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Presentation Notes
Rio 

The Affinity Program Coordinator at Clio

Clio is a tech company that builds cloud based legal solutions for lawyers
been with Clio for a year and a half
Started in support __> Learned about customers and product
I am now the Affinity programs Coordinator-  Manage our 66 relationships with legal associations


mailto:rio.peterson@clio.com

Today's Agenda

* Infroduction to Clio and the Legal Trends Report (LTR)
* Why is the Legal Trends Report important?

» Key insights from the 2016, 2017 and 2018 LTRs
 Discuss the future of legal tech in Canada

* Q&A


Presenter
Presentation Notes
We’re talking about Clio--_> the Legal Trends Report Data Insights about small and solo firms

Intro you to Clio and the legal trends report

Why is the legal trends report important

Key insights from all 3 reports

Share some key the future of tech in Canada
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Transtorming the practice of Law for good.
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Founded in 2008 

first cloud based practice management solution

committed to sharing our knowledge + understanding  with the legal industry- to transform it for good

 But in 2015  we recognized a new  opportunity to both educate and transform the legal industry 

By sharing actionable data insights with small and solo lawyers we knew we could help them build stronger practices and and stronger more innovative industry as a whole
That’s how the Legal Trends Report was born







The Legal Trends Report

Why do we do It¢
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-1. The legal tech landscape is changing--Technology is moving fast

-Small and solos are struggling to keep up to new innovations 

-Small and solo Lawyers are under immense pressure to cut costs - while offering better service to consumers who have come to expect a high level of satisfaction
- 
-How can they adapt to change with out the right tools
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-
2. We see Data as a tool

-At Clio we use Data ---> product decisions, business decisions, customer decisions 

-Prior to the legal trends report - No data about small and solo firms- only about large 100 + firms

Providing insights in to practices- ensure that they have the right tools to not only adapt- Thrive

- Important ---new type of competitor-
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Automated legal services
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Automated Cloud Based legal 

You see, the very same technology that can make small and solo lawyers more efficient, and successful, can also be used to remove them from the legal process.

Recent developments in Artificial Intelligence technology are making it possible for machines to offer legal services in place of lawyers




VOrce.

Changing divorce for good.
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Start up based out of the US

-Uses AI to guide couples through the divorce filing process

AI conducts an interview where clients indicate their preferred outcome

If a hard question comes up, only then a human steps in


�


L E G A L
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Blue Jay Legal
-Based out of Toronto
-Uses Ai to make predictions about case outcomes by analyzing data about previous cases
At the moment this tool is designed to help lawyers
But with development it will be able to replace attorneys by- analyzing huge amounts of data in a matter of minutes -- providing one size fits all legal advice


�
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Just a few examples
AI is being used to --  assist with class actions lawsuits by doing client intake-  Do due Diligence--  Reviewing and maintaining contracts

The companies are:

-efficient
-well financed
-using technology and data as a tool
-taking advantage of the gaps in legal services



The Legal Trends Report
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Let’s move on to the legal trends reports and look at some of the insights they have revealed



Data sources included in the
Legal Trends Report

Clio data Law firm survey Consumer survey
Aggregated and We surveyed 1,968 legal We surveyad 1,336
anonymized data collacted professionals, representing  consumers who have either
from tans of thousands of both Clio users and mon- dealt with a legal problam
legal professionals. Clio usars. or hired a lawyer in the

past 2 years.
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Clio Data:
It’s contributed data from 70,000 Clio firms 
Aggregated
Anonymized
Not from Client files- meta data
-      participation is completely optional

law firm survey:
-Sent out thousands of surveys
-2,000 legal professionals  both Clio and Non Clio users

gen pop survey:
 Surveyed Members of the public who have sought legal advice, and also factors in those who hired and DID NOT end up hiring a lawyer.




Legal
[rends
Report

A

LEGAL TRENDS REPORT
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LTR 2016
�In 2016 we released the first LTR report

The insights that it provided in to how lawyers were spending their workdays rocked the legal industry

Now I don’t have time today -  Read Them!!

