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In both small and large law fi rms CRM can help by profi ling prospects, 

understanding customer needs and building relationships to provide the most 

appropriate product and best customer service. 

Whether you have an existing CRM in place already or are looking to get setup 

with one soon, here are 5 quick tips to help you use your CRM to improve customer 

experience, streamline business processes and increase profi tability. 
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The majority of companies out there looking to increase their company’s bottom 

lines are quick to turn to acquiring new customers and using up large amounts of 

their marketing budgets on advertising and PR. 

However decades of research has shown this is not necessarily the best route to 

take for improving sales. Instead turning your attention to the customers you are 

already working with and generating more business out of them can often be more 

profi table. 

A recent study by marketingmetrics.com has shown the probability of converting 

an existing customer is 60 percent to 70 percent. The probability of converting a 

new prospect, on the other hand, is only 5 percent to 20 percent.

So how can you apply this to your law fi rm through your CRM system?

Improve customer retention1
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Loyalty programs - Setting up a loyalty program in your CRM can quickly highlight 

customers that have been with you a certain period of time or spent over a certain 

amount with you. Within your CRM system you can automate reward e-mails/SMS 

messages to be sent out once they achieve this level or perhaps discounts applied 

to their account to encourage them to return to you. 

Personalisation - Understand each individual customer by collecting data about 

them in your CRM e.g. past purchases, previous support cases, interests etc. This 

allows you to engage with them as people rather than just based on the situation. 

Use this to personalise all your communications with them and better understand 

their needs so you can provide a better customer experience. 

Automated e-mails – Most CRM’s allow you to automate and track the sending 

of e-mails. Consider sending automatic emails for customers confi rming orders, 

follow ups once they have been added to your system, or even interesting pieces 

of information relevant to their interests. These types of automated campaigns are 

great for nurturing your leads and moving them further down the sales funnel. 
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Generally speaking the e-mail marketing feature you get within most CRM’s is 

not nearly as good as a specialist package e.g. MailChimp, Campaign Monitor, 

DotMailer. However, most e-mail marketing platforms will integrate quite nicely with 

the most of the major CRM’s allowing you to import contacts directly, segment 

using data from your CRM, create dynamic content with merge fi elds and track 

interactions and conversions directly back to you CRM. 

The main advantages of this are:

Targeted communications – Using data stored in your CRM you can make sure 

that all communications are personalised and your prospects are getting the 

information relevant to them based on the data/interests stored in your CRM. This 

leads to higher opens and click through rates on your e-mail and crucially more 

conversions.

Integrate your e-mail marketing platform with 
your CRM2
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Saves time – No longer do you have to manually export and import spreadsheets 

or CSV’s. Direct integration with your CRM can help streamline your marketing 

efforts and make your marketing team more effi cient. Less time formatting excel 

spreadsheets, more time planning new exciting marketing campaigns.

Closed loop reporting – Closed loop reporting simply means that sales teams 

report directly to marketing about what has happened to the leads they have 

received. By integrating your e-mail marketing platform directly with your CRM 

means all e-mail marketing campaigns and communications are logged in your 

CRM against an individual contact or opportunity including clicks, opens etc. This 

allows marketers to see the opportunities that sales teams have converted and the 

touch points that have contributed to that conversion. This closed loop data allows 

marketers to plan more strategically. 



CRM, SALES & MARKETING CONSULTANCY

In particular with personal injury law and other high volume industries it’s important 

you can quickly assess whether a new prospect is going to be a viable opportunity 

for your business to pursue. This is where your CRM can help with workfl ows to ensure 

the people picking up the phone, whether that be a solicitor or a sales/admin 

assistant, ask the right questions to assess the lead straight away. Setting up call 

scripts and workfl ows in your CRM will streamline that process and ensure you are 

gathering the right information straight away and not wasting time chasing leads 

that will not convert.

Another added benefi t of this type of workfl ow is the reduced training requirement 

for new employees. Following workfl ows and call scripts already setup in the CRM 

will help new employees understand your business processes and get to work 

straight away. 

Profi ling new opportunities 3



CRM, SALES & MARKETING CONSULTANCY

Also changes in laws and regulations effecting the way you sell your service might 

mean you need to adapt your sales process quickly. This would be achieved 

by simply updating the workfl ow or call script in your CRM to incorporate these 

changes across the business.
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Once you have your CRM setup it’s time to start thinking about how you can use 

your existing data to identify new opportunities and acquiring new customers.

Cross-selling and up-selling – Once you have already sold to a client you should 

already have some kind of bond and trust in place. Look at your existing contacts 

and consider if you can cross-sell and up-sell to these people. The key here is to 

try and create a win-win situation. Make the client feel that you are looking out 

for their best interests by identifying their needs and trying to match the product 

accordingly. 

Logging new contacts - Use your CRM to acquire leads from your website, from 

email campaigns, bring them in from seminars or networking events and send the 

leads directly to your sales team. Recording all these new contacts and managing 

all new opportunities in your CRM is essential to ensure a return on investment.

Identifying new opportunities4
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To get the most of your CRM system you should be merging its functionality with 

other systems you have in place that support the day to day running of your 

business. Some important integrations include:

Accounting software to CRM – Integrating your accounting software to your 

CRM will allow you to raise invoices from your CRM, and add money received 

against your contacts in your CRM. Most major CRM’s now provide apps to link 

up to accounting software or alternatively CRM consultancy businesses can often 

provide bespoke integrations if required. 

Merging this data with your accounting software can not only help gain insight 

about past trends but also helps you create a more accurate forecast for the 

future. 

Integrate with back offi ce systems5
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DocuSign – DocuSign integrated with your CRM can be a powerful tool for law fi rms 

in particular. For those of you who are not aware what DocuSign is, it allows you to 

send, sign, and manage important documents that require signatures all online.

When integrated into your CRM with one click you can send formatted documents 

for review and signing by your clients. Recipients can sign from any device without 

having to download anything.Your CRM will also track what has been updated in 

their profi le. DocuSign now integrates with most of the major CRM systems. 


