
healthcare speaking. I remember that you were sitting at one end of 
the table and you were to my right. I was thinking as we went around 
introducing ourselves about the combination of being a firefighter, 
nurse and a speaker. You are probably the only person that I've met 
with that background. So what came first? Were you a firefighter 
before you became a nurse or the other way around? 

Randy: I actually got into the fire service right out of high school. I was 18 
years old and just was fascinated with it. It was a great choice, so it 
became my primary career for actually over 30 years now. With that I 
became an EMT as part of the requirement. It led into being a 
paramedic and I started working the hospitals.  
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Shortly after becoming a firefighter I started working the hospital 
emergency rooms as a technician. I used my EMT, eventually 
paramedic and then that just led me to become a nurse at the hospital 
for 20 years.  

Pat: And then when you were a nurse were you also handling fires at the 
same time, meaning outside of the hospital? 

Randy: Correct. The benefit of being a firefighter is we work long shifts, 24 
hour shifts, but then we have two days off, so many of us have second 
careers. In my early years I really targeted on the medical aspect and 
worked mostly the emergency room as a nurse. I did some pediatric, 
cardiac and some intensive care, but I was part time or a pool nurse 
throughout those years.  

Pat: And then somewhere along the way you got interested in conflict 
management. What provoked that interest? 

Randy: I knew I wanted to be a supervisor, a leader. In the fire service the first 
rank is called "Lieutenant," so I prepared over several years of getting 
educated and really being ready to take on the role as a supervisor. I 
was in my mid 20's, I felt very confident that I knew the job 
technically and I got promoted.  

I started my journey very well for about a month and then really faced 
a very difficult conflict with a crew member. I did not handle it well 
and their belief in me really went to nothing. Within a couple of 
weeks I was in the chief's office defending why I should be an officer. 
It crushed me. I was given an opportunity to make it right and I had to 
find a way. I had to learn how to deal with conflict. Up to that point 
I've never been taught how to deal with conflict and it kind of led me 
down the journey I am now following of figuring out a way.  

It's difficult, especially when you don't know what to do. I stood there 
looking at the firefighter who challenged me and just said nothing, so 
I wanted to find a way. I had to find a way. Over the years I perfected 
it and help other people now. 

Pat: I had a similar experience at about the same age when I was in my 
mid 20's that occurred in a school of nursing. It was an incident that 
involved a student, head nurse and a supervisor. I remember 
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mishandling it as well although at the time I thought I was doing a 
great job and doing the right thing. The steps that I took ended up 
causing some consequences. It made me very attuned as for you in 
terms of there's a right way and a wrong way to handle a situation. 
When you do it the wrong way, there can be some real lasting 
consequences as a result of it.  

Randy: Yes and I think something important to point out is that if you move 
into any kind of leadership role that challenge is  going to happen. It's 
part of team dynamics. We form a team, but then we storm. I wish I 
would have known that ahead of time just to kind of be ready for it 
because it was like being hit by a vehicle. I was not ready for it. I did 
not expect it and I think it made it more challenging. If you're moving 
into any kind of leadership role, expect it to happen and kind of be 
prepared the best you can.  

Pat: You just mentioned a term that some of the people in our audience 
may not be familiar with, the stages of forming and dissolving a team. 
Could you go through those? 

Randy: Yes. There are four stages of team dynamics or team development.  

● The first one is "Forming"  

You get together and I call it the "Honeymoon Period". Everybody is 
nice to each other.  

● The second phase is "Storming" 

People are trying to figure out how they fit in.  

"What are my role and responsibilities?" 

"What's the pecking order?" 

"How do I belong to this team?" 

They start to challenge things and often they will challenge the leader.  

● Once you get through that whole Storming Phase you go into a 
"Norming Phase" 
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Everybody knows it's their job and they do their work. People for the 
most part get along.  

● The last one is "Performing" 

People go beyond doing what they need to do. They actually help 
others succeed and that's when the strength of the team will really rise 
up, and the dynamics of the team will be the best.  

Most people never reach a high performing team. It's a very small 
percentage. The interesting dynamic is every time you get a new 
person on the team you can actually go back to the beginning. The 
other interesting dynamic is that some people once they get out of that 
forming stage they get stuck in that storming phase. They just never 
get out of it.  

