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Who to Contact

If \RX haYe an\ TXeVWiRnV RU TXeUieV aW all abRXW Whe clienW inWeUYieZ cRmSeWiWiRn feel
fUee WR cRnWacW an\ Rf Whe fRllRZing SeRSle.

FRU all maWWeUV UelaWing WR jXdging, URRm bRRking, media enTXiUieV, cRmSeWiWRU
aSSealV, and cRmSlainWV:

MULS Competitions Officers (Skills)

Sophie Cant (compsskills@muls.org) or
Simone Alexander (compsskills1@muls.org)

FRU all VWXdenW cRmSeWiWRUV¶ TXeUieV inclXding Weam make XS, fRUfeiWXUeV, cRmSeWiWRU
aYailabiliWieV and TXeUieV abRXW Whe cRmSeWiWiRn:

OR

MULS Director of Competitions

Taylor McCoy (competitions@muls.org)

Where to find…
Where to find us:
The MULS Rffice iV lRcaWed Rn Whe gURXnd flRRU Rf Whe LaZ BXilding, W3A 332.

Locations of the Competition:
The Client Interview Competition will be held on Zoom as well as at our North Ryde
campus.

Directions to and information about the locations:

MacTXaUie UniYeUViW\ (NRUWh R\de CamSXV)

RRXndV held aW Whe NRUWh R\de MacTXaUie UniYeUViW\ CamSXV Zill be in Whe TUeYRU
MaUWin MRRW CRXUW Rn Whe gURXnd flRRU W3A, Whe BlackVhield RRRm Rn LeYel 6 and
RWheU URRmV aV ma\ be UeTXiUed.

YRX can acceVV WhiV lRcaWiRn b\ caWching a WUain WR MacTXaUie UniYeUViW\, RU dUiYing. If
\RX decide WR dUiYe, Whe mRVW cRnYenienW caU SaUk iV Whe X caU SaUk. YRX can  acceVV
Whe X caU SaUk aW Whe end Rf Link RRad Rff CXllRden RRad, RU WXUn lefW fURm Whe
beginning Rf UniYeUViW\ AYenXe.
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AcceVV WR Whe bXilding iV UeVWUicWed afWeU 6Sm. If \RX aUe jXdging RU cRmSeWing in a 
laWe URXnd, \RX Zill need WR enVXUe WhaW VRmeRne inVide Whe Rffice leWV \RX in. FRU 
mRUe infRUmaWiRn and fRU a camSXV maS, gR WR:  
hWWS://ZZZ.Rfm.mT.edX.aX/maSV_camSXV.hWm  

Introduction  
The cRnceSW Rf a ClienW InWeUYieZing CRmSeWiWiRn began in Whe UniWed SWaWeV 
aSSUR[imaWel\ WZenW\ \eaUV agR. The RUiginal idea ZaV WR deYelRS a WUaining e[eUciVe 
WhaW SURmRWed a clienW-cenWUed fRUm Rf legal VeUYice. The nRWiRn Rf a cRmSeWiWiRn ZaV 
bRUURZed fURm cRnYenWiRnal mRRWing, Zhich fRU man\ \eaUV haV been cRmmRn in laZ 
VchRRlV in Whe UniWed SWaWeV and elVeZheUe. While mRRWV aUe SUimaUil\ deVigned WR 
fRcXV Rn aSSellaWe adYRcac\, ClienW InWeUYieZing iV cRnceUned ZiWh deYelRSing Whe 
VkillV WhaW mRVW SUacWiVing laZ\eUV imSlemenW Rn a da\ WR da\ baViV. The cRmSeWiWiRn 
iV deVigned WR SURYide a fRUXm fRU Whe deYelRSmenW Rf inWeUYieZing and cRXnVelling 
mRdelV, Zhich can be caUUied inWR SUacWice.  

Structure of the Competition  

The cRmSeWiWiRn UXnV aV fRllRZV:  
∙ ​SWXdenWV, ZRUking in WeamV Rf WZR, cRndXcW a 20-minXWe inWeUYieZ ZiWh a neZ  clienW;  
∙ ​PUiRU WR Whe inWeUYieZ (geneUall\ a feZ da\V befRUe), Whe Weam iV giYen a VhRUW  Rffice 
memRUandXm indicaWing Whe naWXUe Rf Whe SURblem Zhich Zill fRUm Whe  baViV Rf Whe 
inWeUYieZ. T\Sicall\ Whe deWailV aUe VkeWch\, alWhRXgh Whe Weam  ZRXld knRZ Whe 
geneUal aUea Rf laZ WR be inYRlYed (e.g. a cRnWUacW diVSXWe);  
∙ ​The Weam When inWeUYieZV a clienW ZhR haV been SURYided ZiWh a V\nRSViV Rf  Whe 
SURblem SUiRU WR Whe inWeUYieZ. He/Vhe ma\ alVR be SURYided ZiWh an\  UeleYanW 
dRcXmenWV (e.g. a cRnWUacW RU demand leWWeU);  
∙ ​In eVVence, Whe Weam mXVW endeaYRXU WR aVceUWain Whe naWXUe Rf Whe SURblem  aW 
hand, Whe YaUiRXV legal and nRn-legal imSlicaWiRnV WhaW ma\ be inYRlYed,  and begin 
Whe SURceVV Rf VWUXcWXUing a VRlXWiRn WR Whe clienW¶V SURblem;  
∙ ​FRllRZing Whe 20-minXWe inWeUYieZ, Whe Weam cRnclXdeV ZiWh a SRVW cRnVXlWaWiRn 
anal\ViV, in Zhich Whe\ UeflecW Rn Whe inWeUYieZ, Whe naWXUe Rf Whe SURblem and an\ 
fRllRZ-XS ZRUk Zhich iV WR be dRne.  

The Judging of the Competition  

The cUiWeUia fRU jXdging emShaViVeV Whe SURceVV Rf inWeUYieZing. TheVe inclXde: ​∙ ​Whe 
XVe Rf effecWiYe TXeVWiRning;  
∙ ​Whe abiliW\ WR eliciW UeleYanW infRUmaWiRn in an efficienW Za\;  
∙ ​Whe abiliW\ WR aVceUWain Whe clienWV gRalV;  
∙ ​Whe VWUXcWXUe Rf Whe inWeUYieZ; and  
∙ ​Whe abiliW\ WR cRmmXnicaWe ZiWh Whe clienW in a cleaU and effecWiYe faVhiRn.  

In VhRUW, Whe cRmSeWiWiRn cUiWeUiRn fRcXVeV Rn Whe WeamV¶ Vkill in bXilding a gRRd 
ZRUking UelaWiRnVhiS.  
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In WheRU\, liWWle aWWenWiRn iV WR be Said in Whe jXdging Rf Whe WeamV¶ knRZledge Rf 
VXbVWanWiYe laZ. In RWheU ZRUdV, Whe abiliW\ WR idenWif\ iVVXeV iV nRW UegaUded aV 
cenWUal.  

Time Commitment for Competitors  

The Wime cRmmiWmenW UeTXiUed fRU SaUWiciSanWV iV difficXlW WR gaXge ZiWh mXch 
SUeciViRn, hRZeYeU VRme gXidelineV ma\ SURYe Rf VRme aVViVWance. The amRXnW Rf 
SUeSaUaWiRn befRUe Whe da\(V) Rf Whe cRmSeWiWiRn deSendV laUgel\ Rn Whe indiYidXal. 
The lack Rf emShaViV Rf knRZledge Rf VXbVWanWiYe laZ meanV WhaW WheUe VhRXld nRW 
be cRnceUn abRXW being Rn WRS Rf Whe laZ. Since liWWle infRUmaWiRn iV giYen abRXW Whe 
naWXUe Rf Whe SURblem SUiRU WR Whe inWeUYieZ, deWailed UeVeaUch iV UaWheU SRinWleVV. 
SRme bUainVWRUming abRXW Whe kindV Rf iVVXeV Zhich mighW aUiVe can be XVefXl, bXW 
Whe beVW SUeSaUaWiRn iV WR SUacWiVe baVic inWeUYieZing VkillV.  

Competitors Guide to Client Interview  
The ClienW InWeUYieZ iV abRXW \RX aV Whe laZ\eU, e[WUacWing aV mXch infRUmaWiRn aV 
\RX need fURm \RXU clienW in RUdeU WR be able WR helS Whem in a VSecific VcenaUiR. The 
laZ\eU'V SUinciSal URle in VRcieW\ iV WR helS clienWV UeVRlYe SURblemV, nRW meUel\ WR 
idenWif\ and aSSl\ legal UXleV, VWUaWegieV and WechniTXeV. NRn-legal SURblemV aUe 
fUeTXenWl\ aW Whe heaUW Rf a clienW¶V UeTXeVW fRU helS. EffecWiYe inWeUYieZing UeTXiUeV 
WhaW VWXdenW laZ\eUV eliciW infRUmaWiRn abRXW WhRVe nRn-legal aVSecWV and facWRU Whem 
inWR a SURSRVed VRlXWiRn.  

EffecWiYe inWeUYieZing iV bURadl\ Veen aV haYing WZR cRmSRnenWV: XndeUVWanding and 
acWiRn. The fiUVW cRmSRnenW inYRlYeV being UeceSWiYe and UeVSRnViYe WR clienWV b\ 
liVWening WR WheiU SURblemV and cRnceUnV ZiWh VenViWiYiW\, ZaUmWh and XndeUVWanding. 
The VecRnd cRmSRnenW cRmSlemenWV WhiV UeVSRnViYeneVV ZiWh acWiRn-RUienWed 
acWiYiWieV, VXch aV idenWif\ing SUimaU\ iVVXeV, gaWheUing infRUmaWiRn and VWUXcWXUing 
Whe deciViRn-making SURceVV. TheVe cRmSRnenWV aUe highl\ inWeUUelaWed, and bRWh 
aUe eVVenWial WR VXcceVVfXl laZ\eU/clienW inWeUacWiRn.  

The fRllRZing iV a liVW Rf VXggeVWiRnV WhaW ma\ be helSfXl Zhen SUeSaUing fRU \RXU 
ClienW InWeUYieZing CRmSeWiWiRn.  

Before the Competition  

AW WhiV SRinW iW can be Vaid WhaW WheUe aUe a nXmbeU Rf fXndamenWal ke\ VWeSV Zhich 
can helS in Whe VXcceVVfXl cRmSleWiRn Rf \RXU clienW inWeUYieZ.  
TheVe inclXde:  
∙ ​UeVeaUching Whe WRSic;  
∙ ​Whe SUeSaUaWiRn Rf geneUal inWeUYieZ TXeVWiRnV;  
∙ ​SUacWice aV a Weam; and  
∙ ​incUeaVing \RXU aZaUeneVV Rf Whe jXdging VWandaUdV and leaUning Whe jXdgeV¶ nameV 
and WheiU SURfeVViRnal backgURXnd  

WhilVW \RX Zill nRW be able WR aVceUWain Whe e[acW naWXUe Rf Whe VcenaUiR baVed Rn Whe 
bUiefing giYen, iW ma\ VWill be XVefXl WR UefUeVh \RXUVelf Rn an\ geneUal SUinciSleV  
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Zhich Veem UeleYanW. FXUWheUmRUe, WhRXgh iW iV imSRVVible WR knRZ hRZ Whe inWeUYieZ 
Zill SURgUeVV, \RX ma\ be able WR VZa\ Whe inWeUYieZ in Whe Za\ \RX ZRXld like iW WR 
head b\ SUeSaUing VRme geneUal TXeVWiRnV.  

