Sample telephone script for use by referral consultants or interviewers.


LRS Client Interview Script

Greeting

Good morning (afternoon), the Lawyer Referral Service, how may I help you?

Do you understand how the Lawyer Referral Service works?  (NO) — Let me explain it to you…

Background Information

We are a not-for-profit program that refers members of the public to private attorneys.  The attorneys are members in good standing of the bar association who have registered with the service to receive cases in the area of law in which they practice.  All of our attorneys have been screened by our program – they have completed extensive applications in order to participate, carry malpractice insurance [(which is not required in our state)], and have no outstanding grievances.

There is a $25.00 administrative referral fee for this service.  We will give you the name and telephone number of an attorney.  You will call the attorney to make an appointment.  You will receive a ½ hour consultation at no charge from the attorney to discuss your situation.  

If you decide to retain the attorney, it will  be at the attorney’s normal hourly rates.  Any fees or costs for services after the ½ hour consultation are between you and the attorney—we do not get involved with fee arrangements at all.  (We have no information about how attorneys arrange their fees in this office.)   

Would you like a referral to an attorney? 

[Yes.]  I just need to take some basic information from you.  [Take name, address & telephone #.]

How did you hear about the Lawyer Referral Service?  

Would it be ok if we send a survey to your home asking about your experience with our service?

Would you like to put the $25 fee on a Visa or MasterCard?  

[Yes]  Is the name on the card your own?  Is your mailing address the billing address for the card?   

[No]  Please be sure to bring the referral fee with you at the time of the consultation

Closing

If, for whatever reason, the attorney is not able to take your case—or, if you would prefer to speak with another attorney—please call our office and we will be glad to give you another referral.  There is NO FEE for the second (or third) referral.  

Thank you for calling the LRS and good luck with your situation.

Questions to Anticipate:

Q: 
“I want the best (meanest, etc.) attorney in this area.” 

A:
Our attorneys are all members in good standing of the bar association, and, in order to receive clients from us, they had to complete extensive applications and certify that they are qualified to handle these types of cases.  This attorney should be able to answer your questions and assist you.

Q: 
“I have no money (am on disability, etc. ).  Do I have to (Why should I) pay the $25 fee?”

A:
The Bar Association is a not-for-profit organization for legal professionals.  The $25 referral fee helps to cover our administrative costs; the attorneys will not charge for the time spent with you during the initial consultation.  The LRS has pre-screened all participating attorneys in order to find one that is right for you.  What makes LRS unique is that all LRS attorneys are members in good standing of the bar association; they had to complete extensive applications and certify that they are qualified to handle these types of cases; they carry malpractice insurance; and they are screened annually to be sure there are no outstanding grievances. 

The lawyer referral service provides an unbiased referral based on your individual needs.  This attorney should be able to answer your questions and assist you.

Q:
“What’s the difference between you and the yellow pages?”

A:
The purpose of LRS is to match you with a pre-screened, qualified attorney who practices in the area of law you need.  While you are free at anytime to look through the hundreds of pages of advertisements in the yellow pages, what sets us apart is that all LRS attorneys are members in good standing of the bar association; they had to complete extensive applications and certify that they are qualified to handle these types of cases; they carry malpractice insurance; and they are screened annually to be sure there are no outstanding grievances. 

Certainly you might find an attorney by going through the yellow pages, but the lawyer referral service provides an unbiased referral based on your individual needs.  Our service can provide you with the name of a qualified attorney who should be able to answer your questions and assist you.

Here’s the ABA’s answer to an irate e-mail received 3/01 about why should someone pay the referral fee when they can get a name from the yellow pages and probably receive a free consultation:

You are correct - in many cases you can see an attorney for free for an initial consultation.  You just have to choose one out of the phone book.  The ABA provides the name of bar sponsored lawyer referral services.  These services do a lot more than simply provide you with a random attorney.  They verify that the attorney referred is licensed and in good standing with the bar, has no outstanding disciplinary actions, and is competent to practice in the area of law.  They will also talk to you about your problem, help you determine if you have a case, and help to find out if another non-legal source of help might be more beneficial to you.  

If the lawyer referral service is approved by the ABA, the screening of attorneys goes much further.  Lawyers participating in ABA-approved programs must carry malpractice insurance, and must have specific experience in the area of law they accept cases in.  ABA-approved lawyer referral services have a mechanism for receiving and dealing with client complaints, and can suspend or terminate the lawyer's participation in the service if the lawyer does not meet the criteria set by the service.

When a lawyer referral service provides you with a screened referral to a lawyer,  very often the initial fee is paid back to the referral service to support their operation.  If you are not satisfied with the lawyer you receive, most lawyer referral programs will give you another referral and initial consultation at no charge.  Ask about this when you talk to them. 

Certainly you can get a free initial consultation for free by going to the yellow pages, but lawyer referral services provide an unbiased referral based on your individual needs. 
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