There's different approaches you can take at each stage that can help 
expedite you getting to a higher level from stage one in the forming to 
really define the expectations, the roles and the responsibilities. It's a 
really great opportunity for people as a leader to interact with folks 
and ask, "How we are going to treat each other and what are our 
norms?" 

One of the companies I work with we do team contracts, so they agree 
ahead of time on how to behave. It's really powerful because you have 
a vested interest. It's a honeymoon period, so people are working with 
you but once they commit then they will follow through most of the 
time. There are different things you can do in each stage to get 
yourself moving to the higher level and be more effective.  

Pat: I'm thinking of the applicability of this to working on a nursing unit 
where there's a lot of turnover or people from agencies coming in who 
are affecting the team dynamics. That could have an impact on the 
patient's safety and communication within that nursing unit.  

Randy: Yes absolutely. NASA actually a couple of years ago was doing a 
research study and I happened to be involved in it from a training 
perspective. I was not doing the training. I was actually a participant 
to evaluate the training as part of research. The reason they were 
studying firefighters at the time was because like astronauts if you're 
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in conflict it could have serious and even fatal results. I think the same 
concept apply to nurses.  

"If nurses are not getting along with each other, could patients 
suffer?" 

I absolutely would say yes. As a new nurse I felt that I was even 
subjected to that. Unfortunately with nursing we're tough on each 
other and as a new nurse I still remember kind of being treated like an 
outcast. I was treated differently, and got difficult patient loads. I do 
think there was jeopardy of patient safety because of that. It goes back 
to the forming stage just like you mentioned, so it's absolutely how 
you manage that can affect the patient's safety.  

Pat: Conflict management and conflict resolution can be a subject we 
could discuss from many different perspectives. I would love to have 
time to explore all the nuances with you because immediately I think 
about conflict between doctors and nurses. I think about conflict 
between nurses and nurses, between nurses and patients, and between 
(in my audience) legal nurse consultants and attorneys.  

Some of our audience works in law firms with attorneys. Some of 
them are independent business people who have clients. But a 
commonality in all of this is that there is a verbally combative person 
who is upset about something and complaining. Let’s take that 
universe and kind of bring it down to there's an attorney complaining 
to a legal nurse consultant about something that happened in the case. 
Could you take us through a model of how to handle that situation? 

Randy: My first thought is you got to look at the intensity of the emotions 
involved. If the person is at a level that's not going to be constructive 
and they are no longer attacking the problem they are attacking the 
person, it's going to be very difficult if not impossible to actually 
make any headway.  

Cooler heads will prevail, so you have to delay a response or create a 
delayed response in that manner. Again, this is when someone's hot 
button has been pushed. They are not thinking clearly. They are just 
reacting, a very primitive amygdala response that I'm going to survive. 
You have to judge the intensity of the conflict.  
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Now hopefully most conflict is not to that level. The first thing I think 
of is being present and also curious. There's so much missed 
communications because we're not present. We're easily distracted. 
The reason I say curious is curious kind of sets us up on how to think 
and be open minded. The reality is most of these relationships are 
ongoing and the previous conflict or previous interactions have 
already predicted the next outcome.  

The conflict hasn't happened yet, but I can tell you how it's going to 
end. Somebody has to change or you're going to keep getting the same 
outcome. Now we can ask the other person to change, but that's just 
going to probably piss them off.  

"What can we do?" 

"Can we change to have an impact on the outcome?" 

The answer is absolutely yes. If you think about showing up and 
seeing a friend you like your energy is high and it's great, it's really 
purposeful and the other person responds that way. When we see 
someone we really don't care for our energy shows up that way. They 
see it and they feel it. 

Especially with these ongoing relationships, how you show up is 
going to affect how they respond. There's some neuroscience behind 
it. How people behave are often given back to you.  

One of the exercises I love to do is talk about the specific incident, so 
think of a time when an attorney was yelling at you about the 
situation. I ask people to sit and write how that person is showing up 
for you. They write it out, but then the second thing I ask them to do is 
to do the same thing from their eyes.  

"How do they see you?" 

It gives you an interesting dynamic because it's like a dance. It takes 
two people and because they're being so negative to us we're being 
negative back to them. It's just self perpetuating. The communication 
is either making it better or worse. You're either elevating the 
relationship or you're tearing it down.  
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"How can we change our approach to elevate the conversation?" 

