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Client Service Improvement Plan

Ew Il wenh ievpniv nr xImw evingpi
UxBivi w rsxlnrk {swi xler ewol
nrk gpnirw jsv jiihfego erh xlir
hsirk rsxlnrk erh rsx jsps{nrk yt2
XHi Firijnw sj kexliwirk jiihfego
ger Ti rikexihnj }sy hs rsxjsps{
xlvsykl srxLi viwypw? E gpirx wivl
zngi ngtvsziqirx gyw i hizipstih
erhnqtpiqirxih? Hixemw gsrgivirnrk
hizipstqirx sjwygl e tper Ly Fi
hmgywwih nr x0i ri |x evingpi nr xInw
wivniw2

\sir 2 Spquxieh0 W0 QFED TI2H2
GQGIm e Givijnih Qerekiqirx
Gsrwyperx erh xhi tviwmhirx sj Spgwiieh
* Ewwsgnexivwl Pikep Qerekiqirx
Gsrwyperm Fewih nr W2 Psymi Qmwsyvn
XI jivg tvsznhiw tvegagi gerekiqirx
qgevoixrkd erh xighrspsk} gsrwypark wivi
zngiw xs pe{ erh sxliv tvsjiwnsrep wivzngi
jvaw xs Lipt glerki erh vinrzirxxlinv
tvegmgiw?

The Bottom Line

Xhi jivg Liptw pef jvgwngtpiqirk
gpirx wivzngi nqtvsziqirx tvskveqw
gsrumark sj gpni rx wexmjegxisr wyvz i Jul
tvskveq hizipstqirx erh xenrnrk erh
gseglnrk tvskveqw? XIinv gseglnrk tvsl
kveq tvszmhiw exxsvri}w erh wejj <l
srilsrisri gseglirk xs Lipt xliq kix
dyrwygo+ erh gqszi jsv€evhi vinrzirmrk
sl xliquipziw erh xLinv pe{ tvegagi?

Jsyrhihnr 5=<80 Spquxieh *
Ewvsgnexiw wivziw gpni nw egvsw xI Yrxih
Wrexiw verknrk nr wi~i jvsq 544 tvsjiwnsrl
epw xs jivaw Ll wsps tvegmasriwl H?
Spquxieh i xbi ThsvinriGlInij sj 6X11i
Pe{}iw Gsqgtimmzi Thki> X1i syvrep sj
Pe{ Sjjngi Igsrsqngw erh Qerekiqinr+
tyfowlih f} Ciw Kvsyt? Li eps wivziw
ewe qiqfiv sjxli Pikep Qevoixrk
Ewsgrexsr ,PQE- Viwievgl Gsqqmxii?2
Hv Spgwxieh e} fi gsrxegrih zre il
ger ex nspguxiehDspawxi ehemsglgs g2
Ehhmrsrep eviigpiw erh nrjsvgexisr m
ezemefpi ex xhi jvgw Lif wxi> LLLspql
wxiehemsglgsq

T Spgwxieh * Ewsgrexiwl 64492 Ep
vik b viwivzih?

Exceptional client service in law
firms: Developing your client
service improvement plan

By John W. Olmstead, MBA Ph.D CMC of Olmstead & Associates in Saint Louis, Missouri.
Originally published in The Lawyers Competitive Edge: The Journal of Law Economics and
Management, Vol. 7, No. 6, June 2005. Reprinted with permission.
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priw jsv gsqtpiasr?

Put Together The Plan

Leznrk gsrhygxih gmirx erh
iqtps}ii wyvzi ) Lwxir Fsyv gml
wsr wexigirkerh thirmnih eview xlex
}sy ger erh {mp nqtvszil }sy rs{
lezi xli nrjsvgexsr erh jsyrhexmsr
}sy riihxs wtip syx er ijjigmzi gmirx

wivzngi noptvsziqiry tper2 Xivi evi wi|

gvmngep eview L Ingl qyws i nrgpyhih nr

Isyv tper>

= Xstihs{r gsgqmqirx

Wivzngi wxerhevhw

ligtvszirk tvsgiwwiw

Xvenrnrk

Vi{evhw erh vigskrmisr

Srksirk jiihfego

IxIsyx gsgqqmqirx jysq ex piew e

gsvi kvsyt sj }syv wirnsv tevsriw }syv

tvskveq m hssqih2 X1i} qyw rsx knzi
prt wivzngi ©x1i} gywx Lepo xI i xepo erh
wixxhi 1]eqtpi sj {lex gmirxwivzigi

Fileznsw xli jivg 1] tigm2
Wivzngi werhevhw wlsyph Fi hizipl

stih erhnrgsvtsvexih nrxs xIi tper?