But for now let’s cover the most impactful take away from the 2016 report


Law firm key performance

indicators (KPIs)

Utilization rate Realization rate Collection rate

Mumber of billable MNumber of billable MNumber of hours
nours worked hours invoiced collected upon
Mumber of MNumber of billable Mumber of billable
Mours in a day nours worked mnours invoiced

30% 8% 85%
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First Priority- Find a way to Measure the health of small practices

-Prior to the LTR there was no standard way to measure -- hard for small and solo firms to measure the health and efficiency of their practices

Clio uses KPIs- Key performance indicators

-Kpi’s are  measurable values that are used to evaluate how effectively a business is meeting it’s goals
- Focus on Billable hours as a measure of efficiency

created 3 law firm kpis

Of these 3 Utilization rate was the one that revealed the startling insights about how much time and productivity was being lost in a single work day


Number of Billable
Hours Worked

Utilization Rate —

Number of Hours in
Day
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Utilization Rate seeks to answer the question “Of your available workday hours, how many are billable”

In a perfect world, all of them would be.

To find the Utilization rate we divide the number of billable hours worked in a day, but the number of available work hours in that day




Utilization rate

How many hours were billable?

8 hour work day

2.4 hours utilized 4 5.6 hours missing

1.9 hours realized ‘."I 6.1 hours missing

1.6 hours collected
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We find something very startling 

The big shock is how much productivity / revenue is lost at this utilization rate stage

Billable hours
out of an 8 hour workday -- 2.4 hours were billable

Realization Rate--Death by a thousand cuts- 1.9 realized

Collection rate -- 1.6 collected
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�2017 LTR
�The 2017 LTR report carried on the examination for how lawyers run their practices
In 2017 we dug deeper into to exploring where those missing 6 hours were going



13

Administrative tasks and
finding clients takes time

<= Office administration, generating and sending bills, configuring
technology, and collections are all tasks that, combined, eat away
48% of time that could otherwise be spent on billable tasks.

<= The fact that so much non-billable time is dedicated to business
development (33%) suggests earning new clients is a constant

concern for most law firms.
4 8 % Administrative tasks

33 % Business development

*Average percentages calculated from rounded values given by survey
respondents for each category. Individual responses add up to 100%.

16.. 16.

Licensing and Office 1 5%
continuing education administration Generating and
sending bills

11..

Configuring
technology

6.

Collections

REPORT 2017
- ;,1-‘;&

i
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Where those hours were going:
�⅓ of a lawyers day was going to business development
Marketing, advertising, web development
Looking for new clients
Replying to potential clients
The other 48 % was going to admin and non-billable tasks
All of these things accounted for 6.4 hours of missing time a day! That’s approx 32 hours a week
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One of the key objectives of the 2018 legal trends report.
was to expand our purview to two new areas. 

-1. consumer perceptions --looking for a lawyer, 

2. what determines client satisfaction, 

�


New this year

Before hiring a law firm B  Working with a law firm | Earning future business
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Highlight the broader scope of the LTR journey this year –

Shifting our focus to legal consumers  - build on to the insights that we gained with the first two LTR reports, - broader coverage of the client’s journey


Key Insights
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Key insights
Let’s take a look at a few key insights from this year’s report.



Increasing firm revenue

Improving eficiency of
firrm oparations

Hiring mera staf
Improwing client cane

and setistaction

Achieving better
work-life balance

How do law firms
define success?

Reducing non-
reimiursable expanses

Earning mara high- prafile cases

Getting mare data insighis and
getting up Dettar reporting

Being ora of the mast well-known
firms in my practice area

Growing client base

Billing mare howrs

Legal Trends Report 2(
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always seeking insights on how lawyers run their firms - we moved beyond business operations -- what motivates lawyers and how  they define success

We learned that Increasing revenue + operations was at the top of the list,

 but surprisingly at the bottom —> more clients and more revenue. How can we get more revenue without more work? 

This prompted us to do a bit more digging.


Ta catch up on work that

Lawyers are maxed out o e 66
my business o succesc 58* 43"

Top reasons for working
outside of office hours

Ta be availabla to clients 51% 39*

Ta meet ather personal

obligations during regular B1™ 33*
business hours
. /7% of lawyers work Togetaheadn 45" 2q%
outside of business
really & ¥ Y
hours to catch up on realy ey my et 26 29
WO ,"I( :s;:;r:t 15 expected 2% g%
- 58% believe it's whatis To el Sall s s 16 10

in ather time zanes

necessary fo succeed.

Other 6™ g%

o
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Here’s why. 

