
A User’s Guide to CosmoLex:  
Your Client Engagement 
Mastery Toolkit
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Building a strong client base is crucial for 
growing your law firm, but keeping clients 
engaged requires more than just handling 
their legal issues. To foster long-term 
relationships, you need to stay connected 
with clients—even when they don’t have 
active cases.  

That’s where CosmoLex’s legal client 
relationship management (CRM) and 
websites come in.  

https://www.cosmolex.com/features/legal-crm-software/?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Legal%20CRM&cross_sell_routing=CL%20CRM

https://www.cosmolex.com/features/legal-crm-software/?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Legal%20CRM&cross_sell_routing=CL%20CRM

https://www.cosmolex.com/features/law-firm-website-builder/?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Website%20Builder&cross_sell_routing=CL%20Website
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Understanding the client’s journey
Before you can improve client engagement, you need a clear view of what the 
average client experience with your firm looks like.  

There’s no better way to do this than by mapping the client journey at your firm. 
By identifying critical points in their journey, you can see where engagement lags, 
what might be causing it, and how you can fix it before you lose clients. 

Key steps in the client journey:   
1. Initial contact: The moment a potential client reaches out, it’s crucial to capture 
their contact information. The faster you capture a lead, the higher your 
chances of converting them. 

2. Consultation: At this stage, transparency is key. Provide a clear breakdown 
of your services, fee structure, and what the client can expect from the 
engagement. This builds trust and helps manage client expectations. 

3. Onboarding: Once a client hires you, keep the process moving. A seamless 
onboarding experience sets the tone for a strong client relationship. 

4. Ongoing engagement: Regular updates and reminders keep clients informed. 
Consistent communication reassures clients that their case is a priority, leading 
to higher satisfaction and retention. 

5. Retention: Post-case follow-up keeps the door open for future work and 
referrals, turning one-time clients into long-term partners.
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Audit your firm’s client journey
Regular audits of your client engagement process help identify areas for 
improvement.CosmoLex’s built-in reporting and analytics make it easy to review 
every stage of the client journey, from lead generation to post-case follow-up.

CosmoLex is designed to streamline and enhance client engagement by 
automating essential processes. By managing tasks that would normally require 
manual follow-ups, CosmoLex allows you to focus more on delivering high-quality 
legal services.

STAGE RESPONSE 
TIMELINE

CLIENT 
NEEDS FOR 
THIS STAGE

TOOLS USED?

Initial contact 
•	 Are client inquiries answered within 
24 hours?  

•	 Is client information automatically 
captured? 

•	 What information does a client 
receive upon inquiry? 

E.g., 48 hours Prompt response, 
acknowledgment 
of inquiry, initial 
information about the 
firm, and scheduling a 
consultation.

Automated email 
response, live chat 
feature on the website, 
legal CRM, etc.

Onboarding 
•	 How quickly does onboarding take 
place? Is the client informed about 
the timeline?  

•	 Are your intake forms tailored to 
your practice areas? 

•	 Is the onboarding process smooth 
and consistent? 

 
E.g., 2-3 business 
days

Clients need to be 
informed about the 
next steps, fees, and 
timeline. Intake forms 
are tailored specifically 
to legal practice areas.

Secure client portals, 
logic-based intake 
forms, eSignature 
platforms for contracts 
and agreements, and 
automated welcome 
emails.

Case management 
•	 How often are clients updated on 
their cases? 

•	 Are you using automated reminders 
for meetings and deadlines? 

E.g., weekly 
updates or at 
critical milestones

Regular updates 
on case progress, 
upcoming deadlines, 
and meeting 
reminders; legal 
process education, etc.

Case management 
software, automated 
email reminders, client 
portal for accessing case 
files and communication, 
calendar integration, etc.

Post-case follow-up
•	 Do you send follow-up messages 
after the case is resolved? 

•	 Are you asking for feedback, 
reviews, or referrals? 

Within one week 
of case closure

Asking for feedback, 
reviews, referrals, 
and keeping clients 
informed about future 
services or legal 
updates.

Automated email follow-
up, review platforms, 
satisfaction survey tools.
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Key CosmoLex features for client engagement: 
•	 Automated client communication: Send regular updates, reminders, and 
follow-ups without lifting a finger. CosmoLex handles email automation, 
ensuring timely communication with clients throughout their journey. 

•	 Centralized client data: Keep all client information in one secure location, from 
contact details to case files, so your team can access everything instantly. 

•	 Customizable intake forms and client portals: Tailor onboarding forms and 
provide clients with secure access to case updates, documents, and billing. 

•	 Document management and eSignature integration: Ensure seamless 
handling of legal documents, reducing the back-and-forth and improving 
client convenience. 

•	 Appointment scheduling and deadline tracking: Automated scheduling 
tools and reminders keep both you and your clients on top of meetings and 
important deadlines. 

•	 Analytics and reporting: Track engagement metrics, client satisfaction, and 
other KPIs to see where your firm is excelling or falling short. 

https://www.cosmolex.com/features/legal-billing-software/?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Legal%20CRM&cross_sell_routing=CL%20CRM
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Leveraging your website for client engagement
Your website is often the first place potential clients interact with your firm. If your 
site is difficult to navigate or lacks engaging content, you risk losing potential 
clients before they even reach out. Existing clients may also be frustrated if your 
website doesn’t support easy communication, document access, or payments.  

