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About Our Speaker 
 
Hong Dao received a B.A. from the University of Denver and her J.D. from Drake University 
Law School. She is a practice management advisor for the Professional Liability Fund, providing 
confidential practice management assistance to Oregon attorneys to reduce their risk of 
malpractice claims, enhance their enjoyment of practicing law, and improve their client 
relationships through clear communication and efficient delivery of legal services.  
 
Ms. Dao is a member of Oregon Women Lawyers, the Multnomah Bar Association, and the 
Oregon Asian Pacific American Bar Association. She is active in the Asian Pacific legal 
community in Oregon and is fluent in Vietnamese. Ms. Dao is the 2014 recipient of the Oregon 
State Bar President’s Public Service Award. 
 
Before joining the PLF as a Practice Management Advisor in 2014, Ms. Dao worked as a staff 
attorney at the Oregon Law Center for over four years, presenting community education 
programs and representing, advising, and advocating for clients in employment, consumer, and 
housing law matters. Prior to that, she worked on appellate cases as a contractor with the 
Criminal Division of the U.S. Attorney’s Office.  She has also served as adjunct instructor of 
business law at Portland Community College.  
 

http://www.osbar.org/osbevents#awards
http://www.osbar.org/osbevents#awards


More than Just a Click:  
Automating the Client Intake Process

February 12, 2020 
Oregon State Bar Center 

Presented by Hong Dao 
PLF Practice Management Attorney 

A. PowerPoint slides (attached)

B. Materials and resources (links provided)

a. Practice available on the PLF website: www.osbplf.org > Practice
Management > Forms

i. New Client Information Sheet with Disclaimer, in File Management
category 

ii. Sample intake forms specific to various practice areas

iii. Engagement Letters & Fee Agreements, in Engagement Letters & Fee
Agreements category 

iv. Nonengagement Letters and Disengagement Letters, in
Disengagement and Nonengagement category

b. Blog article: Client Intake: Making it More Effective and Efficient, by Rachel
Edwards, PLF PMA

http://www.osbplf.org/
https://www.osbplf.org/assets/forms/pdfs/New%20Client%20Information%20Sheet%20with%20Disclaimer.doc
https://www.osbplf.org/assets/forms/pdfs/Engagement%20Letters%20and%20Fee%20Agreements.docx
https://www.osbplf.org/assets/forms/pdfs/Nonengagement%20Letters.doc
https://www.osbplf.org/assets/forms/pdfs/Disengagement%20Letters.docx
https://www.osbplf.org/inpractice/client-intake--making-it-more-effective-and-efficient/
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Hong Dao
Practice Management Attorney

hongd@osbplf.org

More Than Just a Click 
Automating the 

Client Intake Process

2.5
hours on 
billable 
task

5.5 hours on 
nonbillable

tasks

On average, 
attorneys spend: 

2019 Clio Trends Report

Not accurately 
capturing 
billable hours

Data tell us:

No time to 
do billable 
work

1

2

Habit
Software

Wear many hats 
Admin tasks
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CLIENT INTAKE ENTAILS:

Capture basic Information 

Conflict screening

Initial contact

Engage and onboard

Open file

Intake interview

• Lack of consistent
procedures

Challenges 
of a typical 

client intake 
process
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Challenges 
of a typical 

client intake 
process

• Lack of consistent
procedures

• Duplicative data entry
• Reinventing
the wheel

Why Automate? 

Better Client Services
Improved client relations
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Stay Competitive
Reduce overhead & cost

Business 
Development
Get more clients
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What an Automated Intake 
Process Looks Like to Clients

Schedule 
consultation 
on firm’s 
website

Pay for 
consultation 
fee online

Fill out 
detailed 

intake form 
online 

Meet with 
lawyer

Sign fee 
agreement 
and pay fees 

online 

Get welcome 
email

Tools to Automate

Web Applications

Online scheduling

Fast 
Convenient

Don’t waste anyone's time
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Web Applications

Online forms

Lawyers don’t have to input data
Clients feel like they told you everything 

Web Applications 

Electronic signature

Fast, secure, easy to execute forms 
on mobile devices

Web Applications

Online payment

Lawyers are promptly and reliably paid
Clients can easily pay from phone
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Web Applications

Practice management software

Everything in one place
Accessible on mobile devices

Communicate and share documents via client portal

Web Applications

Other apps

Productivity software
Cloud storage

Workflow Automation Tools

[1500+ apps]

[100+ apps]

[400+ apps]

[600+ apps]
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1. Making services available online
2. Connecting apps and services

Automating client intake 
boils down to: 

Where to start?

• Online scheduling
• Online forms
• Electronic signing
• Online payment
• Automatic capture of intake data

1. Write down steps of
intake process

2. Decide what steps to
automate

3 steps to automate

Step 2

Step 3

Choose a trigger that sets 
workflow in motion

Choose an action that 
results from the trigger

Step 1 Select apps to connect
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IF THENTrigger Action

Action

Action

Appointment 
is scheduled in 
web‐based 
calendar

Make scheduling easy

Client 
schedules 

consultation 
online

Trigger Action

Get paid when consults are booked

Trigger Action
Client is 

directed to 
online 

payment

Client 
schedules 
consultation 

online
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Capture client information

New contact 
is created for 
that client 

Client 
completes 
intake form 

online

Trigger Action

Putting it all
together 

Client is directed to pay 
consult fee online

Appt. is  scheduled in 
lawyer’s calendar

Client 
schedules 

consultation 
online

zap

zap

Client and lawyer receive 
email re appt
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Firm 
does 

conflict 
check

Consult 
meeting

Client 
receives 
welcome 
email

Client 
fills out 

information 
sheet 

Add new contact

zap

Create new client contact or 
open new matter

zap

Client signs 
engagement letter or 
fee agreement 

zap
zap

Client pays retainer or flat feezap
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Two Conditions

All apps must 
be web‐based

Apps must 
integrate with 
workflow 
automation tool

1

2

Considerations 

Set-up can be 
time consuming
Plan out workflow  
Research ahead



13

Website must 
be secured
Use HTTPS encryption

https://website.com

Try 
all-in-one

client 
intake 

software

Use a consultant
Saoi Consulting
Law firm automation consultant
https://saoi.io/

Affinity Consultant
Law firm management consultant

https://www.affinityconsulting.com/
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Won’t work 
for every 
client

Don’t 
stop with 
intake 




