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How Persistence Grew an LNC Business 

Susan Carleo 
 
 

Pat: Hi this is Pat Iyer with Legal Nurse Podcast. Today we're going to be 
talking with Susan Carleo, who is a very experienced legal nurse 
consultant and a person that I've probably known for at least 10 years. She 
has a lot of experience as a registered nurse and has grown up on Long 
Island and lives in upper New York State. She has a broad clinical 
background of working in med-surg, postpartum, ER and PACU, both in 
staff and management positions, and she's a certified perianesthesia nurse.  

 She teaches legal documentation classes to nurses and physicians and has a 
successful independent legal nurse consulting practice working with 
attorneys on their cases both in New York and nationwide. Both Susan and 
I are past presidents of the American Association of Legal Nurse 
Consultants. We'll be talking in this interview about some of the things that 
Susan would recommend to both experienced, as well as inexperienced 
legal nurse consultants.  

 Susan, welcome to the show. I'm so glad we could set up this time to talk 
today.  

Susan: Thank you, Pat. It's my honor and pleasure to be here and talk with you. I 
appreciate this opportunity as well.  

Pat: Wonderful. I know that you come from a strong clinical background. How 
did you find out about legal nurse consulting and what motivated you to 
get started in this field? 

Susan: I've worked with a nurse in 1977 on a medical floor. She went and took a 
class and became a legal nurse and left our job to work in New York City 
for a medical malpractice attorney. At that time, I really wondered what 
legal nursing would be like, but I continued working clinically as you said 
in med-surg, OB gyn and the emergency room. I worked in quality 
assurance and auditing. In 1994, which was a little bit after I moved 
upstate, a hospital defense attorney asked me to review a case that occurred 
at a hospital in a different town. I reviewed a few cases for her and I really 
enjoy it, but at that time I was a single parent working full-time and I 
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needed my job and our insurance, so I stayed with clinical nursing. In 
about 2007, the opportunity arose again, and I decided that legal nursing 
was really what I wanted to do and what I was meant to do, so this time I 
pursued it.  

 I started my independent practice and called it after myself, Carleo Legal 
Nurse Consulting. I created goals and timelines for myself. I started by 
buying a desk, a computer and everything I needed from my office. I'm 
sitting in my grown son's bedroom. I asked his permission to take it over 
and make it my office. He did tell me he wasn't coming back, but that's 
okay. He's now married, and I have two grandchildren. I am working in his 
office and I own it now. If he wants to come back, he can still come back 
but it's mine.  

 I've researched medical malpractice attorneys back then, created a 
newsletter to introduce myself and I joined our county's Bar Association. I 
attended New York State medical malpractice conferences and I exhibited. 
I became a sponsor for the New York State Trial Lawyers Academy.  At 
that time, and I still do, I prepared a professional folder, including a letter 
of introduction, my CV and a sample case. I brought a bakery item with 
my business card ribbon attached to it and I went on foot. I drove that day, 
this is about 11 years ago, to 12 attorney offices and I introduced myself. I 
came home with my first case as an independent legal nurse. I still work 
with this attorney today. I continued marketing myself and networking 
while I was working full-time. And to be honest, I was afraid to give up 
my full-time job. It was only until I realized that I was working two full-
time jobs at once that I went part-time clinically.  

 Once I did Pat, my practice grew. I have now worked per diem. I still 
work. I will be working tomorrow in the PACU, but it's very infrequent. 
It's when they need me and when I can make it. I love going in because I 
love the nurses. I still love nursing of course, but I just don't work as often 
because I'm so busy. I think though it's always been a benefit to me to stay 
clinically active and up-to-date with my certifications in my legal nursing 
field.  

 Once I developed attorney clients, I found referrals to be a big part of my 
business. I review medical malpractice cases now and I have been for 
plaintiff and defense both. These firms will get me involved in any stage of 
the case. Some of them I call the client from the beginning. They may get a 
contact over the Internet, a message, and they ask me to call the client. I 
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call them. I get the medical history. I obtain all the information about what 
happened and then all the stuff with the attorney.  

