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Pat: Welcome to Legal Nurse Podcasts. This is Pat Iyer and this is a show 
that focuses on your needs as legal nurse consultants. We focus on the 
skills that you need to practice your craft, be in business, gain 
customers and most importantly keep those customers coming back 
over-and-over again with new cases and new requests for your 
services.  

I invited onto the show today Doug Sandler who has just completed a 
book called "Nice Guys Finish First" and quite candidly Doug is a 
nice guy. I met him in New York City earlier this year when we were 
both attending a book signing event. I helped one of my friends as a 
ghost writer for his book on body language skills. Doug handed me 
his book, which I've read and have thoroughly enjoyed.  

He has over 30 years of business experience as an entrepreneur and a 
leader. His book "Nice Guys Finish First" was a number one ranked 
Amazon Best Seller and he also has a podcast show in which he's 
interviewed Arianna Huffington from the Huffington Post, Dan Harris 
from Good Morning America, Ron Klein of the White House Chief of 
Staff and dozens of other celebrities.  

He specializes in teaching people about the how-to's of building 
relationships and strengthening connections. Doug is a nationally 
recognized speaker and writer. He has weekly posts that reach 
hundreds of thousands of readers. He has been called by a leading 
social media marketing company to be one of the Top 100 of social 
media thought influencers to follow.  

Doug, thank you so much for being part of this show.  

Doug: Pat, thank you and it was definitely a pleasure meeting you in New 
York. You were one of those bright spots from across the room who I 
could see was coming over with actually some sense of purpose other 
than just stealing my book off of the table. Thanks for stealing my 
book, but being a nice person as well, Pat.  
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Pat: You're welcome. I know Doug that you have an interesting 
background as an entertainer, as a speaker and as a DJ. In your book 
you shared an experience of something that happened to you in New 
Orleans and how that influenced your business. I would like to have 
you tell our listeners about that experience. I'm sure it's got some 
lessons in it that would help other business owners.  

Doug: Absolutely and thanks for inviting me to share this brief story with 
your listening audience, Pat. Also just so you know for those who are 
listening to this. It applies whether you are somebody who's in the 
legal profession or whether you're in the medical profession or 
whether you are a bar mitzvah DJ or a trash collector. It really doesn't 
matter, but whatever you are, the lessons that I learned from this 
faithful trip in 1992 had set in place something I didn't realize until 
almost 20 years later how important it would be.  

This family hired me sight unseen in 1992 and paid me an ungodly 
sum of money to fly from Washington, D.C. down to New Orleans to 
do an event for their family. They paid for everything. They literally 
paid for my flight, my rental equipment, all of my staging, production, 
meals, hotel and business class travel. They had a driver pick me up 
and deliver me to this venue.  

As I got there I discovered that the guests list was about 75 or so 
adults and 50 or so that I would call children, but they weren't children 
that I would define as children today. These were actually just 
monsters. These children, within 15 minutes of this four hour planned 
event, had managed to suck the helium out of every balloon, dismantle 
the centerpieces and throw pea soup on the walls. They were at the bar 
drinking. They were lighting toilet paper on fire in the bathrooms, I 
mean all of this was going down within 15 minutes of this event 
starting.  

I did what any self-respecting entertainer would do. I put my head 
down and I focused on my job. I forgot through this entire process that 
this job was not about me and me getting through the job. It was about 
entertaining. It was about being present and being a part of the process 
of making this event come together in the planning stages.  

Looking back to the event almost 20 years beyond when the event 
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took place, some of the business lessons that I had learned had really 
come to fruition. That is if you actually invest time in your clients you 
invest your energy, you invest your resources in investigating the 
reasons why things are going on and why they're happening. I would 
have discovered that they had hired me actually to come down to 
entertain these kids and this group of adults not because they thought 
that I was a great entertainer, which in my mind as an entertainer we 
all want to be thoughtful.  

As a business owner or whatever we do, we want to think that we're 
the best at what we do and we are. We're rock stars, but my rock star 
moment was not at all about having this ego. It was about listening to 
my client, so lesson one is be a rock star. Listen to your client. Invest 
time, energy and resources in understanding what their problems, their 
needs and the solutions are.  

