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Opinion solicited,
no formal vote 62% 64*�

Vote 2t 8
Otherl. 4 4

tral role in summer intern pro-
grams, nost recruitment adninis-
trators are primarily respon-
sible for drafting and maintain-
ing the recruiting budget.

Table 3. What is your role in the procrcss of na|<ing
offers to sunmer associat€s?

$71000  to  $9 ,000  no re  pe r  yea r  : ;
than a recruitnent adninistrator
at a firtl with 74 or fewer law-
yers.  In this posi t ion, nidsize
firns are clearly likely to have
nore administrative compensation
costs to aLlocate over a fewer
nuDber of la!'ryers than are their
larger conpetitors.

For a complete copy of this
survey, contact: National Associ-
at ion of  Law Placement,  Sui te 450,
1665 Connect icut Ave.,  Washing-
t o n ,  D . C .  2 O O O 9 i  2 O 2 - 5 6 7 - L 6 6 6 .  t r

HOW TO CONIVEY
QUALITY IN YOUR
ROUTINE LEGAL
WORK TO CLIENTS

Every finn tries to provide
quality lega1 services but, in
the cl ientrs nind, the resul ts
are in large part indistinguish-
able, With the exception of per-
sonal friendships betneen clients
and attorneys or high-profile
transactional work, rnost cl j"ents
sti11 view routine lega1 services
as a cornmod j.ty.

f t rs not easv to dist incruish
vour firm in terms of crualitv.
The only way to do so is through
a nearly nilitant focus on de-
tail. To help firns, LOMAR has
regularly publi.shed checklists of
the factors that, when added to-
gether, make a firm exceptional.
An excellent resource of this
type has just been prepared by
Sally Schoidt, one of the best
known law firn marketing consult-
ants .

rrTo help firrns understand the
scope of the connitrnent necessary
to produce excellent client serv-
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1 5 %
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tResponses included preparing evaluations, handling exit
inlerviews, or having the unaninous decision.

what are recruitment staff
paid? The NALP data on current
annual salaries for recruitnent
adnj.nistrators, excluding bonus-
es, overtime, and other benefits,
appear in Table 4 be1ow. com-
pensat ion 1eve1s are, of  course,
affected by the size of enployer,
region, and years of experience.
However, interestinqly, recruit-
ment administrators I salaries do
not increase as orecipi touslv
with the size of  the f i rm as do
other administrat ive t i t les.

It appears that the average
recruitnrent administrator at a
f irn with over 2 00 la!,ryers nakes

Table 4. What is your current annual salary, excluding
bonrses, overtime, and other benefits?

Total
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S15.00O or below O%
$15,001 to S20,00O 0
$20,001 to $25,000 I
S25,0Ol to $3O,mO 3
$0,m1 b $35,(m t2
$5,m1 b $,r{),000 19
$$$$$.t0,0O1 to $45,000 20
$45,001 !o $50,0@ 14
$50,001 !o $55,0@ L2
S55,001 !o $@,000 6
Over $60,00O 11
No rpsoon-se 2
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ice,rr  Schnidt  says, r I  have out-
Lined the client service check-
list below. Hotr nany of these
programs are in place in your
Ialr f irm? rr

_ I:wyer recruiting criteria or questions that
evaluate candidates on client-service qualities.

_ Staff hiring criteria or questions that evaluate
c.andidates on client-service qualities.

_ New lawyer orientations which iaclude client-
service iszues.

_ New staff orientations which include client-
service issues.

_ Ongoing program of lawyer client-service
training.

_ Ongoing program of staff client-service training.

_ Recognition or incentive programs for excellent
clieut service by attomeys or staff.

_ Attorney compeusation criteria which fuclude
client-service issues.

_ Firm partnership criteria which include client-
service issues.

_ Staff evaluation and compensation systems which
consider client-service issues.

_ Ongoing client audit or survey program to assess
client satisfaction and gather feedback on the firm's
performance.

_ Former client 'exit interview" program !o
delermine re$ons clients leave the firm.

- Regular client communication vehicles !o brine
important information to tbe attention ofclients.

_ Regular status meetings to discuss work in
progress, the relationship, or new needs.

_ Itrtemal systems to track snd analyze clients,
perfornanc€ data.