That really goes back to the basic skill of being present and curious. 
"Hear them out." The worse thing you can do is stop people from 
talking I believe and some people who are very dominant. The 
dynamic that's interesting on this is the power issue because in 
conflict there are two significant areas. The goal of what the purpose 
is and then there's the person. As long as we stay goal focused it's 
great, but when there's a power struggle then it becomes about the 
person again and gets away from the purpose of what you're doing, 
which is the goal of the conflict.  

Let me pause to make sure I'm still on track and hear your thoughts, 
Pat.  

Pat: Sure. When you talk about how is that person showing up  for you, 
what does that mean just in case people are not familiar with that 
term? 

Randy: I think it's what you see is what you feel. The purpose of that activity I 
do with folks is to have them reflect on how they are affecting the 
conflict. It takes two people, so it's easy to say the person's a jerk, 
they're talking loudly or they're being rude and everything else. Now 
you suddenly put yourself in the attorney's eyes looking at you and 
how are you behaving. Whatever your behavior is it's adding to the 
conflict either in a good way or a bad way.  

You might just be acting helpless especially if there's a power issue 
here, which I think there might be. You might have learned 
helplessness of just taking it. It's actually making the conflict what it 
is, so with that perspective you can have better insight of what could I 
do differently that would make the conflict better. Again if it is about 
the people and not about the purpose or the goal, you're not going to 
get anywhere. Often we get into conflict and we want to be right.  

One of the phrases that I've heard before and I love is, "We would 
rather be right than happy." It becomes about being right over the 
other person, not about the purpose of the goal that you're trying to 
solve. 
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Did that help Pat? 

Pat: Yes it reminds me of the phrase that "People would rather hear you 
are right than I love you." 

Randy: Wow that's powerful. Sad, but just powerful.  

Pat: Next time you're having an argument with your spouse remember 
those powerful words. She would rather hear, "Oh you are right." 

Randy: I love it.  

Pat: So you have taken us through the first stages of listening and trying to 
understand what is going on with the attorney, why is the attorney so 
upset, listening and I would stress not interrupting. I found early on 
when I got those angry phone calls from attorneys that if I interrupt 
before the attorney had a chance to say his thing or get his words out 
that he would just get angrier.  

Randy: I want to add to that because the other thing that happens when we 
really are present and curious is what I call a "Narrative Mind". Your 
mind is constantly racing and other thoughts are coming into your 
head. You're like "I got another phone call to make. I got dry cleaning 
to pickup, "so you got that narrative mind going all the time.  

When you can be present and curious, you actually are there for the 
experience. The benefit of that is it actually reduces your judgments. 
We have a lot of history and filters. By being present in the moment 
you actually have a better job of really assessing what's going on.  

The second thing it really does - it allows you to really hear what 
they're saying. A lot of people are hearing, but they're not really 
listening to what the person is saying. Hear them because what they're 
telling you that they're upset about is probably on the surface. There's 
probably a deeper meaning and when you start really listening to what 
people are saying then you can pick up cues, not only in their words 
but in the tension of their voice, the volume. It's the pauses, so really 
listening allows you to hear so much more than the words being said.  

The advantage of that is it could help you really identify what the 
conflict is. They could be calling you about one thing and really the 
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conflict is completely different. After you hear them out and really 
listen to them, you check in.  

"It sounds like you're troubled by XYZ or whatever it is." 

It gives you an opportunity to really pinpoint what the issue is and lets 
them know you're listening to them, but it also gets you to clarity. 
What is the real issue here because if you try to fix the non-issue, 
you're never going to get it resolved?  

Does that make sense? 

Pat: It does and I think that in the case of plaintiff attorneys contacting 
legal nurse consultants who they have hired to work on a case as an 
example. The real issue when they're complaining about billing is that 
the bill is higher than they expected. The attorney is going to have to 
go back to the client and give an explanation as to why the initial 
review took 15 hours instead of perhaps an unrealistic estimate of 
seven or eight.  

Was it because the medical records were poorly copied or illegible or 
completely scrambled or there were complexities in the case that the 
attorney was unaware of? 