People surveyed don’t feel underworked, so throwing more volume isn’t the only solution to this problem.

These numbers tell us that working efficiently is a significant challenge for small and solo firms, and that more clients may not necessarily be the solution   


Business development

Licensing and continuing education

Office administration

Generating and sending bills

Configuring technology

Collections

6%

33%
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In our effort to understand the relationship between how  law firms  are run and their clients we took another look at those missing hours that we discovered in the 2016 report.

-We found that 33% of those missing hours are spent on Business dev:

-website development
-Marketing
- Corresponding With potential clients



�


The Client Experience
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Now let’s walk through some of the interesting things we uncovered about the Client experience 
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As part of our expanded exploration -- understand how well lawyers are meeting the needs of legal consumers

We found a gap in expectations between -  how lawyers perceive thein delivery of legal services and advice they provide, - how consumers expect to have those services delivered
They don’t align
It’s important that we understand what areas need improvement so they can compete with online firms

Let’s take a look at why this gap exists - way lawyers can use to align the needs of lawyers and their clients

*** Before next slide - What are the emotions that you think a client experiences when hiring a lawyer? 





Client emotions versus lawyers’ perceptions

Percent who see each of
the following emotions as
part of the client experience
when hiring a lawyer

Disparity between |

lawyers and cliants

qﬁﬂ.' q‘E:& qﬁ':.'- ¥

24
- 33
11'h
._|:I
B Lewyer parcegtion E
af cliant ermotions

B Actual cliant emotians -

Anxiaty Control  Annoyence Amgar Coaonfusion Helief Urgency Disbelief  Frustration
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What are the emotions that you think a client experiences when hiring a lawyer? 

There are a few categories where the perceptions line up. 

big disparities - 51% of clients reported feeling relief, versus 17% of lawyers perceiving that clients may feel that way.

40% of clients feel frustration- only 8% lawyers see that

Relief and frustration are good areas to improve the client experience. If you think about it, one is ideally what you want your client to feel, and the other is not the experience you want them to have.

- Something that online services understand


The market for legal services

hawve dealt with 3

Iife issue that could

B 3w % hawve been handled
aced with 3 legally but wasnt.

egal problem.
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We see the gap in expectations -- What about the market for legal services:

-Of the general population, only 59% consider using law

-Only22% say they prefer using the law whenever possible.

-Additionally, 57% of the general population have dealt with
a life issue that could have been handled legally but wasn’t.

So what holds them back from using the law?




The tenefits are not worth the money

Although tha benedits may justify

: the cost, if's too much money e pelated

to pricing and

The gverallffinal cost isn't clear transparency

| like 1o hendle my problems oy mysealf

Hanaling things legally
5 too overwhalming

Hardling things legally seams
likee tod mueh trouble

Consumers are concerned
about cost and value

| avoid the law &5 much as passible
| don't think I'd find a good lavwyer

| waouldn't know how to use tha law

| didr't think the cutcome
wWoulkd be im my fewar

1T wouldr't oceur to me t2 seek legal help

I've had a bad experiance in the pest
triying 1o resolve an issue legally

1T yaou wait lang enowg h, most
prablams go away on their own
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When it comes down to it, consumers are worried about :

Overall cost, 
Value 
 Price transparency 
indication that lawyers need to be more clear about the services they provide




Moftivations for hirilng a lawyer

Percentage of respondents who selected the following

| dign't think | could handle
my issUe without & lewyar

It was clear that a lawyer would be
ceneficial to my case’s cutcome

My issue was serious encugh thet
| felt tha need 1o hire & lewyar

| was able to find & lewyar
that | frusted enough ta hire

I :s

Most cormmaen

reasons for
hiring a lawyer

------------------

I

| was able to find & lewyar
that | liked enough ta hire

Wiy lawyer made it clear up frant how
much the entire casa would cast me
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Three-way-tie at the top.

- can’t handle on own
- Lawyer would be beneficial
- Issue serious enough for lawyers

-If an issue is serious enough, the cost won’t be a barrier for folks to hire a lawyer.

- Affordability is not important to them once they buy into the idea of complexity, and it becomes a secondary concern

- Highlights the sense of relief that most clients feel. The problem is bigger than their capabilities, found someone who was in their corner.



