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David Ackert, MA, has over fifteen years of experience as a business development
consultant to lawyers. He has personally developed and implemented client
development programs for hundreds of firms, from regional boutiques to some of the
top Am Law 100s. Through his company, The Ackert Advisory, he has created Your Honor
Award-winning platforms including Practice Boomers, an e-learning program that
teaches rainmaking to lawyers, and Practice Pipeline, a relationship management tool.
David’s programs have garnered press from such publications as the LA Times, The
National Review, the Los Angeles Business Journal, The Wall Street Journal, and the
Daily Journal.

Chris Fritsch, JD, is a CRM Success Consultant and the Founder of CLIENTSFirst
Consulting. In the last 10 years, Chris and her team have helped more than 100 firms
choose and implement the right technology solutions to support their business
development efforts, enhance adoption and maximize return on investment. She also
writes and speaks nationally on law firm business development technology. Her areas of
expertise include CRM, data quality, competitive intelligence and utilizing technology to
strengthen client relationships. Chris received her law degree from Emory University
School of Law in Atlanta, GA.
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WHO TOOK OUR MARKET-WIDE STUDY?

1-30 lawyers

700 or more lawyers

31-200 lawyers
201-700 lawyers

142 survey respondents (mostly legal

marketing and BD professionals)
representing over 100 firms.




HOW MANY FIRMS USE CRM?

The number of firms using CRM has
increased from 70% last year to 73%
this year.




DOES SIZE OF FIRM AFFECT WHETHER CRM IS
USED?

No I 5%

0%  10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

All firms with 200+ lawyers

When we control for size, we find that almost
all firms with 200 or more lawyers have CRM.

Those who don’t have CRM are mostly smaller
firms.




WHICH PLATFORM IS USED THE MOST?

M 2015

InterAction
ContactEase
Microsoft Dynamics
SalesForce
IntelliPad

OnePlace

Business Development Premier

We developed our own platform

Other (please specify)

W 2016

InterAction is still the most
popular platform, but its
market share has decreased
by 12% since last year.

In second place is
ContactEase with 24%
market share, a 6% increase
from last year



WHAT CRM IS ABOUT

People
Process

Technology
=The problem typically isn’t the technology




73% OF FIRMS HAVE CRM, BUT DO LAWYERS USE IT?

“I would reasonably estimate the percentage of lawyers utilizing CRM at my firm to
be one of the following” (Utilization = using CRM at least once every 2 weeks)

B 2015 W 2016

1%
0-5% of lawyers ~ 6-15% of lawyers  16-30% of lawyers  31-60% of lawyers 61-100% of lawyers

At 58% of firms, less than 5% of lawyers
use CRM actively. Overall CRM use by

lawyers decreased from 2015-16.




REASONS FOR CRM FAILURE

The most common reasons for CRM failure
= Unrealistic expectations

= Lack of buy-in from management

= Lawyers unwilling to share ‘their’ contacts

= Lack of input from key user groups

= Lack of strategy or planning

= ‘Generic’ or technical training

= Failure to commit necessary resources

= Data quality issues




MANY REASONS ARE GIVEN FOR LOW UTILIZATION,
BUT IS THERE MORE TO THE STORY?

I 2015 2016

Complicated Interfaces

High level of data entry

Lack of technological proficiency

Lack of accountability

Lack of accountability is the #1 reason

given for low CRM utilization, even more
so than last year.




OTHER MINOR REASONS LISTED FOR LOW
UTILIZATION INCLUDED:

 CRM in early stages of implementation (12%)
« Attorneys are not given access to CRM (10%)

 CRM has inadequate functionality for pipeline management (6%)
« Lack of appreciation of the value of CRM (5%)
* |nsufficient time to learn and/or use CRM (2%)




ANALYZING THE MARKET LEADERS (UTILIZATION)

I Market U InterAction - ContactEase

0-5% of lawyers  6-15% of lawyers  16-30% of lawyers  31-60% of lawyers 61-100% of lawyers

At firms using ContactEase, a weighted average
of 18% of lawyers use CRM regularly.

