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“The flexibility of xRM made it possible to deliver our CRM4Legal application three times faster than we could have if we’d opted to build it from the ground up or on another platform.”
Whit McIsaac, President and CEO, Client Profiles

Business Needs
Client Profiles offers a suite of products that compete for market share against those offered by industry powerhouses, such as Lexis-Nexis and Thomson Reuters. 

Because of increased competition in the legal industry, many law practices have added sales, marketing, and business development teams to their organizations. So, for the newest addition to its offerings, Client Profiles wanted to deliver a solution that would support the specific business development and relationship management initiatives of law firms. 

“We saw an opportunity to provide a solution that makes it easier for the lawyers and business users in a firm to interact with and share client, matter, and important contact data,” says Whit McIsaac, President and CEO of Client Profiles.

To satisfy demand and quickly gain market share, Client Profiles needed to differentiate its offering from existing solutions backed by much larger organizations. The company needed to deliver a more advanced solution with an intuitive interface and maximum flexibility while keeping development costs low. 

Solution

In planning the development of its CRM4Legal solution, Client Profiles considered two main options: the acquisition of a company with an existing customer relationship management application or developing a new application as an extension of Microsoft Dynamics® CRM. 

“The more we learned about the xRM concept from Microsoft, the more excited we got,” says McIsaac. xRM is the business application framework that underpins Microsoft Dynamics CRM. “The power and flexibility of the underlying Microsoft® technology, the prebuilt workflow and reporting services and the promise of delivering revolutionary relationship management capabilities tailored just for law firms aligned perfectly with our strategy.”  

Versatile Relationship Management for Law Firms

“Based on countless conversations with prospects and customers, we learned that the last thing a busy lawyer wants to do at the end of a long day is contribute contacts to a marketing database,” says McIsaac. The development team created two custom features designed to radically simplify collaboration across practice groups, offices, and among the various departments in a law firm:
· Automated Contact Retrieval. This feature can be configured to harvest new contacts from each lawyer’s Microsoft Office Outlook® contacts and automatically contribute them to the firm-wide contacts database. Within the Office Outlook interface, lawyers can quickly decide which of these contacts to send to Microsoft Dynamics CRM for use in mailing lists, marketing campaigns, and networking activities. 

· Relationship Intelligence. This feature enables people across the firm—from lawyers to marketing coordinators—to instantly visualize the relationship connections among any companies or contacts on a number of dimensions. “Lawyers can see what practice areas clients have engaged with and marketing staff can see the shared interests clients might have, while the business development teams can identify where cross-selling opportunities exist,” explains McIsaac. 
Flexible, Powerful Business 
Application Framework

Client Profiles used the powerful technologies and components available through the xRM business application framework to develop workflow management and reporting functionality for CRM4Legal. The development team used Windows® Workflow Foundation and the advanced functionality available through the Microsoft .NET Framework to create an auditing and auto-alert feature that is triggered whenever a staff member changes a critical field in a client or contact record.
Additionally, the Client Profiles team took advantage of Microsoft SQL Server® 2008 Reporting Services to create hundreds of report templates that enable law firms to build custom reports from a variety of data sources. “All the tools we needed were readily available through xRM, so we didn’t have to worry about the plumbing of the solution, and our developers could focus on creating business logic and optimizing the user interface components,” says McIsaac.  
Benefits

By taking advantage of xRM to build its CRM4Legal application, Client Profiles estimates a development time savings of up to 200 percent and cost savings of approximately U.S.$2 million in development. By capitalizing on the integration between Microsoft Dynamics CRM and applications in the Microsoft Office system, along with the availability of powerful development tools in xRM, the company delivered a highly versatile and easy-to-use solution. 
Shortens Development Life Cycle by Two-Thirds

From proof of concept to the launch of CRM4Legal, the seven-person Client Profiles development team spent a total of 12 months on the project. “Because our team had familiarity with the underpinnings of xRM, including the .NET Framework and SQL Server, they could work more quickly and confidently than would have been possible if they had to tackle a platform with a steeper learning curve,” says McIsaac. The company estimates that the project would have taken up to 36 months to complete using an alternative approach. 

Saves $2 Million

By relying strictly on internal resources and significantly shortening its development life cycle, Client Profiles achieved a total cost savings of approximately U.S.$2 million compared to building the application from scratch. “The savings we realized were tremendous, and it freed up budget to spend on marketing CRM4Legal and adding new features to future releases,” says Kevin Wydra, Director of Software Development at Client Profiles.
Boosts Competitive Advantage

By delivering a powerful, easy-to-use solution that fits the needs of law firms, Client Profiles has enjoyed rapid uptake of CRM4Legal. In a two-year period, the CRM4Legal user base has grown to include more than 11,000 legal professionals. “The tools we accessed through xRM gave us the ability to create a solution that we can quickly tailor to meet the needs of any type of legal practice. This gives us a huge advantage over our competitors,” says McIsaac.

For more information about other Microsoft customer successes, visit: �HYPERLINK "http://www.microsoft.com/casestudies"�www.microsoft.com/casestudies�
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Partner Profile


Microsoft Gold Certified Partner Client Profiles develops innovative technology solutions tailored to the practice and business of law. Based in Atlanta, Georgia, Client Profiles has 90 employees.





Software and Services
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