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MAI.IY LAWYERS COMPLAIN ihar the!, really don't
knout if thcir malkcting effons have bccn successfuL lr's
rruc that tha bcncfiE olsome activitics. such as brochures
or opro ho$cs. areFsl phin hrtd to tncasurc. And it's also
l,uc !hat, in mo6! cases. it is a cornbinslion ofthings which
produccs nerv trlsincss. Bur for mosr narkedng acivitics, if
lhc propcr stcps rtr take[ rcsulls can ba mcasured

Srcp Onc Dcfinc Sp.cific Objcctivcs

For cvery mlr*cting sclivity. whcthcr scrninar. opcn
holsc, ncwslcBar, or fonaation of a nert seoica, a film
should narc quJrtiliad. rn.ssurablc objcdives prior to iln-
plcrlcntatioi" In other sords. ask wha! docs th. firm
crpccl io achicvc froln thc progtam?

For cxample. if a firtn plans a seminer on hazardous
westc for cxistin8 strd prospcctivc clicnrs. its objectivcs
migh bc ro 8ct:

. 150 eRcndccs.
a Fivc inquirics from prospectivc clicnts.
a T.n inquirics fiom cxisting clicnls.
a Fivc ncw mancls in the cnvironmcnlal alea in onc

ycais timc from sBcndacs.
Fo. e fimr ncwslene., oticctives miShr include getting a

ccnain numb.r ofcalls regarding spacific issuas sddrcssad
in aniclcs: gctting a numbcr of oew maBers geacrated
ftoln cxisling clicnls in rrcas addresrcd in the newslcneq or
jun gccing . cctuin number ofrclumcd postcards rcquest-
irlg sdditional infonnetiorl

For en opcn housc. objcctivcs mighr spcciry s numbcr of
ancndcas. a @st pct ancndcc, or a number of thank you
notcs rcceivcd

Somctimcs firms undenake aclivitics simply ro gain
visibility or goodurill a$ong ccnain Sroups. Bu! cvcn if an
objed.ive is not rclst d dircctly to ncw busincss devcloF
m.nt. h should bc clc&ly dcfinc4 b.caus€ only then will
you lnoe ifyou rcech i!

St.p Tec S.t Bctrchnurts

A mljor re&ron e lew firm is urablc to m€lsure acsulls is
thet il has not astlblishcd bcnchrnark. By csteblishing" bcforc" messurEs, you can comparc thcm to " aftar," and
thu! geugc rcsults.

In sp€cific a.rrals ofpradicq it is uscfirl to gcncretc ccr-
tain intcrnal stalistiG for pcriodic comparisorr

a Numbcr oftimckccpcrs in tha prlcticc rr€&
a Numbcr of filcs or mrncrs in th€ rrca
a Numbcr of clicnts in thc industry or erce.
a Nuhber of manels Der cli€nl

By deftning specifrc and measurable
objectives and carelully tracking

activities you can find out
what $ork&

a Avcrage revcnue per clien!
a Total rcvetucs represerted by area-
a Totel billablc hours in tbc arcs-
a Parccntagc oltotal fiam rcvcnu€s.
a Billeble hours per la\r'ycr.
Say, for cxarnple, that ! firm is undcn*ing a r[artcting

program ro build irs financial irniution prrcticc. I! is
ac-tivcly pursuing ncrr, brnling clicnts, scnding out a firm
newslcttcr, holding scmina6, bccoming sctivc in thc
Bankcrs' Associstiorl lnd so orl

Ifit bcgins tha proccss by gcning thc nunbcrs oullincd
abovc, lncr odc yc.rrs timc (or longcr), it can rccalcuht
tojudgc progra.s or improvcmcnt

A fnm csn cstrblish mor. crtcmal tilrds ofbcnchmerts
by doing rcsclrch For crsraplc, it will bc uscful to krow
such ihings as tha firm's lcvcl of visibility, its reputation
and pcrccptions about its practicc arlas, clicnt sltbfaGion
lcv.ls, or thc dcgrcc to which cli€nts cvcn lnoqr about
spccific acfticc rrcss.

Onc mi4sizcd midwc.Gm firm wrs interastcd in dcvcl
oping its rcal cshte practicc. It discovcrcd through ! rsll-

dom telcphonc suwcy ofrcrl c3tltc dcvclopcrs and othars
thar it was vinually unbown in the irdustry. Ancr implc
menting en aggrcssivc iweyesr mrrletiDg progrrnl th.
fitm rcpeatedthc suway, to discovcr it had bccome thclhird
most frcquently-citcd 6trd itr thc fcld.