At firms using InterAction, 12% of lawyers use
CRM on average.




ANALYZING THE MARKET LEADERS
(REASONS BEHIND LOW UTILIZATION)

- ContactEase

I Market I InterAction

Complicated Interfaces

High level of data entry

Firms using InterAction are 22% more likely to
indicate complicated interfaces than ContactEase

users. InterAction users are also 24% more likely
to report a high level of data entry.




IF LAWYERS DON'T USE CRM, WHO DOES?

Marketing/BD Department
Legal Secretaries
Data stewards (in-house)

Data stewards (outsourced)

Marketing and BD professionals

shoulder the lion’s share of
responsibility for maintaining CRM
databases.




AND WHAT ABOUT ACCOUNTABILITY?

1 (Little accountability)

2 (Medium accountability)

3 (High accountability) %&

Unsurprisingly, a majority of firms report that

lawyers face little accountability for using CRM.




VERY FEW FIRMS TRACK ROI

W 2015 w2016
1%
1 (No ROI) 2 3 (Medium ROI) 4 5 (High ROI) Insufficient
Quantifiable
Data

Tracking quantifiable ROl is a challenge for the

vast majority of law firms.




WE CONDUCTED A SEPARATE STUDY...
DOES ANYTHING LOOK FAMILIAR?

“Which are the biggest
business development
challenges at your firm?

How problematic are

Compensation structures insufficiently
tsflzy onascale of 1 to encourage cross-selling

Lack of accountability for engaging in BD
activities

Failure by lawyers to prioritize BD
activities

Lack of structured BD plans or strategies

Weak BD capabilities among lawyers
Lack of lawyer buy-in

Competing law firms

Lack of strategic intelligence to inform
strategic BD

Our latest study found that the #1 problem law firms

face with BD is a lack of accountability for lawyers to
engage in BD activities.




WHAT DO THE 23 RESPONDENTS OF MID-TO-HIGH
ROI HAVE IN COMMON?

“How heavily does
your firm
emphasize lawyer
utilization of
CRM?”

Average Mid-to-high ROI

]
Weighted
3 (Medium - average:
emphasis) 1 8
‘I
5 (Heavy I
emphasis)

0% 10% 20% 30% 40%  50%  60% 0o q0%  20%  30%  40%  50%

1 (Little to
no emphasis)

Weighted
average:
2.3

High-ROI firms place much more

emphasis on lawyers using CRM.




WHAT DO THE 23 RESPONDENTS OF MID-TO-HIGH ROI
HAVE IN COMMON?

Level of accountability to which lawyers are held

Average Mid-to-high ROI
face little ...
2 [ Weighted B eignee
average: average:
1.2 1.39
| N
face a high...

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 0% 10% 20% 30% 40% 50% 60% 70%

High-ROI firms hold their lawyers

more accountable for using CRM




POLLS

To what extent is your CRM effective for marketing =
functions?

To what extent is your CRM effective for BD?

1 (Not effective)
1 (Not effective)

2 (Moderately effective)
2 (Moderately effective)

3 (Highly effective) 3 (Highly effective)

N/A (We don't have CRM) N/A (We don't have CRM)

0 20 40 60 80 100

o
N
o

40 60 80 100

Percent Percent




MARKET LEADER ALTERNATIVES

BUSINESS
DEVELOPMENT
PREMIER

.......

venRnsys
IntelliPad CRM

PRACTICE PIPELINE

ONEPLACE




BUSINESS DEVELOPMENT PREMIER

Pros

Automated capture of contacts

minimizes attorney effort

Integrated ERM system to identify

relationship strength

Data enhanced with company and

industry information

Business development pipeline

Possible cloud model
Cons
New to the market
w purchase for most firms

ges to contacts do not flow tg

S
cloud based mode

General Information >

Thomson Reuters Profile >
Monitor Suite

Contacts

Colleagues.

Opportunities

Matter

Dynamic
watch lists

Microsoft Corporation

‘Thomson Reuters Profile

iPad =

THOMSON REUTERS

ELITE

Microsoft Dynamics CRM v Y | BUSINESS DEVELOP.. v  Companies | v  Microsoft Corporati...