With CosmoLex Websites, you can build a client-centric website that drives 
engagement, ensures smooth interactions, and simplifies ongoing client 
communication. Make sure your website checks the following boxes.  

User experience    
An intuitive user experience is crucial to converting visitors into clients. With 
CosmoLex Websites, you can ensure that your site is intuitive and functional, 
guiding visitors smoothly from inquiry to engagement. 

User experience checklist 
•	Clear, easy-to-use menus: Are menus logically organized and easy to navigate? 
•	Quick load times: Does your website load within 2-3 seconds? 
•	Visible contact information: Is the phone number, email, and contact form easy 
to find on every page? 
•	Search function: Does your website have a functioning search bar for visitors 
to find specific content? 
•	Minimal technical issues: Are there any broken links, missing images, or errors 
that disrupt the user experience? 
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Consistent branding
Your firm’s branding reflects professionalism and builds trust. CosmoLex’s CRM 
allows for consistent client communication, making sure your digital identity and 
messaging remain polished. 

Brand consistency checklist 
Logo and firm colors: Are your logo and branding colors consistent across all pages? 
Professional design: Does the website maintain a polished, professional look that 
aligns with your firm’s image? 
•	Clear messaging: Is your firm’s mission, services, and specialties clearly 
conveyed in consistent language? 
•	Readable font and contrast: Does the site use legible fonts and high-contrast 
colors for readability?

Clear calls-to-action (CTAs) 
•	Every page on your website should encourage potential clients to take the 
next step. With CosmoLex Websites and CRM, you can easily connect website 
CTAs to automated responses, streamlining lead capture and engagement. 

CTA checklist 
•	Prominent CTAs: Are there clear CTAs on each page (e.g., “Schedule a 
Consultation,” “Contact Us”)? 
•	Action-oriented language: Are the CTAs compelling, using action-oriented 
verbs like “Get Started” or “Request a Free Consultation”? 
•	Easy access to forms: Are the CTAs linked to easy-to-complete contact forms 
or scheduling tools?
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Engaging content 
Content is essential to demonstrate your expertise and build trust with potential 
clients. CosmoLex supports your firm’s content strategy by providing easy access 
to client resources, case studies, and legal insights directly from your site. 

Website content checklist 
•	 Blog posts or articles: Does your site include a blog or article section offering 
valuable legal insights? 
•	 FAQs: Are common client questions addressed with clear, informative answers? 
•	Case studies or testimonials: Do you feature client success stories, case 
studies, or testimonials that showcase your expertise? 
•	 Legal resources: Are there downloadable resources like guides, whitepapers, 
or e-books that provide added value to potential clients? 

Mobile optimization 
Today’s clients access websites from their mobile devices. CosmoLex ensures your 
site is fully optimized for mobile users, with easy access to client portals, payment 
tools, and contact forms on any device. 

Mobile optimization checklist 
•	 Responsive design: Is the website fully optimized for mobile use, displaying 
content properly on all devices? 
•	 Touch-friendly elements: Are buttons, forms, and links easy to click and 
navigate on a mobile screen? 
•	Mobile-friendly content: Are images, videos, and text clear and appropriately 
sized for mobile users? 

https://www.cosmolex.com/features/online-payments/?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Payment%20Collection&cross_sell_routing=CL%20Pay
https://www.cosmolex.com/features/online-payments/?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Payment%20Collection&cross_sell_routing=CL%20Pay
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Client accessibility   
Accessibility isn’t just about usability; it’s about providing clients with convenient 
tools to manage their legal matters. CosmoLex’s client portals and CRM integration 
make it easy for clients to stay engaged and manage their case progress online. 
 
Client accessibility checklist 
•	 Client portals: Does the site offer a secure login for existing clients to access 
case files and updates? 
•	Online payment options: Can clients easily submit payments online through 
secure, integrated payment tools? 
•	 Live chat or chatbot: Is there an option for live chat or a chatbot for real-time 
client inquiries? 
•	Multiple contact methods: Are multiple contact options (e.g., phone, email, 
chat) available and easy to find?
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cosmolex.com         |       sales@cosmolex.com         |         866.878.6798

Master client engagement with CosmoLex CRM 
and Websites
Whether you’re attracting new clients or keeping current clients informed, 
CosmoLex Websites and CRM tools streamline communication, automate 
engagement, and simplify case management. 

•	CosmoLex Websites: Create a fully integrated, mobile-optimized website that 
connects with CosmoLex’s powerful client engagement tools. 

•	CosmoLex CRM: Automate your client journey, from lead generation and 
intake to ongoing case management and post-case follow-up. 

Talk with a growth specialist today and discover how you can transform your 
firm’s client engagement today!

BOOK A DEMO

https://www.cosmolex.com/?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Legal%20CRM&cross_sell_routing=CL%20CRM
https://profitsolv.chilipiper.com/round-robin/cosmolex-websites-demo?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Website%20Builder&cross_sell_routing=CL%20Website
https://www.cosmolex.com/register/?channel1=Direct%20Mail&channel_type1=Webpage&campaign1=The-Small-Law-firm-Financial-Survival-Guide&content_topic=Legal%20Practice%20Management
https://profitsolv.chilipiper.com/round-robin/cosmolex-websites-demo?channel1=Direct%20Mail&channel_type1=Guide&campaign1=your-client-engagement-mastery-toolkit&content_topic=Website%20Builder&cross_sell_routing=CL%20Website