PUeSaUe ZiWh \RXU Weam. GeW WR knRZ \RXU SaUWneU academicall\! YRX haYe WR 
deYelRS an aZaUeneVV Rf each RWheU¶V, WalenWV, VW\leV, aSSURacheV and leYel Rf abiliW\ 
ZiWh UeVSecW WR clienW inWeUYieZing. IW iV imSRUWanW WR dR WhiV aV dRn¶W ZanW WR be 
dXSlicaWing TXeVWiRnV and WheUefRUe giYing Whe imSUeVViRn WhaW \RX aUe XndeU 
SUeSaUed.  

One Rf Whe mRVW imSRUWanW VWeSV iV WR becRme familiaU ZiWh Whe jXdging VWandaUdV. All 
Whe jXdgeV Zill haYe WR fRllRZ WheVe VWandaUdV in aVVeVVing \RXU maUk, VR a gRRd 
SRinW iV WR be familiaU ZiWh Whem and make VXUe \RX cRYeU Whem Zhen SUacWiVing an 
inWeUYieZ.  

During the Competition  

TR cRmSeWe VXcceVVfXll\ in WhiV cRmSeWiWiRn \RX mXVW be Zell aZaUe Rf Whe fRUmaW. IW 
iV aV fRllRZV: Each Weam Zill gR WhURXgh a WhiUW\ (30) minXWe VeVViRn.  

A. The consultation with the client (the interview)  
The fiUVW WhiUW\ (20) minXWeV aUe deYRWed WR a cRnVXlWaWiRn ZiWh Whe clienW dXUing Zhich 
Whe VWXdenW laZ\eUV aUe e[SecWed WR eliciW Whe UeleYanW infRUmaWiRn, RXWline Whe 
SURblem, and SURSRVe a VRlXWiRn RU RWheU meanV Rf UeVRlYing Whe SURblem.  

HeUe, iW iV YiWal WhaW Whe laZ\eUV make Whe clienWV feel ZelcRme and in nR Za\ WhURXgh 
WheiU XVe Rf YRice RU bRd\ langXage make Whem feel inWimidaWed. ThiV can be aYRided 
b\ VimSle lRgiVWical ideaV VXch aV VeaWing aUUangemenWV and Whe W\Se Rf dUeVV 
e[SecWed. IW iV alVR UecRmmended WhaW \RX VWaUW Whe inWeUYieZ ZiWh VRme SRliWe 
inWURdXcWRU\ cRnYeUVaWiRn WR make Whe clienW feel cRmfRUWable.  

AfWeU WhiV iW iV e[SecWed alVR WhaW \RX inWURdXce Whe fRUmaliWieV VXch aV: ​∙ ​iniWial 
infRUmaWiRn fRU neZ clienWV;  
∙ ​bUiefl\ e[Slain Whe SURcedXUe Rf URXWine TXeVWiRnV;  
∙ ​e[Slain WhaW eYeU\Whing WhaW iV Vaid iV WR be SUiYaWe and cRnfidenWial.  

Once again, aV \RX mRYe WhURXgh Whe SURblem ZiWh Whe clienW WU\ing WR idenWif\ cUiWical 
elemenWV, iW iV YiWal WhaW \RX haYe UegaUd WR Whe jXdging VWandaUdV. IW Zill be cleaU WR 
Whe jXdgeV if Whe cRmSeWiWRUV adheUe WR Whe jXdging VWandaUdV becaXVe Whe inWeUYieZ 
Zill UXn VmRRWhl\, and in nR Za\ Zill Whe clienW be fUXVWUaWed WhaW Whe\ ZeUe nRW able WR 
cRnYe\ WheiU VWRU\ RU SURblem WR Whe laZ\eU.  

B. The post-consultation (the wrap up)  
Once Whe clienW leaYeV Whe URRm, Whe jXdgeV haYe been aVked WR inYiWe Whe clienW back 
in Whe URRm, and aVk Whe cRmSeWiWRUV WR leaYe. YRX VhRXld Wake WhiV feZ minXWeV WR 
haYe a Whink abRXW ZhaW \RX Zill Va\ ne[W. DXUing WhiV Wime (nR mRUe Whan fiYe (5) 
minXWeV) Whe jXdge Zill aVk Whe clienW abRXW WheiU e[SeUience ZiWh \RX aV Whe VRliciWRU 
Weam. Once fiYe (5) minXWeV e[SiUeV, \RX Zill be inYiWed back inWR Whe URRm and Whe 
clienW Zill be aVked WR leaYe. 
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The SRVW cRnVXlWaWiRn ma\ inclXde;  
a) VXmmaUiVing Whe inWeUYieZ  
b) indicaWing Whe VcRSe Rf Whe legal ZRUk WR be XndeUWaken; RU  
c) VWaWing Whe SRViWiRn RU aWWiWXde Waken b\ Whe VWXdenW laZ\eUV.  

FRU e[amSle, iW ma\ aSSeaU WR a µVSecWaWRU¶ WhaW Whe laZ\eUV dXUing Whe inWeUYieZ 
ZeUe a biW hRVWile WR Whe clienW. The SRVW-inWeUYieZ diVcXVViRn mighW e[Slain Whe 
SXUSRVe Rf VXch hRVWiliW\.  

DXUing Whe fiUVW fiYe (5) minXWeV Rf Whe SRVW cRnVXlWaWiRn SeUiRd, Whe VWXdenW laZ\eUV 
ma\ UeYieZ Whe facWV, SRinW RXW facWV Zhich haYe been RmiWWed, RffeU a Velf-cUiWiTXe, 
cRmmenW Rn Whe VXbVWance, Slan VWUaWeg\, diYide ZRUk, ZUiWe a leWWeU, RU RWheUZiVe 
XVe Whe Wime cUeaWiYel\. The VWXdenWV ma\ cRnfeU SUiYaWel\ and When make a 
SUeVenWaWiRn WR Whe jXdgeV. The VWXdenW laZ\eUV mXVW Walk lRXdl\ enRXgh WR be 
RYeUheaUd b\ Whe jXdgeV RU Whe\ ma\ dicWaWe a file memRUandXm Rn Whe inWeUYieZ RU 
bRWh. CRmSeWiWRUV VhRXld alVR cRmmenW Rn WheiU inWeUYieZ accRUding WR Whe cUiWeUia in 
Whe maUking gXideline.  

C. Critique  
FRU fiYe (5) minXWeV, Whe jXdge Zill aVk \RX TXeVWiRnV abRXW \RXU SeUfRUmance WR 
aVViVW Whem decide ZhR VhRXld Zin Whe cRmSeWiWiRn.  

Time limits are as follows:  
∙ ​CRnVXlWaWiRn ZiWh clienW: WZenW\ (20) minXWeV;  
∙ ​NRW leVV Whan fiYe (5) minXWeV ZheUe jXdge TXeVWiRnV clienW; ​∙ ​PUiYaWe SRVW 
cRnVXlWaWiRn beWZeen VWXdenWV: fiYe (5) minXWeV; ​∙ ​CUiWiTXe ZiWh jXdge: fiYe (5) 
minXWeV.  

Note: The time limit changes for the client interview part of the competition 
during the final rounds, from twenty (20) minutes to thirty (30) minutes.  

The 4 Part Interview Model  

An inWeUYieZ can be bURken XS inWR fRXU SaUWV:  
1. ​IcebUeaking;  
2. ​IniWial SURblem idenWificaWiRn;  
3. ​InfRUmaWiRn gaWheUing, and  
4. ​ClRVing.  

1. Icebreaking  

IW makeV VenVe WR begin an inWeUYieZ ZiWh a feZ mRmenWV Rf Vmall Walk. ThiV allRZV 
Whe clienW WR Uela[, WR RYeUcRme iniWial feaUV and embaUUaVVmenW V/he ma\ haYe abRXW 
hiV/heU SURblem and WR iniWiaWe a ZRUking UelaWiRnVhiS Rn a fUiendl\ leYel.  

TheUe iV nR haUd and faVW UXle aV WR hRZ mXch Vmall Walk iV aSSURSUiaWe. TheUe iV nR 
VXbVWiWXWe fRU e[SeUience heUe. SWXdenWV mXVW UecRgniVe WhaW Whe amRXnW Rf 
inWURdXcWRU\ Vmall Walk mXVW be WailRUed WR each clienW'V needV and deViUeV. One clienW 
ma\ ZanW WR chaW abRXW SaUking RU Whe ZeaWheU RU laVW nighW'V baVkeWball game, Zhile 
anRWheU, SaUWicXlaUl\ Rne ZhR iV diVWUeVVed, ma\ ZanW WR geW dRZn WR bXVineVV. TRR 
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mXch Vmall Walk ZaVWeV Wime and ma\ decUeaVe \RXU clienW'V cRnfidence in \RX. TRR 
liWWle chiWchaW ma\ VWamS \RX aV cRld and inVenViWiYe, inWeUeVWed Rnl\ in hiV/heU legal 
SURblemV, nRW Whe "ZhRle-clienW."  

The imSRUWanW Whing WR knRZ iV WhaW VRme icebUeaking iV imSRUWanW, and an\ VWXdenW 
laZ\eU, if he RU Vhe iV Sa\ing aWWenWiRn, Zill knRZ Zhen WR chiWchaW VRme mRUe, RU 
begin infRUmaWiRn gaWheUing.  

2. Initial Problem Identification  

NR laZ\eU can VRlYe a clienW'V SURblem ZiWhRXW Whe helS Rf WhaW clienW. RaSSRUW in an 
aWWRUne\ UelaWiRnVhiS iV Rf VXch imSRUWance WhaW iW makeV VenVe WR begin WR deYelRS iW 
aV eaUl\ aV SRVVible. B\ eVWabliVhing UaSSRUW, laZ\eUV mRWiYaWe a clienW WR SURYide 
needed infRUmaWiRn.  

ThURXghRXW Whe SUeliminaU\ SURblem idenWificaWiRn VWXdenWV VhRXld XVe RSen-ended 
TXeVWiRnV, acWiYe liVWening, and VWUXcWXUal gXideV WR encRXUage a clienW WR cRnWinXe 
deVcUibing Whe SURblem XnWil V/he feelV V/he fXll\ XndeUVWandV Whe clienW'V SURblem.  

E[amSleV Rf VWUXcWXUal gXide TXeVWiRnV ZRXld be: "Can \RX giYe me a bUief 
deVcUiSWiRn Rf \RXU SURblem, hRZ iW aURVe, and ZhaW VRlXWiRn \RX hRSe WR find?" 
"PleaVe VWaUW b\ giYing me a deVcUiSWiRn Rf RXU SURblem, ZhaWeYeU cRnceUnV \RX ma\ 
haYe, and hRZ \RX ZRXld like WhingV WR WXUn RXW."  

A XVefXl Za\ WR cRnclXde WhiV VecWiRn Rf Whe inWeUYieZ iV WR VXmmaUiVe Whe clienW'V 
SURblem. BUief VXmmaUieV Rf WhiV VRUW, cRnYe\ed WR Whe clienW XVing hiV/heU RZn ZRUdV 
ZheUe SRVVible, encRXUage UaSSRUW b\ VhRZing Whe inWeUYieZeU iV liVWening and WhaW 
V/he XndeUVWandV Whe clienW¶V SURblem.  

