Law Firm Customer Service Email Templates
Six law firm customer service email templates, from new-client welcome to case updates and billing, that keep clients informed and reassured.
New client welcome
When to use: Use this right after a new client engages the firm.
Subject
Welcome to [firm name]
Email
Dear [client name],
Thank you for choosing [firm name] to represent you. We are here to guide you through this, and clear communication is part of how we work.
Here is what happens next:
•  We will confirm your file is open and your matter is set up.
•  Your main point of contact is [attorney name].
•  Our first step together is [next step], which we aim to complete by [timeframe].
If you have questions at any point, please reach out. We would rather you ask than wonder.
Sincerely,
[attorney name], [firm name]
Case status update
When to use: Use this to update a client on their matter.
Subject
Update on your matter
Email
Dear [client name],
I want to keep you informed on your [matter], so here is where things stand.
A brief update:
•  What has happened since we last spoke.
•  What is currently in progress.
•  The next step: [next step], expected around [timeframe].
Legal matters can move slowly, and I will make sure you are never left guessing. If you have questions, I am glad to talk them through.
Sincerely,
[attorney name]
Document request
When to use: Use this when you need documents to move the matter forward.
Subject
Documents we need for your matter
Email
Dear [client name],
To move your [matter] forward, we need a few documents from you.
Please provide:
•  The specific documents required, listed clearly.
•  The most secure way to send them to us.
Once we have these, the next step is [next step]. Timely documents help us keep your matter on schedule, ideally by [timeframe]. Please do not send anything sensitive by regular email; use the secure method above.
Sincerely,
[attorney name]
Hearing or date reminder
When to use: Use this ahead of a hearing, deadline, or key date.
Subject
Reminder: upcoming date for your matter
Email
Dear [client name],
This is a reminder of an important upcoming date related to your [matter], scheduled for [timeframe].
To prepare:
•  What you should bring or review beforehand.
•  Where to be and when to arrive.
•  The next step: [next step].
Please confirm you received this and let me know if you have any conflicts. Being prepared makes these dates go far more smoothly.
Sincerely,
[attorney name], [firm name]
Invoice or billing
When to use: Use this to deliver an invoice for work on a matter.
Subject
Your invoice from [firm name]
Email
Dear [client name],
Please find your latest invoice for work on your [matter] attached.
A quick note for clarity:
•  The invoice covers the period and work described.
•  Payment details and the due date are included.
•  If you have any questions about a line item, just ask.
We believe in transparent billing, so please never hesitate to raise a question. The next step is simply [next step].
Sincerely,
[attorney name], [firm name]
Matter conclusion
When to use: Use this when a matter concludes.
Subject
Your matter is concluded
Email
Dear [client name],
I am pleased to let you know that your [matter] with [firm name] is now concluded. Thank you for trusting us throughout.
A few closing notes:
•  A summary of the outcome and what it means.
•  Any final steps on your end, if applicable: [next step].
•  How to reach us if you need anything in the future.
It has been a privilege to represent you. Please keep us in mind should you or someone you know ever need help again.
Sincerely,
[attorney name], [firm name]
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