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SELF-AUDIT CHECKLIST

This completed form describes your office administrative practices prior to our
meeting. Please ask your staff and other lawyers to complete a copy of this
Checklist. A number of the responses may vary from yours. That is not unusual.
This exercise leads to a fresh look at how to enhance the functioning of your
practice and make most productive use of our time at our meeting. The results
can foster a better mutual understanding of what goes on in your office. “Yes”
means often or always. “No” means sometimes, rarely, or never. Use the
checkboxes where located within the question.

Name of firm

Lawyer Names

Staff Names

Areas of practice

Who completed this form? Date

Please take a few moments to review all of the questions

s S and note any areas that you want to discuss more

WSB A thoroughly. We recommend that lawyers and staff complete
this checklist.
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Self-Audit Checklist (Revised September 2009)

CLIENT RELATIONS

Client relations are the most important aspect of your law office. Everything that
happens in a law firm has a direct or indirect effect on the client. A client-centered law
firm is all personnel directly serving the client. The attorney is a team member involved
in providing overall service to the client. “Service” means fulfilling commitments, client
education, adequate communication, and competent legal work.

Yes No N/A

1. Do you discuss communication with clients such as o how
they want to be kept informed, o confidentiality, o use of email,
o returning phone calls, o possible emergencies and how to
handle them?

2. Do you communicate the client’'s preferences to the staff
including a notation in the client file, i.e. “This client requires
updates, immediate telephone notification of all changes and
written confirmation of appointments.”?

3. Do you introduce clients to staff?

4. Do you discuss fees and billing procedures in the first
meeting with the client?

5. Do you provide clients with a written Agreement of
Representation that includes:
a) details regarding the scope of representation?

b) clear details regarding fees and anticipated expenses?

c) reminders that no specific result has been promised?

d) obligations of the client to the matter

6. Do you have telephone answering procedures including the
importance of handling all calls with professional courtesy?

7. Do you or your staff return clients’ phone calls and email
within 24 hours?

8. Do you perform all the work you told the client you would?

9. Do you use a master list of open matters with the status of
each matter to help avoid neglecting any matters?

10. Do you send follow-up letters documenting a meeting or a
telephone conversation in which major new decisions have
been reached?
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Self-Audit Checklist (Revised September 2009)

Yes

No

N/A

11. Do you visit the business of your clients off the clock to
better understand their business?

12. Do you complete the work in a timely fashion?

13. Do you follow up with clients when their cases are inactive?

14. Do you send a closing letter at the end of each matter telling
the client o your representation is complete, o any additional
action that the client must carry out on their own, if applicable, o
your file retention policy, o thanking them for the opportunity to
serve them, o how your service might be improved, and o
encouraging a referral?

15. When appropriate, do you thank clients in writing for the
referrals they send?

16. Do you acknowledge staff for good client relations skills?

17. Do you copy clients with your work product and
correspondence?

18. Does your firm have a defined response to the question,
“What kind of law does your firm practice?”

19. Do all employees have business cards with titles?
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Self-Audit Checklist (Revised September 2009)

CONFIDENTIALITY

Clients depend on you to safeguard the information they provide. Trust is very difficult to
reestablish once it has been broken so it is important that you take steps to ensure that
every member of the firm does all they can to safeguard client information.

Yes No N/A

20. Do employees sign a confidentiality form acknowledging
they have read and understand RPC 1.6 Confidentiality and will
not breach confidentiality during and after their association with
your firm?

21. Do you ensure that no client files or other confidential
materials are ever left in the reception area?

22. While conferring in person with clients do you avoid taking
calls or otherwise talking with other clients so as to protect client
identities?

23. Is the office locked every night?

24. |Is email marked “Confidential Privileged Communication?”

25. Are the fax machines and copiers located where non-firm
persons will not be able to see confidential materials?

26. Do you use passwords for access to the computers and for
documents attached to email?

27. If you are in an office sharing arrangement, have you
discussed confidentiality with the landlord, other tenants and
any employees who may be privy to confidential information
(e.g. receptionist, word processor, computer technician, etc.)?
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Self-Audit Checklist (Revised September 2009)

CONFLICTS OF INTEREST

Avoid relying on collective memories to do conflict-of-interest checking. Every case
handled cannot be so memorable that you will never forget every person involved.
Maintain a written conflict of interest system and keep it current. All staff should be
trained to use the system. Conflict checks should be done prior to the discussion of any

new matter with a client or potential client.

Yes

No

N/A

28. Do you maintain a master contact list of o clients, o former
clients, o parties, o employees and others with cross
references to files for researching possible conflicts of interest?