3. Information Gathering  

B\ Whe Wime laZ\eUV geWV WR WhiV VWage Rf Whe inWeUYieZ, V/he iV in Whe meaW Rf Whe 
eYenW. The laZ\eU haV meW hiV/heU clienW, gained VRme UaSSRUW and idenWified Whe 
SURblem fRU Zhich V/he haV cRme WR him/heU fRU VRlXWiRn. NRZ iV Whe Wime WR gaWheU 
Whe infRUmaWiRn neceVVaU\ WR begin a UeVRlXWiRn Rf Whe clienW'V SURblem.  

TheUe VhRXld be WZR ShaVeV Rf infRUmaWiRn gaWheUing:  
∙ ​Whe Wime line ShaVe;  
∙ ​WheRU\ deYelRSmenW and YeUificaWiRn ShaVe.  

DXUing Whe Wime line ShaVe, a YRlXnWeeU VeekV WR cUeaWe a chURnRlRgical, VWeS-b\-VWeS 
naUUaWiYe Rf eYenWV giYing UiVe WR a clienW'V SURblem. The chURnRlRg\ beginV ZiWh 
ZhaWeYeU Whe clienW belieYeV fiUVW gaYe UiVe WR Whe SURblem and cRnWinXeV WR Whe Wime 
Rf Whe inWeUYieZ. BaVicall\, Whe Wime line iV a clienW'V XnembelliVhed YeUViRn Rf hiV/heU 
VWRU\, Uefined Rnl\ b\ VWXdenW'V VXggeVWiRn WR UelaWe iW in chURnRlRgical RUdeU.  

A Wime line VWRU\ Zill VXggeVW a nXmbeU Rf SRWenWiall\ aSSlicable legal WheRUieV. DXUing 
WheRU\ deYelRSmenW, VXch WheRUieV SURmSW a UigRURXV and V\VWemaWic VeaUch  fRU 
addiWiRnal infRUmaWiRn fURm Whe clienW Zhich a clienW failed WR menWiRn dXUing  hiV/heU 
SUeVenWaWiRn Rf Whe Wime line. In RWheU ZRUdV, Whe clienW SURYideV Whe VkeleWRn  
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Rf Whe VWRU\ in hiV/heU Wime line and Whe YRlXnWeeU SURYideV Whe fleVh and blRRd b\ 
WailRUing Whe cRnYeUVaWiRn baVed Rn hiV/heU legal WheRUieV and need fRU VSecific 
infRUmaWiRn.  

SWXdenWV deYelRS inWeUYieZing VkillV b\ leaUning Zhich TXeVWiRnV WR aVk and hRZ WR 
aVk Whem. The infRUmaWiRn UeceiYed fURm clienWV, WheiU mRWiYaWiRn WR VSeak, and WheiU 
aWWiWXdeV WRZaUdV WheiU inWeUYieZeU aUe all inflXenced b\ Whe kindV Rf TXeVWiRnV aVked. 
SWXdenWV mXVW leaUn WR aVk TXeVWiRnV WhaW inYRke Whe WZR cRmSRnenWV Rf effecWiYe 
inWeUYieZing: XndeUVWanding and acWiRn.  

ClienWV aUe VeUYed beVW b\ encRXUaging WheiU acWiYe SaUWiciSaWiRn in Whe deVcUiSWiRn 
and UeVRlXWiRn Rf WheiU RZn SURblemV. LefW WR WhemVelYeV, clienWV ma\ nRW SaUWiciSaWe 
aV fXll\ aV Whe\ VhRXld. TheUefRUe, VWXdenWV VhRXld be aZaUe Rf facWRUV WhaW Wend WR 
RbVWUXcW acWiYe clienW SaUWiciSaWiRn.  

4. Closing  
An inWeUYieZ VhRXld be clRVed ZiWh an XndeUVWanding beWZeen Whe inWeUYieZeU and 
clienW aV WR Whe clienW'V VWaWXV ZiWh hiV/heU caVe, Whe acWiRnV WR be Waken b\ Whe 
YRlXnWeeU and Whe clienW, and a bUief aVVeVVmenW Rf Whe clienW'V ciUcXmVWanceV. An\ 
XnceUWainWieV VhRXld be made idenWified.  

The clienW Zill ZanW WR knRZ ZhaW hiV/heU "chanceV aUe" fRU geWWing ZhaW V/he ZanWV. IW 
iV nRW ZiVe WR make an\ SURmiVeV, bXW leaYing a clienW cRmSleWel\ in Whe daUk ma\ 
giYe him/heU Whe feeling WhaW Whe inWeUYieZ ZaV XnVXcceVVfXl, and WhaW fXUWheU effRUWV 
Rn hiV/heU SaUW aUe fXWile. A WenWaWiYe aVVeVVmenW can helS WR keeS Whe clienW 
inWeUeVWed and mRWiYaWed WR SaUWiciSaWe.  

Finall\, iW VhRXld be made e[SliciW ZhaW acWiRnV Zill be XndeUWaken b\ Whe VRliciWRU and 
ZhaW, if an\Whing Zill be dRne b\ Whe clienW. IdenWif\ing Whe acWiRnV WR be XndeUWaken 
fRVWeUV clienW cRnfidence, aYRidV miVcRmmXnicaWiRn, and helSV e[SediWe maWWeUV.  

Things that Inhibit Good Communication  
BelRZ aUe VeYeUal "inhibiWRUV" WR fXll cRmmXnicaWiRn beWZeen inWeUYieZeU and clienW 
Zhich YRlXnWeeUV VhRXld be aZaUe Rf:  

Ego Threat ​- ClienWV Wend WR ZiWhhRld infRUmaWiRn Zhich Whe\ SeUceiYe aV WhUeaWening 
WR WheiU Velf-eVWeem. If a clienW belieYeV a WUXWhfXl UeVSRnVe Zill lead Whe inWeUYieZeU WR 
eYalXaWe him/heU negaWiYel\, VXch a UeVSRnVe WhUeaWenV Whe clienW'V egR.  

Case Threat ​- A clienW ma\ belieYe WhaW UeYealing ceUWain infRUmaWiRn Zill "hXUW hiV/heU 
caVe."  

Role E[pectations ​- ClienWV Zill XVXall\ enWeU an inWeUYieZ ZiWh a VeW Rf e[SecWaWiRnV 
abRXW ZhaW cRnVWiWXWeV aSSURSUiaWe clienW behaYiRXU. Man\ clienWV, ZhR aUe RfWen 
SRRUl\ edXcaWed, lRZ incRme clienWV, ma\ Whink Rf WheiU "laZ\eU" aV RccXS\ing a 
SRViWiRn Rf aXWhRUiW\, ZiWh Whe clienW in Whe cRUUeVSRnding VXbRUdinaWe SRViWiRn, ma\ 
be VRmeZhaW UelXcWanW WR cRmmXnicaWe fXll\ in Whe belief WhaW Whe inWeUYieZeU knRZV  
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ZhaW VXbjecWV aUe ZRUWh\ Rf inTXiU\. On Whe RWheU hand, VRme clienWV ma\ feel 
VXSeUiRU WR \RXng laZ VWXdenWV and nRW fXll\ cRRSeUaWe fRU WhaW UeaVRn.  

PerceiYed IrreleYanc\ ​- The mRVW difficXlW Rf Whe inhibiWRUV WR UecRgniVe. ThiV RccXUV 
ZheUe Whe clienW feelV WheUe iV nR need WR SURYide Whe infRUmaWiRn WR Whe inWeUYieZeU.  

Greater Need ​- A clienW ma\ need RU deViUe WR Walk abRXW a VXbjecW RWheU Whan WhaW 
Zhich iV Rf immediaWe inWeUeVW WR Whe inWeUYieZeU. AV a cRnVeTXence, Whe clienW iV 
Xnable WR cRncenWUaWe Rn Whe inWeUYieZeU'V TXeVWiRn, and fXll and accXUaWe infRUmaWiRn 
iV nRW RbWained.  

If a student recognises or suspects an inhibitor between themselves and their 
client, they must take actions to limit the inhibitors of their client. Several 
"facilitators" exist which help to encourage clients to participate in the 
interview.  

Empathetic Understanding ​- ThiV XVXall\ giYeV clienWV feelingV Rf WUXVW and 
cRnfidence in Whe inWeUYieZeU and WheUeb\ mRWiYaWeV Whe clienW WR SaUWiciSaWe fXll\ in 
cRnYeUVaWiRnV. IW iV imSRUWanW WhaW Whe YRlXnWeeU e[SUeVV WhaW emSaWh\ fRU Whe clienW.  

EmSaWh\ iV nRW SXWWing in \RXU WZR cenWV RU giYing adYice (e.g., "DRn'W ZRUU\, \RX'll 
feel beWWeU WRmRUURZ," RU, "YRX'Ue SURbabl\ angU\ becaXVe \RX didn'W Vee iW cRming."). 
EmSaWh\ iV acknRZledging Whe feelingV aWWached WR deVcUiSWiRnV b\ Whe clienW (e.g., 
"YRX mXVW haYe been YeU\ fUighWened."). VRlXnWeeUV ma\ be VXUSUiVed hRZ a kind 
ZRUd and a liWWle XndeUVWanding can RSen a flRRdgaWe Rf infRUmaWiRn fURm a UelXcWanW 
clienW.  

Fulfilling E[pectations ​- ThiV UefeUV WR SeRSle'V Wendenc\ WR ZanW WR VaWiVf\ Whe 
SeUceiYed e[SecWaWiRnV Rf WhRVe ZiWh ZhRm Whe\ inWeUacW. ThiV faciliWaWRU iV eVSeciall\ 
XVefXl Zhen inWeUYieZeUV VenVe WhaW ceUWain inhibiWRUV aUe making a clienW UelXcWanW WR 
Walk. An inWeUYieZeU can YeUball\ cRnYe\ a VWURng e[SecWaWiRn WhaW Whe infRUmaWiRn 
VRXghW VhRXld be UeYealed. NeaUl\ eYeU\ clienW ZhR XndeUWakeV WR Veek legal helS 
knRZV deeS dRZn Zhen Whe\ gR inWR an inWeUYieZ WhaW ceUWain infRUmaWiRn iV e[SecWed 
WR be UeYealed, eYen if Whe\ aUe UelXcWanW WR begin Walking abRXW iW. B\ e[SliciWl\ 
UeinfRUcing WhiV e[SecWaWiRn Whe inWeUYieZeU giYeV Whe clienW Whe gR ahead WR Walk abRXW 
maWWeUV V/he ma\ nRW RWheUZiVe.  

Recognition ​- GiYing UecRgniWiRn WR a clienW mRWiYaWeV him/heU WR be mRUe 
cRRSeUaWiYe and RSen. EYeU\Rne needV aWWenWiRn and UecRgniWiRn fURm SeRSle 
RXWVide WheiU RZn ciUcle Rf famil\ and fUiendV. ClienWV aSSUeciaWe Whe feeling Rf 
imSRUWance and Whe eVWeem Whe\ UeceiYe fURm VRmeRne in a SRViWiRn Rf imSRUWance WR 
Whem.  

EYen a VimSle "ThaW ZaV YeU\ imSRUWanW infRUmaWiRn \RX jXVW gaYe me," SURYideV Whe 
clienW ZiWh helSfXl UecRgniWiRn.  

