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The Basics: What is Emotional Intelligence?

• “Your ability to manage and use your own emotions, 
as well as the emotions of others, purposefully.” 
Daniel Goleman

• Components:
• Self-awareness
• Self-management
• Motivation
• Empathy (in Bradberry/Greaves definition, replaced with 

relationship management)
• Social skills (in Bradberry/Greaves definition, replaced with 

social awareness)



Why does it matter?

• IQ is table stakes. 
• EQ does not SUBSTITUTE for IQ, but augments it.
• IQ has been overvalued in the legal service model.
• EQ has the power to drive differentiation in results and value.

Being emotionally intelligent with clients and staff is a business strategy 
that smart lawyers will deploy to transition into the future of law.



Practical Tips on EQ from Two Sides:

Dina Eisenberg 

EQ as a tool in 
Client Attraction and Marketing

Darlene Tonelli

EQ as a tool in 
Client Service and Retention



Roadmap

• Fireside Chat 
• Interview Format
• Using EQ to Understand how Clients Choose Lawyers (Dina) 
• Using EQ to Appreciate the Client’s Perspective (Dina)
• Using EQ to Achieve Results for your Clients (Darlene)



Using EQ to Understand 
How Clients Choose Lawyers
Questions for Dina about the intake/marketing process:

- When did you first realize that EQ was key to the process of a client 
selecting a lawyer?

- Can you tell us how to get to a spot where the client thinks “this 
lawyer gets me”. (4 questions from Outside In)

- How do you deal with a client’s stress empathetically but without 
taking too much on?



Top 3 Tips for Using EQ to 
Understand how Clients Choose Lawyers

1. CONNECT - active listening. 
2. EMPATHIZE AND REASSURE - legal situations are 

stressful for clients.
3. USE SYSTEMS – to minimize stress/helplessness on 

client’s part. 



Using EQ to 
Appreciate the Client’s Perspective
Questions for Dina about the intake/marketing process:

- Why do you think lawyers complain about their clients?
- Is it always the client that is the problem?
- What is it about the intake process that clients struggle with?
- You believe that the intake process can be designed to evoke certain 

feelings in the client. What are those feelings, and what steps do 
lawyers take to build those?



Top 3 Tips for Using EQ to 
Appreciate the Client’s Perspective

1. Clients fear what they don’t understand.
2. Clients want and need connection with you, 

not just answers.
3. Clients want comfort and for things to be 

“easy”.



Using EQ to 
Achieve Results for Clients:
Questions for Darlene:
- How do you kick off the client relationship and deal strategy?
- How do you see EQ assisting you with negotiation in your practice?
- What do you recommend lawyers do to “get out of their own way” 

and focus on results for clients, using EQ?
- You talk about the importance of calm – can you tell us more about 

why that plays such a role in your practice?
- Isn’t using EQ in negotiation just code for being nice?



Top 3 Tips for Using EQ to 
Achieve Results for Your Clients

1. STRATEGY is based on the human beings involved and what they 
want – design it based on mutual input.

2. EGO/SELF-AWARENESS – know in advance where your ego and the 
client’s might impede the desired results and work to minimize it.

3. EQ IS NOT ABOUT BEING A PUSHOVER



Your EQ – for the Law Firm of 2020
Benefits of High EQ

• Less interpersonal conflict
• Higher connection with others
• Growth mindset
• Knowing your value

Consequences of Low EQ

• Resistant to change
• High interpersonal conflict
• You have no idea what other 

people think
• Focused on obstacles/negatives



Conclusion

EQ is the Leatherman of law practice management tools 
– Dina Eisenberg

It’s your attitude, not your aptitude, that will determine your altitude
- Zig Ziglar

EQ is a muscle to be developed just like any other muscle. Do it!
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