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Don’t forget the small things in client relationships

B elieve it or not, the way you 
work and interact with your 

clients can be one of the most 
important marketing approaches 
you take in building your prac-
tice. Small things can make a 
world of difference and stand 
you apart from your competition. 

Sometimes, it’s the smallest 
details and the simplest things 
that can win you more clients. 
What follows are a few tips on 
communicating with them, 
what to do when things don’t go 
as planned, and building 
stronger relationships with 
your clients.

Communication

It’s important right up front with 
every new client to establish how 
they would like to be communi-

cated with. Never assume a client 
needs every detail in the second it 
occurs, and likewise never 
assume they don’t. 
n	Find out directly how often 

and by which means suits their 
needs best.
n	Do they want weekly updates 
or more often? 
n	Would they prefer a phone call 

over an e-mail? 
n	How detailed would they like 
your communication? 
n	And what specifically do they 
need to know on an ongoing 
basis? 

The more specifics you can 
find out the better off you will 
be and the more pleased your 
client will be. And don’t forget 
to warn them that the more 
communication they require, 
the higher your bill will be — no 
one likes surprises.

Balance this with what is 
going on in your practice at the 
time. For example, if a client 
expects communications you 
cannot deliver, be up front from 
the beginning, discuss their 
needs and come to an agree-
ment/compromise. It’s more 
efficient if you get this out of the 
way from the beginning. 

Consider creating a system for 
clients that need to reach you 

Gary Mitchell  
The Coach
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Academic Positions
Faculty of Law, Thunder Bay Campus

Lakehead University, Faculty of Law invites applications for three tenure track 
positions at all levels: professor, associate professor or assistant professor. The 
appointments will commence on July 1, 2014. Rank of appointment is dependent 
on qualifications, teaching, and research experience. 

The Faculty of Law at Lakehead is committed to preparing students for the practice 
of law in smaller centres and in rural Canada, especially Northern Ontario. To that 
end, the Faculty intends to provide the highest standard of legal education where 
legal theory is connected to the practice of law. Classes are small and we are 
looking to integrate legal skills into our core courses. There is special emphasis on 
Aboriginal legal issues, environmental law, and natural resources law. 

We seek candidates with a strong academic background and/or extensive legal 
experience. Candidates at the professor and associate professor levels should 
have a demonstrated record of scholarly research and for entry level applicants we 
are looking at the potential for scholarly work. Most importantly, we seek 
individuals who enjoy being in the classroom, who will engage and challenge 
students, and who have a passion for teaching.

Applicants should submit a curriculum vitae, copies of university transcripts  
(it is not necessary at this stage to provide original transcripts), and a brief 
statement of teaching and research interests to:

Professor Lee Stuesser, Dean, Faculty of Law
Lakehead University, 955 Oliver Road, Thunder Bay, ON  P7B 5E1
e-mail: lawfaculty@lakeheadu.ca  

If you have questions about this position, please feel free to contact Lee Stuesser, 
Founding Dean of Law, at lawfaculty@lakeheadu.ca. The deadline for applications 
is October 31, 2013. Review of applications will continue until the positions  
are filled.

A completed Confirmation of Immigration/Citizenship Status should accompany 
your package. This form is available on our website at:  
http://hr.lakeheadu.ca/pdf/immig.pdf

Lakehead University is a comprehensive university with campuses in Thunder Bay 
and Orillia. It offers post-secondary undergraduate and graduate programs  
as well as research expertise that meet specific regional needs. The University is 
known for its multidisciplinary teaching approach that emphasizes collaborative 
learning and independent critical thinking.  

Lakehead University is an 
Equal Opportunity Employer.

lakeheadu.ca

120 Collier Street Barrie, ON L4M 1H4 Consultation Office in North Bay
Tel: (705) 792 7963 Fax: (705) 792 7964

www.dooleybarristers.ca

Dooley Barristers, a boutique insurance defence firm located in
Barrie, is seeking a lawyer with 8 to 10 years of insurance defence

litigation experience to join our team.

The successful candidate must be able to work independently on
files from start to finish. Experience in slip & falls and motor

vehicle accidents is an asset.

Qualified applicants are invited to submit their resume to
Sabrina A. Lucenti at slucenti@dooleybarristers.ca

 

 

Jones Harley Litigation Counsel LLP offers dynamic defence litigation for 
insurers and corporations with a dedication to superior legal service. 

Our team is growing again! We are looking for bright, energetic team players 
with 2 – 9 years of post-call litigation experience who deliver quality work and 
are seeking to develop their career in a collegial and entrepreneurial environment.

Our practice includes extensive courtroom advocacy work, discovery and 
mediation. Ideal candidates will be able to work independently with a full and 
varied caseload. We provide a friendly and supportive work environment with 
competitive compensation and opportunity for advancement. 