Altruistic Appeal ​- PeRSle RfWen feel a need WR idenWif\ ZiWh a high YalXe RU caXVe 
WhaW iV be\Rnd WheiU immediaWe Velf-inWeUeVW. A SeUVRn'V SeUfRUmance Rf alWUXiVWic 
deedV XVXall\ incUeaVeV WheiU Velf-eVWeem. ThXV, clienWV aUe RfWen mRWiYaWed WR 
SaUWiciSaWe fXll\ in Whe inWeUYieZ Zhen dRing VR makeV Whem feel alWUXiVWic. 
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E[trinsic ReZard ​- InWeUYieZeUV ma\ faciliWaWe Whe diVclRVXUe Rf infRUmaWiRn WhaW a 
clienW iV UelXcWanW WR diVcXVV b\ SRinWing RXW Zh\ Whe infRUmaWiRn iV XVefXl WR hiV/heU 
caVe. A VWXdenW mXVW meUel\ indicaWe WR Whe clienW WhaW SURYiding Whe infRUmaWiRn iV in 
hiV/heU RZn beVW inWeUeVW.  

Once a VWXdenW becRmeV familiaU ZiWh and leaUnV WR UecRgniVe and XVe inhibiWRUV and 
faciliWaWRUV, V/he mXVW caUefXll\ chRRVe Whe fRUm Rf TXeVWiRnV V/he aVkV hiV/heU clienW 
in RUdeU WR fXll\ ma[imiVe Whe infRUmaWiRn V/he iV gaWheUing.  

Types of Questions You May Ask  
TheUe aUe WhUee W\SeV Rf TXeVWiRnV a VWXdenW mXVW UecRgniVe:  
∙ ​OSen TXeVWiRnV;  
∙ ​ClRVed TXeVWiRnV; and  
∙ ​Leading TXeVWiRnV.  

Each fRUm Rf a TXeVWiRn haV iWV RZn adYanWageV and diVadYanWageV and each 
VWXdenW mXVW leaUn Zhen iW iV SURSeU WR XWiliVe Zhich fRUm.  

Open Questions  
OSen TXeVWiRnV allRZ a clienW VXbVWanWial laWiWXde WR VelecW Whe cRnWenW and ZRUding 
Rf a UeVSRnVe. The\ indicaWe WR Whe clienW an e[SecWaWiRn WhaW Whe UeVSRnVe Zill be Rf 
VRme lengWh and WhaW Whe clienW VhRXld XVe hiV/heU RZn ZRUdV.  

E[amSleV Rf RSen TXeVWiRnV aUe: "Tell me ZhaW bURXghW \RX heUe." "WhaW haSSened 
aW Whe WUaileU WhaW nighW?"  

OSen TXeVWiRnV RfWen mRWiYaWe clienWV WR SaUWiciSaWe fXll\ becaXVe Whe\ allRZ Whe 
clienW WR decide ZhaW infRUmaWiRn iV VignificanW. OSen TXeVWiRnV alVR RYeUcRme 
inhibiWRUV b\ allRZing clienWV WR diVcXVV VenViWiYe infRUmaWiRn in WheiU RZn Wime and in 
WheiU RZn Za\ Zhen Whe\ aUe Uead\ WR dR VR.  

OSen TXeVWiRnV alVR SURmRWe cRmSleWeneVV b\ SUeVeUYing Whe clienW'V WUain Rf 
WhRXghW. MXch Whe Vame aV haYing Whe clienW SURceed iniWiall\ in a Wime line 
chURnRlRg\; RSen TXeVWiRnV SURmRWe Uecall Rf a mRUe cRmSUehenViYe VeW Rf facWV.  

OSen TXeVWiRnV dR haYe WheiU diVadYanWageV aV Zell. The\ can inhibiW SaUWiciSaWiRn 
b\ SXWWing WRR mXch bXUden Rn Whe clienW fRU Uecalling and deVcUibing infRUmaWiRn. 
The\ aUe alVR ineffecWiYe fRU gaining cRmSleWe infRUmaWiRn. OSen TXeVWiRnV XVXall\ 
VRliciW VkeWch\ RXWlineV Rf eYenWV and leaYe RXW Whe deWailed infRUmaWiRn XVXall\ 
neceVVaU\ WR RbWain Uelief.  

Finall\, RSen TXeVWiRnV can be an inefficienW meWhRd Rf gaining infRUmaWiRn fURm 
lRTXaciRXV clienWV. OccaViRnall\ VWXdenW YRlXnWeeUV Zill cRme acURVV a clienW Rf WhiV 
W\Se. AVking an RSen-ended TXeVWiRn WR WhiV clienW iV like SRXUing gaV Rn a fiUe.  

Closed Questions 
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When RSen-ended TXeVWiRnV dR nRW SURYide Whe neceVVaU\ infRUmaWiRn, a VWXdenW 
YRlXnWeeU ma\ VZiWch WR clRVed TXeVWiRnV. ClRVed TXeVWiRnV fRcXV Rn VSecific WRSicV, 
WheUeb\ VWimXlaWing memRU\ and SURdXcing deWailV WhaW a clienW mighW RWheUZiVe haYe 
fRUgRWWen RU glRVVed RYeU in UeVSRnVe WR an RSen TXeVWiRn.  

E[amSleV Rf clRVed TXeVWiRnV ma\ be:  
"When did \RX fiUVW meeW JRhn?" "WhR elVe ZaV in Whe URRm ZiWh \RX aW WhaW Wime?"  

ClRVed TXeVWiRnV mRWiYaWe clienWV becaXVe Whe\ aUe eaVieU WR anVZeU. The WRSic iV 
Ueadil\ idenWifiable, WheiU VcRSe iV Ueadil\ aSSaUenW, and Whe clienW need Rnl\ SURYide a 
limiWed amRXnW Rf infRUmaWiRn. ClRVed TXeVWiRnV alVR allRZ Whe inWeUYieZeU gUeaWeU 
cRnWURl. The inWeUYieZeU can decide ZhaW iV imSRUWanW WR aVk, aW ZhaW VSeed WR 
SeUfRUm Whe inWeUYieZ, and ZhaW WRSic WR diVcXVV ne[W.  

OYeU Ueliance Rn clRVed TXeVWiRnV, hRZeYeU, ma\ leaYe a clienW ZiWh Whe imSUeVViRn 
WhaW Whe\ neYeU gRW WR Va\ ZhaW ZaV Ueall\ Rn WheiU mind. AlVR, clRVed TXeVWiRnV RfWen 
dR nRW allRZ Whe clienW WR e[SUeVV hiV/heU WUXe feelingV and ma\ nRW allRZ Whe 
inWeUYieZeU Whe RSSRUWXniW\ WR e[SUeVV emSaWh\ and XVe RWheU faciliWaWRUV WhaW 
VWUengWhen Whe UelaWiRnVhiS.  

Finall\, clRVed TXeVWiRnV, Zhen nRW XVed ZiWh a cRmbinaWiRn Rf RSen TXeVWiRnV, ma\ 
caXVe Whe inWeUYieZeU WR Vee Rnl\ WUeeV and nRW Whe fRUeVW. The inWeUYieZeU ma\ be VR 
caXghW XS in Whe deWailV Rf Rne SaUWicXlaU eYenW, V/he ma\ fRUgeW WR aVk, and neYeU 
leaUn Rf RWheU imSRUWanW eYenWV.  

YeV-nR TXeVWiRnV aUe Whe XlWimaWe in clRVed TXeVWiRnV. The\ aUe mRVW effecWiYe Zhen 
XVed WR claUif\ clienW VWaWemenWV.  

Leading Questions  
Leading TXeVWiRnV VXggeVW WR Whe clienW WhaW Whe eYenW aVked abRXW had Waken Slace. 
TheVe TXeVWiRnV aUe e[WUemel\ effecWiYe in RYeUcRming ceUWain inhibiWRUV, VXch aV 
egR WhUeaW, caVe WhUeaW and eWiTXeWWe baUUieU. When an inWeUYieZ WRXcheV Rn a 
VenViWiYe maWWeU Whe clienW ma\ be inhibiWed WR diVcXVV, leading TXeVWiRnV VXggeVW 
WhaW Whe inWeUYieZeU alUead\ knRZV abRXW Whe WURXbleVRme infRUmaWiRn, and WhaW V/he 
iV SUeSaUed WR Walk abRXW iW in a fRUWhUighW manneU.  

PURblemV ZiWh leading TXeVWiRnV RccXU Zhen Whe inWeUYieZeU haV an aUdenW deViUe fRU 
Whe facWV WR cRme RXW in a SaUWicXlaU manneU. SWXdenWV ma\ inYRlXnWaUil\ SXW ZRUdV in 
Whe clienW'V mRXWh in RUdeU WR mRXld Whe facWV aURXnd WheiU RZn cRnclXViRn, in a 
manneU Zhich ma\ nRW UeflecW Whe acWXal caVe. MRUeRYeU, leading TXeVWiRnV ma\ be 
XneWhical ZheUe inWeUYieZeUV VXggeVW "cRUUecW" anVZeUV WR clienWV.  

MRWiYaWing clienWV WR SaUWiciSaWe fXll\ in Whe inWeUYieZ SURceVV and gaWheUing cRmSleWe 
infRUmaWiRn Zill UeTXiUe VWXdenW YRlXnWeeUV WR make XVe Rf all Whe fRUmV Rf TXeVWiRnV. 
IW iV geneUall\ cRnVideUed WhaW Whe infRUmaWiRn gaWheUing VWage Rf an inWeUYieZ iV beVW 
begXn ZiWh XVe Rf RSen-ended TXeVWiRnV. Once Whe inWeUYieZeU XncRYeUV eYenWV V/he  
UeTXiUeV fXUWheU infRUmaWiRn abRXW, V/he When XWiliVeV clRVed ended TXeVWiRnV WR VWeeU 
Whe cRnYeUVaWiRn WRZaUd Whe needed facWV. AlRng Whe Za\ Whe inWeUYieZeU Zill 
encRXnWeU and VXVSecW inhibiWRUV and cRmbaW Whem ZiWh faciliWaWRUV, leading TXeVWiRnV 
and RWheU inWeUYieZing VWUaWegieV. 
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Once again, WheUe iV nR VXbVWiWXWe fRU e[SeUience. NR Vingle clienW iV W\Sical in all 
UeVSecWV. InWeUYieZeUV mXVW WailRU WheVe inWeUYieZing WechniTXeV WR Whe d\namicV Rf 
indiYidXal clienWV¶ needV.  

Contributions from Past Competitors ​Shaun Star  

OfWen Whe beVW Za\ Rf leaUning hRZ WR aSSl\ legal VkillV iV WR aSSl\ Whem in a Ueal life 
cRnWe[W. The MULS ClienW InWeUYieZ CRmSeWiWiRn Zill SURYide \RX ZiWh WheVe µUeal life¶ 
VcenaUiRV WhaW UeflecW ZhaW \RX aUe likel\ WR e[SeUience aV a SUacWicing laZ\eU.  

A clienW Zill geneUall\ cRme WR a laZ fiUm fRU hiV RU heU fiUVW cRnVXlWaWiRn in RUdeU WR 
Veek legal adYice. IW iV imSRUWanW WR UemembeU, hRZeYeU, WhaW mRVW clienWV Zill haYe 
limiWed legal knRZledge and ma\ alVR feel inWimidaWed b\ Whe SURVSecW Rf meeWing 
ZiWh a laZ\eU. IW iV WheUefRUe imSRUWanW WR enVXUe WhaW Whe clienW feelV cRmfRUWable and 
cRnfidenW WhaW Whe\ can WUXVW \RX aV WheiU legal adYiVRU. BURadl\ VSeaking, in RUdeU WR 
VXcceed in Whe clienW inWeUYieZ cRmSeWiWiRn Rne needV WR find Whe UighW balance 
beWZeen making Whe clienW feel cRmfRUWable in Whe inWeUYieZ ZhilVW giYing Whem VRXnd, 
cRnciVe and eaV\ WR XndeUVWand adYice.  

