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L	 aw firms use Customer 
 Relationship Management  
	 (CRM) systems to stream- 
	 line relationships and drive  

business growth. However, many 
firms struggle to see a true return 
on investment (ROI) from their CRM  
solutions. Reasons range from poor  
adoption rates to misaligned tech-
nology, but a new player in the 
market could change the narrative.

Why traditional CRMs fall short  
in law firms

1. Cultural resistance and lack  
of adoption

One of the biggest hurdles to 
successful CRM implementation is  
cultural resistance within law firms.  
Many attorneys view their client 
relationships as personal assets and 
are reluctant to share contact in-
formation in a centralized system. 
This resistance leads to low adop- 
tion rates, where only a fraction of the  
firm’s professionals use the CRM 
tool, and even fewer use it effectively.

In fact, today, very few attorneys 
ever engage with their firm’s CRM 
system at all. Instead, the main us-
ers are the marketing teams who 
use the CRM primarily to create 
and update lists for mailings, news-
letters, and events. These teams also  
rely on the data to identify business 
development opportunities or pos-
sible problems, such as clients or  
contacts who have fallen off the firm’s 
radar. Despite this, the system’s po- 
tential to enhance client relationships  
and drive attorney involvement re-
mains largely untapped.

2. Poor data quality and main- 
tenance

The quality of the data in a CRM 
system is critical to its effectiveness.  
However, many law firms struggle  
with incomplete, outdated, or incon- 
sistent data. With so many indivi- 
duals responsible for inputting and  
maintaining information, it’s common  
for errors to creep in. This leads to 
poor insights and a system that is 
not relied upon by firm leadership. 
The reliance on marketing teams 
to maintain and leverage the CRM 
often means that the data is used 
more for promotional purposes than 
for actively managing relationships.

3. Misaligned with legal work- 
flows

CRM systems are often de-
signed for industries like retail or 
sales, where the customer lifecycle 
is simpler and transactional. Legal  
practice, on the other hand, in-
volves long-term relationships, 
ongoing case management, and a 
variety of touchpoints across de-
partments. Traditional CRM sys-
tems cannot accommodate these 
complexities, making them feel 
out of place and cumbersome in a 
law firm setting.
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4. Over-focus on technology 
instead of strategy

A common mistake firms make 
is viewing a CRM system as a 
tech solution, rather than part of 
a broader business development 
strategy. Without clear goals and 
strategies for improving client en-
gagement, leveraging data, and 
tracking relationships, even the 
best CRM system will underper-
form. Law firms that implement 
CRM systems without a business 
development plan see minimal 
ROI.

5. Hidden costs and high main- 
tenance

Traditional CRM systems can be 
costly to implement and maintain. 
Many law firms underestimate the  
time, money, and resources required 
not just for setup, but for ongoing 
data management, user support, 
and software updates. When these 
hidden costs pile up, the ROI of 
the CRM becomes harder to jus-
tify, and firms may feel trapped in 
a cycle of paying for a system that 
doesn’t deliver.

6. Lack of customization
Off-the-shelf CRM solutions of-

ten cannot meet the unique needs 
of law firms. Customizing these 
systems can be costly and time-
consu-ming, making it difficult for 
firms to realize the full potential of 
CRM technology. Without suffi-
cient customization, the CRM may 
struggle to integrate with other 
key systems or capture the com-
plex data needed for long-term cli-
ent management.
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TRĒ: A game-changer for law 
firm CRM?

Enter TRE, an AI-powered CRM  
alternative that promises to ad-
dress many of the common pitfalls 
traditional CRM systems face in 
law firms. Developed by Todd Miller,  
the CEO and founder of the award- 
winning Gwabbit, TRĒ offers a rad-
ically different approach to CRM,  
emphasizing ease of use, smart auto- 
mation, and minimal resource re- 
quirements. But will it deliver where 
other systems have fallen short?

Please note: this is an independent 
review. LegalXcellence has no finan- 
cial interest or investment in TRĒ.

TRĒ promises to tackle many of 
these longstanding issues head-on 
with a small, easy-to-use AI-driven 
platform. But what sets TRĒ apart 
from the traditional CRM systems 
that have struggled to deliver ROI 
in law firms?

1. AI-powered data manage-
ment with zero data stewards

One of TRĒ’s most attractive fea-
tures is its AI-driven contact and  
relationship intelligence, which auto- 
mates the process of sourcing, 
updating, and maintaining client 
data. Unlike traditional systems 
that require significant manual in-
put and oversight, TRĒ eliminates 
the need for data stewards entirely.

