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THE CHALLENGE 

Attorney Michael Skupin had a problem. As a solo practitioner 
with just one administrator at his firm, he was missing out on 
potential business by not answering his phone round the clock. 
After all, he was a family lawyer, specializing in divorce, and 
people who decide they want a divorce are not doing so precisely 
between the hours of 9:00 a.m. and 5:00 p.m. Monday through 
Friday.

Skupin knew that not being available to his clients going through 
a traumatic time was out of character. He had always prided 
himself on outstanding customer service, quickly responding to 
client inquiries by phone or email. But if the inquiries were not 
able to come through, he felt like he was letting people down.

“My clients come to me because of how I tackle problems, and 
because I’ve been in their shoes,” he says. “I listen to them, 
educate them and try to suggest mediation or settlement as a 
gentler way to resolve the situation, especially if children are 
involved. It’s important to me to always be there for them.”

NO MORE MISSED CALLS

For a time, Skupin relied on his secretary to answer calls in the 
office, but found that her messages were often garbled, lacking 
the unequivocal accuracy he needed as an attorney dealing in 
hard facts. He ultimately decided to research outside virtual 
receptionist services, and after an Internet search of various 
providers, he reached out to Answer1. 
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Skupin knew that Answer1 would help him with the problem of 
missed calls, but he had no idea the benefits would be so 
far-reaching. First and foremost, of course, is the accuracy and 
professionalism of all the attendants he has encountered. His 
clients even refer to the Answer1 personnel as “your secretary,” 
as she is virtually indistinguishable from a dedicated in-house 
resource. “They are just so professional,” comments Skupin, “that 
it is hard to for clients to tell the difference.” 

DETAILED MESSAGES

Answer1 is also instrumental in facilitating casework. For 
example, Skupin might receive a message that someone wants 
information on modifying a court order, has an incident involving 
the children or is interested in starting divorce proceedings. They 
don’t just pass along the fact that “Jane Doe” called, but do so 
much more. “There’s no question that it helps move along cases 
tremendously,” he says.

DATA DRIVEN DECISION MAKING

In Skupin’s field, a key benefit is the tracking abilities the service 
provides. Since each call is logged with a time and date stamp by 
Answer1, it provides valuable leverage when facing opposing 
counsel. “I can go into court and tell the judge exactly how many 
times the opposing party has tried to contact me. They simply 
cannot make stuff up,” he says.

EXTENSION OF THE FIRM 

3 months in, Skupin saw Answer1 as a valuable extension of his 
practice. He knew that his calls would be professionally answered, 
regardless of whether he is tied up in a meeting or out of the 
office. “Answer1 saves us time and improves our client 
relationships by helping us maintain live contact while giving us 
the ability to conduct uninterrupted work,” he says.
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ADDING IT ALL UP

For Skupin, it isn’t hard to quantify the value of Answer1 to his 
business. Not only does he receive more of his incoming calls 
from potential clients – which, he estimates, could add up to a 
significant chunk of change – but he also saves the cost of hiring 
his own high-quality resource to take his messages. “My secretary 
was simply not answering calls as well as Answer1.  Answer1’s 
service has just been outstanding.”  

Skupin estimates that by using Answer1, he saves more than 
$20K-$30K annually on salary and benefits – minus the relatively 
small cost of Answer1 – leaving him well in the black. 

Skupin is happy to give high praise to Answer1.  
“I’m just impressed with the company overall, and in this day and 
age of social media, it’s a lot harder to get good comments than 
bad comments,” he says. “I enjoy giving feedback for a company 
I believe in. Having them on my side is just phenomenal.”
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