I Zill bUiefl\ RXWline hRZ m\ SaUWneU and I W\Sicall\ cRndXcWed clienW inWeUYieZV dXUing 
Whe MULS and ALSA ClienW InWeUYieZ CRmSeWiWiRnV in Whe hRSe WhaW iW Zill giYe \RX a 
feZ ideaV Rf a VWUXcWXUe \RX ma\ ZiVh WR emSlR\ in \RXU inWeUYieZV.  

Step 1: The Welcome and Introduction  

In RUdeU WR make Whe clienW feel ZelcRme, inWURdXce \RXUVelYeV and befRUe VhRYing 
\RXU legal UeWaineU XndeU hiV RU heU nRVe, iW ma\ be XVefXl WR gUeeW Whem and iniWiaWe 
Whe cRnYeUVaWiRn ZiWh VRme ​VPaOO WaON​. If \RX haYe bXVineVV caUdV, iW ma\ be helSfXl 
WR SURYide Whe clienW ZiWh \RXU cRnWacW deWailV aW WhiV VWage Rf Whe meeWing ± WhiV iV 
XVefXl fRU WZR UeaVRnV: iW helSV Whem UemembeU \RXU name, and enableV Whem WR 
haYe \RXU cRnWacW deWailV Ueadil\ aYailable VhRXld Whe\ need WR cRnWacW \RX laWeU.  

TR make Whe clienW feel aW eaVe emShaViVe \RXU dXW\ WR mainWain cRnfidenWialiW\ Rf all 
infRUmaWiRn WhaW Whe\ diVclRVe WR \RX abRXW WheiU caVe. The\ Zill be mRUe inclined WR 
Well \RX UeleYanW infRUmaWiRn if Whe\ feel cRnfidenW Whe\ can WUXVW \RX.  

GiYe Whe clienW a geneUal RXWline Rf hRZ \RX Slan WR VWUXcWXUe Whe inWeUYieZ (WhiV 
ageQda ​VhRXld be d\namic and fle[ible) VR WhaW Whe\ knRZ ZhaW WR e[SecW fRU Whe 
ne[W 30minV RU VR. DXUing WhiV ShaVe Rf Whe inWeUYieZ \RX VhRXld alVR e[Slain Whe 
UeWaineU WR \RXU clienW, and SURYide a URXgh RXWline Rf \RXU fiUm¶V billing/cRVW VWUXcWXUe 
(ie, hRZ mXch Zill WhiV iniWial cRnVXlWaWiRn cRVW [iV iW fUee?] and hRZ mXch Zill eYeU\ 
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VXbVeTXenW hRXU cRVW eWc).  

Step 2: Problem Identification  

ThiV VWage Rf Whe inWeUYieZ SURceVV allRZV \RX WR gaWheU infRUmaWiRn fURm Whe clienW 
abRXW WheiU caVe. BURadl\ VSeaking, \RX VhRXld find RXW fURm Whe clienW Zh\ Whe\ haYe 
cRme WR \RX WR Veek legal adYice«  

UVXall\, iW iV helSfXl WR VWaUW aVking Whe clienW RSen ended TXeVWiRnV, allRZing Whem WR 
naUUaWe WheiU VWRU\, RU Whe chain Rf eYenWV, WhaW haV led Whem WR Veek \RXU legal 
RSiniRn.  

FiUVWl\ aVk Whe clienW WR e[Slain bUiefl\ in WheiU RZn ZRUdV ZhaW haV haSSened. 
FRllRZing WhiV, b\ aVking Whem TXeVWiRnV VXch aV µZhaW haSSened ne[W«¶; µPleaVe 
Well me mRUe abRXW WhiV«¶, \RX Zill encRXUage Whem WR elabRUaWe in WheiU RZn ZRUdV.  

DXUing WhiV VWage Rf Whe inWeUYieZ iW iV helSfXl fRU Rne Rf Whe inWeUYieZeUV WR Wake nRWeV 
and highlighW an\ aUeaV Rf Whe clienW¶V VWRU\ WhaW ma\ be ZRUWh TXeU\ing laWeU Rn. ThaW 
iV, afWeU Whe clienW haV finiVhed e[Slaining WheiU VWRU\ in WheiU RZn ZRUdV, iW ma\ be 
neceVVaU\ WR SURbe and aVk clRVed TXeVWiRnV WR eliciW mRUe VSecific infRUmaWiRn. FRU 
e[amSle, if Whe clienW menWiRned WhaW Whe\ ZeUe inYRlYed in a caU accidenW, iW ma\ be 
ZRUWh aVking TXeVWiRnV aV WR ZheWheU he/Vhe nRWed Whe deWailV Rf Whe RWheU dUiYeU, 
ZheWheU an\ ZiWneVVeV ZeUe SUeVenW, ZheWheU he/Vhe UeSRUWed Whe ViWXaWiRn WR SRlice 
eWc.  

IW iV imSRUWanW WR aVk naUURZeU TXeVWiRnV (cf RSen TXeVWiRnV) aV \RX VhRXld be aVking 
TXeVWiRnV WhaW Zill helS \RX aVceUWain if a legal caXVe Rf acWiRn Zill aUiVe Rn Whe facWV.  

FRU inVWance, if Whe clienW haV cRme WR \RX diVSXWing Whe e[iVWence Rf a cRnWUacW, iW Zill 
be XVefXl WR aVk TXeVWiRnV WhaW Zill helS \RX deWeUmine ZheWheU Whe elemenWV Rf a 
cRnWUacW can be eVWabliVhed Rn Whe facWV. ThaW iV cRnVideU aVking TXeVWiRnV abRXW Whe 
RffeU, agUeemenW, cRnVideUaWiRn and ZheWheU WheUe aUe an\ YiWiaWing facWRUV eWc.  

BefRUe mRYing Rn, iW iV helSfXl WR SaUaShUaVe ZhaW Whe clienW haV Vaid and make VXUe 
WhaW \RX haYe XndeUVWRRd Whem cRUUecWl\. IW iV alVR imSRUWanW WR cRnVWanWl\ bXild gRRd 
UaSSRUW ZiWh \RXU clienW WhURXghRXW WhiV SURceVV b\ UeaVVXUing Whem WhaW \RX 
XndeUVWand WheiU iVVXeV eWc.  

Step 3: Ascertain further information  

Again, UecaS Whe UeleYanW SRinWV Rf Whe clienW¶V VWRU\ and check ZheWheU Whe\ haYe 
an\ UeleYanW dRcXmenWaWiRn eWc. WhaW ma\ helS \RXU caVe. FRU inVWance, afWeU 
UecaSSing Whe iVVXeV, if \RX deWeUmine WhaW \RXU clienW ZiVheV WR enfRUce a cRnWUacW, 
aVk Whe clienW ZheWheU Whe\ haYe a cRS\ Rf WhiV cRnWUacW.  

Step 4: What are the client’s desired outcomes?  
RemembeU WhaW aV a laZ\eU ​Whe cOieQW iV iQVWUXcWiQg \RX​. AccRUdingl\, iW iV imSRUWanW 
WhaW \RX aVceUWain e[acWl\ ZhaW Whe clienW ZiVheV WR achieYe b\ Waking legal acWiRn RU 
mRUe geneUall\ b\ Veeking \RXU legal RSiniRn. TheiU deViUed RXWcRmeV ma\ inclXde 
mRneWaU\ cRmSenVaWiRn, Whe enfRUcemenW Rf a cRnWUacW eWc. 
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Step 5: Option Generation  
Walk \RXU clienW WhURXgh Whe SRVVible RSWiRnV WhaW aUe aYailable WR Whem in UeVRlYing 
WheiU legal iVVXe. TheVe RSWiRnV ma\ be legal (eg, liWigaWiRn, mediaWiRn, negRWiaWiRn) RU 
nRn-legal (ZUiWing a leWWeU WR Whe RWheU SaUW\, VimSl\ Walking WR Whe RWheU SaUW\ eWc.).  

RemembeU WR e[Slain WR \RXU clienW ZhaW Whe adYanWageV and diVadYanWageV Rf each 
RSWiRn aUe (aV Whe deciViRn Rf ZhaW cRXUVe Rf acWiRn WR SXUVXe iV XlWimaWel\ XS WR 
Whem).  

AfWeU e[Slaining each SRVVible alWeUnaWiYe WR Whem, aVk Whem Zhich Whe\ ZRXld like WR 
SXUVXe afWeU Zeighing XS Whe SURV and cRnV Rf each.  

Step 6: Summing up the interview  

IW iV imSRUWanW WR cRnclXde Whe inWeUYieZ Rn a SURacWiYe and SRViWiYe nRWe VR WhaW Whe 
clienW leaYeV VaWiVfied and ZanWV WR UeWain \RXU VeUYiceV. AccRUdingl\, bUiefl\ UecaS 
Whe main iVVXeV, WheiU deViUed RXWcRme(V) and Whe beVW cRXUVeV Rf acWiRn aYailable WR 
Whem in WheiU cRnWe[W.  

If SRVVible, giYe Whem an eVWimaWe Rf cRVWV, RWheUZiVe aVVXUe Whem WhaW \RX Zill leW 
Whem knRZ aW \RXU eaUlieVW cRnYenience. EncRXUage Whem WR Wake Whe UeWaineU ZiWh 
Whem, Uead WhURXgh iW and Vign iW aW WheiU eaUlieVW cRnYenience VR WhaW \RX can begin 
acWing Rn WheiU behalf. Remind Whem Rf an\ imSRUWanW dRcXmenWV WhaW Whe\ VhRXld 
lRcaWe WhaW Zill be XVefXl in UeVRlYing WheiU legal iVVXeV. SchedXle a fRllRZ-XS meeWing 
ZiWh Whem in RUdeU WR finiVh Rn a SURacWiYe nRWe.  

Finall\, iW iV imSRUWanW WR UemembeU WhURXghRXW Whe inWeUYieZ WR aYRid an\ eWhical 
dilemmaV WhaW ma\ aUiVe. ThiV iV alVR a UeTXiUemenW Rf Whe ClienW InWeUYieZ 
CRmSeWiWiRn. AV VXch, be aZaUe Rf \RXU eWhical dXWieV aV a laZ\eU and acW 
accRUdingl\.  

IW iV alVR imSRUWanW WR make VXUe WhaW Whe clienW leaYeV Whe inWeUYieZ feeling mRUe 
cRmfRUWable abRXW WheiU ViWXaWiRn Whan Zhen Whe\ Zalked inWR \RXU Rffice. KeeS WhiV in 
Whe back Rf \RXU mind WhURXghRXW Whe cRnVXlWaWiRn.  

DXUing Whe ​post consultation, ​UecaS ZiWh \RXU SaUWneU ZhaW \RX feel \RX did Zell aV 
a Weam and ZhaW aUeaV \RX Whink \RX cRXld haYe imSURYed XSRn. CRnVideU alVR hRZ 
\RX Whink Whe clienW felW WhURXghRXW Whe meeWing. DXUing Whe SRVW cRnVXlWaWiRn SeUiRd,  
bUiefl\ diVcXVV ZiWh \RXU SaUWneU Whe main SRinWV WhaW came RXW Rf Whe inWeUYieZ and 
ZhaW URleV each Rf \RX Zill Wake mRYing fRUZaUd in RUdeU WR achieYe Whe clienW¶V 
deViUed RXWcRme.  