Ileqtpiwnrgpyhi>

E Wami ex gmirwewxli} ettvsegl
}sy?

E Erwdivxli tisri {mlor xdvii virkw

E Vixyvr ep gmirx geppw Lnxdnr 68
Isyw?

E Ep{elw etspski~i nj e gpirom ytwix

E Itviw igtexl} xs xhi gmiry

E Hviw ettvstwexip} jsv {svo f}
Liewnrk gpsxlnrk syxnri nr xi jivg
tspg} qeryep

E Lerhpi gmirx Fywriw nr er ijjgnirx

erh tvsjiwnsrep gerriv

Xviex xhi gmirx ewxIi qswx nqtswerx

tew sj }syv st

Yrhiv tvsgmi erh szivihipziv

Fi sronqi?

Jspps{lyt sr }syv tvsgmiw?

Ks syx sj }syv {e} xs geoi & iew}

jsv e gmirxxs hs fywriw {nl }sy

erhxli jvg?

E Viwspzi gmirx gsotpenrw tvsotg}
erh ijjigni g}

E Wykkiw erhvigsqqirh thiewxs
jvg gerekiqirxxlex {mp ngtvszi
gmirx wivzngi?

Szivngi ger} jivg tvsgiwwiwl
tvsgihyviw erh {e}w sj hsnrk xInrkw
figsqi stuspixi erh rspsrkiv gehi
wirwi2 Sjxir xLi} evi 6gpni rx nwixe rw=
erh jvywvexi gpmirw erh geoi nx hnjl
jngypx jsv xbiq xs gsrhygx Fywnriww Ll
Isyving?2 Fi sr xli pssosyx jsv ogpni rx
mmerws erh Le}w sj hsirk xInrkw hnjl
jivir Jsv iJeqtpi0nj }sy viep} gevi
efsyx gmirx wivzngi wlsyph }sy gsrl
whiv izirmrk sv {iioirh IsywC [ lex
efsyx ewskergi erh exmyhiC Tvsgiww
ngtvszigirxwlsyph fi srksnrk2 Ep
igtps}tiiwwlsyph Fi irgsyvekih xs
gsrwerx} xInro sj {epw xlex tvsgiw
ger fingtvszih erh fuirk wygl nhiew
xs xhi exinasr sj jivg qerekiqirx

Gsyrpiw viwievgl wxyhniw wls{

T T T T T T

ms

ms s s s

xlex tistpi pievr jewiv erh xeol qsvi
nrmoexizi L1ir x0i} evi knizir tswmozi
vinrjsvgiqirx jsv hsirk e nst Lipxler
Llirxli} evi knzir rikexzi jiihfego
jsv hsirk wsqixlnrk fehpR [ lex Kixw
vi€evhih m Llex kixw hsri?

