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Developing customer relationships with LexisN exis® InterAction®

 

 

 

 

About D avenport LyonsAbout D avenport LyonsAbout D avenport LyonsAbout D avenport Lyons    

D avenport Lyons is a leading business law  firm  

offering a partner-led service. They provide 

com m ercial advice to their clients across a broad 

range of m arket sectors. The firm  offers a unique 

com bination of very strong corporate, tax, 

litigation and property capabilities coupled w ith 

specialist m edia and intellectual property 

expertise. 

 

The C hallenge 

As w ith m any grow ing organisations, D avenport Lyons had a 

w ealth of client intelligence data held w ithin the firm : in 

separate databases, system s and w ithin the m inds of its 

people.   W ith no centralised m anagem ent structure, fee-

earners w ere responsible for the upkeep of their ow n client 

data, w ith little contact sharing or audit taking place. 

There w as an obvious opportunity to consolidate this data, 

using a single solution w ith analytics and processes to 

generate new  business and deepen client relationships.    

The m arketing team  understood that relationships w ith 

clients are a part of the firm ’s crow n-jew els, but found 

tracking these to be challenging and inconsistent. The firm  

w as looking for a sim ple yet pow erful solution that w ould 

enable them  to harness the pow er of their inform ation to 

m aintain and grow  its client base.  

A  crucial objective for the firm  w as to rationalise its 

com m unications, so that all touch points w ith custom ers 

and prospects could be m onitored and evaluated, in order 

to continuously hone its com m unications strategy. 

The team  at D avenport Lyons selected LexisN exis 

InterAction based on its pedigree in the professional 

services m arket and the consultation support that is 

intrinsic to its success. 

 

The SolutionThe SolutionThe SolutionThe Solution    

D avenport Lyons has been using InterAction for over a year.  

Since its im plem entation, the technology has becom e 

entrenched in the business and the firm  is using the system  

in their day-to-day w orking processes. 

The solution has directly benefited three distinct areas 

w ithin the firm : 

• N urturing existing relationships 

It is w idely accepted that for m any professional services 

firm s the best source of additional revenue is from  existing 

clients and contacts.  InterAction gave the D avenport Lyons 

team  the ability to quickly identify its m ost profitable clients, 

in order to invest in these relationships and uncover cross-

selling opportunities. 

The firm  already had a key client m anagem ent program m e 

in place but used InterAction in a m ore efficient w ay to 

identify top clients in term s of existing and potential 

revenue to enable the business developm ent team  to focus 

on specific ‘platinum ’ client relationships and personalised 

cam paigns.  

• Tracking relationships and referrals 

Relationships w ith other law  firm s and referral partners are 

just as vital as those w ith clients.  Being able to track w hich 

firm s are m ost active on the referral front is im portant as 
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business developm ent can nurture this relationship, in a 

sim ilar m anner to its platinum  clients, to ensure this revenue 

stream  continues.  

• Focus PR and m arketing activities 

The PR team  have found InterAction to be a pow erful 

m arketing tool w hich enables all the com m unication 

activities to be tracked and m onitored – helping 

dem onstrate the value to fee earners and m anagem ent. 

D avenport Lyons hosts a large num ber of sem inars and 

events throughout the year focusing on various specialist 

areas of practice.  M anaging the selection, invitation and 

follow -up process around these events has been m ade 

m uch easier thanks to the event tracking functionality in 

InterAction.  C lient com m unication is m ore targeted and as 

a result, m ore effective. W ith the clear differentiation and 

classification that InterAction enables, the D avenport Lyons 

m arketing team  has been able to focus their 

com m unications activities and ensure new sletters, e-alerts 

and event invitations are highly targeted. This, in turn helps 

drive response rates and engagem ent in the firm ’s 

m arketing com m unications.  

 

Business Benefits Business Benefits Business Benefits Business Benefits     

InterAction has proved to be a valuable m arketing tool 

w hich helps drive activity and m ake m arketing and 

m anaging client relationships easier, faster and m ore 

efficient – ultim ately delivering better results.  

At a fundam ental level, InterAction has consolidated client 

and m arketing data from  sources around the firm , providing 

an accurate centralised data point that helps fee-earners 

access client inform ation w ithout onerous update 

processes. 

“InterAction helps us get the right inform ation out of the 

right people,” com m ented D aw n M cEw en, Business 

D evelopm ent D irector, D avenport Lyons.  “Recognising the 

direct im pact that InterAction has had on the firm ’s 

success, fee-earners have em braced the solution.  Through 

its intuitive user interface, there has been m inim al need for 

training; how ever “pow er-users” have em erged, particularly 

w ithin the business developm ent team , w ho are keen to 

explore the advanced, bespoke functionality that 

InterAction can provide.” 

“W e now  have a deeper understanding of our clients, 

revenue stream s and w hat m arketing activity leads to w hat 

outcom e.  Accurate inform ation drives effective decision 

m aking. Even m ore im portantly w e can com m unicate m ore 

effectively w ith our clients and referral partners as w e 

understand every point of contact and how  and w hen to 

reach out to them . 

 

 

 

 

 

  

 