Reece Corbett-Wilkins  

ClienW InWeUYieZ iV a YeU\ XniTXe cRmSeWiWiRn in a nXmbeU Rf Za\V. FiUVW Rf all iW WakeV 
Slace in a cRmSaUaWiYe UaWheU Whan a SXUel\ cRmSeWiWiYe VenVe. YRX dR nRW cRmSeWe 
againVW a Weam diUecWl\ bXW UaWheU SeUfRUm Whe Vame inWeUYieZ aV \RXU RSSRnenWV 
befRUe RU afWeU Whem and WU\ WR geW a beWWeU VcRUe.  
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SecRndl\, WheUe iV nR cleaU Za\ WR deal ZiWh each VcenaUiR in adYance and \RX Ueall\ 
haYe WR UeacW WR infRUmaWiRn TXickl\ and be Uead\ WR adaSW \RXU SlanV aW an\ VWage.  

Finall\, \RX haYe YeU\ liWWle cRnWURl RYeU Whe biggeVW YaUiable in Whe cRmSeWiWiRn, Whe 
clienW. In RWheU cRmSeWiWiRnV \RX can dUafW \RXU VXbmiVViRnV, SUeSaUe \RXU 
VWaWemenWV, Slan \RXU BATNAV and WATNAV, bXW in clienW inWeUYieZ cRmSeWiWiRnV 
\RX neYeU knRZ ZhaW W\Se Rf clienW \RX Zill geW.  

The fRllRZing iV a cRllecWiRn Rf WiSV and WUickV WhaW haYe been gained fURm e[SeUience, 
leaUnW RYeU Wime and in VRme caVeV, acTXiUed fURm ZaWching RWheU WeamV. TheVe WiSV 
and WUickV aUe inWended aV a gXide Rnl\ and can be XVed b\ cRmSeWiWRUV aW an\ leYel. 
One Whing WR beaU in mind WhRXgh iV WhaW ClienW InWeUYieZ iV all abRXW Whe hXman 
elemenW. YRX haYe WR cUeaWe a gRRd aWmRVSheUe ZheUe Whe clienW iV able WR giYe \RX 
WheiU WUXVW, faiWh and XndeUVWanding. TeamV aUe encRXUaged WR deYelRS WheiU RZn 
VW\le and cRnfidence.  

I am a first time competitor, what do I do?  

SWaUWing C.I. fRU Whe fiUVW Wime can be VRmeZhaW cRnfXVing. YRX geW YeU\ liWWle idea Rf 
ZhaW iV e[SecWed in Whe cRmSeWiWiRn be\Rnd WhaW \RX mXVW inWeUYieZ a clienW and 
adYiVe Whem abRXW WheiU iVVXeV. ObYiRXVl\ WR be VXcceVVfXl \RX need a liWWle mRUe 
Whan WhiV. SR heUe aUe VRme VWeSV WhaW I encRXUage \RX WR Wake.  

Read Whe UXleV Rf Whe cRmSeWiWiRn and XndeUVWand ZhaW iV UeTXiUed Rf \RX aV eaUl\ aV 
SRVVible. YRX can acceVV Whe cRmSeWiWiRn UXleV and jXdgeV maUking gXideline Rn Whe 
MULS ZebViWe. Once \RX XndeUVWand hRZ SRinWV aUe allRcaWed in Whe cRmSeWiWiRn, 
\RX Zill knRZ hRZ jXdgeV Zill aZaUd SRinWV. The VcRUe VheeW iV alVR a XVefXl 
fUameZRUk WR ZRUk Rff. RemembeU, WhiV iV a cRmSeWiWiRn. Make iW eaV\ Rn Whe jXdge WR 
aZaUd \RX SRinWV.  

AWWend Whe WUaining ZRUkVhRS  
ThiV Zill giYe \RX a gRRd UXn dRZn Rn ZhaW iV e[SecWed, leW \RX leaUn hRZ WR cRndXcW 
an inWeUYieZ and aVk TXeVWiRnV abRXW Whe cRmSeWiWiRn. The ZRUkVhRS iV alVR a gUeaW 
Slace WR Sick XS hand\ WechniTXeV and XVefXl caWch ShUaVeV.  

Team mates  

ThiV iV a YeU\ imSRUWanW SaUW Rf clienW inWeUYieZing aV iW iV Whe fRXndaWiRn XSRn Zhich 
\RX Zill bXild aWmRVSheUe and UaSSRUW. YRXU WeammaWe VhRXld be VRmeRne WhaW \RX 
ZRUk Zell ZiWh. A laUge SaUW Rf Zinning C.I. cRmeV dRZn WR Whe enYiURnmenW \RX 
cUeaWe fRU \RXU clienW and iW iV imSeUaWiYe WhaW \RX ZRUk Zell ZiWh \RXU SaUWneU. The 
beVW WeamV aUe WhRVe ZhR aUe able WR be Rn Whe Vame ZaYelengWh and almRVW Uead 
each RWheU¶V mindV. If \RX haYe been SaUWneUed ZiWh VRmeRne UandRml\ RU VRmeRne 
\RX dR nRW knRZ Zell iW iV imSRUWanW WR ZRUk Rn geWWing WR knRZ Rne anRWheU¶V 
idiRV\ncUaVieV.  

The ZRUking UelaWiRnVhiS ZiWh \RXU SaUWneU iV inYalXable in C.I. If \RX aUe cRnVWanWl\ 
Walking RYeU Rne anRWheU RU SXlling Whe clienW in diffeUenW diUecWiRnV iW iV YeU\ haUd WR  
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bXild UaSSRUW. If \RX can geW \RXU Weam ZRUking flaZleVVl\ befRUe \RX geW in Whe URRm 
\RX aUe alUead\ Zell Rn \RXU Za\ WR VXcceVV.  

Once \RX haYe UegiVWeUed in a Weam, UeVeaUch hRZ WR cRndXcW a clienW inWeUYieZ. AV 
menWiRned befRUe, mRVW WeamV VhRXld haYe WheiU RZn VW\le. MRVW Rf Whe fRUmaW Rf  Whe 
inWeUYieZ Zill Uemain Xnchanged amRngVW WeamV and fURm inWeUYieZ WR inWeUYieZ. 
HRZeYeU, \RX Zill need WR adaSW \RXU VW\le baVed Rn Whe clienW, cRmSle[iW\ and W\Se 
Rf maWWeU \RXU clienW bUingV. TR SUeSaUe, WheUe aUe nXmeURXV ZUiWWen UeVRXUceV and 
alVR YiVXal UeVRXUceV aYailable WR \RX. We haYe inclXded VRme belRZ Zhich \RX can 
find in RXU libUaU\.  

We understand the basics about the competition but what do I do before I 
compete to better prepare ourselves?  

The fiUVW VWeS iV WR ZRUk RXW a Wimeline RU flRZchaUW, Zhich deWailV hRZ \RX Zill 
VWUXcWXUe \RXU clienW inWeUYieZ. YRX VhRXld alVR cRnVideU delegaWing WaVkV WR each 
SaUWneU VR \RX aUe cleaU ZhR Va\V ZhaW. B\ dRing WhiV, \RX Zill be VXUe WR cRYeU all 
Whe neceVVaU\ iWemV in Whe inWeUYieZ, and VWa\ Rn WaVk ZiWhin Whe Wime limiW. The 
VecRnd VWeS iV WR SUacWice a feZ WimeV ZiWh each RWheU VR WhaW \RX can becRme 
cRmfRUWable ZiWh ZhaW WR Va\ and Zhen WR Va\ iW. HRZeYeU, be ZaUned WhaW \RX dR nRW 
ZanW WR geW WhiV VWUXcWXUe VR ingUained WhaW \RX cannRW change iW if \RXU clienW UeacWV 
diffeUenWl\ Whan e[SecWed. FRU e[amSle, a clienW ma\ nRW ZanW WR diVcXVV cRVWV ZiWh 
\RX XnWil Whe end Rf Whe inWeUYieZ, RU Whe\ ma\ nRW ZanW WR Vign Whe UeWaineU XnWil Whe\ 
haYe Waken iW hRme fiUVW. YRX alVR dR nRW ZanW WR fall inWR Whe WUaS Rf making \RXU 
inWeUYieZ lRRk WRR VcUiSWed. ThiV Zill cRme acURVV aV fake.  

If \RX ZanW WR geW a beWWeU XndeUVWanding Rf ZhaW an inWeUYieZ cRXld be like, \RX ma\ 
be able WR RbWain SaVW TXeVWiRnV b\ emailing Whe CRmSeWiWiRnV DiUecWRU RU 
CRmSeWiWiRnV SkillV OfficeU aW MULS.  

We have received the memo from the ‘secretary’, what now?  

The fiUVW SRUW Rf call iV WR make VXUe \RX haYe gRRd ZRUking knRZledge Rf Whe aUea Rf 
laZ WhaW Whe memR UelaWeV WR. YRX need WR familiaUiVe \RXUVelf ZiWh Whe kindV Rf 
iVVXeV and SURceVVeV WhaW \RXU clienW mighW face. HRZeYeU, Rnl\ a YeU\ Vmall amRXnW 
Rf \RXU WRWal maUkV Zill be allRcaWed baVed Rn \RXU knRZledge and XndeUVWanding Rf 
WhaW aUea Rf laZ. AV VXch, \RX dR nRW need WR knRZ Whe inWUicacieV Rf WhaW aUea Rf laZ.  

RemembeU aV Zell WhaW \RX CANNOT giYe legal adYice XnWil Whe clienW VignV Whe 
UeWaineU aV \RX aUe nRW cRYeUed b\ indemniW\ inVXUance (nRU aUe \RX geWWing Said!). If 
\RX aUe inWenW Rn VhRZing Rff \RXU knRZledge Rf Whe laZ, \RX VhRXld fRcXV Rn giYing 
legal infRUmaWiRn bXW nRW adYice.  

TR WhiV end, leaUning Whe legal SURceVV WhaW Whe clienW Zill haYe WR XndeUWake WR 
achieYe WheiU gRal. FRU e[amSle, if a clienW ZanWV WR aSSl\ fRU a diYRUce, Whe\ ZRXld 
ZanW WR knRZ WhaW Whe\ mXVW be VeSaUaWed fURm WheiU hXVband RU Zife fRU 12 mRnWhV. 
YRX mighW alVR ZanW WR e[Slain WhaW Whe\ mXVW XndeUWake SUe acWiRn SURcedXUeV 
befRUe aSSl\ing WR cRXUW WR nXllif\ WheiU maUUiage. YRX can Well Whem WhaW Whe\ can file 
Whe diYRUce aSSlicaWiRn in Whe fedeUal magiVWUaWeV cRXUW RU Whe fedeUal cRXUW. ThiV iV all 
legal infRUmaWiRn and nRW adYice. 
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FRU VRme Ueall\ gRRd BASIC \eW SUacWical infRUmaWiRn abRXW mRVW Rf Whe aUeaV Rf 
laZV WhaW \RX Zill haYe WR deal ZiWh, cRnVXlW Whe ​LaZ HaQdbRRN​. SRme Rf Whe 
chaSWeUV aUe aYailable Rnline aW  
hWWS://ZZZ.legalanVZeUV.Vl.nVZ.gRY.aX/laZ_handbRRk/​.  
NB: SRmeSaUWV Rf WhiV We[W aUe RXW Rf daWe (cRnVXmeU cUediW laZ, Wenanc\ laZ eWc) bXW 
Whe infRUmaWiRn UelaWing WR Whe SURceVV WhaW a liWiganW WakeV WR aVVeUW/ defend WheiU 
legal claim VhRXld Uemain Whe Vame. AlWeUnaWiYel\, ​ZZZ.laZacceVV.nVZ.gRY.aX 
SURYideV VRme SUacWical legal infRUmaWiRn abRXW mRVW aUeaV Rf laZ.  