The second thing that you have to do is that you have to inspire them. 
You have to inspire them to help make the decisions about their event. 
We as professionals know more about actually our clients' problems 
and their concerns than they do, but they feel as though because it's 
their problem they know more about it than we do. They do know 
about it from their personality and from their perspective, but we 
know the answers to the questions even before they ask the questions 
often times. We have to be able to inspire them to take the right 
action.  

The final step is really just to execute a plan, not just execute it so that 
we are providing satisfactory service. Who wants to be the provider of 
a service that's just satisfactory? We want to wow our customers every 
step of the way. The third and final step of this invest, inspire and 
execute plan is actually executing a plan not satisfactorily, but 
excellently. It's executing a plan excellently and actually following 
through with the things that we said.  

That story took place in 1992, 25 years ago and the lessons that it had 
taught me at the time have lived on for that amount of time, Pat.  

Pat: That sounds like one of those experiences that notches a few scars into 
your psyche.  
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Doug: Yes, totally and it was jarring to me at the time because at that point I 
was probably seven or eight years into my career and feeling like I 
could accomplish anything. How many of us as we are going through 
out career feel like I got a couple of dozen clients, a couple of hundred 
clients or whatever it is under my belt and I know everything about 
what I do?  

The problem is that we need to go back to being humble on purpose 
rather than having a rock star mentality in knowing all about our 
business. Yes, it's important for you to know all the information, but 
my dad used to call it "Stop puking product." Stop telling everybody 
how much you know and start listening to the things that we think are 
going on in their life so we can help them solve the problems that are 
so common in our industries today.  

Pat: That's a great point. Our listeners work with attorneys who often have 
a perception about a case whether that's a personal injury case or a 
medical malpractice case. They have their own ideas about what 
happened. Or their client has told them their side of the story and has 
given that attorney a set of facts or painted a picture that could be very 
convincing to the attorney. When the legal nurse consultant gets the 
medical records, there may be an entirely different story that emerges.  

By listening to the client the legal nurse consultant is understanding 
what is that client concerned with and what is the picture that has 
formed in the attorney's mind about that case. It's up to the legal nurse 
consultant to verify or validate that through the medical records, as 
well as to say, "I know you see this case one way, but there is a 
different way of looking at it. Tell me what your thought process is 
and also I will tell you what I think the other side is going to present 
to you in terms of what the case is about."  

Doug: What's interesting about what you said Pat is this attorney has been 
trained in the legal profession to know everything about this particular 
case, not necessarily about the case but everything about their 
profession. They need to know all the legal rules. They need to be able 
to explain these rules with pinpoint accuracy and precision, leading 
them to feel like they're confident not just about the legal profession, 
but about everything.  
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The issue often times is that as a legal nurse, you need to not only 
understand the psyche of the attorney, but you need to understand the 
dynamics of the case. You need to sell this to the attorneys so the 
attorney believes it, understands it and has confidence in what you say 
without stepping over your boundaries of being a legal nurse versus 
being an attorney.  

Is that fair for your listeners?  

Pat: Absolutely.  

Doug: It's all in the relationship I think.  

Pat: Tell us about exceptional customer service. I know that was the point 
that you mentioned last as the three lessons and the framework that 
you developed after your experience in New Orleans. What would you 
define as the characteristics of an exceptional customer service 
experience? 

Doug: I think first and foremost we have to look at your behavior: one’s 
behavior in providing customer service, responding to phone calls or 
whatever it is that you're going to do with your customer. However 
you're going to communicate with them and deliver them information, 
but the key is to be consistent. If they can depend on you time and 
time again to deliver the information in a consistent manner whatever 
that is, I think that's key.  

The next thing I really think is important is for you to be able to 
exceed expectations every step along the way. If you can exceed their 
expectations and what I would really consider another step in the 
process, if you could really inspire them and wow them they will 
come back to you again and again.  

Really the final step, the fourth step along the way, is have you ever 
heard the term "It's not personal, it's just business". It's never just 
business. I always look at it and say, "How do you separate in today's 
world as prevalent as social media is and the rest of the world is 
connected together one-by-one on these different channels?" 

Everything is personal. For me I love to share stories about some 
personal things that are going on in my life or to relate to somebody 
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from a personal perspective so that they can understand that I know 
exactly what they're going through. Maybe I've been approached or 
I've had to deal with this particular legal issue in my life.  