We are experienced litigators with a philosophy of hard work directed toward 
client service. If you share our philosophy please direct your application in 
con dence to:

Cristina Martins, Of ce Manager
cmartins@jonesharleylaw.com

Jones Harley LLP
One Queen Street East, Suite 2150

Toronto, Ontario M5C 2W5
416-350-6681 (t) ♦ 416-350-9689 (f) ♦ www.jonesharleylaw.com
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right away. Not all of your clients 
need to reach you instantly all the 
time, though, so stop operating 
as if that’s the norm and save 
yourself some time and stress. 

When it doesn’t go as planned

The first rule here is never promise 
something you can’t deliver. It’s far 
better to say no, or “I can’t make 
that deadline but I could have it to 
you by such-and-such date” than 
to promise and not deliver. 

This really goes hand in hand 
with managing your communica-
tion. If you and your client have 
agreed on a closing date, or a date 
for a document to be completed, 
or a date for submission, and you 
can’t live up to it, you must be as 
proactive as possible. 

When setbacks occur, be sure to 
keep them updated and negotiate 
moving the goal post. In other 
words, when things don’t happen 

as planned, that is the time to 
update the client that things have 
changed, the original deadline is 
unlikely to be met, and why. If you 
don’t do this as it happens, the 
client will assume everything is still 
on track to be completed as agreed. 

I once had a client who found 
himself in a very difficult situa-
tion. As a junior partner he was 
reluctant to bring ongoing chal-
lenges to the attention of his cli-
ents. Things went sideways. At 
the end of the file, his client was 
less than satisfied with the final 
bill. He realized in hindsight he 
should have been more proactive 
in alerting his client.

Strengthening the relationship

In your busy and hectic schedule 
you may overlook opportunities 
to strengthen your relationship 
with current clients and poten-
tially get more work. Here are a 
couple of simple steps you can 

take to make sure you remain 
“top of mind” to them. 

First, I recommend creating a 
client relations strategy (at the 
very least, for your top clients). 
When you have a clearly identi-
fied client relations strategy you 
will strengthen client loyalty, and 
you’ll turn your current clients 
into referrals for new clients.

Key elements of a client rela-
tions strategy include: 
n	Give your clients permission 
to provide you with feedback. 
Starting with every new client 
matter, make it clear to your 
client that when you are fin-
ished the work, you want to 
make sure they were 100 per 
cent satisfied, so give them per-
mission to give you feedback 
along the way. This will prevent 
any small issues from becoming 
larger ones. It also will go a long 
way to ensuring a higher per-
centage of client loyalty.
n	Conduct a post-mortem after 

every file is completed, review the 
process and find out how you 
may have better served this client.
n	When you finish a file with 
your client, ask them two ques-
tions: “Do you know of any other 
people who would benefit from 
my services?”; and “Would you 
act as a reference for me?” (I am 
still shocked to find most lawyers 
don’t ask their clients to act as 
references). 
n	The next time your client visits 
your office, introduce them to 
your managing partner (if applic-
able) — be sure to brief your part-
ner on this client so they will have 
a handle on what you are doing 
and the nature of the file.
n	Think about how you can 
introduce your clients to your 
other clients or contacts to help 
them build their business. You 
will bring more value to your 
relationship with that client.
n	Every once in a while, go out and 
meet your client on their turf. Try 

to meet their key team members.
n	Offer value added educational 
workshops for them, their team, 
and even their clients.
n	For every referral they send 
you, send them a personalized 
gift (gift card to their favourite 
restaurant), and a hand written 
thank you note.

All of these small things add up 
to you standing out from your 
competition, building stronger 
client loyalty, larger and more 
committed referral networks, 
and ultimately, growing your 
practice. They won’t go unnoticed, 
trust me, I have seen them work 
over and over again.

Gary Mitchell works with lawyers 
and law firms helping them to 
attract more clients and grow their 
business. He is the author of Rain-
dance: The Business Development 
Guidebook for Lawyers, and can be 
reached at gary@ontraccoach.com 
or 604-669-5235.
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Director, CLE Programs 

Due to continuing growth, Osgoode PD is seeking a Director 
for its Continuing Legal Education Programs, which include 
non-credit live and on-line seminars, conferences, webinars, 
and certifi cate programs. Offering over 300 days of live 
programs per year plus multiple on-line offerings, Osgoode 
PD is one of Canada’s leading CLE providers. 