I help them to decide if we should pursue it, get the medical records and 
review the case for merit.  I then work with them either from the beginning 
of the case or in the middle of the case. I help them with deposition 
testimony, questions and through trial. I'll do chronologies and write up the 
summaries on the cases. I've been an expert fact witness several times in 
trials, explaining the client's story to the judge and the jury.  

 Something else I do Pat, which you and I have never talked about this, but 
I also work for the New York State Office of Professional Discipline in 
addition to my practice. They contacted me, and these are cases that 
involve nurses who have done something wrong with the risk facing a 
penalty of losing their license. The claims are usually about narcotic abuse, 
patient harm or neglect. The hospital reports the nurse to the Board of 
Nursing and the cases are handled by the attorneys at the Office of 
Professional Discipline, and I'm the nurse reviewer. I look at the claim. I 
review the records. If it involves a patient's record I'll review that, and I 
discuss it with the attorney, and give my opinion. If it's pursued, I'll go to 
the nurse's hearing and I'm the expert nurse reviewer for that.  

 I thought I'll explain a little bit about how I started my business. I first 
developed and designed my own website and then I had it done 
professionally, including my marketing materials. Another way I marketed 
myself was I designed a PowerPoint. I had a lunch, invited attorneys to the 
lunch and presented to them how I could help them. As you mentioned, I 
teach legal documentation to nurses and physicians where I work.  I've 
been a PACU expert since I work in the PACU. I've been a PACU expert 
several times and after a case is completed and finalized I redacted the 
information, all confidential information. I taught the nurses in the PACU 
how to learn from mistakes so that doesn't happen to us.   

Pat: Let me stop you and ask you a couple questions. When you first got that 
first case (because many of our listeners are at the beginning of their 
business) and they're stuck in how I get that first attorney to give me a 
chance. You mentioned an attorney in another town, a female attorney, 
who contacted you or gave you an opportunity to work on a case. What led 
the two of you to connect? 
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Susan: She was the defense attorney at the hospital I worked for. I worked in the 
emergency room and there was a case in the ER that came to light. I had a 
very small piece of documentation on this case and she had to pull me 
aside and ask me questions. After the questioning, she complimented me 
and said, "I love the way you documented. You were very clear." 
Basically, whatever I had to write for the record was there was no question 
what happened, and she said to me, "I would like you to review records for 
me. Can you do that?"  I said, "Yes" I would help her. That's how it just so 
happened. The attorney that I met the day I went on foot, I walked into his 
office. I had just passed him in the hall and I recognized him. That's 
another thing you need to do, is to look up what they look like. I thought 
"Is that him?" He was walking at a quick pace, so I didn't want to bother 
him. I went in his office and I figured that I would leave the information. 
He turned around, came in the office and said, "Susan, I've been meaning 
to call you." I've been sending him papers, my newsletter and medical 
information for probably a good five or six months. I've been barraging 
him with information and with my picture on it, so he knew who I was.  

 That was an interesting case because he brought me into his office. It was a 
boardroom. Back then Pat, it was mostly paper that we read. It wasn't 
electronic yet and the box was huge and with all these papers from nursing 
visits. They were totally out of order, but I was so glad to get that case. I 
didn't care what it looked like. I brought it home, put it out on my dining 
room table and worked from there. Sometimes it's just being out there and 
being in the right place at the right time, but I think it's being recognizable 
and just sort of pushing yourself a little bit beyond your comfort zone. 

Pat: You raised an interesting point because a lot of legal nurse consultants are 
advised to try cold calls and cold visits. I think sometimes they are easily 
discouraged or skeptical about whether it works, to do what you've just 
described of taking food to a law firm and leaving information. It sounds 
like you had a great strike with that first round of visits that you made. 

