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TWENTY IDEAS
 by Matthew Homann
the [non]billable hour 



20 More Tips, Tricks and Ideas

1. Every morning, take a legal pad and number the left-hand margin from 1-25.  Then 
spend the next ten minutes generating 25 ideas.  The ideas don't have to be business-

related, but often will be.  Put the list in a folder marked "ideas" and don't look at it 

again until you get ready to leave for the day.  At the end of the week, review your lists.  

When Monday morning rolls around, pick one idea to incorporate into your law 

practice that week.  

2. Identify your least favorite client -- you know, the one that you hope doesn't call, the 

one that pays their bills late, berates your staff, and/or makes outrageous demands on 

your time -- and fire them.  They don't deserve your hard work (and probably aren't 

getting it anyway).  As an added bonus, let your secretary pick a client to fire too!  It is 

a great morale boost to everyone in the office when that one (and you don't have to 
limit yourself to one) client is gone.  

3. Ask your employees the one thing they’d like to change about your business, then 

commit to trying it for a month, no matter what it is.  

4. Find the biggest problem in your community and have a competition to solve it.   

Involve the schools and retirement homes.  Give a prize for the best solution.  Make 
sure everyone knows your firm sponsored the competition.  Set aside another part of 

the prize money to go towards funding the solution.  

5. Review the look of your normal invoice.  Then ask a twelve year old to do the same.  Is 

it readable and easy to understand?  Does it have all of the information your client 

wants or needs?  Now, call a few of your best clients (or the people in charge of paying 
those clients' bills) and ask them if there is anything you can do to make your bills 

easier to read and understand.  Repeat the process with your retainer agreement.
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6. If you are interested at all in learning about how other businesses have mastered the 
art of client service, read Secret Service by John R.  DiJulius.  DiJulius runs a string of 

spas in Ohio and details many practical yet ingenious ways he uses to deliver an 

unforgettable (and profitable) customer experience.  

7. Prepare a list of client commitments and stick to them.  Include returning phone calls 

within a specified period of time.  Send your “Client Commitments” with every bill.  
Offer discounts if you don't live up to any of your commitments.  Give clients a small 

discount if they send back a "Report Card" with their payment.  Make it look like the 

ones kids got in the fifties.  Follow up with them on any grade they give below an "A."

8. Who is your perfect client?  Old or young?  Rich or poor?  Male or female?  Once 

you've decided, go shopping.  Go to the kind of stores your perfect client frequents, 
and look around.  What draws your perfect client to the store(s) he or she shops in?  Is 

it price?  Is it selection?  Is it quality?  Is it atmosphere?  Go back to your office and 

compare your office's "look" with the look of your ideal customer's favorite store.  

Could you make your office more inviting or accommodating?  Then think about what 

you sell (and how you price it).  Are you Wal-Mart, Target, or Nieman-Marcus?  Which 
one do you want to be? 

9. Find employees who want to work second and third shifts and experiment with one 

or two days a month where the firm never closes.  Advertise these days, and find out 

how many people who've never had time to meet with a lawyer come calling! 

10. Identify the most successful businesses in your community and find out who is second 
and third in charge there.  Ask those people to lunch.  Learn everything you can about 

their business.  Don’t “sell” your practice or your services, but offer to help them in any 

way you can.  Follow up with a personal thank-you note after the lunch.  
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11. Have a bunch of favorite business books you’ve read (or not) sitting on your shelf?  
Each week, set aside 60 minutes for uninterrupted reading, and grab five books and 

read a random chapter in each.  Make sure you have a notebook handy when you’re 

reading to capture any cool ideas you have. 

12. Buy a digital camera to leave in the office.  First, take a photo of every client you meet 

with.  Keep the picture in the client’s file, so every time you do work for them you are 
reminded of who you are working for.  You can also keep a private “face book” to 

review from time to time in case you have a hard time “putting a name with a face.”  

Second, take a picture of you and your happy client shaking hands after the 

representation ends (or when a favorable result is reached).  Put the picture in a 

binder titled “Our Happy Clients” and leave it in your waiting room.   Make sure to get 
each client’s permission first! 

13. Pick your five best clients and ask to meet with each of them before the year is over.  

Make sure they know they won't be charged for the meeting.  At the meeting ask 

them, "What do you want to accomplish in the next twelve months, and how can I 

help you to do it?" 

14. Make a list of the twelve people you know who could really help you improve your 

business in the next year, and then write down the one thing each could do to help 

you the most.  Each month, resolve to take one of them to dinner to a nice restaurant 

and ask them to do that one thing.  If you want to be ambitious, make a parallel list of 

the twelve people you don’t know who could help, and do the same thing! 

15. Every month, when you print out your bills and your accounts receivable statement, 

clip a family photo to the top of the stack.  Whenever you are tempted to write down 

a bill or not try to collect on one, look at your family before you make the decision.  

While there are dozens of great reasons to reduce a bill or not collect upon an 

amount owed, every dollar you don't collect is a dollar your family doesn't get to 
spend on something important, or you don't get to donate to a worthy cause.
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16. Build a Resolution Wall: Find a blank wall in your office where everyone can post as 
many firm-related “resolutions” as they want on 5x8 inch Post-It Notes.  At the 

beginning of the year, draw a line ( tape) down the middle of the wall.  Label one side 

“Someday” and the other side “Now.” Ask every staff member to pick JUST ONE 

resolution they personally commit to achieving and move that Post-It from the 

Someday side to the Now side.  Every week, review the resolutions and ask everyone 
for an update on their progress.  Once a resolution is achieved, place a huge check 

mark (or big gold star) on it, and move another over from the Someday side to the 

Now side.  Repeat as necessary all year long.  If you are feeling particularly brave, ask 

your clients to add their resolutions for your firm to the wall, and keep them up-todate 

on your firm’s progress.  

17. Make a “Whine” list -- all of the things the typical client complains about -- and commit 

to addressing those complaints with the client at the beginning of the representation, 

not at the end.

18. Get seven decks of cards with similar backs.  Lay out all seven decks on your desk or 

your floor, backs showing.  This is a year of days (give or take).  Let the magnitude of a 
year sink in.  Experience this wonderful availability of time.  (This is a powerful 

exercise.)

19. In addition to your normal engagement agreement, develop a “Client Promotion 

Agreement” that your clients sign that permits you to discuss with others what they do 

(in a most generic sense) and allows you to introduce them to others who can help 
them/buy from them/sell to them/etc.  This is a great way to reinforce how much you 

care about them and a nice way to begin the rest of the conversation about how to 

help them. 

20. Take your five favorite clients to dinner.  Don’t let them leave until they answer this 

question:  What can I do to get more clients like you?
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Matthew Homann is the founder of LexThink and the author of the 

[non]billable hour blog.  He writes, speaks and hosts retreats and 

conferences to help lawyers serve clients better and make more 

money.

These ideas originally appeared in Matthew’s blog, the [non]billable 

hour.

You can find him online in lots of places.  Here are a few of them:

  Twitter :   twitter.com/matthomann

  Blog:  nonbillablehour.com

  Web: lexthink.com

  Email: matt@lexthink.com