+ New [ DEACTIVATE 83 CONNECT | »  [FMADD TO MARKETING LIST ~ $& ASSIGN

COMPANY : DETAILS ~

Microsoft Corporation

Firm Relationship Strength
[ | | s

m NETWORK UPDATES

GENERAL INFORMATION

EMPLOYEES
99,000 92

Relationship Classification
Strategic

FINANCIALS COMPETITORS

124 Total Relationships

INDUSTRY
Software Publishers

BUSINESS SUMMARY

Microsoft Corporation is engaged in
developing, licensing and supporting a
range of software products and services.
The Company operates in five segments:
Windows & Windows Live Division
(Windows Division), Server and Tools,
Online Services Division (OSD), Microsoft
Business Division (MBD), and
Entertainment and Devices Division
(EDD). The Company's products include

CONTACT

ADDRESS PHONE

One Microsoft Way 425-882-8080
Redmond, Washington 98052-6399

United States

4:27 PM 51% &

6 Madison & Dearborn + &

Accounts

Contacts

T )

(Q

T

|||||| 3M Company
StPaul | MN | USA

HSBC Group
NI Nintendo Corp
London | England | UK

||"||| Microsoft Corporation
Redmond | WA | USA

III"I Pepsico Inc
Purchase | NY | USA

e Boeing Company
Ml Zhe Sceing &
Chicago |IL|USA

|||"| Wells Fargo and Company
San Francisco | CA | USA

||"| Akamai Technologies Inc
Cambridge | MA | USA

|l Besten Scientific Corpora...
Natick | MA| USA

Ali Khan Holiday Card
HSBC Group | Associate

Andrew Oh
HSBC Group | VP and Associate Director

Key Contacts - UK

Key Contacts - USA (West)

Anne Kottman

Pepsico Inc | Senior Marketing Director Tennis Events

Audrey Allison
The Boeing Company | Director

Dan Lobdell
HSBC Group | Vice President

Dick Hinson
The Boeing Company | President

Frank Short
PepsiCo Inc | Sr. Account Relations Repre...

George Conrades
Akamai Technologies Inc | Chairman and...

Guy Christiansen

Targeted Use Cases for

Attorneys




ONEPLACE

Pros

* Cloud based system requires
limited IT resources and
involvement

Force.com platform allows
integration with SalesForce

apps
Pipeline and experience
nctionality

ase for most fi
model
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PRACTICE PIPELINE

Pros

* Dashboard for coaching
oversight & ROl tracking

* Simple interface with high
lawyer adoption

Generates progress reports

Integrates with most CRM
platforms
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Succeeding with CRM

m Success is defined by the unique needs of each firm

m Begin by assessing firm and attorney needs that CRM
can address

Focus on people, processes and problems first;
products second

m Strategy and planning
m Ongoing training and communication
m Data quality

m Dedicated necessary resources
Time, money and people

| CLIENTSFIRST Committed to the

CONSULTING




TAKEAWAYS

*  27% of law firms surveyed do not use CRM

* |nteraction has more than double the market share of ContactEase, but ContactEase is
reported to have better utilization, ease of use and less cumbersome data entry

* Accountability is the #1 reason lawyers at firms of all sizes fail to utilize CRM
* There is a clear corollary between ease of use, accountability, and utilization
* There is little attempt to tie CRM to ROI

* Most CRM challenges are rooted in human behavior rather than the technology itself

* There is a broad spectrum of products to engage your lawyers in Pipeline management.
Some of them are not CRM.




RECOMMENDATIONS

« Match the CRM platform to the culture at your firm. Investigate the various
platforms to find a good fit.

 Put measures in place to track ROI
* Qualitative baseline survey
* Track new clients to CRM activity

*  Survey active users for feedback

« Consider interactive forums (monthly coaching circles or lunch & learns) for
pipeline discussion

* Use BD-oriented software for BD coaching and CRM for marketing functions
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