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—7 Essential—
Systems for

Every Family Law Firm

The systems we used to
grow our family law firm
to $15 million in 10 years



7 Essential Systems for Every Family Law Firm

| have studied family law firms all over
the United States.

We are all trying to solve the same
problems:

Managing

Our Firm o
Communicating

Our Value to

. Potential Clients
Hiring Great

Teammates

Conducting

Quality Consults
Serving Clients

Profitably
Getting Client
Feedback
Building an
Engaging Culture

Jsterlinghughes.com @J.SterlingHughes



7 Essential Systems for Every Family Law Firm

What | found

Most family law firms don’t have an
intentional process to solve these
problems.

In our first 10 years, we tried dozens
of systems and tools to solve these
problems.

Through trial and error, we discovered
the most effective systems for growing
a family law firm.

Jsterlinghughes.com @J.SterlingHughes



7 Essential Systems for Every Family Law Firm

System One: Entrepreneurial
Operating System (EOS)

Solves For: Surfacing and managing issues,
strategy and vision alighment across the firm

s Summary: EOS is a simple and
7 powerful tool for running your law

firm with a regular cadence that “This book is a must for any business owner and their
builds ali gnment management team. TRACTION provides a powerful, practical,
’ and simple system for running your business.”

=0AN SULLIVAN

||E Results Experienced: We started EOS PRESIDENT AND FOUNDER, THE STRATESIC GOREN
% in 2013, six months before we ¢ .
launched Sterling Lawyers and while
we were in the planning phase.
PART DF THE
This system guides our team from our T%EAELU”
long-term vision down to what we are W
doing each week. N/

EXPANDED EDITION

Today, our entire firm is actively '

engaged in EOS with regular meetings, i

plannings, and issue escalation and

resolution. It gives us top-to-bottom

alignment on the big strategic issues.
GET A GRIP ON YD_}IH BUSINESS

A Caution: Many law firms self-
implement. But, you may need an
outside facilitator for the first year

to get started correctly. B I N D W l G K M A”

More Info: The book Traction by
Gino Wickman

Jsterlinghughes.com @J.SterlingHughes
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System Two: StoryBrand

Solves For: Communicating your value

to attract potential clients

#1 Wall Street Journal Bestseller

DONALD MILLER

New York Times Bestselling Author

STORY
BRAND

— "“‘\

ClariFy Your Message
So Customers Will Listen

T

Use the 7 Elements of Great Storytelling to Grow Your Business

Jsterlinghughes.com

=

Summary: It's based on the same
Hero’s Journey story technique
that resonates with all humans.
Then, it turns it into a marketing
messaging tool.

Results Experienced: We found
StoryBrand in 2018, and it quickly
became our marketing blueprint.
All of our marketing springs from
these seven StoryBrand elements.

Caution: This requires consistent
discipline to filter every marketing
message on every channel
through this framework.

More Info: The book Building a

StoryBrand by Donald Miller and
StoryBrand.com

@ J.SterlingHughes
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System Three: Net Promoter

Score (NPS)

Solves For: Measuring client

satisfaction

s Summary: A one-question survey:

7 “Onascale of 1 - 10, how likely are
you to recommend our service to a
family member or friend?”

||E\ Results Experienced: NPS has
become an integral part of our
culture since 2016. It tells us how
our reputation is trending.

We watch our NPS every week.

A Caution: This survey is not perfect.
It has legitimate downsides and
should be used in conjunction with
client feedback conversations.

@ More Info: The Book: The
Ultimate Question 2.0 by
Fred Reichheld

Jsterlinghughes.com

HARVARD BUSINESS REVIEW PRESS

THE
ULTIMATE
QUESTION 2.0

How NET PROMOTER Companies

Thrive in a Customer-Driven World

FRED REICHHELD

Bestselling author of THE LOYALTY EFFECT

WITH ROB MARKEY

BAIN & COMPANY

@ J.SterlingHughes
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System Four: WHO

Solves For: Hiring the right teammates

SOLVE YOUR #1 PROBLEM

s Summary: A multi-step process for
“Knowing what to do is not the major challenge faced 4

screening, interviewing, and
by executives—finding who to do it is! | . h
et rdnenor seralamngr s, selecting awesome teammates who

—MARSHALL GOLDSMITH, author of fit our culture.
What Got You Here Won't Get You There

||E\ Results Experienced: We discovered
WHO in 2019. It revolutionized our
firm by giving us a uniform
“selection” process throughout our
firm. Every manager follows this.

