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ABSTRACT

Effective communication is crucial for building strong client-lawyer relationships. Lawyers must balance
legal expertise with interpersonal skills to foster trust, credibility, and cooperation. This paper
investigates key communication strategies, including active listening, verbal and nonverbal
communication techniques, and the importance of empathy in legal practice. It highlights how rapport
can be developed through an understanding of client expectations, appropriate language use, and body
language awareness. By implementing these strategies, lawyers can enhance client satisfaction, improve
case outcomes, and establish long-term professional relationships.
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INTRODUCTION

Developing rapport is an important aspect of legal interviewing and legal skills training. Legal
practitioners are often preoccupied with the legal merits of their client's situation and can alienate their
client. This reveals how you and your client can benefit by developing a better personal and working
relationship. It suggests a five-step method to put your client at ease and show that you care about them.
The major premise is that rapport exists and can be detected from the nonverbal behavior of people
watching a videotaped interview, even when the volume is off. Common explanations for the importance
of appearance include cultural, social, and subcultural norms that influence perception and evaluation.
Patterns of dress and grooming affect the assessment of communicators by those who observe them, even
if they are not present in a real-life situation. These judgments are made most rapidly with regard to a
communicator’s physical appearance [1, 2, 87.
Understanding The Importance of Rapport in Client-Lawyer Relationships

Rapport is seen as crucial in the development of trust and credibility, which are claimed by many clients
as important aspects of professional service/client satisfaction. Trust and credibility in a lawyer have
become more important for clients who tend to adopt a consumer rather than a client attitude as they
have become more familiar with legal services. This greater familiarity results from increased media
reporting of civil cases, and the expansion of conditional fee agreements. Clients are left very vulnerable
to what they see as a lawyer's discretion, and how willing that lawyer is to assist them. Clients tend to
view a case as THEIR case rather than just one of many that a lawyer must deal with. Client’s
expectations of legal services derive primarily from their lay understandings of what a lawyer is and does.
They therefore expect that a lawyer will provide a ‘personal” service, that they will be there for the client
and take time to ‘talk things through’. The perceived psychology of legal problems further heightens the
expectation that a lawyer will be sympathetic, understanding and make time for the client. Favorable
opinions of a lawyer can be linked with evaluations of his or her likability and physical attractiveness —
aspects of psychology trivial in the legal representation, but which illustrate the perceived psychology of
the ideal lawyer. By discussing various contentious issues with the client, a lawyer can rationalize them,
and thereby reduce the client’s anxiety of such issues arising later during legal proceedings. Moreover,
anecdotal evidence points to the fact that if a client can establish a ‘good” working relationship with their
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lawyer, they are likely to be more motivated to assist the lawyer. A positive relationship will make a client
feel their interests are being substantially taken account of, and they will work harder to give their legal
advisors all the relevant information. Generally, methods of client withdrawal are derived from studies of
non-firm social relational bonds. It is therefore suggested that the development of strong relational bonds
with clients will increase motivation, cooperation and communication, and reduce speculative cases being
brought [4, 5, 67].
Effective Communication Techniques for Lawyers

Building rapport with clients is considered an important part of being a lawyer, and is accomplished
through the utilization of a multitude of techniques. Effective communication is an essential part of being
able to build rapport with clients, and it is necessary to build trust with and earn the loyalty of clients. In
conversation with clients, what is said is important, and what is not said is important too. To ensure that
clients feel like they are being understood by the lawyer they are speaking with, it is crucial that
communication between the two is easily understood. This may seem simple, but using the same legal
jargon with clients that is used with colleagues can become confusing quickly. Talk like a person, not a
lawyer, whenever the client is not one. It is likewise important to use an approachable tone and language
when speaking 7. It can be uncomfortable to clients to speak with someone who they see as being all
business. To break the ice, or just to make clients more comfortable, try a little small talk. A strategy
which has shown to be successful when closing cases is asking about weekend plans. It may be a daunting
task to pick up the phone or come in for a face-to-face meeting with a lawyer, but clients will be more
willing to do so if they know they are speaking with a friendly professional. That being said, it is
important to be aware of a tone that is too casual or overly alluding, especially when working with new
clients. A good rule of thumb is to match the language of the client. Even if a client is using overly casual

speech patterns, it is important to maintain a professional attitude. On the other hand, speaking like a stiff

