
KEY FACTS

Gowling WLG (UK), the UK arm of the international law firm, is a longstanding user of the  
CRM platform LexisNexis® InterAction®. In view of CRM’s maturity as a discipline, in 2019, 
the new Business Development (BD) leadership at Gowling embarked on revitalising the 
use of relationship data to drive marketing and business development practices. 
 
Over 18 months, the firm addressed underlying discrepancies in the data, implemented 
tools, people, and processes to continuously manage the data integrity, and 
championed change through the firm to help lawyers see how the data could make 
them even more successful. As a result, the firm has recorded 2000% more BD 
activities over the prior year (the total activities added for the last full financial year 
is the same as the previous 15 years added together!). This provides vital intelligence 
on who is in the firm and how the firm engages with clients and prospects, which is 
invaluable in determining where there is business opportunity or risk (see Figure 3).
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People, process, and tools

Paul Nash, CRM Systems Manager at Gowling UK, collaborated with Simon McNidder, a CRM expert and change 
agent who understands both the power and headaches of CRM and the client relationship data it protects.  
Viewing the InterAction team as trusted advisors and innovative leaders in CRM, Paul and Simon partnered with  
the team on a strategic system health check that considered user needs and how to best empower the firm’s  
desired business processes. 

The data challenge 

Data integrity is fundamental to CRM success. A lack of trust in the data (caused by inaccurate or incomplete records) 
is often the reason for low user adoption of CRM in firms. 

An initial audit of Gowling UK client relationship data, collected over 20 years, revealed 300,000 records. Many 
were missing key information, such as phone numbers and email addresses, and a significant percentage of contacts 
in InterAction were disconnected from firm personnel. Near zero activities had been recorded and there were 
weak connections between marketing emails and contacts. Further complicating the problem, the firm’s practice 
management software had created duplicates throughout the database that had not been properly addressed by any 
of the checks in the system. 

Internal interviews with lawyers and personal assistants further reinforced that users didn’t trust the data, didn’t know 
how to use the system, simply chose not to make changes, or developed their own methodologies for their contacts.

Poor data quality and a lack of governance around it was negatively impacting fee earner and marketing productivity 
and were counter to the firm’s commitment to connecting with clients and innovating to serve their needs. 
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“InterAction’s value-add is that their account support and consultancy 
services team members have worked in law firms themselves—across 
functions that include CRM, IT, marketing, BD, and even as lawyers. 
Their advice is grounded in the real world and proven.” 
 —Paul Nash, CRM Systems Manager
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Armed with an actionable report complete with system recommendations and best practice considerations, 
Paul and Simon took measured steps to clean the data, removing 60% of contacts, detailed in the report, and 
35% of companies because they were unknown. To improve adoption further, they acted on 180 improvements 
recommended by InterAction to the setup. These included:

• Amendments to the home screen, searches, activity types, and adding links to training videos and dashboards
• A new BD self-service intranet hub
• Using Folder Dependency Analyser (FDA) rules to automate contact management
• A weekly BD activity report for lawyers about their contacts with the help of a third-party source

The leaner database, collection of tools, and rigour of data change management are now managed by data stewards 
to ensure continuous maintenance of data.

Delivering cultural change

The success of the project hinged on sustained cultural change 
throughout the firm. Users soon experienced a simplified interface 
and higher quality data. The value of using the system was brought 
to life through scenario-based training, monthly tips, and a dedicated 
newsletter to provide reminders and help (see Figure 1). Paul recruited 
Practice Team Co-ordinators as internal champions, ensuring the 
system would facilitate their success. Gamification embraced the 
competitive nature of the lawyers, where Lawyer League Tables reveal  
point tallies, based on the activities they add to contacts (see Figure 2), 
InterAction training they attend, pre-meeting briefing packs they 
schedule in the system, and so on. 

Figure 1 – Example of Gowling WLG’s 
InterAction newsletter

Figure 2 – Lawyer 
League Table

Paul reveals, “This League Table is a roaring success. From a pure data 
management perspective, it’s of course helping keep the InterAction 
database up to date. From a cultural change standpoint, this activity 
has truly energised our cause. There is banter and well-meaning 
competition among our fee earners as they look to outdo each other 
to gain the top spot on the League Table—the lawyers are ‘in it to win 
it’. It’s a source of great amusement in the firm.”
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InterAction belongs to the lawyers 

While Paul acknowledges there is more work to do, the project has dramatically 
improved the ROI of InterAction and revitalised its role in the firm’s service and 
growth. Marketing and BD activities can be even more targeted; the adoption 
of Microsoft® Power BI® has allowed relationships at risk to be identified and 
protected, contacts engaging in legal topics can now be easily seen, and the firm 
has more visibility into how they plan for the future. 

Paul concludes, “Today, the system belongs to our lawyers; marketing merely 
uses the data to carry out BD activities. From staunch sceptics, many of our 
firm’s lawyers are champions of InterAction. One sceptic punched the air 
during a training session, exclaiming, ‘That’s it, that’s what I’ve been wanting!’

“They are seeing value in how the discipline and the technology is 
meaningfully assisting them in their day-to-day client activity and in meeting 
their personal key performance indicators. No CRM programme is ever 
complete. We are now planning initiatives whereby InterAction will support 
lead generation and sales accelerator projects in the coming months.” 

Paul Nash 
Paul is an experienced CRM Systems and Marketing 
Database Manager skilled in developing Data 
Governance and GDPR strategy. He joined Gowling in 
2018 as CRM Systems Manager.
https://linkedin.com/in/paul-nash

Simon McNidder
Simon is a CRM engagement and database  
problem-solver for Professional Services firms working 
with the team at Gowling to help deliver business value 
from CRM. 
https://linkedin.com/in/simonmcnidder

Figure 3 – BD Activities Added YoY

251

2016 2017 2018 2019 2020

517

248

2,726

1,873

1 Jan – 
19  Apr

ACTIVITIES ADDED

Possible multiple 
contacts on an 
activity

INTERACTION.COM

877-308-8557

https://gowlingwlg.com/en/
https://www.lexisnexisinteraction.co.uk/
https://linkedin.com/in/paul-nash
https://linkedin.com/in/simonmcnidder
https://www.interaction.com/