A Caution: Requires modest training
and auditing to ensure the team is
executing as designed.

@ More Info: The Book: Who: The A
Method for Hiring by Geoff Smart
and Randy Street

GEOFF SMART ano RANDY STREET
ghSMART.

Jsterlinghughes.com @J.SterlingHughes
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System Five: Predictive Index

Solves For: Understanding new teammate personalities

s Summary: PI tells you whether a Results Experienced: We started using Pl
7 candidate has the personality that will ||E\ in 2019. It is a valuable data point in our
allow them to thrive in the job. selection process. It is also a terrific

management tool once a teammate joins.

A Caution: Itis not perfect. It is only o
one data point. It can give you a little @ More Info: Predictivelndex.com
more insight in the hiring decision but
should not be relied on solely. It can
be pricey too.

THE

PREDICTIVE
INDEX

Jsterlinghughes.com @J.SterlingHughes
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System Six: Consult Process

Solves For: Giving clients a consistently positive experience

in the initial consult

=

Summary: This is a
process for conducting an
initial consultation with a
client. It has five steps and
is centered around
listening and helping the
client unburden.

Results Experienced: We
started to develop and
implement this process in
late 2018. It has taken us
a few years to tweak it
into a consistent results-
producing tool. And, it has
been responsible for us
selling over $ 50 million in
services since then.

Caution: Need to record
consults and evaluate for
consistent adherence.

More Info: See episodes
#7, #80, #82, #87 of my
podcast, the J. Sterling
Hughes Show.

Jsterlinghughes.com

CONSULT PROCESS

call, read notes

- Establish

context -- what
you know
about why PC
is here

+ "Time for

(1) Your story
(2) Feedback
(3) Options"

PRE-CONSULT

o
E.

Listen to

Q

Do any
necessary research

CONSULT

BIG ?

- "After this is over,
what does success
look like?"

+» Confirm alignment
with PCon a
successful outcome

Listening

- Empathetically listen,
validate feelings

« Help PC unburden,
tell story

+ Take essential notes
(No computer notes)

« Defer answering
most questions until
Feedback

« Ask only essential
data questions

+ Provide clarity

B

K

Review
court status

Feedback Options
Four Elements

on next step (1)"Have you worked

(or two) with a lawyer
- Only give before?"
advice client (2)Explain hourly
needs horrors
+ Focus on (3)Discuss FF benefits
emotions and (Certainty -
convey positvity Communication -
Same Goal)
(4)Quote

POST-CONSULT

o —
~ U inish
/ post-consult PC
notes

Follow-up with PC
as appropriate

@ J.SterlingHughes
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System Seven: Pulse Survey

Solves For: Knowing what’s happening
in the culture

s Summary: A quarterly survey that asks the same questions so we can understand
7 cultural trendlines, both positive and negative.

Results Experienced: We started using this tool in 2021. We get results and make 25%
“E\ adjustments to our management and measure again. 75% is the same question every
quarter. 25% are unique to what's going on in the firm. Watch the trends on the

common questions. Use the unique questions to get feedback on current initiatives.
75%

A Caution: Can be labor-intensive getting the team to respond. May not be as useful for
smaller teams because you lose the anonymity.

@ More Info: www.shrm.org. and Episode #44 of the J. Sterling Hughes Show.

LAWYERS, LLC

s | STERLING @J.SterlingHughes

Employee Pulse
Survey

Jsterlinghughes.com @J.SterlingHughes


http://www.shrm.org/