While the attorney is concerned about the bill there's often an ego and 
a client representation issue that is in the background. The attorney's 
pride and stature with the client is affected by a bill being higher than 
the attorney expected. So that might be an example of what you mean 
of what's behind the scenes in terms of that reaction.  

Randy: That's a great example and again you know their world better than I 
do. What they're often complaining about is not the real issue. 
Sometimes it's completely different than what they're complaining 
about. When you listen, define and start having a conversation with 
them you will get to clarity.  

They may still be upset about this time, but the other thing is that 
these are ongoing relationships. My guess is these are relationships 
you have to maintain for your business. I'll be honest, if someone 
called and treated me that way I will probably not work with them.  
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Now can I always say no? That's not realistic. You have to want to 
invest the time in figuring out the problems and also invest in that 
relationship if you're going to have an ongoing one. You have to shift 
from a short term thinking to a long term thinking if you want to 
maintain this relationship and have it not keep tearing at you.  

Conflict releases a lot of stress hormones. It's not pleasant and that's 
why most people avoid it. You need to maintain a relationship and 
work on it. Figure out the problems and start working on solutions.  

They're educated people. They have the same issues with their own 
billing I'm sure. You can have good conversations about what the 
problem is and then how to prevent it in the future. Define 
expectations or let the attorney know if you start getting into this 
transcript or whatever you're looking at, it's going to be more 
complicated than you thought. We have a dialogue going ahead of 
time.  

I might be creating wrong answers here, but I make it a point that you 
work on moving forward from this conflict because the next conflict is 
going to look exactly like this one unless you intervene.  

Pat: That's a real critical point. When a person agrees to be an expert 
witness to testify in a nursing malpractice case there is a commitment 
of anywhere between three to five years to work on that case with the 
attorney until it gets resolved. If the nurse is consulting behind the 
scenes, then there's a little bit more flexibility in terms of being able to 
walk away from a conflict. If a nurse is working in a law firm with a 
group of attorneys, it's not so easy to get up, lock the door and walk 
away. You're right, there's a lot at stake in terms of knowing how to be 
skillful in handling the conflict.  

Randy: Yes, I totally agree.  

Pat: Have you taken us through all of the steps? I've heard the beginning 
ones. I think there's some more that you want to discuss.  

Randy: When I first started out I had a conflict. I developed a model and 
wrote a book on it. I actually was working as a nurse at a hospital and 
a good friend of mine happened to be the Director of Nursing. I called 
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her up and I said, "Can I meet with you?" Again, this was that time I 
had to figure out a way.  

I met with her and I had index cards with conflicts written down on 
them. I asked her to meet with me and coach me on how to manage 
conflict. I handed her the index cards. She's flipping through them and 
she's laughing. "I dealt with this, this morning. We had to let 
somebody go last week for this." She just went through them. She 
does it everyday, so it was easy for her. We did a role-play and I did 
horrible. I didn't know what to do. She said, "Let's flip it around and 
let's do an actual incident that happened this morning." We 
role-played it and it gave me a basis of what to do.  

It's expanded over the years, but I created my core method. For the 
fire service I call it "CROSSFire" and CROSS is an acronym. I'm 
currently writing a book for health care and I'm calling it "Prescription 
for Healthcare" and I'm calling it "CLEAR". It's a "CLEAR 
Prescription for Healthcare Conflict".  

The first thing is to identify conflict. We did mention that already. 
You really want to get down to the true issue.  

"What is the conflict or concern?" 

This model was actually originally designed for managers and leaders. 
You have the actual or perceived authority or power over someone 
else, so it makes it easier for you to lead in this sequence but it also 
can be used in the same manner. You're just walking the other person 
through the steps and I hope that make sense, but the first thing is to 
identify the "Conflict".  

"What is the real issue?" 

Hear them out and figure out what the real conflict is. The second step 
in CLEAR is "Listen". That helps you define the problem and get to 
the real issue. It also lets you verify by paraphrasing back what you're 
hearing.  

Once you establish the conflict and you have listened to really pull it 
out the third step is defining "Expectations".  
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"What's the goal of this conflict?" 

"What are we trying to accomplish?" 

The more the two groups are in line with the expectation of a goal the 
better chance you're going to have in success if you can agree on what 
you're trying to solve.  