llotvsznrk gpnirx wivzigi mw epp efsyx
igtps}iw hizipstirk ri{ filezisvep
lefnw? lx xeoiw eFsyx 74 he}w xs hizipst
eri{ lefm Fijsvi ri{ filezisw ger
figsqi lefmwxli} qyw Fi tvegugihl
vinrjsvgih erh vi{evhih? Er ijjignzi
vi{evh erh vigskrmsr tvskveq mv
gvnagep xs xIi wyggiww sj xbi gpnirx wivl
zngi nqtvsziqirx tvskveq? sy qywx
nrgpyhi e wwvexik} jsv vi{evhirk wivzngi
i|gipirgi nj }sy {erxmxs Figsqi
tew sj }syv jvquv gypryvi2 Wizivep sj
syv gmirnw lezi ngtpiqirxih gmirxwivl
zngi igtps}i sj xli uyewiv tvskveqw?
Jiihfego gspigrih jvsq srksnrk gpirx
wyvzitw erhvigsqqirhensr sj wytivl
zwsw wivziw ew xI 1 Feww sj wipignsr?
XIi iqtps}ii sjxhi uyewiv Kix e he}
sjj {ml te} xlex ger Fi xeoir nr gsrl
nyrgusr Ll e Lifoirh2 Wsqi jivaw
evi tvsznhnrk tenh witw jsv iqtps}i
erh jeqm} xs viwsvwd knjx givxmjngexiw xs
xstirsxgl viweyverml erh givijngexiw
sj ettvigrexisr? Gpnirx wivzngi mw Finrk
nrgsvtsvexih nrxs tivisvgergi vizni{w
ew Lipp

Xvenrnrk wlsyph epis fi e oi} gsql
tsrirxsj ysyv trer? Jsy qywr knzi x1i
iqtps}iiwxli xsspwxs kix xhi nsf hsri?
Gprirx wivzngi ngtvsziginw Lmp rsx Fi
viep~ih yrpiw }sy tyxr tpegi e gsql
tvilirmzi erh Lipli|igyxih xvenrnrk
tvskveq? E wenrnrk tvskveq rsx srp}
irlergiwxli wivzngi }sy gmirw viginzi
fyx epws Firijmw }syv jivg
E lrgviemrk xieq{svo
E lNgtvszirk xEi gpirxwivzigi wonppw S

exsvriw erh wejj
E Liptirk }syv exsvrilw erh wejj xs

yrhivwerh xl i vspi nr geonrk wivl

zngi whnri

E gsqtvilirwmzi xwenrnrk tvskveq
nrgpyhiw hnjjivirodtiv sj {svowl stw
sr e zewnix} sj wyfnigw? Xvenrnrk x}enl
gemw} nrzspziw
= E{eviriw Fymhirk
G rx wivzng i wonmppw
lirxivirep gpnirx wivzngi
Xieq Fymhnrk
Tvstpiq wspzirk
Gsqqyrrmngexnsrw
Wivzngi gerekiqirx
Wsqi qixlsh jsv kexlivirk srksl

Y Yu¥uSutulu

epws Fi nrgsvtsvexih nrxs xi wivzngi

4
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nqvsziqirx tper? [xIsyx e whixiq jsv
vikypevp} qiewyvrk }syv wivzngi ijjigl
wmziriwd }sy lezi rs {e} sj ors{irk

nj }sy evi nqtvszirk sv rsx2 X}trgep}
wsqi jsvq sj wyvzi} whwxig m x}ngep}
ywih erh mw inxliv gsrhygxih nr Isywi
sv symwsyvgih xs er sywhi jivg?

Implementation Of The Plan

XIi tper wlsyph i hiwkrih xs jsul
xiv eggsyrefind erh nqtpiqirensr?
Ewwssr ew tswnfpi e pixivwlsyph fi
wirxxs }syv iravi gmirx fewi xleronrk
xliq jsv tevngrtexmrk nr }syv wexmjegl
msr wyvzi} erh syxnrark xIi glerkiw
xlex xbi jivg mv tyxark nr tpegi? ij tvsTl
pigw ivi nrhngexih £} wtignjng gpni rw
xIswi tvsfpiqwwlsyph Fi viwspzih
nqqihnexip} £l xIi gmirg Tvskveq
peyrgl qibarkw wisyph £i FLiph Ll ep
iqus}iiwerh xli} wlsyph fi tvszihih
Ll gstniw sj xI1 tper2 X1i nqtswergi

sj i|gitasrep gmirx wivzngi wlsyph fi
wviwwih erh xli glerki tvskveq jsv
glerknrk xIi jivg xs e ogpnirx jmws gypl
xyvi wisyph i syxrih?