From a client and attorney perspective, if you're selling attorneys or 
attorneys are potentially your market, you've got to a degree separate 
yourself from the rest of the competition. Yes, they need to know that 
you're professional. They need to know what you're doing. They need 
to understand the processes that you go through. Being personal, 
inspiring them, wowing them, exceeding expectations and being 
consistent with your behavior are all key steps in building a brand of 
great customer service with your organization.  

Pat: There are a lot of legal nurse consultants who are looking for business 
from attorneys and if they follow the model that you're just outlining it 
will set them apart.  

Since I've read your book I've been struck by the number of times that 
I've had customer service interactions in the last week where my 
expectations were higher than the services I received. It seems like I 
was waiting for the person to do it right as opposed to all the people 
who fell down at some point. The falling down and not fulfilling 
what's been agreed upon or not delivering pleasant customer service 
seems to be the norm as opposed to what we would want to be the 
exception. We want an ideal customer service to be what you expect 
every time and you don't see it that often.  

Doug: It's crazy. I don't understand why we as consumers have accepted 
average as exceptional. It irritates me to the nth degree when I walk 
into a store. Even in something as simple as a transaction I will be 
doing at a store if I'm buying a garment or buying something at a store 
where I walk in and people are not even focused on you. It's so 
prevalent in the utility industry. It's so prevalent in the cable industry 
and all of these areas and with our credit card companies.  

We've accepted below average as the norm and satisfactory is now the 
exceeding expectations. People have to understand that if you just go 
beyond . . . It's not like we're talking about jumping hurdles over a 
house. We're just talking about going a little bit above and beyond 
what is required of us to become exceptional. Period, the end and 
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that's it. It's that easy. 

Pat: I know that you've developed a system that you call the "NG30 
Program" with some very specific components of customer service. 
Could you share with us those five pieces? 

Doug: Sure. This is one of my most favorite things to talk about when I walk 
into a conference because this is the thing that's put me on the map. 
What's interesting about it is the five steps that I'm going to go 
through with you, which are so simple and will take literally 60 
second for me to cover, there's no rocket science involved.  

Here is the science of this "Nice Guy 30 Program" and I encourage 
everybody to try to do this for a 30 day period of time because you 
can create new habits easily in the upcoming month.  

● Step 1:  Return all your phone calls 

Remember I told you this wasn't going to be rocket science. You need 
to return every phone call except for the one exception I give you is 
that you don't have to return telemarketing calls.  

● Step 2:  Return every email 

Not only return every email, again with the exception of spam, answer 
all the questions within an email. For example if somebody asked you 
four questions and you respond to two of those four questions because 
they were important to you, you may get another email which will 
propagate more emails coming to you. Answer all the questions within 
the email.  

● Step 3:  Deliver on every promise 

Don't over promise and under deliver. Instead of doing that I would 
tell you to over deliver on the promises that you're making. Don't say, 
"I'll call you back in five minutes" if you don't have any plan to call 
back in five minutes. Literally tell your customers the truth every 
time.  

● Step 4:  Be on time every time 

If somebody says I have an 11:00 appointment, by showing up at 
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11:15 although that is still considered I would think in the realm of not 
unreasonable, it is. You're late and you're not respectful for their time. 
You leave people wondering when you show up late, so be on time or 
early.  

● Step 5:  Reach out personally 

I always tell everybody that. I wrote this post for the Huffington Post 
probably two or three years ago and it was "24 Seconds That Will 
Change Your Life". It literally is an exercise of sending out two text 
messages a day to people that you have not communicated with in the 
last 30 days. All you're doing by reaching out and talking on a 
personal level to people is continuing your relationship even when 
business is not happening between you and that relationship. (Check 
out Brian Basilico’s podcast, LNP 6 and Brian Bearden’s podcast, 
LNP 58 for more on sustaining relationships.) 

1. Return your calls 

2. Return your emails 

3. Deliver on every promise 

4. Be on time every time 

5. Communicate effectively and personally reach out twice 
a day 

Those five steps will put you one the map and so far exceed 
expectations because nobody does this. It's incredible to me that 
people just don't return their calls and all these other things too.  