The Director, CLE Programs is a new senior leadership 
role within Osgoode PD. Working with a team of Program 
Lawyers, marketers, fi nance, media and IT professionals, as 
well as a strong support staff, you will develop new formats 
and delivery channels while ensuring timely and high 
quality content. You will provide overall strategic planning 
and day-to-day management of the CLE team. Reporting 
to the Assistant Dean and Executive Director, you will be a 
key member of the Osgoode PD management team, and 
will participate in strategic decision-making on degree, 
technology and international initiatives. 

You are a leader with a track record of working with 
others, internally and externally, to create and deliver 
thoughtful and practical CLE or other adult education 
programs. You are creative, have good business judgment 
and networking skills, and have a breadth of experience 
in the legal services industry.

This position requires a LLB/JD and a minimum of 5 years’ 
legal practice, together with 5 years’ CLE or other adult 
education experience. This is a rare opportunity to take 
your CLE career to the next level, with the power of a 
successful team and an outstanding and innovative law 
school behind you.

Location: Downtown Toronto – Yonge & Dundas

For more details visit www.yorku.ca/jobs 

Please send your CV and a cover letter to:
wcurrie-mills@osgoode.yorku.ca 
no later than October 15, 2013.

We thank all applicants, however, only those selected for an interview 
will be contacted. York University is committed to Employment Equity 

and encourages applications from all qualifi ed candidates.

Osgoode Professional
Development 
(Osgoode PD), the 
life-long learning arm of 
Osgoode Hall Law School, 
is one of the world’s 
leading law school 
providers of continuing 
legal education.

Osgoode PD’s high 
quality and diverse 
offerings include 
conferences, short 
courses, webinars, 
certifi cate programs, 
and the highly esteemed
Professional Master 
of Laws programs.

Osgoode PD serves 
lawyers and other 
professionals and 
executives throughout 
Canada, as well as 
a rapidly growing 
international audience.

osgoodepd.ca

A WORLD LEADER 
IN LAW SCHOOL 
LIFELONG LEARNING

TIM HORTONS INC.

To explore these dynamic leadership opportunities 
in further detail, please contact Lisa Heidman LL.B.,  
Senior Client Partner, North American Director, Bedford 
Legal at lheidman@bedfordgroup.com and Gillian Tessis 
LL.B., Principal, at gtessis@bedfordgroup.com.

A detailed copy of the confidential position profile will 
be provided to all candidates under consideration.

Our client, Tim Hortons, is seeking a Director, Enterprise Risk Management and Compliance; 
a Senior Corporate Counsel, Enterprise; and a Senior Corporate Counsel, Securities. All 
three roles will report to the Vice President and Associate General Counsel, Enterprise. 

Director, enterprise risk ManageMent 
anD coMpliance

The Director, Enterprise Risk Management and Compliance will develop, manage, 
maintain, and execute a comprehensive system for identifying, assessing, mitigating, 
monitoring, and reporting on material enterprise-wide risks that may impact Tim Hortons’ 
performance with a view to manage risk and reward and to enable the business leaders 
to make sound judgments and business decisions. The ideal candidate will either possess 
an LL.B/J.D. or a Degree in Business, Commerce, Insurance or Accounting coupled with 
5-8+ years of business and legal leadership experience and superior knowledge of and 
experience in Enterprise Risk Management and Compliance processes and procedures, 
ideally acquired within a fast-paced, growth-oriented, Canadian organization. 

senior corporate counsel, enterprise
The Senior Corporate Counsel, Enterprise will provide strategic counsel to the Enterprise, 
Corporate and Shared Services organizations (Supply Chain, Manufacturing, Distribution, 
Research and Development, Quality Assurance, I.T., Restaurant Technology) on its 
business, legal, and risk and compliance issues and will play a critical role in facilitating 
the achievement of the Company’s business objectives. He/she will be responsible for a 
high volume of related commercial contracts to manage risk while maximizing the benefit 
to the business. The ideal candidate will have been called to the Ontario Bar in addition to 
being a member in good standing with the Law Society of Upper Canada or equivalent, 
and will possess 5-8+ years of business and legal leadership experience ideally acquired 
within a fast-paced, growth-oriented Canadian organization or from within a major 
Canadian law firm. 

senior corporate counsel, securities
The Senior Corporate Counsel, Securities will provide the organization with effective legal 
services and advice for complex Canadian and U.S. legal and securities matters and multi-
faceted commercial transactions as well as provide public company board and secretarial 
support. Specifically, he/she will assist in the preparation of agenda, materials, and proposed 
resolutions for the Company’s Board and Committee meetings. The ideal candidate will 
have been called to the Ontario Bar in addition to being a member in good standing with 
the Law Society of Upper Canada or equivalent, and will possess 5-8+ years of business 
and legal leadership experience ideally acquired within a fast-paced, growth-oriented, and 
publicly traded Canadian organization or from within a major Canadian law firm.
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