Gprirxwivzngi glerki tvskveqw xeoi
mgi ws Fi texmir Ri{ womppw qywx Fi
pievrih erh ri{ lefmw hizipstih? XImw
xeoiw mqyi2 X}tugep} e jvg ger i|tigx
xsnqepigirker iravi wivzngi tvskveq
{nxlor sri }ieverhwii tswmazi viwypw
Lxnr xDi jox wn] qsrxiw

\shr [2 Spgwxieh) 0 QFED TI2HY
GQG0Im e Givajnih Qerekiqirx Gsrwyperx
erh xIi tviwmhirx sj Spgwieh * Ewsgnexiw
Pikep Qerekiqirx Gsrwyperm) fewih nr Wx
Psymi Qmwsyvi2 X1 jivy tvsznhiw tvegugi
qgerekiqing gevoixirkl erh xiglrspsk}
gsrwypark wivzngiw xs pe{ erh sxliv tvsjiwl
wsrepwivzigi jvqw xs Lipt glerki erh vinrl
ziroxhinv tvegung w2

Xhi jvg Fiptw peL jvgw nqtpiqirx gl
Inxwivzngi nqtvsziqirx tvskveqw gsrvmixl

The labor and employment top 10

nrk sj gpnirx wexmjegmsr wyvzi i tvskveq
hizipstqgirx erh wenrnrk erh gseglnrk
tvskvequ? X1inv gseglnrk tvskveq tvszihiw
exsvri}w erh wejj {ml srilsrisri gsegll
nrk xs lipt xhiq Kix dyrwygo+ erh gszi
jsv{evhivinrzinark fsxl xliquipziw erh
xLinv pe{ tvegugi?

Jsyrhih nr 5=<80 Spgwxieh * Ewsgrexiw
wivziw g nw egvsw xBi Yrmxih Wrexiw verk!
nrk nr wi~i jysq 544 tusjiwnsrep xs jivqw
Ll wsps tvegmasriw HY Spgwxieh m xhi
IhnsvinriGInij sj 6XEi Pe{}iw Gsqtimnzi
Ihki> X1 \syvrep sj Pe{ Sjjngi Igsrsgngw
erh Qerekiqind tyfymlih } [iw
Kvsyt? Li eps wivziwew e qiqfiv sjxli
Pikep Qevoixrk Emisgnennsr ,PQE- Viwievgl
Gsqqgmii2 H2 Spawsieh ge} Fi gsrxegrih
zne ilqgen ex nspquxiehDspgwiehemsglgsq?
Ehhmnsrep evingpiw erh nrjsvgexisr mv ezeml
efpi exxli jvgw Lif wxi> LLLspqwxieheu!
wsglgsq

T Spawieh * Ewisgnexiw) 64492 Ep
wik xw viwivzih?

By Richard L. Samson, Ogletree, Deakins, Nash, Smoak & Stewart P.C., Chicago, lllinois

nrk xIngoix sj pe{w erh vikypel

msrw kszivrrk xLinv {svotpegl
iv2 Ew e viwypd xbi §]tswyvi xs prakexsr
erh viwo sj wyFfwiuyirx pefmmg evmnrk
jvsqg xli igtps}iviigtps}ii vipexnsrl
wint epus lezi viwir sziv xli pewx wizivep
}iew?

Gsrwiuyirg m lew Figsqi iziv
gsvi ettevirxerhnrgviemrkp} rigiwl
wev} jsv iqtps}Hiw xs xeoi ejjivgexizi
wxitw xs pngynx xBswi viwow2 Livi w sri
exsvri}w xst 54 pwx sj xEswi wxitw
iziv} igtpstiv ger xeoi xs gnrngn~i
mw i | tswyvi xs {svotpegi hmtyxiw erh
mw viwo sj prefmpnt nj xB T hmweyxi irhw yt
nr gsyw
52 Gviexi e Lerhfsso? 1ziv} iqtps}iv

wlsyph lezi sri xlex rsx srp} tvsl

zthiw e wyqqev} sj xli gsqter}w

Imxsv} Fyx qsvi ngtswery} syxl

mriwxh i 1qtps}iviv tspgniw erh xli

gsrwiuyirgiw jsv zispexark xliwi

tspgniw2 X jnvwx hijirwi xs e gpenq
sj {vsrkjyp hmglevki0 Lhixlivr

e yrisr sv rsrlyrisr wixmrk0 m

xlexxli igtps}ii {ew gehi efevi

sjxhi vypiw erh xIi tirepmiw jsv
znspexirk xlig2 Sj gsywil iziv}
lerhfsso qywx gsrxenr wyjjngni rx