Stcp Thrcc Trrcl Crntlcts

Thc " Rulc ofFivc" itl sdcs stat6 thlt 80 perccat ofsrlcs
comc sftcr thc fiih catl This ssm. formula holds l!u. in the
l.gd indusrry. lt is udit.ly thrt . Foap.ctivc cli.nt will
lpproach s lewycr rftrronc cortlct rnd say, " I v/rltyou io
bc my attomcy." Regulsr cotrtlct, hotr'cvcr, may do the
iriclL

Bccausc of the occd for cortinusl rrinforrcmcnt and
follow up, it is vcry inponaot to trrcl contlcts madc vith
clicnts srd prospcctivc clicnts, to aDlurc that thc ,,fivc
calls" ar€ medc. Sonc sttom.ys use I clicnvFrospcct
tracking fonrl such as the onc printcd bclow, to l(ccp a
.ccord olcxp6ur6 to the ffm ( r,' erposurc rnight takc the
form ofa ncvrslcttd rcclivc4 scmin.r attcndc4 !n invite
tion to holiday p.rty, cntcnrinmcrl or corcrpondcncc).
Other atlomcys Lcap not s on { Rohdcx or 3" r 5" card.
Firms l,ith cspccidly good hlrlcting syslcms rccord this
information in s @mputer dairblsa-nemes of acniDa!
ettcnd€€s arc codcd rutomrticrlly on tbc rnailing lisl for
cxrmplc.

Stcp Foun Trrck Rcsults

Sornctimas survays or Esctrch catr bc usad lo mcssute
the succass ofpanicular lctivitics, lile scmina$ or ncws.
lcBers. Onc largc castcm fire includcd a sriccn question-
laire io its quanaly ocwslene!. Tha r€cpondants, rc.F
ftscnting ovd tcn pcrccnt oftic inailing l-ist, cv.lusrcd Ote
vadour scclions, providcd idcls for futurc toPi6, rld tug.
SEsted nancs for nce "sub6cribcts,"

For most rnertcting sclivitias' hovrcvcr, thc rlodt inpor-
tlnt thing s fum c!tr alo lo mcarurc rr$tlB is to at* tie
lav;yers where ,hq go, the D4tsind''t-

Thc most cflcativc placc io gdher this ioforDrtion is otr
th. firm's "Dcw clicnt/mrttcr irtrtc fqnl." For alch nee
clienl larvycG should bc askcd to indicatc

a Thc sourcc of thc buaincss (auch ss rcfcral fto|n
accountot, acquaintinca, or ticn4 rc3ponsa torD scrni
Drr or prcsantltioq or rcfcrral ftorn crirting clianl

a Clicnt inforEltiod (such !r indultry r€prBcotc4 or
lErs ofhw uscd or eith potcntid for usc).

This infortEaid is v.ry us.fuL both h en lcgtlgltc forrn
(!! i4'Eighy F ccitofourb.rlroflct clicnB cor'tta ftom
rcfcrnls ftom out-stdc hwycrs"), or moft spccifc.lly
("clicnt X w.s rcsponsibl. for scndiDg lhc fiIm thrc€ ncw
clicnb ovar thc last two ycsrs").



Tharr are thrcc things a finn cln do lo
malc surc thc nccdcd informalion cotics
ir: tnrkc lbc informdion cary to Fovidq
through boxcs which ittomcys can chccli
.sl thc suppon staff to hclp fill thc forms in
conplctcly, snd, tnost drastically. rcfusc to
assign filc numbcts until all informa$on is

Dnovidcd
Thc collcdion of informalion on th' "o'v

clicny'tnancr intake form" is critical lo thc

tncasutcmcnt of ftarl.iing Ptogam f6ulrs'

Stcp Fivc Add h UP

Fims csn usc all this infodnation to dctcr_
lrinc sbcthcr programs or aclivities arE 3uc_

cassfuL comPating objcctives lo tc'tutl
rcsulB, comParbg original bcncbtnt*s to-
iub6coucnt cslculations, atelyzmg rcsults ol

rcserrcb, and trecking clicDt or ProsPcctivc
clicnt conlacts snd ncw busilr.ss ts it colnts'

Finslly, tha infotmsiioD csn ba lcpi on an

activirv or ptojcc,t rackiig folm to cdclilttc
r€rum on inv.stmcnt (ROD. You should Un
thc originlj objccrivcs, ih. activity otproJ'ct
costs (acturl dollsrs and nonbilltblc trln'
spcno, and thc rclulb ovcr timc (inquiri's'

crlolura. and new busincls)._In 
most crscs. ifa lew fifm clarrns it cannot

teU if rn!*cling is wotling it n'!,3 rbrt ir

hrs not mrdc tic cornDittnant to dtlDustr
ard cnforcc tha systcEs rld procadut6

lcrdcd io mcssurc lt{rh8.
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