Susan: It was funny because it was winter, and I will never forget it. It was 
December 29th. It wasn't nice weather. I didn't have a Garmin back then or 
a GPS and I did it on MapQuest. I MapQuested 12 attorneys so that I could 
be able to get those calls in and I came prepared. I felt, "What did I have to 
lose?" I took a day off from my clinical job and I said, "I'm going go for 
it." As I said, I was part of the county bar at that point. I was also going to 
events that were involved with the bar. I would go to their Christmas 
parties. I would go to the luncheon if I can. I went to the Chamber of 
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Commerce meetings. I joined the Women's Business Owners Connection, 
which is very popular for successful women entrepreneurs in my area. I got 
out there. I was writing articles. I wrote an article to our local newspaper 
about what a legal nurse consultant was, and it was printed.  

 I was just about to tell you that in 2007, which I wish Pat as long as you've 
been part of the American Association of Legal Nurses I wish I knew 
about it years before 2007 but unfortunately, I didn't, so this is a secret I'm 
going to share. I became a part of the American Association and I started 
volunteering. I knew that I wanted to move up in the organization. It's the 
only professional legal nurse organization and I did. That really helped me 
as well, so after I went to one of our conferences I came home. I took a 
nice professional picture of myself. I submitted it to the newspaper. I 
believe it's called People in Motion or something like that. It's usually on a 
Sunday that it comes out. I sent in this paper that had this little article 
saying that I had just attended it, our conference and wherever we had it in 
probably Denver or somewhere. I wrote who I was, gave a picture of 
myself, my company and that I worked with medical malpractice attorneys 
on these cases. I remember going to work and the girls at work said to me 
"So did you see yourself in the paper" and I'm thinking "Yes I put it there." 

 You must promote yourself and actively do that. It's not going to come to 
you. You need to go out and pursue it. 

Pat: That leads me to another question Susan because I know that there's a great 
deal more awareness of the field of legal nurse consulting now than there 
was 10 or 15 years ago. There is a concept that any nurse can do this. You 
can get out of a hospital and you can make a lot of money per hour in 
comparison. Do you think that's valid that any nurse can do this?  

Susan: No Pat I don't. I've met a lot of nurses who couldn't do it. I've met nurses 
who had good intentions, but they didn't really have either the time or 
maybe they didn't want to put forth the effort and so therefore they never 
really succeeded. There are certain things that you need to be as a legal 
nurse. There are certain (I'm going to say) characteristics that you must 
have to be successful, to stay with it. It's probably a lot easier to give up 
and to just stop working at it than it is to keep going. Once you know what 
you want and if you really do want it. I knew that I wanted to do it, so I 
never gave up. I still don't give up.  
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 Early this morning, believe it or not, I was reading something in the paper 
that was all about the hospitals in this area and the reports on it with safety, 
infection, surgical errors and things like that. I took that article and I 
forwarded it to I'm going to say most of the attorneys who I work with just 
to say that I thought you'd be interested in seeing this. It involved all the 
hospitals that I reviewed before. You really must do it. I'm going to say 
that I do something every day. I volunteered for our association and then as 
you did I became board certified in legal nursing. I still stay very active in 
our organization. 

Pat: I think what I'm hearing you say is one of the factors that has led to your 
success is being persistent, being visible, being determined to succeed, 
connecting with other legal nurse consultants who have that same drive 
and that same passion to succeed. Is that a fair assessment? 

Susan: Without a doubt. I find that the nurses who are successful who I've 
connected with, we sort of do have the same characteristic that are very 
similar anyway. I find that to be a successful legal nurse that you really 
need to have a couple of things. You need to be a critical thinker. You need 
to stay organized and be detailed. Be very into detail orientation. You need 
to be confident. One of my things is that you must be very honest, 
objective and straightforward. Be direct. I think you must be a very good 
listener and a great communicator.  

 The attorneys really need us for what we know clinically, our clinical 
experience and our medical knowledge. We must be good teachers so that 
we can explain what happened in the cases in any situation. It really 
doesn't matter which side I worked for. I'm honest and objective and I give 
them the facts. 

