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Many years ago, | encountered a law firm that, on paper, seemed to have it all. Their marketing operation was
impeccable. They boasted a smart, dedicated team that understood the nuances of the legal industry. Their
client relationship management (CRM) system was best-in-class, providing them with insights into client behavior
and needs. Their research and analytics tools were among the most advanced | had seen, and they had a
meticulously crafted pitch process that should have made them invincible in competitive bids.

And yet, despite these advantages, they weren’t winning the business.

At first, it was a puzzle. How could a firm with so many resources, so much preparation, and such a talented
team repeatedly fall short at the moment of truth? The answer, as it turned out, was surprisingly simple.

When the time came to sit down with the client—the moment when all their preparation, tools, and talent were
supposed to pay off—their lawyers froze. The carefully curated pitch materials couldn’t carry them through. They
were great on paper, but in the room, where deals are won and lost, they faltered.

Here’s what | observed:

*  They talked at the client rather than with them.

. They hadn’t practiced how to navigate objections or sensitive issues, like pricing or scope.

. They failed to build rapport or demonstrate empathy.

* And crucially, they hadn’t practiced the art of trust-building—the kind that makes clients lean in and
believe, “These are the people | want by my side.”

This disconnect revealed a vital truth: All the sophisticated tools in the world can’t save a pitch if the human
element is missing. Winning work isn’t about the flashiest PowerPoint or the most impressive credentials. It's
about earning the client’s confidence—in the room, on that day.

So, what can firms do to bridge this gap between preparation and performance?

Here are five essential strategies:

1. Train Lawyers to Pitch—Not Just Speak

Most lawyers are excellent speakers. They can command a room when delivering an argument or presenting a
case. But pitching isn’t the same as presenting. It's a conversation, not a monologue. Lawyers need to learn how
to engage with clients during a pitch, actively listening and responding to cues. This requires training that goes
beyond technical expertise and focuses on persuasive communication, storytelling, and adaptability.

2. Rehearse Like It’s a Trial

In the courtroom, preparation is key. Lawyers meticulously prepare for every question and scenario. The same
level of rigor should apply to client pitches. Rehearsing a pitch with a mock client or coach can uncover weak
spots and allow the team to refine their approach. Anticipating tough questions and practicing responses builds
confidence and ensures the team presents as a cohesive, confident unit.
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3. Anticipate Objections and Price Sensitivity

One of the most common pitfalls in pitches is being caught off-guard by client objections or concerns—whether
about price, scope, or approach. Successful firms prepare for these objections in advance. They develop
thoughtful, client-centric responses that show understanding of the client’s perspective and a willingness to find
solutions. This proactive approach demonstrates empathy and business acumen, both of which are critical to
earning trust.

4. Invest in a Coach or Consultant

Sometimes, an outside perspective makes all the difference. A coach or consultant experienced in law firm
business development can help identify blind spots and provide targeted training. They can facilitate mock
pitches, offer feedback, and help teams refine their strategy and delivery. This investment often pays dividends in
the form of more polished, effective pitches—and ultimately, more wins.

5. Teach the Human Side: Building Connection and Trust

Perhaps the most important—and often overlooked—aspect of a successful pitch is the ability to connect with
the client on a human level. This isn’'t about charm or surface-level rapport; it's about showing genuine interest
in the client’s needs and concerns. It's about reading the room, recognizing unspoken cues, and responding with
empathy. Trust isn’t built through credentials or slide decks; it’s built through authentic human connection.

Reflecting on that firm’s experience, | often think about how close they were to winning more business. They
had every tool at their disposal, but they missed the final, crucial step: preparation for the human moment. It's a
lesson that resonates across the legal industry and beyond.

In a world where technology, data, and analytics have revolutionized how we prepare for client interactions, the
essential truth remains unchanged: People hire people. A client’s decision is rarely based solely on a firm’s
reputation, credentials, or resources. Instead, it hinges on whether they trust the individuals in front of them to
solve their problems, advocate for their interests, and deliver value.

So, if your firm isn’t winning the work despite having the right tools and talent, ask yourself: Have you prepared
your lawyers for the moments that truly matter? Have you equipped them not just to present but to engage? To
listen, adapt, and connect?

Because at the end of the day, it's not about the flashiest deck or the most impressive CRM. It's about who earns
the client’s confidence—in that room, on that day, and in their work.

—Deborah Farone
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