I qtpstiw jegi er izivinrgviewl

hmgperq iw erh ettvstviexi zivineki
¥s ezsih er} gsrwvegxyep ngrtpgensrw
sj igtps}qirxerhxs tviwivzi xli
ex Lmp wxexyw sj xI iqeps}iw

Lezi er ErxlLevemwqirx Tspmg}
Eqgsrkxli tspgriw er} gsqter}
gyw tyx ex xhi xst sj mw pwx mv er
ijjignzi ernllevewqirxerh 11S
tspg} {Ingl nrgpyhiwwsqi jsvq

sj erryep xvenrnrk2 X1 tsmg} qywx
weexi xI1 Gsqter}Hw tsumasr tvsl
Infnrk epp jsvaw sj levewqirx

erh m qyws tvsznhi jsv er ijjignzi
vitswirk erh vigihnepwgliqi?
Yrhiv gywirx hmgwgnrexisr pe{0
xbi imxirgi sj er ijjigozi tspg}
m iwi noep xs xBi hijirwi sj Tevewl
qirx gpenqw?

Qenrxenr Oi} Tspgniv2 XFivi evi
ryqivsyw sxliv tspgniw xlex
iqtpstiw wlsyph lezi kszivrirk
{'svo tpegi gsrhygr Sj gsywil
hitirhirk srxIi nrhyww} sv fywnl
riwxli igtps}ivmnr) yrmuyi tspl
gniw e} Fi {ewerxin? Fyxwsqi
fewng sriw xs xInro efsyxnrgpyhi

e rsriwspgnensri rsrihmwnfyxsr
tspg} LIngl thirmjniw igqtps}ii
wkbw erh vimmgmsirw sr {svo xiq i
wspgmexisrw? er sjj hyx} iqtps}i

6

~

7

~

tsmpg} L Ingl wixw Syx viwvngasinw sr
sjj hyx} igtps}ii eggiww xs xi nrxil
wisw sj x1i Fywnriw? e zegexisr tspl
ng} ehhviwnrk tvslvexe te}qirw jsv
yrywih zegensr? e tspg} hixemnrk
hsgyqirxvixirsmsr viuywiqirw
erh er ipigwsrig gsqQyrngensr
tsmg} wixark jswl xbi vkl erh
stkemsrw emsgrexih Ll ywrk
gsqter} iuyntqgirx erh gsqtyxiv
w}hwxi qud nrgpyhnrk ilgjem?

Lezi Xivgnrexisr Tvsgihyviw
Tvitevih? Er iqtps}ivwlsyph gevil
Jyp} gsrwthiv mw iqtps}ii xivgnrel
wmsr tvsgiwiw erh tvsgihyviw Er}
izirxxlex e} nrzsyzi e pe}sjj erh
xLi wipigmsr sj iqtps}Hiiw jsv xivanl
remsr qyw i gevijyp} izepyexih
erh fi fewih sr sfiguzi jegxsw
ew qygl ew tswnfpi? lirhnzrhyep xivl
gnrexnsr higmsrw poi{mi wlsyph
Tixihxs er stoigazi jegrsv wygl
ew e vypi sv tspg} znspexsr-2 Ls{
xIi higmnsr m gsgqqyrngexih xs x1i
iqtps}ii ger fi iuyep} ewnqtsu
xerx2 Leznrk xli viewsr jsvxli hignl
wisr vieh} mv gvmagep xs xImw tvsgiww
epsrk Ll Finrk xvyxljyp efsyx 2
Glerkark xIi viewsr ex e pexiv tsirx
ger fi hizemexrk xs xIi hijirwi sj