The fourth step in the acronym is "Ask". It used to be action plan, but 
I really found out that most people want to tell people how to fix this. 
I think it's our human nature. When I got certified as a coach I realized 
how little impact I had at telling people what to do. I found the power 
of asking, so after you define the expectation you ask, "What are some 
things we can do to move forward?"  

When you go back to that lawyer and we talk about he's upset about 
the bill, "I'm sorry this happened. What can we do moving forward?" 
Obviously you don't want this to happen again. The expectation is you 
understand what the bill is going to be, but we are going to have 
problems with difficulties some times with the bill not being that 
because of different reasons.  

"How do we move forward?" 

Ask them on a solution. Even though you might have the solution 
keep quiet and ask them because they're much more receptive to the 
plan if they're engaged in the plan. To me the most powerful things 
you can do in managing conflict is to listen and the second thing is to 
engage the other person and define the solution. It's creating solutions.  

That's the "A" in CLEAR. This is a little weird, but it's really powerful 
especially in a leadership role.  

The "R" is actually "Repercussions". It was kind of evolved out of 
accident in a leadership role that when people got in trouble and they 
got in trouble again they were shocked at what was going to happen 
next. I said, "You know what, I don't want anybody to be surprised in 
what's going to happen next." I started telling them "Listen we have a 
plan. I believe in you, but if you don't live onto that plan here's what's 
going to happen."  
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It's the "Repercussions" and now I know from science that all 
behaviors are driven by consequences. When I started telling people 
what would happen next, the repercussions, they stopped doing the 
bad behavior. That's why I thought it was critical to include this. I call 
it my special sauce in my model. It's the "Repercussions".  

"What's the consequences?" 

"What's going to happen if we don't live up to this plan?" 

You can probably help me, Pat, as far as what those repercussions 
would be if the action plan they set in place wasn't followed through 
what could happen. Does that make sense? 

Pat: Yes it does. There are some repercussions for the legal nurse 
consultant and there's also some repercussions for the attorney. If the 
attorney doesn't pay an expert's bill and it is perfectly legitimate and 
its not off the wall, the expert has an option to withdraw from a case. 
It's an extreme behavior and it has to be done very carefully and under 
certain circumstances. If an attorney is caught without an expert on a 
case and it's too late to name another person, then the attorney's case is 
jeopardized.  

The nurse has some power and the attorney has power. That's why 
attorneys in general in my experience tend to tread a little bit more 
lightly with expert witness bills than they do with consultant bills 
because the expert's got more power.  

Randy: I started this whole conversation talking about the relationship with 
power. Pat, the only thing that comes to mind is powerful, but it's an 
interesting dynamic.  

Can I just go over the acronym one more time to make sure everybody 
has it? 

Pat: Yes please do. 

Randy: Again it's CLEAR.  

● C – Conflict 
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● L – Listen 

● E – Expectation 

● A – Ask (you're going to develop an Action Plan) 

● R – Repercussions 

The last thing is not a step, but it's something you need to do and that's 
document this. I always say that I don't care if you pull out a napkin 
and write out your notes. People are going to take it more seriously. 
Our memories are fallible. It's really important to document it. People 
will take it more seriously and what you're going to document is clear.  

"What was our conflict?" 

"What was said?" 

"What is our expectations?" 

"We asked, what's the action plan we're going to do and what's the 
repercussions if that action plan is not lived up to?" 

Documentation is really critical too I believe and making sure we 
agree to what's being said. It just takes it up a notch. It makes it more 
serious.  

Pat: That's very useful in particular when months go by and then there's a 
question about what actually was agreed to and what transpired. The 
individual who's got the documentation is far better off than the 
individual with a somewhat hazy memory of what was supposed to 
happen.  

Randy: And with technology now that might be a simple email: "I just wanted 
to follow-up on what we agreed to and go through the key elements." 

Pat: Randy is the author of a book CROSSFire: Taking the Heat Out of 
Conflict: A Conflict Resolution Guide for Fire Officers  that's available 
on Amazon. Randy, I can't wait to see your book for healthcare 
providers. I think that's going to be very useful for our audience 
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because of the commonality of being involved in nursing and the 
potential for conflict within a healthcare environment.  

Randy: Thank you. I'm looking for it to it too. It's a lot of work.  

Pat: How can people get to know more about you, Randy? 