can be alienating [8, 9, 107.
Active Listening Skills in Legal Contexts
Listening to what the other side is saying during a negotiation is crucial. Lawyers frequently listen to
their clients, but they sometimes forget to listen to the other side during the negotiations. Active
listening by lawyers can improve negotiating skills. Active listening involves a number of techniques,
including (1) listening with attentiveness, (2) giving feedback, (8) asking for clarification when needed. In
order to exhibit good attending behavior, one must listen to, rather than talk to the client. The listener
should make good eye contact and should provide other physical and verbal cues that information is being
processed. Such skills show the speaker that the listener is interested, concerned, and involved in the
client's problems. Active listening can also make the interview more productive. Active listening is
important in interviewing because the communication that occurs during an interview is not just verbal
[11, 12, 138]. Listening with Attentiveness To the extent that clients feel the lawyer is genuinely
concerned about and cares for their problems, they will be willing to provide more complete and candid
information. Listening is one way that lawyers can convey care and concern. Although this is the most
overlooked skill of lawyers, it is actually the easiest. As a preliminary matter, the lawyer needs simply
make eye contact and not interrupt the client [14, 15, 16]. Feedback To ensure that the client knows
whether communicating skills are adequate, the lawyer must provide feedback. This allows the client to
move on because she knows sufficient information has been given, or return to a prior point if found
inadequate. It also helps to ensure that the subject of the communication is clear. Lawyers should reframe
the question that is being asked to be sure they fully understand the other side's concerns. This also
makes it unlikely that the lawyer will be misled as to what the client or adversary wants. So rephrasing
questions ensures legitimate and correct expectations are established. A lawyer who actively listens
becomes a legitimate threat because their questioning tends to be more focused and more damaging.
Thus, active listening not only develops rapport, but it can lead to a competitive advantage [17, 18, 197].
Nonverbal Communication and Body Language in Client Interactions

The first thing that greets almost any client entering a lawyer's office is the sight of the lawyer sitting
behind a desk. What impression does that client form from that initial visual observation 7? Later, as the
lawyer begins asking questions, the client will be watching the lawyer's facial expression, listening to the
tone of voice, and watching the body motion. Lawyers understand the spoken language well enough.
They reasonably assume that others share their facility with language and argue their case in words.
However, in the study of nonverbal communication, a significant gap sometimes arises because it is often
assumed that one can adequately learn about nonverbal communication by simply watching and studying
other people's behavior. This is not enough. To understand the real significance of nonverbal cues
involves being cognizant that most of us are continually being watched by the client. They are reading
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encoded messages about interest, feelings of competency, and other related cues. In addition to being
aware of the signals that clients are likely to receive, these awarenesses should be coupled with
recognizing the ability to decode those same signals in client behavior. The anecdotal evidence was
attached by a growing empirical literature. When clients were observed as they entered mental health and
legal offices and were filmed throughout brief psychotherapeutic and pil camera as a new helping
relationship was formed. Even after explicit statements of confidentiality, the same adult clients who
strangers, did not look at the professional’s face, decreased eye contact, leaned backward, and smiled less.
The nonverbal signal was intended to communicate dislike or distrust and the recipients picked up on
these signals at levels significantly above chance, usually within the first two minutes of interaction.
Another study in the legal setting, subjects watched a videotaped interview between an attorney and a
client and attempted to predict the outcome of the case. The results imply that body language, dress,
appearance, and so forth were important factors in their decision. A positive correlation was found
between the outcome predictions and the variables such as body language, paraverbals, impressions of the
participants concerning their attitudes, actions, and beliefs, and the order in which the topics were
brought up during the interview [20, 21, 227.
CONCLUSION
Building rapport with clients is a fundamental aspect of effective legal practice. By adopting strategic
communication techniques such as active listening, empathy, and appropriate nonverbal cues, lawyers can
enhance trust and credibility with their clients. Establishing strong client relationships leads to better
cooperation, improved information sharing, and ultimately, more successful case outcomes. As legal
professionals navigate an increasingly client-centered industry, the ability to connect with clients on a
personal level remains an indispensable skill for long-term success.
REFERENCES

1. Novotny E, Frank MG, Grizzard M. A laboratory study comparing the effectiveness of verbal
and nonverbal rapport-building techniques in interviews. Communication Studies. 2021 Sep
3;72(5):819-38.

2. Gabbert F, Hope L, Luther K, Wright G, Ng M, Oxburgh G. Exploring the use of rapport in
professional information-gathering contexts by systematically mapping the evidence base.
Applied Cognitive Psychology. 2021 Mar;35(2):329-41. northumbria.ac.uk

3.  Martin-Raugh MP, Kell HJ, Randall JG, Anguiano-Carrasco C, Banfi JT. Speaking without
words: A meta-analysis of over 70 years of research on the power of nonverbal cues in job
interviews. Journal of Organizational Behavior. 2028 Jan;44(1):182-56. THTML

4. Gu H, Zhang T, Lu C, Song X. Assessing trust and risk perceptions in the sharing economy: An
empirical study. Journal of Management Studies. 2021 Jun;58(4):1002-32.