Pat: When I read your steps in your book that you just went through I was 
cringing on the one about responding to emails because I know that I 
have been guilty of getting emails and not reading them. I have 19,730 
emails in my inbox and I'm trying to keep it under 20,000 because to 
me that's just a horrifying number, but you're right. If you don't 
respond to an email, it leaves the person who has sent you the email 
wondering did you get, did you overlook it or did you ignore it.  

Doug: I have to tell you that I always get approached by people and I'm 
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assuming that you're probably giving me if not an accurate number a 
pretty close number. You literally have 20,000 emails in your inbox.  

Pat: No not 20,000, 19,580 or something like that.  

Doug: How many of those have not been opened yet, all of them or many of 
them? 

Pat: About 15,000 of them, but they are me being on mailing list that really 
are of no value that I need to get off of. Those are the ones that are not 
opened.  

Doug: When I approach somebody that responds in a seminar scenario where 
we have 200 people in the room and they say, "I have 12,000 emails 
and I don't know what to do. I'm behind" I always tell everybody that 
you caught me on the wrong end of the problem. Right now you're 
trying to have me resolve the problem with you having 12,000 emails 
in there. That's a conversation that you and I can have Pat offline in 
how do I get rid of my 19,500 emails. Literally I'm going to tell you 
the truth.  

I'm looking at my inbox to my emails right now. I have right now 
three emails sitting in my inbox. Two of them I've already opened and 
I'm just waiting to take action on. The third has happened since I've 
actually come on this podcast and I'm not going to respond to an email 
while I'm on this podcast with you. If you have more then 30 emails 
sitting in your inbox right now at the end of this, I'm going to tell you 
how to reach out to me so that we can get in touch with each other so I 
can help you resolve that problem so in the future this doesn't happen.  

In your inbox right now if you look at each one of those and you say, 
"Each of those emails in there is a lost dollar" I'm going to save you 
19,583 emails Pat in your particular case. How would you like to have 
$19,000 in your pocket right now? 

Pat: That's a good point. (Note: Doug inspired Pat to delete or move emails 
into folders. She now has under 50 in her inbox.) 

Doug: For me it's about how do we get beyond where you are right now. I 
can't resolve how to get rid of those emails that you have in there, but 
I can give you some ideas that have worked for me. I've never been in 
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a particular case where I've had that personally because I've always 
stayed on top of my email. There are ways to get rid of the emails that 
you have other than just hitting delete and I'm happy to chat with 
anybody that has a challenge like this at the end of this interview.  

Pat: That's wonderful. That sounds like that could be a separate podcasts.  

Doug: That could totally be.  

Pat: I need a little bit of therapy. I think that's what we've discovered.  

Doug: You go to work everyday or you get to your job everyday or with the 
responsibilities you have and you're already anxious because your 
email has 19,583. It feels really good to walk into my inbox and I 
have three emails or 12 emails because I haven't looked at it until 
overnight.  

Pat: It sounds almost like a fantasy world to me.  

Doug: It's not. It's real. I'll share my screen with you. It's actually real.  

Pat: Tell us about what it means to get into the head of your customer. 
That was a phrase that you used in the book and that's kind of a 
fascinating concept. From our perspective as legal nurse consultants, 
our customers are going to be the attorneys that we work with.  

Doug: Yes and this is probably one of those. This is the magic that takes a 
business from good to great. It really does help you understand a little 
bit more of the dynamics of how your business works. That is truly 
when you understand what the needs, the wants and the desires of 
your customer are literally by understanding their thought process and 
how they think. That means doing things like talking to your close 
clients, the people that you have a relationship good enough with so 
you can communicate with them on a different level. You're not just 
communicating as a provider of service and a client. You're actually 
asking them questions.  

"Tell me why you think this way." 

"Tell me why this is an important response to you." 

"Tell me what is it about our services that enabled you to hire us as 
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opposed to our competition for this." 

When you can understand the dynamics of what goes on in your 
customer's head, when you understand things from their perspective or 
her perspective, you stand a much better chance on not only getting 
business from other people in the future but more business from that 
same customer. You understand, you relate to them and you are in 
their head. You're thinking the way that they think. When we take off 
our business hat at the end of the day you may say I never want to 
think like them, but the reality of it is we all need to grow up.  

We all need to understand that in order to do business we have to 
work with people who know, like and trust us. The people who know, 
like and trust us are the ones who think the most like us.  