Randy: I want to be available and if anybody has any specific questions they 
could actually just email me directly at RandyKeirn@gmail.com. 
They can email me directly if they have any questions or I can help 
them out. My website has the same name, www.RandyKeirn.com, and 
you can also find me on LinkedIn with Randy Keirn.  

Pat: Thank you, Randy, so much for spending time with us and being part 
of the show.  

Randy: My pleasure and thank you for asking.  

Related Product 

Building Your Consulting Business with 
Ease 

In this online training, discover how to deal 
with difficult people, reclaim your energy 
and make a lot of money as a legal nurse 
consultant without struggle and suffering. 
Get inside information that has been 

delivered within IBM, NASA, Target and many other companies with high 
powered executive clients.  

Therese Sparby teaches people how to connect with their personal power and 
confront even the strongest of personalities to deliver simple, compelling solutions 
to difficult problems. Get tips on how to balance your current job and family 
responsibilities while trying to build a business. Learn about awareness and choice, 
the Tricker’s Triangle®, and how to ask for what you want. 

Invest in this program at http://legalnursebusiness.com/building.  
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Check out the webinars, teleseminars, courses and books at 
legalnursebusiness.com. Expand your LNC skills with our resources. 

Explore coaching with Pat Iyer at LNCAcademy.com to get more clients, make 
more money and avoid expensive mistakes. 

Invest in the monthly webinars at LNCCEU.com for 2 webinars each month 
designed to deepen your knowledge and skills.  
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LNP 27 
Attorney and LNC Conflicts: When the Attorney is Angry 

Pat Iyer 
 

The phone rings. You can almost see the steam coming out of the attorney’s ears as 
he emphatically tells you how upset he is with you. Why? 

▪ One of the experts you supplied did not meet the attorney’s expectations. 
▪ Your report was late. 
▪ The attorney was dismayed by the size of your invoice. 

Attorney and LNC conflicts may arise because of miscommunications and 
misunderstandings. 

In episode 26, Nurse Randy Keirn gave an excellent presentation about handling 
conflicts. 

Here are some tips about how to handle attorney and LNC conflicts 

How you handle an angry client will determine if he stays your client, leaves your 
business or tells his colleagues not to do business with you. 

Oh yes, angry attorneys talk to spread the word about their unhappiness. 

I have found the first step in handling an angry attorney’s phone call is to stop 
talking and let him talk. Don’t interrupt. Let him fully air his concerns and 
grievances. If necessary, put your hand over your mouth so you throttle the desire 
to respond. It is so  tempting to slip into apologies, explanations, rationalizations 
and arguments. Don’t do that in this stage. 

Often just being able to express his anger will result in the attorney calming down. 

Acknowledge the angry attorney’s concerns. This shows that you have heard him. 

Empathize with him. We all learned this in nursing school – to rephrase what a 
patient says to show we are listening. 
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What are the next steps in Attorney and LNC conflicts? 

Once the attorney has calmed down enough to listen, say something like, “Let’s 
talk about how we can solve this problem.” By saying this you are sending a 
message that you want to fix a problem. You shift the emphasis away from the 
attorney being the problem, or you being the problem. The situation is the problem; 
solving it is a shared challenge. Framing the attorney’s unhappiness in this way 
reduces the adversarial nature of the discussion. 

Now that you know what has upset the attorney, determine if his concern is 
something you can address on the spot or requires further research. You may be 
able to clear up a misunderstanding, but other issues require you to investigate or 
collect data. 

The expert is the cause of the anger 

If the attorney is upset with one of your experts, call that person to obtain his or her 
side. Sometimes attorneys are upset about things that are simple to fix, like an 
expert not returning a phone call. Sometimes they are upset about more difficult 
issues like how the expert performed at a deposition. You’ll need to dig deeper to 
address this problem. 

The lateness of a report has set the attorney off 

There is a lot at stake in litigation. The attorney has invested time and money in a 
case before sending it to you. He is understandably anxious when your report is 
late. He may be facing a court imposed deadline or a client who is calling him 
asking for an answer that only you can give. 

If your report is late because of a misunderstanding, determine what you can do to 
get the project completed. This is where LNCs have to cross from the employee 
mindset to the entrepreneurial mindset and do whatever it takes to complete the 
work, even if that means staying up late or working on weekends. 

