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DISCLAIMER
IN BRIEF includes claim prevention information that helps you to minimize the likelihood of being sued 
for legal malpractice. The material presented does not establish, report, or create the standard of care for 
attorneys. The articles do not represent a complete analysis of the topics presented, and readers should 
conduct their own appropriate research.

Issue 112

Using Voice-Mail in the Office
slowly, or ask them to repeat it, as they may be 
calling from a cell phone or other number you do 
not have on file.

 ● State your policy with respect to 
how quickly voice-mail messages will be 
returned. “I return calls within 24 hours,” “by 
the end of the next business day,” and so on. Set a 
time that fits you, your clients, and your practice. 
Communicate your policy at the first client meet-
ing so clients know what to expect when they call 
your office and get voice-mail.

● If you are using an answering ma-
chine, adjust these tips to fit your situa-
tion. Remember: Your greeting speaks to your 
clients when you cannot.

Saving Client Voice-Mail 
Messages

If your e-mail and voice-mail are integrated, 
saving important client messages is easy. Simply 
save the .wav file to the client’s electronic folder 
as you would any e-mail attachment. This allows 
you to preserve the exact message left by the cli-
ent and listen to the message any time using your 
audio player (Windows Media Player or Quick-
Time).
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If used properly, voice-mail can be a very 
effective way to communicate with clients. To 
avoid telephone tag, make sure your greeting 
covers all the bases. Your greeting should:

 ● Start with your name and your title 
(if you are in a multi-person firm). Call-
ers will then know they have reached the correct 
voice-mail.

 ● Update the message daily. If you 
are going to be unavailable for part of the day, 
let callers know: “You have reached John or Jane 
Lawyer at Lawyer Law Offices. Today is Monday, 
December 5. I am in meetings all morning and 
will be returning calls after 1:30 p.m.” If you are 
going to be out of the office all day, indicate that 
you are checking voice-mail or e-mail messages, 
and let callers know when you expect to be back 
in the office. If callers can leave messages during 
closed office hours, record an alternate greeting 
that includes your regular office hours.

● Give callers the option to transfer to 
a live person, if possible. This is important if 
they need immediate assistance. Adjust your mes-
sage if both you and your assistant are out of the 
office.

● Give callers sufficient recording 
time to leave a detailed message, and ask 
them to do so. Voicemail can eliminate the time 
wasted by telephone tag if callers leave a message 
giving the information they want to pass on or 
asking the questions they need answered.

● Encourage callers to leave their 
name, the date and time of their call, and 
specific times when they will be available 
for a return call. You may want to ask callers 
to state their telephone number (and area code) 


