
The Value of Quality Client Support

There are many variables that can set a business apart from the rest but quality client support is a major predictor 
for long-term success that is often overlooked for new business growth. 

A 2015 Nielsen study determined that 83% of consumers put their faith in recommendations from people they 
already know. In the legal industry, that trust actively translates to decision making, with surveys showing almost 
30% of people specifically choose their lawyer based on some form of recommendation (friend, family, or word of 
mouth).

Having elite-tier client support is therefore not just about helping existing clients and encouraging repeat business. 
It is also an incredibly effective way to generate new clients in the future. Conversely, inferior customer service or 
failure to provide adequate support can cause significant distress, delay, and detriment to a client.

It’s generally agreed that a negative experience is far more likely to be shared than a positive one, and social media 
and online review sites have made it easier for clients to communicate their experiences (both good and bad). The 
damage inflicted by a negative client review is two-fold: first, an opportunity to gain new business through positive 
word of mouth is lost; and secondly, negative reviews can drive away potential new clients.

What does quality client support look like?
It’s very easy to simply declare the importance of quality client support. However, a lot of businesses can be too 
close to the situation to objectively analyze it. If you asked 100 organizations how they would rate their own client 
support, the vast majority would declare themselves to have good, great, or even exceptional support. However, 
quality is always relative, and much like the fact that 73% of people think they are above average drivers, not every 
company can accurately evaluate their own performance. 

To unpack the term, we can look at a few of the key requirements of top-quality client support, how LEAP as a 
company tries to embody them, and how quality client support can be achieved by your firm.

Excellent client support should be:
Adaptable

Why it matters - Providing quality client support is more than simply answering emails and responding to phone 
calls. Your clients have different ways of processing information and it is important to be able to accommodate their 
specific needs.

Best Practices to Provide Client Support to Grow Your Firm
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As an example, a recent Salesforce study of businesses and consumers found that 82% of customers were either 
using or wanted to use self-service account portals as a way to keep track of progress on their issues. To  
provide exceptional service, you must adapt to your clients’ needs. 

How LEAP Support achieves this - Being a true cloud legal system, LEAP utilizes the Software as a Service (SaaS) 
model with heavy emphasis on “Service.” Our clients receive:

 � Support communication channels including online chat, email, phone, online case creation, and more

 � Online training courses via our LEAP University platform

 � A dedicated Practice Management Advisor as a fixed point of contact for the firm

 � Troubleshooting self-help guides and discussion spaces on LEAP Help Center

 � Regular webinars explaining new and advanced feature functionality

All the above support is available to LEAP users with no additional costs. As a result, there are always multiple 
routes to get assistance with any inquiries or issues.

How your firm can achieve this – Similarly, LEAP Legal Software presents multiple avenues for communicating with 
your clients. With LEAP, your law firm can:

 � Call or text clients using the LEAP Mobile app

 � Schedule video conference meetings using integrations with Microsoft Teams and Zoom

 � Give clients the ability to manage appointments based on your real-time availability  

 � Collect client information with online intake forms through LEAP Web Portal

 � Share documents and correspondence using LawConnect, a secure document sharing platform

LawConnect is a particularly useful tool in this respect. It enables the sharing of documents and statements with 
clients and other third parties in a secure portal that can be reviewed at anytime that is convenient to the user. 
Documents can be commented on, with all updates notifying the attorney working on the case. Clients can even 
upload their own documents to the portal, which will automatically appear on the correspondence list of the matter 
in LEAP.

Informed

Why it matters - To be clear, being informed does not relate to knowledge of the subject matter. That should be 
assumed as a given (if that isn’t, then all the smiles and handshakes in the world won’t result in positive experiences 
for clients). Rather, to be able to provide quality client support, we need to listen to our clients. 58% of American 
consumers are willing to change companies if they believe they are receiving poor service. At the risk of being  
reductive, the best way to hear what they have to say is to make sure we’re asking them.

How LEAP Support achieves this - Here at LEAP, every time a support case is resolved, the client who reported the 
issue is sent a very short survey asking for their opinion about the service and software based on their experience.

https://bit.ly/35yDR3Y
https://bit.ly/35rTKt8
https://bit.ly/3wzSpwn
https://bit.ly/35tneXB
https://bit.ly/35vsk5v
https://bit.ly/3vxyX1W
https://bit.ly/2SGB9Xp
https://bit.ly/35vsWrP
https://bit.ly/2S90GIC
https://bit.ly/3zIuo8n
https://bit.ly/3zIuo8n


We use a tool called Opinyin that uses artificial intelligence to assess the response for specific sentiments, which 
enables us to identify and aggregate particular areas of strength and weakness. Every piece of feedback is reviewed 
by a manager and acted upon to improve the client experience.