5. Rather RA, Hollebeek LD, Vo-Thanh T, Ramkissoon H, Leppiman A, Smith D. Shaping
customer brand loyalty during the pandemic: The role of brand credibility, value congruence,
experience, identification, and engagement. Journal of Consumer Behaviour. 2022
Sep;21(5):1175-89. nih.gov

6. Damberg S, Schwaiger M, Ringle CM. What's important for relationship management? The
mediating roles of relational trust and satisfaction for loyalty of cooperative banks’ customers.
Journal of Marketing Analytics. 2022 Mar;10(1):3-18.

7. Barkai JL. Nonverbal communication from the other side: speaking body language. San Diego L.
Rev.. 1990;27:101.

8. Levenson JS, Craig SL, Austin A. Trauma-informed and affirmative mental health practices with
LGBTQ+ clients. Psychological Services. 2023;20(S1):134.

9. Govindaraj R, Govindaraj P, Chowdhury S, Kim D, Tran DT, Le AN. A Review on Various
Applications of Reputation Based Trust Management. International Journal of Interactive
Mobile Technologies. 2021 Oct 1;15(10). semanticscholar.org

10. Knowles B, Richards JT. The sanction of authority: Promoting public trust in AL. InProceedings
of the 2021 ACM conference on fairness, accountability, and transparency 2021 Mar 3 (pp. 262-
271). [PDF_

11. Spencer R. “Hell is other people™ rethinking the Socratic method for quiet law students. The
Law Teacher. 2022 Jan 2;56(1):90-104-

12. Tasa K, Bahmani M. Who is cooperative in negotiations? The impact of political skill on
cooperation, reputation and outcomes. International Journal of Conflict Management. 2023 Jul
18;34(4):801-17.

This is an Open Access article distributed under the terms of the Creative Commons Attribution License
(http://creativecommons.org/licenses/by/4.0), which permits unrestricted use, distribution, and reproduction in any medium,
provided the original work is properly cited

Page | 9


https://nrl.northumbria.ac.uk/id/eprint/44700/1/Gabbert_et_al._Rapport_Systematic_Review_ACP_pre_print.pdf
https://onlinelibrary.wiley.com/doi/abs/10.1002/job.2670
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC9350360/
https://pdfs.semanticscholar.org/fdff/f9dffcdcf9093f6c0f155f7fa1e988bb834b.pdf
https://arxiv.org/pdf/2102.04221

13.

14

15.

16.

17.

18.

19.

20.

21.

22.

This s

Dartiguelongue JB, Cafiero PJ. Communication in health care teams. Arch Argent Pediatr. 2021
Dec 1;119(6):589-93

Ezziane Z, Maruthappu M, Gawn L, Thompson EA, Athanasiou T, Warren OJ. Building
effective clinical teams in healthcare. Journal of health organization and management. 2012 Aug
3;26(4):428-36.

Adawi J. Changing Every Wrong Door into the Right One: Reforming Legal Services Intake to
Empower Clients. Geo. J. on Poverty L. & Pol'y. 2021;29:361.

Neuberger M, Pamperin K, Vernaglia LW. Whose Lawyer Is it Anyway: Understanding the
Upjohn Warning in Health Care Compliance Investigations. Journal of Health Care
Compliance—November—December. 2024:1.

Hart PF, Rodgers W. Competition, competitiveness, and competitive advantage in higher
education institutions: a systematic literature review. Studies in Higher Education. 2024 Nov
1;49(11):2153-77.

Ausat AM, Azzaakiyyah HK, Permana RM, Riady Y, Suherlan S. The role of ChatGPT in
enabling MSMEs to compete in the digital age. Innovative: Journal Of Social Science Research.
2023 May 4;3(2):622-31. J-innovative.org

Sudirjo F, Ausat AM, Rijal S, Riady Y, Suherlan S. ChatGPT: Improving Communication
Efficiency and Business Management of MSMEs in the Digital Age. Innovative: Journal Of
Social Science Research. 2023 May 4;3(2):643-52. J-innovative.org

Mayer M, Gendron Y. “The client can get caught out™ Tax structure maintainability and the
intricacies of tax planning aggressiveness. Contemporary Accounting Research. 2024
Dec;41(4):2047-74.

Wei M, Liu M, Xu J, Li S, Cao J. Understanding the influence of sensory advertising of tourism
destinations on visit intention with a modified AIDA model. Asia Pacific Journal of Tourism
Research. 2022 Mar 4;27(3):259-73. THTML_

Stephenson T. Do Clients Share Preparers' Self-Assessment of the Extent to Which They
Advocate for Their Clients?. Accounting Horizons. 2007 Dec 1;21(4):411-22.

an  Open Access article distributed under the terms of the Creative Commons Attribution License

(http://creativecommons.org/licenses/by/4.0), which permits unrestricted use, distribution, and reproduction in any medium,
provided the original work is properly cited

Page | 10


https://j-innovative.org/index.php/Innovative/article/download/346/326
https://j-innovative.org/index.php/Innovative/article/download/347/328
https://www.tandfonline.com/doi/abs/10.1080/10941665.2022.2061367