8
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e {vsrkjyp hmglevki sv hmgwngnrel
wmsr gpenq2 Epus i efevi sj xli jegx
xlex {lex ksiwnrxs x1i €iwsrrip
jmi mv rsx srp} hmgszivefpi nr gsyw
fyx ger fi sfemrih f} er igtps}ii
sv Im3livvitviwirxexzi zne xIi
Tiwsrrip Vigsvh Vizni{ Ege [lir
wygl e viuyiwm gehil er iqtps}iv
gyw i zikiperxnr viwtsrhork nr e
ngip} gerriv Sxlivgdmi0 mw sttsv
xyrm} xs ywi tivarirs hsgyqinwnr
mw hijirwi gsyph i psw?

Qenrxenr e Tivjsvgergi Vizni{
Tvsgihyvi2 Wngmpev xs xk jsviksnrk)
sthigwzi erh eggyvexi tivjsvgergi
vizni{ tvsgihyviw evi iwinmep

rsx srp} jsv kssh lyger viwsyvgiw
tyvtswiw Fyx epus nr xbi hijirwi

sj hmwgntprev} sv hmglevki fewih
mxkexisr gpencpw? Tevx sj xhmw tvsgiww
mxB1 riih jsvnqip} erh eggyvexi
hsgyqinensr sj tivisvgergi
tvsHpigw XIm Figsqiw tevngypevp}
ngtswerx jsv xhswi nrwxergiv {lir e
gywirx iqtpstii lew jmpih e glevki
Ll x0Ii 11SG svIiHLV nr svhivxs
hijirh ekenrwx x1'i nrizefpi gpenq
sj vixepewsr nj e tivjsvgergi vizni{
m rsx hiiqih wexwjegxsv} £} xli
iqts}tii?

Xeoi Gsqtpenrxw Wivisywp} erh
Nrziwakexi XHig2Xss sjxir iqtps}
iiwgsqi xs xhiv wytivzmsw sv
sxliv gerekiw {ml gsqtpenrw
efsyxer} ryqfiv sj {svotpegi
tvspigwl verkirk jvsq gpenqu sj
levewqirxxs gsrgivrw efsyx te})
LD pnopii sv rs viwtsrwi jvsq xli
gsqter} lir gewiw sj levewwqirx
Wil Rs26 efszil e tysqtxerh
ijjiguzi nrziwnkexnsr m gvmagep xs
hijirhark wygl gpengquw? Qsvisziv e
xIsvsykl nrziwnkexisr sj epp gsql
tpenrw0 € lexiziv xli epikih tvsfl
pig0 liptwxs InklpkIxxs x1i gsqgl
trenrmrk iqtps}ii xli GsqterHu
gsqqmqirxxs viwspzirk {svotpegi
tvshpigw lir xki rsrlyrisr irzl
vsrgirxd xkmvmv er Twwi nmep xssp xs
hngnrmel x1i pooipnlssh sj e yrnsr
svkern~exsrep 1jjsv

Fi efevi sj iqtps}ii piezi vikxw?
F} rs{ iziv}sri m jeqmmev {mxl
iqtps}tiipiezi wkbw yrhivxli
Jihivep Jegm} erh Qihngep Piezi
Egx2 Fyxxlivi evi e ryqfiv sj sxliv
weexyxiw srxhi wexi pizip {lIngl
ehhviw iqtpstii piezi vk X1 iwi
nrgpyhi wglssp zmmxexisr piezil nyv}
hyx}) fpssh hsrexsrwerh izir nqi
e{e} jsvq {svo jsviqtpstiiv {ls
epws evi qyrngrtep sjjigivw L1s qywx

<

~>

exirh xs qyrngntep Fywnriw? XLiwi
pefw rsx srp} tvsxigr xhi iqtpstii
wik x xs xeoi piezi Tyx epis tvsxigx
xli iqtps}ii jysq vixepexisr jsv
xeonrk wygl piezi?