Pat: You raise a good point in terms of being honest and objective because 
nurses are also pleasers. We want to help. Have you ever heard of the 
temptation of telling the attorney what he wants to hear to please him, but 
the reality is that the case is very different than the way the attorney 
envisions it? Have you run into that situation? 

Susan: Definitely. It happened to me. Well it's funny because there are two 
different things that came to mind when you said that. One attorney I had 
came from New York City and asked me to review a case. He told me what 
happened, and I reviewed the case. It involved nerve damage. I reviewed 
the case and I saw that the person had ongoing problems and had multiple 
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surgeries, nerve surgery and shoulders. He had so many different problems 
that were involved prior to this and I looked at that.  

I said, "You know what, I need to be honest with you and tell you that I 
really don't feel this is…" I had to tell him what he didn't want to hear, and 
he was a little persistent. You must be honest and tell the truth and you 
must be able to also Pat back it up with the literature. It can't be just your 
opinion. It is my opinion, but it's got to be backed up with facts.  

 One of the hard things for me too was years ago I was a PACU expert. In 
this PACU case, it was for defense. When I reviewed it, I saw the things 
that the nurses had done wrong. It was one of my first PACU cases. I was a 
little nervous to tell the defense attorney what happened. She told me that 
she was so grateful because what happened will never happen again at her 
hospital. So yes, I have heard that term. I will never ever, and I will 
encourage other legal nurses to never say anything to please anybody. You 
come up with the facts and you be honest. 

Pat: I don't know that legal nurse consultants are always aware of how much 
money is involved for pursuing a claim, not only from the plaintiff's 
perspective. It's very clear to us that there's filing fees, court reporter fees 
and expenses for experts, but the defense attorneys are also under pressure 
to be able to control costs and to be able to quickly sort through the cases 
that should be settled versus the ones that should be pursued. We don't 
really see the money side of it the way that an attorney does. We're looking 
at it from the objective standpoint of is this a case that should go on, is this 
a case that should never be filed or is this a case that should be settled 
quickly. They rely on people like you who have the expertise to be able to 
help them make those decisions. 

Susan: You're right. In the beginning I'm going to say I wasn't as aware of the 
money angle of it and as I gained experience I've become more aware. I've 
given that advice to an attorney that these are the circumstances in the case 
and these are the flaws if you want to call it or the weaknesses in the case. I 
have said to an attorney most recently, “Really to be honest with you what 
you're going to invest to defend the case or to pursue this case is going to 
cost you much more than in the end it will be worth.” I don't even get 
involved with how much is this case worth. I don't get involved. I've had 
attorneys ask me that. "How much do you think this is worth," but I really 
couldn't even put a price on it. Every case is worth a different amount and 
it depends on each case as well. I told an attorney recently that I don't think 
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it's worth it by the time they get the experts he needed and all of that. There 
were so many other issues going on that I don't think it was worth it, so he 
let it go. 

Pat: Do you ever encounter people who have myths about the field of legal 
nurse consulting?   

Susan: Yeah, I get a lot of calls Pat from beginner nurses asking me how to get 
started. A lot of them say to me, "Well you know I have a couple of little 
kids and I'd like to be home" and I think that's a nice thing to be home with 
your children too. I don't think they will be able to focus very well. It's the 
fact that you will make money quickly and that it's easy. That you will 
work Monday through Friday and no longer work long shifts. That the 
business is out there, and you don't have to work at it, and that you don't 
have to stay up-to-date. I know a lot of nurses say that they would like to 
give up their clinical position because as I said I worked the same way. I 
worked eight, 10 and 12-hour shifts, but I still do to be honest with you. 
There are days that if I'm involved in a case or I was going to trial I'm still 
working long shifts. It's just in a different capacity and the work is not right 
out in front of you. You need to go out and get it.  

 You need to prove yourself to the attorney. I really value and respect the 
relationships I have with my attorneys, but you must know it takes time for 
them to trust you and get to know you, just like with any relationship. You 
need to prove yourself, show them what you can do to help them be 
successful. It's not an overnight success story. It is not.  

