
Client Service Interviews - What Clients “Say”
Below are excerpts from responses to a question we ask as part of our client service interview process:  

What is your reaction to this [client service] meeting?  

1. General Counsel of Fortune 500 Company.  [Right after 

the introductions, the client noted that no other law firm had asked 

for or conducted a meeting like this, and he was very impressed 

that the firm was doing this.]  “It’s a great idea.  Law firms can get 

isolated.  The fact that you are up to speed and know so much 

about our relationship with the firm and about our company has 

made this conversation even more helpful.  The questions you 

have asked have been well developed and are very good.  We’re 

having a very different conversation than I would be having with 

anyone from the firm.  Sometimes I get asked to respond to phone 

surveys, but I won’t.”

2. General Counsel of Leading Private Equity Firm.  “It’s 

great and very constructive.  The questions are thorough and good.  

It makes smart business sense for them to do this.  Also, your 

report should be helpful to them because it will bring all of our 

perspectives together.”  

3. General Counsel of Fortune 100 Company.  “It’s great 

they’re doing this.  Even though they’re busy, to their credit, they’re 

still doing this.  It shows to me that they care what their clients think.  

Although there is nothing here that I would not say to them directly, 

I’m much more comfortable saying it to you.  I would also not say 

it the same way if I said it to them directly.”  

4. Managing Director of Leading Financial Institution.  

“I’m happy they’re doing this.  Their competition has done similar 

things.  This type of meeting works and is effective.  I believe it’s 

particularly healthy to have you here meeting with numerous 

people and bringing an objective perspective.  You can synthesize 

things for them in a way that will be very useful.”

5. Partner and CFO of Leading Private Equity Firm.  “It’s 

really positive.  When someone does a self-evaluation, it tells me 

that they care about quality service and they’re looking for ways to 

make things even better.  It also tells me a lot that they’ve hired 

you to do this.  It conveys they’re serious about it and they’re really 

taking action.”  

6. Deputy General Counsel of National Healthcare 

Association.  “This meeting is a great idea.  I wish every firm did 

this.  I love it when a firm takes on this kind of interview because 

I believe it’s the mark of a good firm.  In fact, I’m flabbergasted 

that more firms don’t do this.  This meeting is part of what makes 

first-rate firms first rate, and frankly, they should do these interviews 

regularly.”

7. Senior Attorney of Global Energy Company. “From the 

get-go, I looked at it very positively.  Interestingly, the local firms 

that I’ve mentioned to you are proactive but they have never asked 

us to do a meeting like this.  Also, I didn’t realize we were such an 

important client to the firm until I was asked to do this interview.  I 

feel other firms have been very proactive and have conveyed that 

message, whereas the firm has been less proactive—and I don’t 

mean this in a negative way.  Having been asked to participate in 

this interview conveys a message to me that we are an important 

client for the firm.”

For more information, please contact Mozhgan Mizban (mizban@consultzg.com) or 

Kent Zimmermann (zimmermann@consultzg.com).  
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