_ Client mailing list, capable of being sorted by
srees of interest.

_ Cross-selling programs to introduce clients to the
range of sewices available in the firm.

_ Automated conflict-check system.

_ Formalized 'responsible attomeys' or 'client
tesms' with responsibility for client satisfaction.

_ Programs to recognize or thank clients for usins
the firm.

_ Programs or procedures to thank ctents who
refer business.

_ Attomey review of other lawyers' work product
or files.

_ Vehicles for staying in touch with clients, such
as holiday cards, notecards, or announcements.

_ Regular client ent€rtainment programs.

_ Written firm mission statement or slaiement of
values which emphasizes client service.

_ Attomey/staff 'suggestion box" or other rnethod
of collecting ideas to improve the firm's services.

_ Systems or procedures for proofi.ng client
documents.

_ Spell checks and grammar checks in word
processing systems.

- Docket systems to ensure that client and court
deadlines are met.

_ Written guidelhes, policies, or procedures
which rehforce or clarify clieot-service issues.

_ Regular client educ:tional programs or
workshops, to train and/or orient client personnel.

- OpportuDitie,s for clients !o address the firm on
their needs, desires, or businesses.

_ Informational materials for clients, such as
videotspes, brochures, or checklists.

antinud on page 14
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_ Regular, detailed, and rmderstandable invoices.

_ Billing-attomey review of invoices for
appropriate format, conte.nt, and language.

_ Procedures for responding quickly to cli€trt
concems or complaints.

_ State-of-the-ert tecbnology for processing,
storing, and disseminating client docum€nts.

_ Policies and ongoing training on client
confi dentiality issues.

_ Visits to client facilities or meetings rt cli€nt
offrces.

_ Adequate number of telephone and fax line.s to
proce,ss incoming calls.

_ Direct dial numbers for sttomeys.

_ Client eflgagement letters, to clariry expectations
and the scope of the work.

Contact Schmidt at 1601 East
Highrray 13, Suite 105, Burns-
v i1 le ,  UN 55337;  612-895-5797.  t r

WHAT ARE THE
BEST E.MAIL
OPTIONS NOW?

Among the many areas of auto-
mation in todayrs law f irms, E-
mail has strong advocates--and
detractors. On the plus side is
the easy nessage-delivery and
conmunications veh j.c1e it pro-
vides for firms that already have

,.workstations on most profession-
a ls r  desks .

On the negative side, firns
that havenrt made investnents in
locaL area networks (LANs) will
f ind E-nai l  doesnrt signif i-
cantLy inprove their ability to
connunicate internally. And for
partners, associates, and staff
outside of the firn, E-mail is
nore difficult to access than
voice mail .

What software vendors offer
Iaw firrns the best ootions? The
E-nail market has nor.r matured to
the point that two clear leaders
have energed: cc:Itai1 and l{icro-
soft Uail .  The cc:Mai1 system
is a fanily of more than 20
products that provide high-end
LAN-based nulti-media electronic
nai l  capabil i t ies to users of
a1l four of the leadj.ng personal
computer operating systems
(Macintosh, I . IS-DOS, OS/2, and
Windows). A division of Lotus
( 2141 Landings Dr . , l,lountain
v iew,  cA 94043 i  415-961-8800) ,
cc:Mail provides connectivity
with nini- and mainfrane-based
electronic nail systens, a gate-
way to other E-nail services,
and the ability to nake fac-
sini le transrnissions.

The other leader, l,ficrosof t
MaiI (Microsoft Corp. ,  one
Microsoft Way, Redmond, WA
9 8 0 5 2 - 5 3 9 0 t  2 0 6 - 8 8 2 - 8 0 8 0 ) ,  s u p -
ports all key desktop systens,
including MS-DOS and PC-DOS op-
erating systems, the Windorrs
environment, and remote DOS sys-
tems. Fornerly Network Courier,
Uicrosoft Mailrs architecture
allorrs firns to create central-
ized nail hubs that can route
nessages across a large wide-
area network.

Approxinately 60t of the LAN
E-nai1 software narket is con-
troll-ed bv these two cornpanies,
but excellent products are also
available fron 3com, Sitka, Ban-
yan, AT&T, and others. A11 of
these systems are outstanding in