Consumers who don’'t hire still inquire

Interactions with lawyers

% -
Fercent of customers reported agch of the folkawing

6™
69

Communicated vie phona
or email but didn't hira

58%

Had a personal consultetion

o - o
JZII d CONsu 14 but didn't hira

|:||r I'e

68%

ommunicated
AWYE |:| not hi

Ever hired & lawysar

W Prefer not ta hira lawyers
B Prefer to hire lawyars

o
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Window shopping takes up your time!

- Types of screening mechanism that helps you give them answers (Clio Grow)



HOW dO consumers
feel about l[awyerse
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Now that we’ve looked at the factors that impact a consumer’s desire to hire a lawyer - how consumers feel about lawyers, - how that impacts their perceptions of lawyers as individuals and the legal industry as a whole.



627

of consumers ask friends
and family for
recommendations when

N

' looking o hire a lawyer

o
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Naturally it’s very important to build. A good reputation and ensure that you are meeting the needs of your clients,  

- where lawyers are concerned word of mouth referrals can have a significant impact on their firm.

-62% of consumers…
 …

--- > but how to lawyers gain insight in to areas that they may need to improve on?


How do law firms collect client feedbacke

We don't regularly collest
feadbeck from cliants

coyeerimnyn s | <2

: Law firms
Email survey - '“]% : collect feadback
incansistantly
Phore call dedicatad 1o 5':5,
collecting this information

Farmally in person with stendardized . 4!1,.-;,

questions erd cocumentation
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Feedback
 Clio uses Feedback internally and externally

- lawyers are pretty cavalier about collecting feedback- 37% don’t

- 42% do -methods they commonly use - asking for it in person, can skew the reality

- Social desirability bias, where people will tell you what they think you want to hear versus how they really feel.

  Casual feedback isn’t going to get you the real data.


How does NPS work?

PRERR R WY W
9

012 3 4 5 6 7 8 10

Detractors ... Passlves Promoters

Legal Trends Report 2018


Presenter
Presentation Notes
One way of collecting feedback - “Net Promoter Score” or NPS. 

- one of the most accurate and convenient ways of measuring customer sentiment

- Net Promoter Score is calculated based on responses to a single question: How likely is it that you would recommend our company/product/service to a friend or colleague? T
- scoring based on a 0 to 10 scale.[5]
9-10 are promoters 
7-8 are passives 
0-6 are detractors 

calculate your NPS you will subtract the percentage of detractors/passives for the percentage of respondents who are promoters. 
�-  is on a scale of -100 to 100 anything over  zero is considered ok, anything over 50 is excellent and anything over 75 is expectational.
�- How does the legal industry measure up - Does anyone care to take  guess.
�


29 NP3

for the legal profession

[kBtraciors Frometers

. Legal profession NPS: 48 - 23 = 235



Presenter
Presentation Notes
NPS for the legal profession as a whole, as determined by the Legal Trends Report, is 25. Now, the scale is -100 to 100, so this isn’t catastrophic,


Legal Trends Report 2018

Auto Dealers

Streaming Media
Computers & Tablets
Supermarkets
Investment firms
Software firms

TV & Appliances
Insurance Carriers
Hotels & Rooms
Retailers

Parcel Delivery Services
Fast Food Chains
Rental Cars & Transport
Airlines

Banks

Law Firms

Wireless Carriers

Credit Cards

Health Plans

Utilities

TV & Internet Services

Comparing NPS for
the legal profession
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Let’s see how this compares to other sectors.
�Law firms are on par with Airlines, Banks, wireless carriers and credit card companies
�Think about how you may have felt at one time when dealing with any of those types of service provider? Is that how you want your profession to be seen? �


‘lﬂll Trends Report 2018

Airlines [N 26

Banks [N 26

Law Firms - [0 25

Wireless Carriers _ 25
Credit Cards _ 23

Comparing NPS for
the legal profession
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But let’s see how this compares to other sectors.