The invoice has upset the attorney 

When the attorney is upset with the number of hours you spent on a case, take a 
look at your invoice. What factors led to a large invoice? Were there a lot of 
medical records? Was it difficult to extract information from the records? Were the 
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records unorganized? Was there a mismatch between what the attorney asked you 
to do and what he thought he asked you to do? 

One attorney asked me to create a detailed chronology of all of the events 
associated with a specific time frame. When he got a 30 page report and an invoice 
for $3000, he said he thought he would get a summary 5-6 pages long. 

As hard as it is to do, you may need to write off some hours. That is what I had to 
do with this attorney, who eventually paid the bill but never returned with more 
work. 

The key point in resolving attorney and LNC conflicts is finding out what is 
causing the upset and taking action to frame the issue as a shared problem you 
want to resolve. 

You will not win all of the battles, but if you are skilled in handling angry 
attorneys, you will keep more clients and use the complaints as an opportunity to 
strengthen your business. 

How to Drop a Low Profit Attorney Client 

You’ve worked hard on your marketing to attract clients. You may be wondering, 
“Why should I drop a low profit attorney client I have worked hard to obtain?” 
Some clients are not worth the effort it takes to work with them. Business owner 
Cheryl Schoen RN recently referred to these as the “black hole clients”. You give 
and give and give and yet they are not satisfied. 

How to recognize a low profit attorney client 

Low profit clients are always making demands on logistics, operations, or 
customer service. They want changes in your work product, but don’t want to pay 
for the changes. They want immediate assistance, usually at the last minute, and 
don’t want to pay a rush fee. They assume that they are the most important (and 
maybe only) client you have, and therefore they are entitled to your immediate 
attention. 
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You may attempt to justify keeping a low profit attorney client. The attorney 
promises you more work, or that he will share your contact information with 
others. You think that if you hold onto this client, it will get better. 

Don’t hang onto a low profit attorney client 

He or she is hurting your business in ways that are not always obvious. The 
attorney who is making unreasonable demands on you is preventing you from 
marketing, to running a more profitable business, or paying attention to the less 
vocal client. It is a rule of a legal nurse consulting business that new clients enter 
your stream each year, while others drop off. 

Here’s the solution 

The sooner you address the behavior of the low profit attorney client, the better. 
Don’t equivocate. Implement a price increase. You should do this for all of your 
clients about every year, and don’t show favoritism by allowing the low profit 
client to escape this change. The client has the choice of paying the higher fee or 
walking away. If he walks away, you win, because you can now devote your time 
to other clients and to business building activities. If he stays with you, you’ve won 
because you’ve increased your profit. 

Define a rush fee, and stick to it. Say “no” to impossible demands. Set limits on 
what you are willing to do for this client. You don’t have  to be reachable by cell 
phone – in the evenings, on weekends, or on vacation. I have talked to LNCs who 
took cases with them on vacation. They could not relax. 

The only way you can lose is by allowing the low profit attorney client to continue 
to control you. It is your responsibility as the business owner to recognize that not 
every attorney who wants to work with you is your ideal client. You set the price, 
you set the limits on what you can do. Otherwise you are at the mercy of an 
attorney who is likely to be a very good negotiator, but not someone you should 
work with. 
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Related Product 

Building Your Consulting Business with Ease 

In this online training, discover how to deal with difficult people, reclaim your 
energy and make a lot of money as a legal nurse consultant without struggle and 
suffering. Get inside information that has been delivered within IBM, NASA, 
Target and many other companies with high powered executive clients. Therese 
Sparby teaches people how to connect with their personal power and confront even 
the strongest of personalities to deliver simple, compelling solutions to difficult 
problems. Get tips on how to balance your current job and family responsibilities 
while trying to build a business. Learn about awareness and choice, the Tricker’s 
Triangle® , and how to ask for what you want. 

Invest in this program at http://legalnursebusiness.com/building.  

Check out the webinars, teleseminars, courses and books at 
legalnursebusiness.com. Expand your LNC skills with our resources. 

Explore coaching with Pat Iyer at LNCAcademy.com to get more clients, make 
more money and avoid expensive mistakes. 

Invest in the monthly webinars at LNCCEU.com for 2 webinars each month 
designed to deepen your knowledge and skills.  
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