How your firm can achieve this - Creating a reliable feedback loop doesn’t need to be complex though. Evidence  
suggests that clients are more honest when answering surveys online, as it avoids the interviewer effect. Regardless 
of methodology, it is crucial to ask clients for their feedback so you can stay informed, consider their feedback with 
an open mind, and make changes to provide clients with the best possible experience.

Responsive

Why it matters - Attorneys, despite what some comedians would tell you, are only human. As such, it is unrealistic 
to expect an immediate response from one at any hour of the day or night.

Instead, the focus should always be on making sure that channels of communication are clear, unambiguous, and 
timely. An ABA study in 2016 found that in over 40% of instances, law firms were taking 3 or more days to reply to 
voicemails or web inquiries. This kind of delay will alienate both current and potential clients alike.

How LEAP Support achieves this - As a company, responding in a timely fashion is a key focus for us at LEAP. At the 
time of writing, the average time a client is kept waiting to be connected for online chat support is 13 seconds. We 
place a high priority on ensuring that a skilled LEAP expert is available to discuss any issue almost immediately.

Issues which require more detailed analysis can be logged with us via email or on our website and receive a  
response when a technician is available. Alternatively, our clients can use our online booking system to schedule a 
call with a specialist at a convenient time for them.

How your firm can achieve this – If an email account will be unmonitored for a period of time, an automatic  
response should always be set clearly explaining when your clients can expect a response or providing an  
alternative contact. Similarly, any voicemail messages should be reviewed and updated periodically for timeliness.  
I have lost count of the number of times I’ve listened to recorded messages that start by announcing a firm’s  
Christmas availability even though my call is being made in mid-January.

One option to allow your clients to contact you without your direct involvement is using the LEAP Web Portal. Every 
LEAP user is able to have a custom portal with no additional cost. There are a variety of useful features, but to  
highlight two of them in this particular context:

 � The Booking Calendar (powered by LawTap) allows you to select your availability, then permits clients to request 
an appointment (either in person or remotely) that can then be confirmed or rescheduled as necessary. 

 � The Inquiry page lets prospective clients log their details, which you can access using the built-in Customer 
Relationship Management (CRM) dashboard. This allows you to record calls, send emails, and transfer the 
details directly into LEAP.
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Mobile

Why it matters - Work is an activity, not a place. Even before the world radically changed in 2020, there has been a 
shift to more attorneys working outside of the office. The pandemic has heightened this significantly, but even as far 
back as 2015, the ABA found that attorneys were doing an average of 25% of their law-related activities away from 
the office.

How LEAP Support achieves this - As you would probably expect, we practice what we preach when it comes to our 
use of technology.

All our key LEAP support systems, from issue ticket creation to internal messaging to document storage solutions, 
utilize the cloud. As a result, the switch to working remotely was one that was almost seamless for our clients, so 
much so that within days we were able to offer additional support availability to help our clients make their own 
shift to working from home easier.

How your firm can achieve this – Wherever possible, try to give thought to how you access your most important 
data. This is not just for the office or home, but also when at court, meeting with clients, or any other time you 
might need to view your files while away from your desk.

With LEAP, all of your data is stored in a secure Amazon Web Services datacenter, so you can access all of your 
information from anywhere at any time.

Always be mindful not to sacrifice security for accessibility. Any platform should be able to provide details of the 
environment’s security, and don’t forget to consider device and application security:

 � Ensure all mobile devices require either a strong password or biometric scan to unlock them.

 � When setting passwords, always use unique passwords with a high degree of complexity. One way to achieve 
this is using a password management tool (such as BitWarden or LastPass).

 � Ensure all devices are locked when not in use (and adjust settings to ensure they lock automatically if unused 
for a period of time).

 � For any systems that will store confidential data, investigate to see if multi-factor authentication is available as a 
way to prevent unauthorized access.
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In Review
Client support is often looked at as being similar to insurance. 

Even looking at this from a narrow technical support perspective, this is the wrong approach, and as we have seen 
above, it is missing the point. To a client, quality support is far more than assistance when things go wrong. It is the 
ability to get the answers needed in a format that suits their needs. Good client support includes access to useful 
knowledge and self-learning resources. It offers dedicated experts who can ensure that the client is getting the best 
possible experience.

Providing quality support to your clients is a challenge and there will always be ways to improve further. But if you 
give your clients quality support and a positive experience, the potential for organic client recommendations is 
incredible. 

Contact us today to learn more about how LEAP Legal Software not only allows your law firm to effectively manage 
your practice, but also how LEAP provides quality client service tools so your firm makes more money.  

To learn more, visit www.leap.us or call 844-702-LEAP.

David Morgan has been working in legal software for over a decade. The last six years have been 
spent working in and managing various support teams with LEAP Legal Software, striving to 

make sure that LEAP firms receive the best possible client support. 

www.leap.us david.morgan@leap.us  |  www.linkedin.com/in/david-morgan-uk/
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