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Why this matters now

Hispanics are the fastest-growing legal-services market in the U.S. — 62.5M strong, with $2.8T in

purchasing power and disproportionate exposure to personal injury, immigration, workers' comp, and

family law matters. Yet 71% of Spanish-dominant prospects abandon a firm after the first call if they

can't speak with someone in Spanish within 30 seconds.

This playbook is the 5-step operating system we use across 40+ U.S. firms to convert that demand

into signed retainers — without diluting your existing English caseload or hiring full-time bilingual staff.

Step 1 — Intercept the call in under 20 seconds

WHY IT WORKS

Hispanic callers test you in the first three rings. If the greeting isn't bilingual, 1 in 2 hangs up before

stating their case. Firms that lead with a Spanish-first or dual-language greeting see a 38% lift in

completed intakes.

DO THIS

• Open with: "Law office of [Firm] — bilingual intake, ¿prefiere español o English?"

• Route Spanish calls to a live Spanish-native agent within 20 seconds — voicemail is fatal.

• Mirror the caller's dialect (Mexican, Caribbean, Central American). Generic Castilian Spanish reads

as outsourced.

Step 2 — Qualify with culturally-aware NEPQ questions

WHY IT WORKS

Direct "yes/no" qualifying questions break trust with most Hispanic clients. NEPQ-style consultative

questions surface the real situation, the decision-maker (often a family unit, not an individual), and the

urgency — without feeling like an interrogation.

USE THESE SCRIPTS

• "Cuénteme qué pasó — desde el principio." (Open, no leading.)

• "¿Quién más en la familia está ayudándole con esta decisión?" (Surfaces real decision-maker.)

• "Si pudiéramos resolver esto en los próximos 30 días, ¿qué cambiaría para usted?" (Builds urgency

without pressure.)

• "¿Ha hablado con otro abogado sobre este caso?" (Conflict-check + competitive intel.)



Step 3 — Capture the 12 fields that close cases

Skip generic intake forms. These twelve fields are the minimum viable retainer-ready record for

Hispanic-market PI, immigration, and workers' comp matters:

# Field Why it matters

1 Full legal name + preferred name Many use materno/paterno; mismatches stall filings.

2 Country of origin + immigration statusDrives venue, jurisdiction, and U-visa eligibility.

3 Best callback number + WhatsApp IDWhatsApp is the #1 channel for Hispanic clients.

4 Language of all household decision-makersPredicts close rate within 4%.

5 Date / time / location of incident Statute of limitations check.

6 Insurance carrier (own + at-fault) Pre-qualifies PI policy limits.

7 Medical treatment to date Signals case value tier.

8 Employer + W-2 vs 1099 Workers' comp eligibility.

9 Prior attorney contact Conflict + dropped-case red flags.

10 Source (referral, ad, social) Marketing ROI attribution.

11 Best time to consult (with family) Books the consult that actually happens.

12 Consent to text + record TCPA + evidence compliance.

Step 4 — Book the consult while they're warm

• Offer two specific times in the next 48 hours — never "sometime this week."

• Confirm via WhatsApp within 60 seconds. Hispanic no-show rate drops 47% vs SMS.

• Send a Spanish-language confirmation with attorney name, photo, and what to bring.

• 24h before: WhatsApp reminder. 2h before: call to reconfirm.

Step 5 — Retain by removing the language tax

• All retainer agreements, fee disclosures, and status updates in Spanish — bilingual side-by-side

preferred.

• Assign a bilingual case liaison (paralegal or VA) as single point of contact.

• Monthly check-in call in Spanish, even if there's no update. Silence = perceived abandonment.



• Ask for the referral by name: "¿Conoce a alguien en su familia o trabajo que esté pasando por algo

similar?"



Benchmarks: what "good" looks like

Metric Industry avg Top-quartile firm Sempull-managed firm

Call-to-consult rate (Spanish) 18% 34% 47%

Consult-to-retainer rate 31% 52% 61%

After-hours pickup rate 12% 44% 98%

Cost per signed case (PI) $1,840 $1,120 $680

Avg response time, first call 4m 12s 47s 18s

Source: Sempull Inc. internal data, Q1–Q4 2025, 40+ U.S. firms across PI, immigration, workers' comp, and family
law.

Five pitfalls that kill Hispanic conversion

1. Using Google Translate or AI auto-translation on retainer documents. Single biggest source of

malpractice claims in bilingual matters.

2. Routing Spanish calls to a generic answering service. 73% of callers can tell within 10 seconds.

3. Asking for SSN or immigration documents on the first call. Killer of trust — defer to consult.

4. English-only confirmation emails. No-show rates triple.

5. No WhatsApp option. You're invisible to the channel where decisions get made.

Want this implemented in your firm in under 14 days?

Sempull runs bilingual legal intake — live, 24/7, from a U.S.-based team trained on the
framework in this playbook. Book a 30-minute discovery call and we'll map your current intake
against the benchmarks above and quote a plan tailored to your firm.
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