RemembeU Whe gRal heUe iV WR SURYide legal infRUmaWiRn and nRW adYice. IW iV alVR 
imSRUWanW in \RXU UeVeaUch WR cRnVideU Whe nRn-legal RSWiRnV WhaW mighW be  aYailable 
WR Whe clienW. TheVe RSWiRnV can be an\Whing fURm alWeUnaWiYe diVSXWe  UeVRlXWiRn 
(mediaWiRn), WR ZUiWing a leWWeU RU eYen jXVW Walking WR WheiU neighbRXU abRXW  Whe 
SURblem befRUe Whe\ begin liWigaWiRn. TheVe aUe imSRUWanW aV nRn-legal RSWiRnV  Sla\ 
an imSRUWanW URle in RffeUing \RXU clienW RSWiRnV and giYing Whem Za\V Rf cXWWing 
cRVWV.  

IW ma\ alVR be a UeTXiUemenW WhaW Whe\ fiUVW XndeUgR nRn-legal RSWiRnV WR UeVRlYe Whe 
diVSXWe befRUe Whe\ can Uel\ Rn Whe cRXUWV WR inWeUYene. ThiV RccXUV fRU e[amSle in 
diVSXWeV abRXW SURSeUW\ VeWWlemenWV and SaUenWing RUdeUV afWeU VeSaUaWiRn. YRX mXVW 
alVR be aZaUe WhaW YeU\ RfWen \RXU VecUeWaU\ Zill infRUm \RX Rf Rne legal  iVVXe, bXW 
Whe clienW Zill RfWen haYe mXlWiSle RU eYen cRmSleWel\ diffeUenW legal iVVXeV  fURm ZhaW 
Whe memR Va\V. TheUe ZaV Rne inVWance ZheUe a clienW came in  cRmSlaining abRXW 
an accidenW aW Whe g\m. We had UeVeaUched eYeU\Whing WR dR ZiWh  WRUWiRXV liabiliW\, 
cRnWUacWXal liabiliW\ and inVXUance Rnl\ WR find RXW WhaW Whe accidenW aW  ZRUk ZaV Rne 
Rf fiYe iVVXeV, inclXding an XnUelaWed cUiminal laZ maWWeU and an  XnUelaWed SURSeUW\ 
laZ maWWeU. SR RYeU UeVeaUching Rne aUea Rf laZ ma\ SURYe  fUXiWleVV and Zill naUURZ 
\RXU mindVeW WRR clRVel\ WR Whe iVVXe Rn Whe memR.  

Finall\, dR nRW be afUaid Rf nRW knRZing Whe anVZeUV WR Whe TXeVWiRnV \RXU clienW aVkV. 
MRVW Rf Whe WRSicV aUe Rn YeU\ geneUal aUeaV Rf laZ. HRZeYeU, if \RX aUe XnVXUe 
abRXW a VSecific anVZeU, When geW aV mXch infRUmaWiRn RXW Rf Whe clienW and leW Whem 
knRZ ZhaW \RX Whink aW WhiV VWage. InfRUm Whem WhaW \RX Zill dR VRme UeVeaUch WR giYe 
Whem a cRncUeWe anVZeU. NEVER make WhingV XS, and dR nRW giYe ZURng legal 
infRUmaWiRn/ adYice.  

What do we NEED to cover in the interview?  

TheUe aUe a feZ baVic SRinWV WhaW \RX MUST cRYeU in Whe inWeUYieZ. ​∙ ​WhR \RX aUe  
∙ ​ReWaineU  
∙ ​CRVWV (check Whe ClienW InWeUYieZ RXleV fRU Whe VchedXle Rf feeV). FRU mRUe 
infRUmaWiRn Rn feeV gR WR  
hWWS://ZZZ.laZlink.nVZ.gRY.aX/laZlink/RlVc/ll_RlVc.nVf/SageV/OLSC_facWVheeW2​ ​∙ 
CRnfidenWialiW\  
∙ ​EnVXUe \RX haYe WheiU cRnWacW deWailV cRUUecW and aVk fRU Whe SUefeUUed cRnWacW 
meWhRd  
∙ ​RXn WhURXgh WheiU iVVXe in WheiU RZn ZRUdV 
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∙ ​ClaUif\ WheiU cRnceUn  
∙ ​PURYide Whem legal and nRn-legal RSWiRnV  
∙ ​BRRk ne[W aSSRinWmenW and make VXUe Whe\ knRZ hRZ WR cRnWacW \RX ​∙ ​HaYe an 
acWiRn Slan Rf ZhaW Zill haSSen afWeU Whe inWeUYieZ, leW Whe clienW knRZ ZhaW \RX Zill 
be dRing fRU Whem and ZhaW Whe\ need WR dR fRU \RX  

What do we do at the end of the interview?  

Once Whe inWeUYieZ iV finiVhed and Whe clienW haV Zalked RXW Whe dRRU, \RX Zill haYe 
VRme Wime b\ \RXUVelf ZiWh \RXU SaUWneU WR SUeSaUe fRU Whe SRVW cRnVXlWaWiRn. ThiV 
SRVW cRnVXlWaWiRn iV maUked b\ Whe jXdge accRUding WR a VeW cUiWeUiRn (check RXW Whe 
manXalV and UXleV fRU mRUe infRUmaWiRn).  

We need WR emShaViVe heUe WhaW Whe SRVW cRnVXlW can make RU bUeak WeamV. IW iV 
VERY imSRUWanW WhaW \RX geW WhiV SaUW UighW. HeUe iV a bUief caVe VWXd\ e[amSle.  

AW ALSA 2010 gUaQd fiQaOV NicN aQd I had µORVW¶ Whe cOieQW iQWeUYieZ iQ Whe VeQVe WhaW 
Whe RWheU WeaP had beeQ abOe WR eOiciW ceUWaiQ Ne\ iQfRUPaWiRQ eaUO\ iQ WheiU iQWeUYieZ, 
aQd Ze had QRW beeQ abOe WR XQWiO Whe OaVW 30 VecRQdV Rf Whe cOieQW iQWeUYieZ. We 
NQeZ WhaW WheUe ZaV VRPeWhiQg WhaW Whe cOieQW ZaV QRW WeOOiQg XV eaUO\ iQ Whe Seace, 
bXW Ze ViPSO\ faiOed WR eOiciW Whe iQfRUPaWiRQ XQWiO Whe eQd Rf Whe iQWeUYieZ. IW WXUQV RXW 
Whe iQfRUPaWiRQ ZaV YeU\ iPSRUWaQW aV iW UeOaWed WR a beQeficiaU\ Rf RXU  cOieQW¶V ZiOO 
SRVVibO\ QRW haYiQg caSaciW\ baVed RQ VRPe PeQWaO iOOQeVV Whe\ VXffeUed  aV a chiOd. 
ThiV PeaQW Whe beQeficiaU\ Pa\ QRW be abOe WR deaO ZiWh WheiU iQheUiWaQce 
aSSURSUiaWeO\.  

CRQVeTXeQWO\, Whe cOieQW¶V (WeVWaWRU) eVWaWe Pa\ QRW be deYiVed accRUdiQg WR WheiU 
ZiVheV iQ Whe ZiOO VhRXOd Whe\ SaVV aZa\ XQOeVV Ze ZeUe WR ZUiWe Whe ZiOO ZiWh ceUWaiQ 
SURYiViRQV WR accRXQW fRU Whe facW Whe beQeficiaU\ had a PeQWaO iOOQeVV.  

SiWWiQg RXWVide Whe SXSUePe CRXUW Rf SA, NicN aQd I ZeUe VWUeVViQg RXW WhiQNiQg ³Oh 
gRVh hRZ did Ze PaQage WR geW WhaW iQfRUPaWiRQ RXW Rf WheP RQO\ aW Whe YeU\ eQd Rf 
Whe iQWeUYieZ?´ IQVWead Rf fRcXViQg RQ ZhaW Ze did QRW dR ZeOO, Ze fRcXVed RQ hRZ 
Ze cRXOd WXUQ WhiV iQWR aQ RSSRUWXQiW\. WhaW Ze did Qe[W haQded XV Whe ZiQ. We ZeQW 
iQWR Whe URRP aQd cRQdXcWed RXU SRVW cRQVXOW. We WaONed abRXW ZhaW Whe  cOieQW WROd 
XV aQd hRZ Ze cRXOd PRYe fRUZaUd RQ WhaW iQfRUPaWiRQ. We WheQ WaONed  abRXW 
SRVVibOe iQfRUPaWiRQ Whe cOieQW DID NOT WeOO XV aQd hRZ, if Ze ZeUe WR PRYe  fRUZaUd 
ZiWhRXW aW OeaVW cRQfiUPiQg WhaW iQfRUPaWiRQ, Ze ZRXOd be SURYidiQg ZURQg  OegaO 
adYice aQd QRW acWiQg accRUdiQg WR Whe cOieQW¶V ZiVheV, aQd WheUefRUe RSeQiQg 
RXUVeOYeV XS WR OiabiOiW\.  

SR Whe eQd Rf Whe cRQVXOW fiQiVhed ZiWh WheVe ZRUdV: ³I aP QRW SUeSaUed WR begiQ 
ZRUNiQg RQ WhiV cOieQW¶V PaWWeU XQWiO Ze cRQfiUP Whe eQWiUe ViWXaWiRQ ZiWh UegaUd WR Whe 
beQeficiaU\¶V PeQWaO VWaWe. LeW XV fiUVW ZRUN RQ WhaW, befRUe Ze begiQ ZUiWiQg RXU 
cOieQW¶V ZiOO. If WheUe iV QRWhiQg fXUWheU WR cRQfiUP iQ WhaW UegaUd, WheQ WhiV iV ZhaW \RX 
aQd I ZiOO dR Qe[W fRU RXU cOieQW«´  

SR, WR make Whe mRVW Rf Whe SRVW cRnVXlWaWiRn SeUiRd, \RX need WR gR WhURXgh Whe 
cUiWeUia Rne b\ Rne. YRX need WR giYe cRnVideUable Wime WR anVZeU each SaUW. YRX 
alVR need WR be UealiVWic. If \RX did nRW ZRUk Zell aV a Weam, When dR nRW VXgaU cRaW  
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\RXU SeUfRUmance. Sa\,  

 

³NicN, ZheQ I ZaV WaONiQg WR Whe cOieQW \RX WaONed RYeU Pe. ThiV did QRW ORRN 
SURfeVViRQaO, iW cRQfXVed RXU cOieQW, iW Pade iW PRUe difficXOW WR geW bacN RQ WUacN, aQd 
TXiWe fUaQNO\, iW fUXVWUaWed Pe. POeaVe eQVXUe WhaW \RX OeW Pe fiQiVh VSeaNiQg Qe[W 
WiPe VR WhaW Ze dR QRW haYe Whe VaPe SURbOePV. ThiV ZiOO eQVXUe Ze caQ ZRUN beWWeU 
aV a WeaP.´  

If \RX dR Zell aW VRmeWhing, make VXUe \RX SRinW iW RXW! (ThiV iV afWeU all a 
cRmSeWiWiRn).  