What influences NPS?

overal costofservices | 15"
Ease of understanding case expectations | 13

s maper oy | -
S T

B Strong © Medium B Weak

Legal Trends Report 2018
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What influences NPS
�- 1.The perceived overall cost of services

- 2.Ease of understanding case expectations

- 3.Bedside manner or personality 

- 4.Responsiveness to calls and emails 

- The last 3 - greatly outweigh cost concerns and have a greater impact on client feedback

When you see those 4 influencers laid out naturally the next question we asked was, how good are lawyers at meeting client expectations 


Meeting client expectations




Perception versus reality

Making appointments

33% 47 % 16% Lawyers
13% B59% 5% 9% Consumers

Telling a lawyer all the facts or details of a situation

39% B1% Lawyers

70% 18% 7% Consumers

Learning about the legal aspects of a case

44% 44% CE Lawyers
95% 23% L KYAN Consumers

Getting quick questions answered

22% 46% 20% ECW Lawyers
14% 46% 29% s34 Consumers

Communication by type:

Getting status updates on a case
64% 24% FEN Lawyers

18% 37% B Consumers

Checking hours a lawyer is spending on a case

16% 14% 9% 40% 21% Lawyers
19% 24% 26% 26% X Consumers

Signing, viewing, sharing, or delivering documents

43% 35% 18% Lawyers
64% 5% 2(0% o Consumers

Making payments

o7% 32% B Lawyers
39% 1% f% 31% | P&  Consumers

M Inperson M Phone [ Email M Website oronline portal/app M Other

Legal Trends Report 2018
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A central theme to this year’s report,  - the perceptions that lawyers have about their clients needs are not always reflective of the reality


What gets lawyers an NPS score of 25. Let’s walk through them one by one


Perception versus reality

Making appointments

33% 47 % 16% Lawyers

Consumers

Communication by type:

M Inperson M Phone [ Email M Website oronline portal/app WM Other

‘lgll Trends Report 2018



Presenter
Presentation Notes
Most client expect to do this by phone. And the Lawyer does not have that perception at all.


Perception versus reality

Telling a lawyer all the facts or details of a situation

39% B1% Lawyers

Consumers

Communication by type:

M Inperson M Phone [ Email M Website oronline portal/app WM Other

‘lgll Trends Report 2018
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So many clients want to see you in person for this aspect of the case. 
This is a great opportunity - That’s 7-0% that may want to pay for a consult
Also ties in to bedside manner- You can capitalize on early in the relationship- increase satisfaction



Perception versus reality

Making payments

Lawyers

1% f% 31% Consumers

Communication by type:

M Inperson M Phone [ Email M Website oronline portal/app WM Other

‘Igll Trends Report 2018
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Big chunk of consumers have the expectations to do that online. Still a good amount of them that expect to be able to do that in person

If you make paying easier you're more likely to get paid- 2017 LTR 39% faster


Clients expect flexibility

68"

of chients expect
lawvers to be
avallable outside
of their office.
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Expecting face-to-face time, on their terms. How do you manage your life when it seems that clients expect ALL of your time?

Setting expectations is important. 
Finding tools to adapt---And this is an area where technology can be hugely beneficial.


47%

41%

Client 36*

32% 31%

Perceptions are
Changing

24

23%

20%

16"

Agree that virtual lawyers Prefer to never Agree Al and chatbots
are a good idea meet their lawyer are useful in getting
In person legal help

™ General population
B Had a legal issue in the past 2 years

Prefer not to hire lawyers
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- Client perceptions of technology are changing. 
- those who experienced a legal issue in the past 2 years-- more open to - working with virtual lawyers, - working with lawyers remotely-- and using artificial intelligence. and chatbots to handle their legal issues.


- Interesting Those who prefer not to hire lawyers are even more open to alternative formats, 
- may be looking for a different type of legal experience entirely.



Legal Insights for Canadian Lawyerse
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I mentioned previously that we need a large data set to come up with these insights and unfortunately we just don’t have that available for Canadian lawyers right now. We’re hoping that will change because we really want to be able to provide this kind of information in Canada



"Change is hard, but change is good.”

- Henry Rollins
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- let’s talk about why data that looks at the way small and solo Canadian firms are run- data  like that found in the LTR -doesn’t exist for Canadian Lawyers- at the moment

- the Problem of adoption

 - Despite the new and exciting technologies, - lawyers are still comfortable using existing — and increasingly outmoded — methods and processes

- Even within firms that are willing to introduce new technologies, convincing lawyers to use them has proved challenging.