Pat: We did have a podcast earlier in this series (LNP 6) when Brian 
Basilico used just those phrases of helping to understand the 
customer's need so that individual does develop that know, like and 
trust concept. I think for us as legal nurse consultants one of the things 
that we need to realize is what motivates our clients. For example 
defense attorneys want to keep the insurance companies happy 
because that's their food chain and they get cases sent to them from 
insurance carriers. Plaintiff attorneys don't want to spend money on a 
bad case, meaning that there are bad medical factors or a plaintiff that 
the jury is not going to be able to identify with, like and want to give 
money to.  

Each of them have different motivations and it's up to us as legal 
nurse consultants to understand what drives our clients, what's going 
to make them feel comfortable and safe that they're being well taken 
care of. Part of that is the customer service.  

Before I sold my company I had a large number of expert witnesses 
who were subcontractors for me. Probably the most frequent reasons 
that attorneys called me other than to complain about an invoice was 
when they said, "I left a message for the expert witness. She has not 
responded to me. Can you reach out to her?" That's part of what you're 
talking about, returning phone calls and needing to get involved to call 
the expert and say, "Did you leave a message for the attorney? Did 
you know that he was trying to reach you?" Part of what we have to 
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do as business owners and as legal nurse consultants is to understand 
how our customers think and what's important to them.  

Doug: Yes, it's so true and that first part just to touch on that for a second is 
it's not like I just pulled these five big problems out of the air and said, 
"Hey, you know we just don't do a good job in returning our phone 
calls." In every conference that I speak at when I talk to them about 
this NG30 Program the first question that I ask them is, "Raise your 
hands if you've ever called someone and the call hasn't been 
returned?" Everybody puts their hands up because we're all in the 
receiving side of a non-returned phone call. The question then that's 
easy for me to ask is, "How does that make you feel?" 

It makes you feel like you don't even know if the message was even 
heard. You don't know that you're important. You don't feel validated. 
You must feel inferior. All of these things start to come out. I said, 
"Leave your hands up if you are the person that didn't return 
someone's phone call" and the hands stayed up in the air. I said, "Why 
the hell would you do that? You just told me you feel an inch tall 
when someone doesn't return your call. You get irritated with them. 
The last person you want to give business to is that company and yet 
we still do it ourselves." 

I can't get my head around understanding that somebody would not 
return a phone call to you. Is there a valid reason to ignore somebody? 
Now you can say, "I'm too busy" and you know what - that's too bad. 
Again, you're putting me on the wrong end of the problem. Don't be 
so busy. Put yourself in a position to return every phone call because 
your next job is coming from the person who you didn't return their 
phone call. It's so important to keep that in mind.  

I'm passionate about it because the lack of non-returned phone calls, 
non-returned emails and not answering the questions, being late for an 
appointment and lying to customers, those four of the five in the 
NG30 Program, are the ones that will take your business away from 
you and take your business down the crapper when you're wondering 
what happened.  

It's the same four things that I just said that are going to throw your 
business through the roof when you do them properly, do them on 
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time and do them not only well, but you exceed the expectations of 
your customers. You say you're going to call back in an hour, how 
about calling back in 10 minutes? 

"Man, I didn't expect your call back that fast." 

"That's what I'm here to do, to exceed your expectations."  

I apologize for my passion with that, but it is the reality of business 
today. It's just coming down to we need to communicate more 
effectively with our customers. 

Pat: I wanted to ask you one last question before we disconnect. Some of 
the people listening to the program have employees or subcontractors 
as I did or are in a leadership position within their field. What are 
some of the myths associated with being a leader? 

Doug: That's a good question because whether we have an employee base 
who’re large or whether we have no employees who are under us but 
we have a business to run. Leadership is critical because leadership is 
about relationship.  

The biggest myth in my opinion is "People are born leaders". I don't 
think that's true. I think that leadership evolves. Leadership happens as 
a result of being responsible, being consistent and being somebody 
who's respected in your world whether you're a legal nurse, whether 
you're an attorney or whether you're a trash collector. You can be 
anything and you could be a leader.  

I think the other thing that's important to know is that leaders don't 
know it all and they're not fearless. We all have fears whether we are 
on top of a huge organization and forging new ideas everyday or in a 
time tested business that has been running for 30 years. We're not 
fearless. We all have fears, anxieties and stress in our life just like 
everybody else and so leaders can have fear in their life as well. 
Leadership really is not about power. It's about understanding. It's 
more about leading from the front line rather than leading from an 
ivory tower.  

