Model Client Survey #2

Note to surveyor: At the end of each section, the following two questions should be asked:

1. What could we do to improve our service to you in this area?

2. Do you have any additional comments?

And don’t forget to send a follow-up letter to thank clients for participating (even if they did not – contact is always good!).
Survey:

Please rate us on your level of satisfaction in each of the following areas (The rating system is 1 through 5, with 1 being "very satisfied," 2  -"satisfied," 3 - "neither satisfied nor dissatisfied," 4 - "dissatisfied," and 5 - "very dissatisfied."):

I. Professionalism

· Giving thoughtful, well-reasoned advice

· Showing creativity in addressing issues

· Being proactive in identifying your legal needs

· Making you aware of the legal issues relevant to you

· Having a good understanding of your business

· Communicating in a manner you understand

· Getting the job done with good results

II. Responsiveness and Reliability

· Delivering the work product in a timely fashion

· Returning calls promptly

· Being available and accessible

· Listening to your concerns and ideas

· Providing sufficient attention to your needs

· Dealing with problems openly and quickly

· Keeping you informed, with no surprises

III. Cost Effectiveness and Billing Practices

· Staffing projects appropriately

· Devising and implementing cost-effective solutions

· Accurately estimating scope of project and cost of service

· Handling billing inquiries in a time-efficient manner

· Providing good value for fees paid

· Providing an adequate explanation of services and expenses

IV. Intangibles

· Treating you as an important client

· Interacting well with the people in your office

· Taking time to understand your legal needs

· Projecting an appropriate image

· Being helpful beyond the requirements of your projects

· Letting you know about other areas of law we handle

V. Services Used

Please indicate which of the following practice areas you have used over the past 12 months:

(List your practice areas here)

Thank You

Thank you for taking time to answer these questions. We will review your answers and strive to make appropriate changes to serve you and our other clients better. We thank you for selecting us as your lawyers and helping us to improve our client services

(Optional) Name:

Date:
