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SETTING THE STAGE FOR EFFECTIVE CLIENT
COMMUNICATION




WHAT IS CLIENT COMMUNICATION AND WHY IS IT IMPORTANT?

« CLIENT COMMUNICATION IS THE EXCHANGE OF INFORMATION AND IDEAS BETWEEN YOU AND
YOUR CLIENT. IT IS IMPERATIVE FOR ESTABLISHING A SUCCESSFUL WORKING RELATIONSHIP

« IT IS CRITICAL IN EVERY INTERACTION YOU HAVE WITH YOUR CLIENT, WHY?

« BUILDS TRUST AND RAPPORT

« ENSURES YOU AND YOUR CLIENT UNDERSTAND THE PROCESS AND GOALS

 CONTRIBUTES TO THE ESTABLISHMENT OF LONG-LASTING RELATIONSHIPS

« ENCOURAGES AND SUPPORTS COLLABORATION

 CREATES CLIENT AND ATTORNEY ACCOUNTABILITY

« HELPS AVOID COSTLY MISTAKES, INCLUDING MISSED DEADLINES

« EMPOWERS CLIENTS

« PROMOTES POSITIVE RELATIONSHIP WITH CLIENT WHICH HELPS CASE AND INCREASES FUTURE REFERRALS
 GENERATES BETTER OUTCOMES
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WORDS TO DESCRIBE EFFECTIVE COMMUNICATION

* Respectful

« LISTEN!

* Empathetic

» Patient

* Calm

« Adaptable

* Open to feedback
* Culturally Sensitive
* Consistent

* Honest

« Active listening

* Trauma Informed
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CLEAR COMMUNICATION IS KEY TO ENSURING YOUR
CLIENTS UNDERSTAND EVERY ASPECT OF THEIR CASE.
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STEPS FOR SUCCESS

*  Ready, Set, Prepare!

* Client communication is not a one-size-fits-all approach; it must
be tailored to each client’s needs and expectations. Take the time
to get to know and understand your client and their needs.

» Try to recognize the clients who might need a little more help
and hand-holding throughout the process and be proactive from
the start.

« EDUCATE YOURSELF ABOUT TRAUMA INFORMED
ADVOCACY, IMPLCIT BIAS AND BEST PRACTICES FOR
INCLUSIVITY AND SENSITIVITY.

 Start things off on the best foot possible.

* Make it clear to your clients how best to contact you, find out the
best method(s) for you to contact them.
o Establish channels for checking in, asking questions, and delivering
information and updates efficiently.

* Set clear boundaries.
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IMPORTANT TIPS TO REMEMBER

» Use Clear and Concise Language.
» Use plain language — avoid legal jargon and when you use legal terms, explain them.

* Be honest and direct (and tactful).
o Explain the risks and advantages/strengths and weaknesses

* Admit when you do not know the answer, let the client know you will get back to them and be sure
you do.

* Confirm understanding: Repeat back what the client said in different words and finish by asking
them; "do I understand that correctly?"

» Set clear and realistic expectations — do not make promises you cannot keep!

» Practice active listening. This shows a client you understand their concerns and you are responding
in a way that makes them feel supported.

4/26/2026 7



ACTIVE LISTENING

Focus on the Client’s Concerns

Give the client your full attention; minimize distractions and allow
the client to speak without interruption. Concentrate on what your
client is saying.

Show Empathy and Understanding by acknowledging their
emotions and concerns. For instance, if a client expresses frustration
about a case, you might say, “I understand that this is a stressful
time for you, and it 1s completely normal to feel that way.”

Use Non-Verbal Cues. Use gestures like nodding, maintaining eye
contact, and leaning slightly forward show active listening. In virtual
meetings, these cues are just as important—look at the camera to
mimic eye contact and use facial expressions to convey
understanding and interest.
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FOLLOW UP TIPS — ALWAYS FOLLOW UP

« Take notes.

* Document client work and follow up with client.

* Be consistent in your communication.

e Build Trust: being honest, being communicative, and proving yourself over time.
* Always respond in a timely manner.

* Provide regular updates.

Refine your approach to client communication.
o Ask your clients for feedback on their experience of working and communicating with you.

o If they experienced issues or concerns, address them, and take them as valuable opportunities to
make meaningful improvements.
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ACTION!

* Next Steps and Action Items:
* Beclear.
* Check for understanding.

 Make sure to communicate and document
what everyone is responsible for, including
due dates.

« FOLLOW UP IN WRITING with
action items and due dates.

Pro Tip: If client wants more communication than you deem
appropriate or needed (for example, client is calling daily) — set a
schedule to provide updates. For ex. "I will send you an email
every other week on Friday with a status or whenever there is new
information to share. Please do not call every day, that is not ok."
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WHAT HAPPENS TO THE RELATIONSHIP WHEN

THE COMMINCATION IS POOR?
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WHEN THINGS GO WRONG...

* Be honest: When there is a problem; face it tactfully and head-on
in a timely manner.

* Do not jump to conclusions or place blame.

* Be tactful; be mindful of your tone and body language.
o Use a compassionate, friendly tone to mitigate tension.

o Speak clearly and be sure to create space for questions.

« If the temperature rises in the conversation, stay calm.

o Use active listening to be sure your client feels heard about
the issue.

o If the client cannot calm down, let them know that you
would like to schedule a call in the near future when you
can discuss the issue in a cooperative and productive way.

o If the temperature stays high, repeat the above.

o If it continues, end the call by letting them know that you
are ending the call and will connect in the near future to
have a conversation.

o Follow up in DETAIL, in WRITING.
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RESOURCES USED:

https://theadminbar.com/when-that-meeting-could-have-been-an-email-how-to-streamline-
communication-with-clients/

https://www.mural.co/blog/improve-client-communication

Image: https://upchieve.org/blog/what-is-active-listening

https://www.naegeliusa.com/blog/ five-strategies-for-effective-client-communication
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