Model Intake Conversation

WEﬁLTHY@) (FOR RECEPTIONIST)

WOMAN LAWYER APPOINTMENT WITH ATTORNEY

This conversation is a model conversation to help you train you receptionist or reception
service on evaluating prospective clients. You do not need to ask these questions exactly as |
have here. I'm being blunt so you understand the information we need to gather at this
stage. If you are drafting a form to collect data through your website, or if you are training
your receptionist to gather similar information when they answer the initial call, you might
want to be more subtle. Here’s how that might look in conversation:

Receptionist: Hi, thank you for calling Frederick Law. This is Dianna. How may we help you today?

Lead: | need to speak with an attorney about a legal problem | am having.

Receptionist: Okay, can you tell me what type of legal problem you need an attorney to help you with?
Lead: Yes, | just got served divorce papers by my wife, so | guess | need to hire an attorney.

Receptionist: Okay, what is your name, sir?

Lead: Bob Fosse

Receptionist: Okay, Mr. Fosse. We provide those services. Do you have the papers with you now? Can you
tell me what date you were served? We need this information because [State] law requires you to file an
answer to that complaint within [X] days so we need to know how much time we have.

Lead: Yes, | got it on Friday, but | had to wait until today to call you.

Receptionist: That’s okay, it appears we still have enough time, but we are going to need to move quickly
since we will need to file your response no later than [date]. Do you have your calendar in front of you
now?

Lead: Yes.

Receptionist: Great. Let's go ahead and get you scheduled. Attorney Frederick has some time available

Wednesday morning at 9 a.m., will that work for you for a phone call? You will need to block out about an
hour.
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Lead: No, Wednesday at 9 a.m. doesn’t work, but | could do 10 a.m. that day.

Receptionist: Okay, let me check. Yes, she is available at 10. So, 10 to 11. Is this the best number to reach
you?

Lead: Yes.

Receptionist: Great! Let’s get you set up then. As soon as | collect payment for the consultation, | will need
you to send over a copy of the papers you received. Do you have access to a scanner?

Lead: Yes, | do. I'm at work now. But how much is a consultation? | thought consultations with attorneys
were free!

Receptionist: Not usually for this time of matter. The consultation is [$XXX], and you'll be able to meet with
Attorney Frederick for about an hour, so she can ask you all the questions she needs to ask to be able to
help you, and so you'll have plenty of time to get all your questions answered. Sound good?

Lead: Well, not really, but | guess | don’t have any other choice because | need an attorney if my wife is
going to have one. Will that money be applied to my case if | decide to hire you?

Receptionist: Our initial consultation fee is not applied to your case should you choose to retain because it
covers the cost of meeting with an attorney for an hour to not only answer all your questions but also help
you get clear all your options and next steps, whether or not we are a right fit to work together. Sound
good?

Lead: Well, okay. | suppose so.

Receptionist: Good. I've got you scheduled for Wednesday, this week, at 10 a.m. for a phone call with
Attorney Frederick. What credit card would you like to use today to reserve your appointment?

***Receptionist collects payment, confirms contact info, asks if the individual can send the paperwork over now so
we have all the information, including opposing party, and re-confirms appointment and covers any other
coordination matters needed before ending the call.***

As you can see through this model conversation, we were able to get all our questions answered so the
attorney can adequately prepare for the consultation, and we can run a preliminary conflict check.