By automatically sourcing fresh 
contact information from email 
signatures and uploaded lists, TRĒ 
ensures the data remains current 
and accurate without placing a bur- 
den on attorneys or staff. TRĒ also 
enhances this data with LinkedIn  
links, firmographics, industry codes,  
logos, and geo-radius information, 
providing a rich, up-to-date view of 
client relationships.

2. Rapid deployment and turn- 
key functionality

While traditional CRM systems 
often take months to implement, 
TRĒ can be deployed in just five min- 
utes. There’s no need for lengthy 

customization or IT intervention—
TRĒ is 100% turnkey. This rapid 
deployment not only saves firms 
time and money but also allows 
them to see value almost immedi-
ately, rather than waiting for a sys-
tem to be fully integrated.

3. Built-in eMarketing and 
precision targeting

TRĒ includes TRĒ mail, a built-in 
eMarketing solution that enables 
law firms to create and distribute 
marketing campaigns easily. Lever- 
aging AI, TRĒ allows users to create 
highly targeted contact lists based 
on more than a dozen data points, 
ensuring communications are sent 
to the most relevant recipients.

The ability to generate precision  
lists and immediately launch eMar- 
keting campaigns without additional 
software makes TRĒ a powerful tool  
for business development. Law firms  
can put their data to work with just 
one click, enhancing both efficiency 
and effectiveness.

4. Cost-effective and scalable
While traditional CRMs come 

with significant upfront costs, TRĒ 
is affordable and scalable, making 
it a strong option for firms of all siz-
es. With no need for dedicated data 
stewards or extensive IT resourc-
es, TRĒ pays for itself by stream-
lining operations and reducing 
overhead. Firms can also try TRĒ 
with a 30-day free trial, making it a 
low-risk option for those looking to 
explore AI-driven CRM.

5. Seamless integration with 
existing systems

For firms that already have a 
CRM system in place, TRĒ can func- 
tion as a companion, enhancing the 
capabilities of existing platforms. 
Its AI-driven approach to data man- 
agement can complement tradi-
tional systems by filling in gaps 
where manual data entry or over-
sight would otherwise be required.

The role of business develop-
ment coaching in CRM success

While CRM systems like TRĒ 
offer immense potential, their value  
is maximized when attorneys ac-
tively engage with the platform. 
This is where business development 
coaching becomes crucial. A con-
sultant who provides one-on-one 
coaching can help attorneys see be- 
yond the technology, guiding them 
to unlock the power of CRM sys-
tems for their individual practices.

1. Encouraging attorneys to 
use CRM strategically:

Business development coaches 
work with attorneys to shift their 
mindset, showing them how to lev-
erage CRM data to foster stronger 
client relationships. Instead of seeing 
CRM as a tool for marketing alone,  
attorneys learn to use it to track rela- 
tionships, identify new opportunities,  
and pinpoint any areas where contact  
with clients or prospects has waned.

2. Knowledge is power:
A critical function of CRM sys-

tems is identifying who in the firm 
knows a particular prospect or or- 
ganization. Coaches help attorneys  
see the value of this “relationship in-
telligence” by demonstrating how  
it can help them quickly discover 
whether anyone in the firm has  
existing connections with potential  
clients. This internal networking can 
lead to warm introductions, making  
business development efforts more  
strategic and effective.

3. Personalized client engage- 
ment:

Armed with the right CRM in-
sights, attorneys can tailor their  
outreach and engagement strategies. 
Business development coaching 
emphasizes how attorneys can use 
client and contact data to deliver per- 
sonalized attention, strengthening 
long-term relationships and differen- 
tiating their firm from competitors.

The future of CRM in law firms
With AI-driven systems like TRĒ 

entering the market, the future of 
CRM in law firms looks promising. 
TRĒ’s ease of use, smart automa-
tion, and ability to provide compre-
hensive client data without manual 
effort could address many of the 
shortcomings of traditional CRM 
systems.

Legacy CRMs require firmwide 
engagement, demanding significant 
time and financial investment, yet 
they rarely deliver effective results.  
In contrast, implementing TRĒ to  
empower your BD/Marketing team,  
combined with personalized busi-
ness development coaching for your 
partners, will yield significantly bet- 
ter outcomes while saving the firm 
time, money, and improved data 
quality.

The focus on automation, com-
bined with personalized business 
development coaching, could be 
the solution that finally bridges the 
gap between marketing needs and 
attorney engagement.

George Brandon is the president of 
LegalXcellence.com. He welcomes  
questions and ideas for future 
business development columns at 
george@legalxcellence.com