I think that is key and the other thing that I oftentimes talk about as 
being a leader in this world today is listening. And there are many 
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leaders, probably all of your listeners are leaders to a certain degree. 
You don't have to be somebody who's full of personality, charm and 
charisma. Leaders can be ones and zeros, binary vision and single 
focused. You don't have to be that charismatic leader leading again 
from the ivory tower or from the TV camera. You can be a guy who's 
in a glass office as long as you're leading from the front line, people 
love you and people respect you. Then you can be really a leader.  

There isn't a specific type of leader, so those are a few myths that I've 
run across in the world of leadership.  

Pat: Where that becomes critical in the world that we reside in is that  a 
person might be a good clinician, gets promoted and put in a 
leadership position in the healthcare industry but does not have the 
appropriate support and training to learn how to be a good leader. 
Then people underneath that leader flounder. When they flounder 
patients can get injured and that leads to medical malpractice and to 
medical malpractice suits.  

Sometimes in the process of working on a medical malpractice case it 
becomes clear that there are employees who should have been 
identified as needing more training, to be disciplined or to be 
supported in a different way. But their leader was inadequate and that 
resulted in injury. It can have some huge personal and direct 
consequences of not being an effective leader.  

Doug: If you're a good clinician and you get to a position of leadership and 
you're running an organization, I just always want to encourage 
everybody to remember where you came from. The fact that you've 
become a leader does not mean that you have been elevated to your 
point of idiocy. It means that you really should remember where you 
came from. What a great and valuable lesson to learn or to teach other 
people along the way of all the stories, all those relationships that 
you've built over the years. You just need to impart your wisdom in a 
way that doesn't come across as you being a leader from that 
iron-fisted ivory tower. That's never a good feeling.  

Pat: I think that it's changing in health care. I think there's a great deal 
more awareness of the importance of being nice to each other. 
Bullying is an issue in healthcare between nurses-to-nurses, 
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physicians-to-nurses and physicians-to-physicians. (Get more tips on 
the impact of bullying by listening to LNP 30 by Dr. Renee 
Thompson.) There's a lot more awareness now about the importance 
of treating each other with respect, of not being demeaning because of 
the consequences that flow from that type of behavior.  

Doug: I agree. You have to be relatable. You have to understand what people 
are talking about. You have to be somebody who's willing to be 
flexible and cooperative. All of those were created as a result of some 
bad leaders. If we just come full circle and we just understand that if 
you remember where you came from, you're going to be a lot better 
off.  

Pat: Doug, how can our listeners learn more about you?  

Doug: I would be happy to provide more information if they just go to my 
website, which is www.DougSandler.com. There is access to business 
building tips, a free eBook called "21 Experts: Sounding Off About 
Building Your Business”. If they want to sign up for that I'll be happy 
to give that to them. If they want more on how do I empty my inbox, 
I'm happy to share information about some good tips and they can 
reach out to me at Doug@DougSandler.com.  

Pat: Terrific. I guess I will be typing that email in this afternoon after we 
hang up.  

Doug: Yes, but if I respond to you I will just be 19,564.  

Pat: I'll think I'll take my chances. Thank you so much for being a part of 
this show Doug. I think you've given us some great concrete tips that 
will make us think about exceptional customer service and how that is 
a very effective, and essential part of working with your client base. 

Doug: Thank you Pat and thanks for having me on the show. It was a 
pleasure meeting you at the C-Suite Program up in New York. I'm 
looking forward to hearing this and the feedback from your listening 
audience as well.  

Pat: Terrific and thank you so much. This has been Legal Nurse Podcasts 
with Doug Sandler and Pat Iyer talking about exceptional customer 
service. Stay tuned, we'll have another interview for you again next 
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week.  

Related Product 
 

You’ve worked hard to become a legal nurse 
consultant and you want to retain clients. You’ve 
been looked up to and respected as a nurse. Now you 
feel less than knowledgeable as you are drawn into 
the world of attorneys. Business is not your first 
language, patient care is. 
 
You were clinically trained, not educated in business. 
You want to make this change in career successful. 
You want to develop a stronger client attraction and 

retention program. 
 
