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Module 4: Part b
Planning for Success:

Building referral sources and clients for life

Catherine Alman MacDonagh, JD
Catherine@LegalLeanSigma.com

Welcome!

PRACTICE MANAGEMENT & 
PROCESS IMPROVEMENT

PLANNING FOR SUCCESS

INTRODUCTIONS & BUILDING 
A STRONG FOUNDATION

LEADERSHIP

THE NPI MODULES
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Build a Platform. Not a Pipeline.*
▪ Pipeline businesses - create value by 

controlling a linear set of activities - 

inputs go in one end, get transformed 

and come out as something different.

▪ Platform businesses - “bring together 

producers and clients in high-value 

exchanges”.  “Their chief assets are 

information and interactions, which 

together are also the source of the 

value they create and their competitive 
advantage.”

*Prodonovich Advisory

ACC Study

Focus on Referrals
When selecting firms, in-house counsel rely primarily on 
personal referrals from the following sources (top 2 choices 
selected):

▪ Recommendations from current outside counsel (79%) 
internal and external

▪ Company approved list (50.4%)

▪ Ask in-house counsel at their company (49.6%)

▪ Ask in-house counsel at other companies (48.9%)
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Five Steps to a Referral

Differentiate Awareness TrustMeetings Clients

SCG Legal Referrals
▪ Types
• With a member

• Via a member 

• Via a member’s contact

▪ Referrals are created through trusted relationships – 
this takes time and effort

▪ Can you get a referral for someone from your existing 
clients?
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Grow and Nurture Your Networks
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Create SMART goals
Specific: Precise statement of what needs to be accomplished: exactly what are you going do, 
how much? When? How often?

Measurable: Concrete criteria for gauging progress. Helps you manage and evaluate your goal.

Attainable:  Assurance your goal fits your ability. Something you can accomplish. Not too easy or 
too hard

Relevant: Personalization of your goal. Supports your interests, values,  needs and talents. 
Critical to motivation.

Timed: Beginning point and deadlines. Gets your started and keeps you on track.
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Building Blocks
▪ Get your information on referrals organized

▪ Encourage and reward referrals as 
appropriate

▪ What roles do members of your team play 
in the referral process?

▪ Determine what percentage of your annual 
work originates from referrals (inside and 
out)

▪ Take (at least) that same percentage from 
your marketing and business development 
budget and efforts and reinvest it in the 
referral process and relationships

Provide an excellent experience

Be reliable Respond to inquiries 
immediately 

Be on time Help other 
members 
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Make it easy to refer clients to you
▪ Focus on the Intake 

process

▪ Create “frictionless 
interactions”

▪ Share positive 
testimonials

▪ Share when others are 
referring clients to you

https://www.jdsupra.com/legalnews/infographic-a-closer-look-at-client-1100250/

Impressions and 
Moments of Truth

Any interaction during which a 
person may form an impression of 
you, your firm, your brand or 
product.

This impression may be either 
positive or negative.
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Build relationships with other professionals

▪ A lead is not a referral

▪ Make sure your network understands 
how to generate the referral

• Share card/contact info

• Phone call

• Email

• Face to face

Ask for - and give - referrals
▪ Be clear about what kind of 

work/clients you want

▪ Make sure the business is 
worth it

▪ Consider revising your 
elevator speech for referrers

▪ Show what’s in it for them

▪ Find and nurture your best 
advocates
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Create a system to track all referrals
▪ Referral types

• Incoming

• Outgoing

• Cross-servicing

▪ Track who, which firm, type of work 
and the name of the client referred. 

▪ Have a detailed process to 
immediately capture and add all 
referral sources to all your and the law 
firm’s contact lists. 

So that you will be able 

to reciprocate and refer 

to them in the future, 

track the capabilities of 

the referral source and 

what type of clients 

and work they look for.

Track your activities
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Connect – and Follow Up
▪ Say thank you. Show appreciation!

▪ Create Outlook contacts

▪ Ensure all lawyer referral sources are added to the firm’s 
mailing list

▪ Connect on social media 
• Send personalized “let’s connect” messages on LinkedIn

• Follow them on Twitter 

▪ Be proactive – keep in touch

Keep your referral sources vibrant*
▪ Act immediately 

▪ Honor the contract

▪ Keep sources informed

▪ Say thank you

*Mike O’Horo, Attorney at Work
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FIRM Guidance
www.FirmGuidance.com

Legal Mocktail/The Mocktail
CEO and Co-Founder
www.LegalMocktail.com

Legal SASI
Sustainability and Social Impact
www.LegalSASI.com

Legal Lean Sigma Institute
CEO and Co-Founder
www.LegalLeanSigma.com

Legal Sales and Service Organization
Co-Founder
www.LegalSales.org

Thank you!

Catherine Alman MacDonagh, JD
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