 I had an attorney who I worked with for a long time and I still work with 
him too. It was funny. I was writing to him on a regular basis and then I 
did a case. He hadn't called me, but I did a case for an attorney locally and 
that case was referred to this attorney, the one who's further away in 
Rochester. He had looked at it, so I went about contacting him and asking 
him what he thought in talking to him. I know he was presenting at a 
conference, so I went to the conference and I walked right up to him. To 
this day he thinks he met me, but it was happenstance. We drove an hour 
and a half to meet him. I walked right up to him right after he presented. I 
congratulated him on doing a great job and I was very sincere that he was 
great. He told me in the end that attorneys do not know how you can help 
them unless you show them. Once you show them, they will never want to 
work without you. He told me and that was like probably the best thing 
anybody's ever said. 
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Pat: It is a good point because I know that legal nurse consultants often 
encounter attorneys who say, "I have a paralegal, why do I need a legal 
nurse consultant?" 

Susan: Yes, I hear that too and I work very closely with the paralegals who they're 
talking about and they're wonderful. They do so much of the job that's 
needed to be done, but it is not what we do. It isn't. It's not the deep 
medical research and knowledge that we have. It's not the same. I mean I 
give the paralegals all the information that they print up to help the 
attorney, so it's different. I'm sure there are some very good ones out there 
though that review records. I'm sure there are, but it's not like that in every 
firm. 

Pat: Yes, and that's one of the challenges. I was doing a webinar a year ago 
with an attorney who is an experienced med-mal attorney and he had also 
worked with legal nurse consultants. When I told him that his colleagues 
raised this as an objection, "Why should I hire a nurse, I've got a 
paralegal," he burst out laughing. He said, "Well they're two different 
professions. Why would attorneys say that?" I had to explain it to him in 
terms of if a paralegal does a chronology it may look like a chronology that 
a legal nurse consultant would prepare at least on the surface. But the legal 
nurse consultant might see something in that set of medical records that 
would completely fly by the paralegal because he or she didn't have that 
healthcare background to understand the implications of what that entry 
meant. That's how to explain the difference to an attorney without 
sounding like we're putting down the skills of a paralegal. 

Susan: You know, that's a good point and you're right. The other thing I've done 
now is I've also become close to the paralegals. I definitely respect them. 
At Christmas time, I'll send them a little something. They help me a lot and 
I help them a lot. Once you've worked with the attorney who values what 
you can do as a legal nurse, I think you would see a vast difference. A lot 
of the ones I work with, they understand it. The ones who haven't been 
working with legal nurses, that's a harder concept for them. It is. 

Pat: And it's a beautiful thing when the paralegal leaves a law firm and starts 
working at a different law firm and calls you up and says "Hey Susan, I'm 
in a new place and I know that the people here need your skills. Would you 
be interested in working with my attorney?" 
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Susan: Isn't that funny, that just happened to me. It just happened. The paralegal 
just moved on and then she contacted me. Yes, they understand how hard 
you work and what you do. 

Pat: One last question for you Susan. These 30 minutes have just flown by and 
I know that our listeners may be interested in finding out more about you. 
What is the best way for them to get that information? 

Susan: They can contact me. If you look up my website, it's 
www.carleolegalnurseconsulting.com. They can look up my website or my 
contact information is there, including my email and my phone number. I 
welcome phone calls. You can send me an email and we can connect. If 
you have questions, they can always call me and that's fine. I'd be happy to 
help. 

Pat: Wonderful. This has been Susan Carleo and Pat Iyer talking about legal 
nurse consulting for Legal Nurse Podcast. Thanks for listening. We'll be 
back again next week with a new show. Please tell your colleagues about 
our show and share the information. 

Through the mentoring I provide at LNC Academy, I work with LNCs to get more 
clients, make more money and avoid expensive mistakes. Want to talk to me about 
mentorship? Complete our application form at this link: http://LNC.tips/MMM. 

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 LNCEU.com for 2 webinars each month designed to 
deepen your knowledge and skills.  

 