29. Do you obtain a signed waiver from the client if
representation is requested after the conflict is discussed?

30. Do you request information regarding other names (i.e.
maiden, marital, etc.) that potential clients and adverse parties
may have used in the past?

31. Do you include information regarding the adverse party?

32. Do you check your master list of contacts for conflicts of
interest before accepting a new client or matter?
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Self-Audit Checklist (Revised September 2009)

DOCKET/CALENDARING

Missing a filing deadline or court appearance is damaging to a client as well as causing
embarrassment and a potential malpractice claim. Each firm member should maintain
an individual calendar in addition to a master calendar for the entire firm.

Yes No N/A

33. Do you keep individual calendars, i.e. attorney and
secretary/paralegal?

34. Does your calendar include (as applicable):

a) Statutes of limitations?

b) all court appearances?

c) client and other appointments?

d) all administrative hearings?

e) real estate closing dates?

f) all litigation deadlines?

g) all self-imposed, discretionary deadlines (i.e., promises
made to others, promises made to you, and deadlines for
projects you delegated to others)?

35. Do you maintain a master (all lawyers) calendar?

36. Do you use the calendar to schedule blocks of time to do
projects?

37. Do you use reminders or tickler slips to draw attention to
upcoming deadlines?

38. If the calendar is maintained on the computer, do you
frequently print out a copy in case of power failures or other
computer problems?
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Self-Audit Checklist (Revised September 2009)

RECORDS MANAGEMENT

The client file is the record of the work you have performed for the client and the paper
in the client file can affect the rights, responsibilities, money, or liberty of the client.
Maintaining the files in an orderly manner that allows for efficient access to client
information will save time and money in the long run. A misfiled document is worse than
a lost document. The ability to respond promptly to inquiries by having the information at
your fingertips will enhance your professional image. "Clerical® does not mean
"unimportant"--especially in dealing with a physical client file. Consider using
‘documents on demand” — easily retrievable electronic and scanned versions of
frequently used materials. (Examples are police reports, client questionnaires, financial

statements, condo rules, RPCs, case law, etc.)

Yes

No

N/A

39. Do you have a standardized filing system by name or
number for all client files?

40. Are all materials filed timely and regularly?

41. Do you follow a file retention schedule after a case is
completed, i.e. when to close, when to review for destruction,
what to return to client, what to keep — and for how long?

42. Do you store current records in a secure area and safe
from water, vermin, and ceiling sprinkler heads?

43. Do you keep back-up media of electronic records off-site?

44. Does each file have a case schedule, checklist, log, or
diary of all the events of the matter including commitments to
you and your commitments to others?

45. Do you keep the work of the file “moving” without letting
files pile up on your desk?

46. Are client files well organized by type of document and
larger files indexed?

47. Do you use “documents on demand” by scanning to PDF
the most used documents for easier retrieval?
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Self-Audit Checklist (Revised September 2009)

STAFF MANAGEMENT (SKIP THIS SECTION IF YOU HAVE NO STAFF)

A part of a client’s impression of your law firm will come from the actions of your staff. It
is critical to your success that your staff is trained and motivated to provide excellent
service to clients. Working in a law office is much more than just a job because a client’s
interests are directly at stake by how the work is done by all in the office.

Yes No N/A

48. Do you have a policy and procedures manual and follow it?

49. Do you train your employees when first hired and when
major procedural changes occur?

50. Do you inform employees of the ethical requirements of
working in a law office? See RPC 5.3.

51. Do you ask employees to read the Rules of Professional
Conduct, particularly Rule 1.6, Confidentiality?

52. Do you offer your staff continuing education opportunities
such as for computer skills, the legal system, and
communication?

53. Do you keep staff members informed and give them an
opportunity to offer input regarding matters affecting them?

54. Do you review their work?

55. Do you set a good example by creating, implementing, and
monitoring office policies and procedures, (i.e., work control,
good documentation).

56. Do you express appreciation to employees for work well
done and make sure any error correction is shared privately in
a timely and constructive manner?

57. Do you clearly communicate expectations of performance
to all employees such as in annual performance evaluations?

58. Do you encourage and motivate employees to take pride
and ownership in their work?

59. Do you provide support and assistance to staff in the
handling of rude and otherwise out-of-line clients and others?

60. Do you keep your staff informed about your whereabouts?
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Self-Audit Checklist (Revised September 2009)

Yes

No

N/A

61. Do you provide a "safe" office environment? “Safe” means
the physical space. Safe also means your office culture that
allows for the questioning of the work by anyone before it
leaves the office without anyone feeling that his/her
competence is being challenged.

