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

We are all trying to solve the same
problems:
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Managing
Our Firm

Communicating
Our Value to
Potential Clients

Hiring Great
Teammates

Conducting
Quality Consults

Serving Clients
Profitably

Getting Client
Feedback

Building an
Engaging Culture



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.

What I found
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Summary: EOS is a simple and
powerful tool for running your law
firm with a regular cadence that
builds alignment.

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

More Info: The book Traction by
Gino Wickman

Results Experienced: We started EOS
in 2013, six months before we
launched Sterling Lawyers and while
we were in the planning phase. 

This system guides our team from our
long-term vision down to what we are
doing each week. 

Today, our entire firm is actively
engaged in EOS with regular meetings,
plannings, and issue escalation and
resolution. It gives us top-to-bottom
alignment on the big strategic issues. 
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System One: Entrepreneurial
Operating System (EOS)
Solves For: Surfacing and managing issues,
strategy and vision alignment across the firm

Jsterlinghughes.com

7 Essential Systems for Every Family Law Firm



More Info: The book Building a
StoryBrand by Donald Miller and
StoryBrand.com
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System Two: StoryBrand
Solves For: Communicating your value
to attract potential clients
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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. 

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

Results Experienced: We found
StoryBrand in 2018, and it quickly
became our marketing blueprint.
All of our marketing springs from
these seven StoryBrand elements.
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System Three: Net Promoter
Score (NPS)
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Summary: A one-question survey:
“On a scale of 1 - 10, how likely are
you to recommend our service to a
family member or friend?”

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

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.

Solves For: Measuring client
satisfaction 3
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System Four: WHO
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Solves For: Hiring the right teammates

Summary: A multi-step process for
screening, interviewing, and
selecting awesome teammates who
fit our culture. 

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

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.

4

7 Essential Systems for Every Family Law Firm



System Five: Predictive Index
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Solves For: Understanding new teammate personalities 

Summary: PI tells you whether a
candidate has the personality that will
allow them to thrive in the job.

Caution:  It is not perfect. It is only
one data point. It can give you a little
more insight in the hiring decision but
should not be relied on solely. It can
be pricey too. 

More Info: PredictiveIndex.com

Results Experienced: We started using PI
in 2019. It is a valuable data point in our
selection process. It is also a terrific
management tool once a teammate joins. 
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System Six: Consult Process
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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. 

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. 

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.
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25%

System Seven: Pulse Survey
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Summary: A quarterly survey that asks the same questions so we can understand
cultural trendlines, both positive and negative. 

75%

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. 

Results Experienced: We started using this tool in 2021. We get results and make
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. 

Solves For: Knowing what’s happening
in the culture
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http://www.shrm.org/