Fi E{evi sj Tperx Gpswirk

Pe{w Yrhivxli Jihivep [_svoiv
Ehnywxqirx Vixenrnrk erh
Rswjigensr Egx, TEVR-) tperx
grswnrkw erh gew pe}sjjw viuymwi
ehzergi rsugi sjwn|x} he}w tvsznhl
ih givenr xmkkivirk xEviwlsphw evi
gix lir lppnrsm e ri€ wexi [EVR
peL vigirg} Lironrxs ijjigxxlex
ps{ivihwsqgi sj xbiwi xIviwlsphw?

=2 XIsvsyklp} vizni{ iqtps}ii gpeul

wjngexnsrw jsv {eki Isyv tyvtswiw?
E fssqnrk evie jsv gpeww egrisrw
mnr xbi evire sj {Leki Isyv pikel
msr2 Hixivanmrk {Is mwer iJiqtx
iqtps}tii jsvszivaqi tyvtswiw
viuymiw e jegx nrxirwnzi ereppuim Nywx
figeywi wsqisri m terh £} wepev}
hsiw rsx eyxsqexgep} gier xli}
evi i1t E xlsvsykl vizni{ sj
xIinsT hyxiw sj iqtps}hiiwxs hixivl
qnri nj xIi} evi tvstivp} gpemmjnih
ger ks e psrk {e} xs ezsihnrk gswxp}
makexisr sziv jyrheqirep {eki
Isyv mwy iw

54Qenrxenr gywi rx tswarkw Qswx

iqtps}qirx wexyxiwl Fsxl jihivep
erh wexi0 viuywi iqeps}Hiw xs tsux
rsagiw sj iqtps}tii viklbw yrhiv

xLiwi pew2 E jemyvi xs tswx xIswi
wik bw ger yrhivanri piknongexi
igtps}iv hijirwiwxs wygl gpengw?
Jsv i|eqtpil iqtps}tiiw LIs jmpi
pexi gpengw yrhiver igqtps}qirx
wkexyxi wsqibnqiw lezi Fiir wygl
giwjyp nr hijiexark pomexsrw
hijirwiw srxli kvsyrh xlex xIi
igtps}iviv jemyvi xs tswxxhi
viuywvih rsxgi pijx xliq rkrsverx sj
xhi peL jonrk viuymwvi g i rw Tswaw
evi ezemefpi jysq xli kszivrqirx
ekirgniwviwtsrmfpi jsv irjsvgirk
xhi zewsyw iqtps}qirx wexyxiw erh
evi ezemefpi jysq twizexi wivzngi
tvszthiw jsv e jii?
XEmw pox ger Fi pirkxlirih £l
er} ryqfiv sj ehhmosrep tsirw XIi
jsviksarkl Is{izivwwlsyph fi e kssh
jovux wxi € nr Diptnrk xs eppiznexi xi viwo
sj iqtps}qirx gpenqw jegnrk xshet
iqtps}iv

Qv Wequwsr m e wlevi Isphivar xli
Glngeks sjjngi sj Skpiwii0 Hieonrw) Rewl(
Wgseo * Wxi{ewl e rexisrep pefsv erh
igtps}qirxpef jvg0 Lhivi Iivitviwinw
iqtps}iwr hijirwi sj gpenqw gehi f}
igtps}Hiiw Li jsvqiv} {ewer ehnyrgx tvsl
jiwusy sj pe{ ex GlIngeks Oirx Gspiki sj Pe{
Llivi Lixeyklx gsywiw sr iqtps}qirx
vipemsrwlntw erh iqtps}ii twzeg} vk I
Qv Wequsr ger fi vieglih ex 756399<1
566= sv f} ilgem ex VnglevhivequsrD
shrwlgsq?

Target your Message’

Reach the exact practice area you need with no wasted circulation

i
A Ads cost less
A

ISBA newsletter readers ranked their newsletters 2nd highest of all
Illinois legal publications in terms of usefulness. (1llinois Bar Journal

was ranked 1st)

A 72% of newsletter subscribers either save or route each issue, so your

ad will have staying power.

For more information contact:
Nancy Vonnahmen

Advertising Sales Coordinator
Illinois State Bar Association
800-252-8908 or 217-747-1437
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Dont Just Survive
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