62. Do you interrupt employees to ask whether tasks are
completed?

63. Do you ask employees to inform you of task completion as
a part of the task itself to reduce the need to interrupt them?

64. Is there a personnel file for each person hired?

65. Is there an office policy concerning allowed and prohibited
outside employment?

66. Do you do routine criminal records, credit, and litigation
checks of candidates before hiring?

67. Do you have a written procedure for terminating the
employment of any employee?

68. Do you meet at least annually with each employee to
acknowledge their work, set goals, and ask how well you are
communicating? (Note: Such meetings are not for punishing
shortcomings.)

69. Do you have provisions for overtime, vacation, sick leave,
and medical insurance? O Are they known? O

70. Do you have regular meetings with employees to address
and resolve issues that require resolution?
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Self-Audit Checklist (Revised September 2009)

FINANCIAL MANAGEMENT

FINANCIAL SOFTWARE YOUR OFFICE USES:

Timekeeping, billing, budgeting, and financial recordkeeping/reporting should be
coordinated to produce an efficient accounting and recordkeeping system. Mastering
the elements of financial management gives you control over the fiscal direction of your
firm and enables you to prosper. The trust account rules were changed significantly in

2006. See RPC 1.15A and RPC 1.15B as amended.

Yes

No

N/A

71. Do you have timekeeping procedures such as for travel
time or recording in x-minute increments?

72. Do you inform timekeepers what tasks are billable and non-
billable?

73. Is time recorded at the time the work is performed?

74. Are costs posted to clients’ files on a regular basis?

75. Are internally incurred expenses (postage, long distance,
etc.) posted to clients’ files regularly? Note: You may use a flat
percentage of fees in lieu of actuals. See Opinion 1935.

76. Are payments and credits posted to clients’ files timely?

77. Are discounts (write-downs) shown on the bill?

78. Are credit cards accepted for payment?

79. Are bills sent out on a scheduled basis?

80. Are the accounts receivable evaluated and followed up?

81. Are client trust funds kept in a bank account (IOLTA or
individual) separate from operating funds in the operating
account?

82. Are client ledgers kept for all clients with funds in trust?
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Yes No N/A

83. Do you have an annual gross fees budget?

84. Is the IOLTA account reconciled each month so that the
client ledgers balance to the journal and the journal balances to
the bank statement?

85. Do you prepare tax returns timely?

86. Do you have cash handling and accounting checks and
balances in place, i.e. division of responsibilities?

87. Do you keep checkbooks locked away unless in use?

88. Is the bank statement with cancelled checks given to you
unopened for review?
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PROFESSIONAL PRACTICE (STAFF RESPONSES NOT NECESSARY)

Your standard of care should be consistent and timely.

Yes

No

N/A

89. Do you give legal advice over the phone if you are not
familiar with the caller?

90. Do you have a designated back-up attorney in case you
are incapacitated or otherwise require a long-term absence?

91. Do you delay going to CLEs until the year you need to
report credits?

92. Do you discuss the recommended course of action with
clients at a time and place conducive to a good exchange of
information and questions?

93. Do you document the client’s choice of action and so
inform the client in writing, particularly when the choice is
adverse to your advice?

94. Do you follow up on assignments given to others?

95. Do you notify clients of the results of motions on their cases
and so document the file?

96. Do you set aside time to think?

97. Do you use the WSBA Ethics Line (206-727-8284)?
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Self-Audit Checklist (Revised September 2009)

TECHNOLOGY

Office technology is the tools to best serve your clients. The challenge is to have the
knowledge to use these tools fully. Indeed, the lawyer's professional competence
includes the adequate use of technology such as using passwords, backing up data,

and removing metadata from electronically transmitted files.

Yes

No

N/A

98. Do you turn off all computers at the end of the day?

99. Do you use a networked calendar program?

100. Is everyone trained to use the software?

101. Do you use practice management software such as
OAmicus Attorney®, 0OAbacus Law®, 0OTime Matters®,
O0Outlook®, ONeedles®, or OPractice Master®?

102. Do you use consistent naming for electronic files and
folders?

103. Do you attend the free monthly LOMAP Computer Tips
classes? (See www.lomap.org for schedule.)

104. Do you back up data at least weekly?

105. Do you do periodic “restores” of data (to check if the
backup works)?

106. Do you train new employees about your computer
system?

107. Do you use computer virus filters and a firewall?

108. Does voicemail tell callers to limit their message?

109. Do you remove the metadata before emailing
attachments?

110. Do you use a password to access Windows or OS X?

111. Do you have confidentiality agreements for cleaning
services, contract staff and computer maintenance vendors
who have access to our computer systems?
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