Retain Clients with Exquisite Client Care Strategies 
Your ability to be confident, certain and in control when you attract and retain 
clients is easier with the power of Exquisite Client Care™ strategies. These 
techniques give you a higher level of distinction in your business and deepen 
integrity-based relationships that grow your business. 
 
Win Over and Retain the Clients You Want is a 90 minute video online 
training. Order access to this program at this link: http://lnc.tips/Winover 
 
Get a 25% discount when you add the code word Listened in the coupon box 
at check out. 
 
Check out the webinars, teleseminars, courses and books at 
legalnursebusiness.com. Expand your LNC skills with our resources. 

Explore mentorship opportunities 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 77 

Attorney Client Retention: How to Attract and When to Let Go 

Client retention is a crucial issue for legal nurse consultants. Legal nurse consultants 
make one sale out of twenty prospective client contacts. That means that for two 
contacts you’d have to meet forty contacts, or potential clients. That is a bit daunting. 

You have to make a commitment to follow up on inquiries about your services, go to 
meetings, make calls, and when possible, meet all those potential clients. Even after 
you make that first sale you have to be willing and able to follow the client through 
the client development process and move them from potential client or prospect to 
become an advocate for you and your services. 

One of the sad truths about developing and maintaining a business is that it costs five 
times as much money and time to attract a new client than it does to retain and resell 
to an old client So it really makes sense to resell to your clients. 

Client Retention – Keys to Success 

What are the keys to client retention? First, be clear that you are working with 
attorney clients you want to keep. You do have a choice. Most of your clients are 
worth satisfying. A few are not, as I describe later. 

These are 5 keys to client retention 

1. Be clear on what the client needs. Be sure you understand the nature of the 
assignment and the deadline so you give the attorney what he or she wants. 
 
2. Be reachable. Attorneys are often working on short deadlines. When they 
leave a phone message or email an LNC, they expect an answer back, and 
quickly. Make sure you are reachable via email or phone. 
 
3. Charge a fair number of hours. If you know you had a learning curve 
associated with a case, drop off some of your time. 
 
4. Communicate with your client when you run into an issue. Maybe a 
learning curve is not the issue, but it is the quality of the records that is slowing 
you down. When a case is taking much longer than you expected, let the 
attorney know of the issue. Are records illegible, missing, or filled with data, but 
not meaningful information? Let the attorney know. This is essential for keeping 
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attorney clients. 
 
5. Be ethical. Don’t try to please the attorney at the expense of the truth. There 
is a tremendous amount of money invested in a case. Plaintiff and defense 
attorneys want to know the strengths and weaknesses of a case. They rely on you 
to be straight with them. 

These practices will earn you the loyalty of your clients. You’ll spend less time trying 
to get new clients and more time on repeat business from current clients. Keeping 
attorney clients affects your wallet, peace of mind and success. 

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  referred to these as the “black hole clients”. You give and give and give 
and yet they are not satisfied. 

How do you 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. 

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 a 
more profitable client, 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 is the solution 

The sooner you address the behavior of the low profit attorney client, the better. Don’t 
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equivocate.  

Put boundaries on the behavior of the client. Be clear about what you can do and 
when you can do it. 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. 

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. 

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. 

Related Product 

 
You’ve worked hard to become a legal nurse 
consultant and you want to retain clients. You’ve 
been looked up to and respected as a nurse. Now you 
feel less than knowledgeable as you are drawn into 
the world of attorneys. Business is not your first 
language, patient care is. 
 
You were clinically trained, not educated in business. 
You want to make this change in career successful. 
You want to develop a stronger client attraction and 

retention program. 
 
Retain Clients with Exquisite Client Care Strategies. Your ability to be confident, 
certain and in control when you attract and retain clients is easier with the power of 
Exquisite Client Care™ strategies. These techniques give you a higher level of 
distinction in your business and deepen integrity-based relationships that grow 
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your business. 
 
Win Over and Retain the Clients You Want is a 90 minute video online 
training. Order access to this program at this link: http://lnc.tips/Winover 
Get a 25% discount on this training by using the word Listened in the coupon 
box during checkout. 
 
 
Check out the webinars, teleseminars, courses and books at 
legalnursebusiness.com. Expand your LNC skills with our resources. 

Explore mentorship opportunities 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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