- This isn’t helped by the assumption that young lawyers, owning to their age, must already have an understating of legal technology, a factor that has delayed the majority of Canadian law schools for implementing valuable tech training for students.

https://www.canadianlawyermag.com/author/monica-goyal/tech-competence-a-must-13600/


Responsible use of
fechnology
requires guidance
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- The biggest reason for slow adoption- Law relies on ethical guidelines and regulations to govern it’s operations. 
 the most influential sources of those guidelines, the law societies and bar associations bars, have been very slow to provide any kind of guidance about the ethical and responsible use of tech



/D\

AMERICAN BAR ASSOCIATION

-y
50 ‘ MI

B

T
—- sc o
ms AL CA

« 2012 - Added a duty of

Technological
Competence

A_,g + 36 States have adopted

the duty of Tech
Competence
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https://www.lawtechnologytoday.org/2018/11/assessing-ethics-and-technology/

- 2012, the American Bar Association - Model Rules of Professional Responsibility - duty of technological competence 
- Insure that lawyers are keeping up with advances in tech---risks- benefits
-, 36 states have adopted the duty of tech competency and it’s only a matter of time before the rest follow
- because these influential bodies have provided guidance for tech use that has empowered lawyers to start to adopt new technologies

https://www.lawsitesblog.com/tech-competence



- 2008 - Publication of
s Guidelines for Practicing
#. 0\  BAR ASSOCIATION Ethically with New

by UASSOCIATION DU Information Technologies
| BARREAL CANADIEN

» 2013 - Launch of Legal
Futures Initiative


Presenter
Presentation Notes
How does Canada Measure up?

2008- Guidelines for Practicing Ethically with New Information Technologies 

- This document was extremely useful at the time, however it makes no mention of Cloud computing and has not been updated in 11 years

- 2013- Legal futures initiative which was designed to analyze and examine the nature, extent, and consequences of such change for the future of legal services in Canada.

- provide a frame work for for ideas, approaches, and tools to assist the legal profession in adapting to change

- Great resource- step in the right direction-however it doesn’t offer any official guidelines


http://www.cba.org/Publications-Resources/Practice-Tools/Ethics-and-Professional-Responsibility-(1)/Codes-of-Professional-Conduct


N

« 2017 - Proposed the addition
of a duty of technological
competency to the Model
Code of Professional

Conduct

e 2019 - The proposed
changes have not been
enacted
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Federation of Law Societies of Canada. FLSC

2017- The law society set out to reevaluate their code of conduct and it was recommended that they add a section addressing tech competency for Canadian lawyers

2019- the proposed change has not yet been enacted, essentially leaving the 10 provinces and 3 territories who have adopted the code, without any official guidance or regulation




The Law Society ..

Law Society
of Ontario

* Cloud Computing
Diligence Guidelines

» Technology Practice
Management Guidelines

o
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This has left it up to individual provinces to come up with their own guidelines to help their members adapt to the changing legal landscape

The law society of British Columbia published their Cloud computing diligence guidelines 

The Law society of Ontario published Guidelines for technology practice management

- essential step in the right direction, ultimately they are not official regulations, and without guidance and regulation the Canadian legal sector and it’s lawyers are at risk of being left behind and losing business to online legal providers







Key Lessons
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- We have a lot of work to do
We want to see Canadian Lawyers leading the charge for Legal tech innovation
We want to be able to provide the same kind of insights and tools to Canadian lawyers as we do for American Lawyers 
But I believe that by working together and by keeping an open mind that time is not far off for Canadian lawyers
So what are the things I want you to think about after you leave this room?
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YAY! Change is here to stay
We have a lot of work to do
It doesn’t have to be scary. By changing the way we view change we’ll set the industry up for success
With the right tools and support our legal industry’s journey to embracing a future with technology can be an exciting experience full of new opportunities 
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1. Read the Legal Trends Reports- they contain some incredibly value information and insights, and they provide a lot of practical, actionable ideas for lawyers to improve their practices whether they are American or Canadian

2. Do your research, 
> what Canadian regulatory bodies are doing to help transition the Canadian legal sector in to the technological age
- -research new tech that is available, find out what other lawyers are doing to use tech to their advantage
- If you don’t know,, ASK QUESTIONS. – I’ve given you all an list of incredible resources and places to ask questions

3.  Get the conversation started: Members come to you for - Support- Regulation - Guidance

4. finally, Keep an open mind, change does not have to be an uncomfortable or scary process, if you are open to all of the possibilities and wonderful opportunities that can happen as a result.
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Thank you!

Rio Peterson

Email: rio.peterson@clio.com
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