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"A problem is a chance for you to do your best."  

- Duke Ellington  

 

2 
 

ABC Analysis 

 
All Clients of your law firm deserve the 
same high standard of Customer Service. 
However, not all Clients are as valuable as 
each other. 80% of law firm revenue 
comes from 20% of Clients. (Paretto) 

 
To see this, we can do ABC Analysis: 
make a graph of all revenue for your law 
firm for a year, and list the Clients along 

the X-axis. 
 

 

We will see an exponentially degreasing curve. On the left, we see a few Clients who brought in most 

revenues (they are the A-Clients). On the right, however, there is a long Tail – here are many smaller 

Commodity and Transactional Clients. These are C-Clients. B-Clients are somewhere in the middle. 

(D-Clients exist, too, and are unprofitable).  

 

Thus, be sure that your A-Clients are happy. You need them to have Customer Delight, not just 
Customer Satisfaction. Most law firms invest far too much time to C and D-Clients, and neglect the A-
Clients. 
 
Still, most law firms take whatever work comes through the door. This means, undoubtedly, they have 

too many small Commodity Clients, who are often Transactional, and such Clients take a 

disproportionate amount of time to cater for. They are not high-revenue generating A-Clients, but are C-

Clients. Worse, most law firms have not calculated their Hourly Break-Even Point for lawyers. So, 

especially considering that not all hours worked are billed, we may have lawyers doing work at a loss for 

a Client, and these are the D-Clients. Lawyers can be working and losing money. I have not met a law 

firm which does not have too many C and D Clients.  

 

A controversial solution to this is to simply, politely, “fire” the bottom 10% of your firm’s Client base by 
revenue, and focus instead on Cross-Selling and Active Referrals to generate more work at A-Client 
level. This is called Cutting the Tail, and increases profitability significantly.   
 
If you have any questions, or would like some help, contact me at any time – john@nixedonia.com 

 