Some general tips  

DR nRW giYe legal adYice! GiYe legal RSWiRnV and infRUmaWiRn bXW nRW legal adYice. 
SRmeWimeV WheUe iV a YeU\ Whin line WhaW VeSaUaWeV Whe WZR. If \RX find \RXUVelf 
adYiVing Rn likelihRRd Rf VXcceVV, Rn financial figXUeV, Rn Wime fUameV, When \RX aUe 
SURbabl\ giYing legal adYice. If \RX aUe Welling \RXU clienW VRmeWhing WhaW an\ clienW 
ZiWh a VimilaU iVVXe cRXld find helSfXl, When WhiV iV SURbabl\ legal infRUmaWiRn.  

GiYe nRn-legal RSWiRnV aV Zell aV legal RSWiRnV. FRU e[amSle, if a clienW cRmeV WR \RX 
Walking abRXW WheiU neighbRXU nRW Sa\ing half Whe SUice WR fi[ Whe adjRining fence, \RX 
can Well Whem WheiU RSWiRnV haYe Whe maWWeU finaliVed ma\ be WR (a) RbWain an RUdeU WR 
fence WhURXgh Whe land and enYiURnmenWal cRXUW (b) bXild Whe fence \RXUVelf and nRW 
VSliW Whe cRVWV (c) leaYe Whe fence aV iV (d) aSSURach Whe neighbRXU and WU\ and ZRUk 
iW RXW amicabl\ haYing RbWained legal adYice (e) RffeU WR mediaWe aW a cRmmXniW\ 
jXVWice cenWUe, legal aid, RU µRXU legal Rffice¶ if \RX aUe nRW cRmfRUWable aSSURaching 
Whe neighbRXU \RXUVelf (f) mRYe WR anRWheU aUea.  

Can \RX Vee heUe WhaW Rnl\ RSWiRn (a) iV a legal RSWiRn, bXW Whe\ aUe all UealiVWic 
RSWiRnV WhaW Whe clienW can Wake. SXUe, \RXU clienW ma\ nRW like VRme Rf Whem (mRYing 
aUeaV fRU e[amSle) bXW aW leaVW Whe\ aUe nRZ infRUmed Rf WheiU RSWiRnV.  

SRmeWimeV Whe anVZeU clienW¶V ZanW iV nRW Ueall\ a legal RSWiRn. HeUe iV Zh\. Taking 
Whe abRYe e[amSle, if Whe\ fi[ Whe fence and When Veek cRVWV, RU if Whe\ aSSl\ WR Whe 
cRXUW fRU a fencing RUdeU befRUe Whe\ bXild and in eiWheU ViWXaWiRn Whe e[iVWing 
adjRining fence iV a µVXfficienW diYiding fence¶ (Whe legal WeVW) and WheUefRUe dReV nRW 
need WR be knRcked dRZn and UebXilW, When \RXU clienW ma\ haYe WR Sa\ fRU: Whe 
fence, \RXU legal feeV, Whe RWheU VideV legal feeV and cRXUW cRVWV. And if Whe\ Zin, Whe 
RWheU Vide ma\ haYe WR Sa\ fRU, half Whe fence, \RXU legal feeV, WheiU legal feeV and 
cRXUW cRVWV. And afWeU mRnWhV Rf cRXUW acWiRn ZheUe dReV WhaW leaYe \RXU clienW? 
LiYing ne[W dRRU WR Rne YeU\ WemSeVWXRXV neighbRXU!  

LeW Whe clienW Well hiV RU heU RZn VWRU\. ObYiRXVl\ \RX need WR WemSeU WhiV ZiWh 
keeSing Whem Rn WUack (aV Whe\ Zill haYe a lRW Rf Ued heUUingV and miVcellaneRXV and 
iUUeleYanW infRUmaWiRn WR Well \RX). The SRinW heUe iV WR make Whem feel cRmfRUWable in 
diVclRVing infRUmaWiRn WR \RX. YRX Zill When haYe a µfXll SicWXUe¶ fURm Zhich \RX can 



Sick RXW Whe imSRUWanW SRinWV. ThaW Vaid, VRmeWimeV Whe\ ma\ SURYide \RX ZiWh 
iUUeleYanW infRUmaWiRn.  
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NeYeUWheleVV, \RX haYe WR UealiVe WhaW WR Whem, eYeU\Whing iV UeleYanW. YRX haYe WR 
UemembeU WhaW Zhile WhiV iV jXVW anRWheU clienW ZiWh anRWheU legal iVVXe, WhiV legal 
maWWeU iV cRnVXming WheiU eYeU\da\ life. If Whe\ VWaUW WR Uamble bUing Whem genWl\ back 
Rn WUack ZiWh VRme TXeVWiRnV.  

Manage Whe clienW¶V e[SecWaWiRnV aV WR ZhaW \RX can and cannRW dR. DR Well Whem 
ZhaW \RX aUe gRing WR dR fRU Whem. DR nRW SURmiVe Whem Whe ZRUld. If \RX need WR 
UefeU Whe maWWeU WR anRWheU SaUWneU ZhR iV an e[SeUW in WhiV aUea Rf laZ, RU \RX need 
WR UeVeaUch Whe maWWeU befRUe \RX can adYiVe Whem aV WR a likel\ RXWcRme, When Well 
Whem WhaW. DR nRW jXVW Va\, ³Ze can geW \RX Rff´, RU ³Ze can geW \RX \RXU hRXVe back´ 
if \RX haYen¶W Whe fainWeVW clXe aV WR ZheWheU \RX can RU cannRW!  

E[WUacW Whe infRUmaWiRn fURm Whe clienW in cUeaWiYe Za\V. MRVW Rf Whe Wime Whe\ Zill be 
bUiefed nRW WR diVclRVe VRme infRUmaWiRn XnleVV \RX VSecificall\ aVk Whem. DRn¶W be 
fUXVWUaWed; mRVW clienWV in Ueal life Zill nRW diVclRVe infRUmaWiRn Whe\ Whink Zill 
SUejXdice WheiU caVe. The WUick WR dR WhiV iV keeS aVking RSen TXeVWiRnV. WaiW fRU Whem 
WR Well WheiU VWRU\. WUiWe dRZn incRnViVWencieV RU SRinWV WhaW \RX need WR claUif\. Then 
Zhen Whe\ haYe finiVhed, aVk Whem if WheUe iV an\Whing fXUWheU Whe\ feel iV imSRUWanW WR 
WheiU maWWeU, and if VR, cRXld Whe\ SleaVe Well \RX nRZ. If Whe anVZeU iV nR, When UeSeaW 
Whe ke\ SRinWV Whe\ haYe WRld \RX. Once \RX haYe claUified WheiU cRnceUn baVed Rn 
ZhaW \RX haYe been WRld (again an RSSRUWXniW\ fRU Whem WR Vhed lighW Rn ZhaW Whe\ 
PeaQW ​WR Well \RX Whe fiUVW Wime), \RX can When begin WR aVk clRVed ended TXeVWiRnV.  

Remind Whem Rf cRnfidenWialiW\ WhURXghRXW WhiV UeSeaW SURceVV. If Whe\ aUe l\ing, RU 
RmiWWing infRUmaWiRn Rnce \RX haYe aVked Whem abRXW iW, \RX can alZa\V aSSeal. In 
UelaWiRn WR ³hidden´ infRUmaWiRn; WhingV like nameV, WimeV, inWR[icaWiRn, daWeV, 
UelaWiRnVhiSV VhRXld alZa\V be SURbed. If a SeUVRn cRmeV XS in Whe clienW¶V VWRU\ 
make VXUe \RX knRZ ZhR Whe\ aUe and ZhaW WheiU UelaWiRnVhiS iV WR Whe clienW. IW iV 
alVR a gRRd idea WR TXeVWiRn Whe mRWiYe Rf Whe clienW. If Whe clienW makeV a big deal 
abRXW needing mRne\ fURm a VliS Whe\ had aW Whe VhRSSing cenWUe, When WheiU Ueal 
legal iVVXe ma\ be a bad mRUWgage, a need WR bX\ a SURSeUW\ RU a Za\ RXW Rf a jRb 
Whe\ aUe being haUaVVed in. HRZeYeU make VXUe \RX aVk abRXW WheiU mRWiYe in a 
WacWfXl Za\ aV \RX dR nRW ZanW WR SXW Whem Rff Vide.  

SSRW Whe eWhical iVVXeV. SRme ma\ be haUdeU WR Sick XS Rn Whan RWheUV. FRU e[amSle, 
if \RXU SRWenWial clienW haV a maWWeU inYRlYing anRWheU SaUW\, and \RX haYe 
UeSUeVenWed WhaW RWheU SaUW\ in Whe SaVW, \RX cannRW UeSUeVenW Whe neZ clienW. If a 
clienW WellV \RX Whe\ cannRW affRUd \RX, infRUm Whem Rf fUee legal VeUYiceV aYailable WR 
Whem afWeU \RX haYe WRld Whem Rf \RXU fiUm¶V bUillianW SUR bRnR SRlic\! AlVR Well Whem Rf 
Za\V Whe\ can UedXce legal cRVWV b\ dRing UeVeaUch WhemVelYeV, finding dRcXmenWV, 
cRnWacWing RWheU SaUWieV eWc.  

RemembeU WhaW alWhRXgh Whe clienW iV cRming WR \RX ZiWh an iVVXe and iW cRXld eaUn 
\RX mRne\, VRmeWimeV \RX mighW nRW ZanW WR Wake Rn Whe clienW aV Whe\ cRXld be a 
liabiliW\. ThiV UaUel\ RccXUV and VhRXld neYeU be menWiRned WR Whe clienW bXW VhRXld be 
cRYeUed in Whe SRVW cRnVXlW if aSSlicable.  



Find a gRRd µclienW¶ (Whe SeUVRn \RX aVk WR be \RXU clienW). YRXU clienW VhRXld be able 
WR Uead Whe infRUmaWiRn, UemembeU Whe mRVW imSRUWanW SaUWV, and When Wake Rn Whe 
URle aV WhRXgh Whe\ aUe Whe SeUVRn in WURXble. The mRUe cRnYincing Whe\ aUe, and Whe  
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leVV Whe\ Uel\ Rn WheiU nRWeV, Whe eaVieU iW Zill be fRU \RX WR cRndXcW Whe inWeUYieZ. IW 
Zill be a mRUe aXWhenWic e[SeUience fRU \RX and \RX Zill geW mRUe RXW Rf iW. I ZRXld 
UecRmmend a VWXdenW ZhR iW NOT a laZ VWXdenW.  

If Whe clienW menWiRnV a cRnWUacW, leWWeU eWc. aVk fRU iW. If Whe\ dR nRW haYe iW Rn Whem 
When aVk aV mXch deWail aV Whe\ can UemembeU and make VXUe WhaW in Whe acWiRn Slan 
befRUe Whe end Rf Whe inWeUYieZ WhaW Whe\ knRZ WR geW a cRS\ WR \RX.  

If a clienW needV nRn-legal aVViVWance (fRU e[amSle famil\ cRXnVelling, UelaWiRnVhiS 
adYice, financial adYice eWc.) \RX VhRXld helS make WhaW UefeUUal. YRX Zill cRme 
acURVV WR Whe jXdge aV being aZaUe Rf Whe biggeU SicWXUe. RemembeU WhaW clienW¶V Zill 
haYe a SleWhRUa Rf iVVXeV WhaW VWem fURm Whe legal iVVXe. 
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