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Most firms lose work long before they know they lost it. 
Silent churn, recency bias, and stale data make it nearly 
impossible to maintain reliable visibility into client needs. 
In a market where decisions are made quickly and new 
competitors emerge daily, the firms that win are not just the 
most qualified—they are the most present, informed, and 
prepared to act.

This white paper reveals why traditional methods are no 
longer sufficient, outlines a modern approach to client 
relationship management and introduces a new category 
of technology: proactive relationship management. We will 
detail how Litera’s Foundation Proactive equips firms to 
move beyond reactive outreach, transforming market signals 
into sustained client growth and a distinct competitive 
advantage.



   |   ©2025 Litera. All Rights Reserved   |   litera.com3 Using Proactive Intelligence to Elevate Client Engagement:  
Smarter Relationships for Modern Law Firms

The True Cost of Reactive 
Relationship Management
For law firms, relationships have always been the currency of success. Yet, 
the way those relationships are managed has not kept pace with a rapidly 
evolving market. Corporate clients demand speed, context, and measurable 
value. In this environment, relying on manual processes and fragmented data 
creates significant, often invisible, risks.

The primary challenge is recency bias. When a corporate client needs legal 
assistance, decisions are often made quickly by committees spanning legal, 
finance, and operations. The firm that is top-of-mind at that precise moment 
frequently wins the work. Staying visible and relevant is not just a marketing 
goal; it is a strategic necessity.

Compounding this is the issue of data decay. A firm’s relationship strategy 
depends on the integrity of its client data. Contact details, organizational 
charts, and relationship mappings change continuously. Relying on manual 
updates or siloed systems produces gaps that lead to missed opportunities 
and, in some cases, eroded client trust.

@
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Ad-hoc Monitoring: 
Relying on memory, manual news 
alerts, or occasional check-ins 
means critical events—like leadership 
changes, financing rounds, or 
regulatory shifts—are often missed. 
By the time a firm learns of an 
opportunity, a competitor has likely 
already engaged the client.

Siloed and Stale Data: 
Client information stored in 
disconnected spreadsheets, personal 
contacts, and outdated CRM records 
creates a fragmented view of the 

firm’s relationships. This prevents a 
coordinated strategy and leads to 
outreach that is generic, untimely,  
or sent to the wrong person.

High-Effort, Low-Impact 
Outreach: 
Without a systematic way to 
connect market events to the firm’s 
experience, partners and business 
development teams spend  
significant time on manual research. 
This operational drag means 
that even when an opportunity is 
identified, the response is often  
too slow to be effective.

Why Traditional Approaches  
Fall Short
The traditional model of relationship management, built 
on individual partner efforts, periodic check-ins, and 
disconnected CRM systems, is no longer adequate to 
compete effectively. Here’s why:

These failures result in a reactive posture. 
Firms find themselves responding to RFPs rather than shaping the 
conversation, leaving valuable revenue opportunities unclaimed.
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What Modern Relationship 
Intelligence Means for Business 
Development Teams 
To overcome these challenges, firms must adopt a systematic approach: 
modern relationship intelligence. This model moves beyond simple contact 
management to create an engine for proactive engagement. It is defined by 
three core capabilities:

Continuous Signal Detection: replacing ad-hoc 
monitoring with always-on intelligence that detects relevant 
market and client events.

Unified Data and Context: connecting external signals to 
the firm’s internal data—including experience, matter history, 
and relationship strength—to provide actionable context.

Secure, Automated Workflows: using enterprise-grade  
systems to ensure data is consistently accurate, secure, and 
integrated into the daily workflows of partners  
and professionals.

This combination turns data from a passive record into  
a proactive trigger for meaningful, timely outreach.
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How Foundation Proactive Works  
to Solve the Problem

Foundation Proactive delivers modern relationship intelligence. 
It combines four key components into a unified system designed 
to help firms retain clients, uncover cross-sell opportunities, and 
win new matters.

Signals 
AI-powered intelligence scans the 
market for critical client and prospect 
events, such as executive moves, 
financing rounds, M&A activity, and 
regulatory shifts. It then translates 
these events into actionable revenue 
alerts, mapped directly to the firm’s 
practice strengths.

Enterprise Relationship 
Management (ERM) 
The system tracks, scores, and 
visualizes relationship strength across 
the entire firm. By measuring the 
frequency, recency, and quality of 
interactions, it provides a clear view 
of which relationships are strong, and 
which require attention, supported by 
automated “keep-in-touch” reminders.

Cleanse 
To ensure the reliability of all 
outreach, Cleanse provides 
continuous, automated data hygiene 
for your CRM. It detects when 
contacts change roles or companies, 
enriches records with new 
information, and archives stale data, 
all while maintaining SOC 2-grade 
security and a transparent audit trail.

Messaging 
The platform bridges the gap between 
insight and action. It generates AI-
drafted outreach for partners in their 
authentic voice and delivers it directly 
within Outlook for one-click review 
and approval. This minimizes friction 
and empowers lawyers to engage 
prospects and clients at the exact 
moment of need.
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Proof and Outcomes:  
The Business Impact
Firms that implement proactive relationship intelligence see 
measurable improvements across key business metrics. By 
systematically engaging clients and prospects with timely, 
relevant insights, they drive tangible outcomes.

	� Increased Client Retention: By staying top-of-mind and demonstrating 
continuous value, firms can preempt competitive threats and solidify their 
position as trusted advisors.

	� Higher Cross-Sell Success: Signal intelligence uncovers multi-practice 
needs within existing clients, allowing firms to spot and act first on 
opportunities to expand their service footprint.

	� More New Client Wins: Being the first to engage when a prospect signals 
a legal need provides a powerful first-mover advantage, dramatically 
increasing the probability of winning the new business.

	� Greater Operational Efficiency: Automating data hygiene and opportunity 
research eliminates thousands of hours of manual work, freeing up 
business development and legal professionals to focus on high-value 
strategic activities.

To see the this in action, check out our 
recent webinar “From Reactive to Proactive: 
How AI is Redefining Business Development” 

https://info.litera.com/legal-technology-as-a-revenue-driver-for-law-firms-on-demand.html
https://info.litera.com/legal-technology-as-a-revenue-driver-for-law-firms-on-demand.html
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Why Now: The Economic Urgency
Several market trends reinforce the need for firms to adopt  
an AI-enabled, proactive model immediately. The legal market 
is not waiting.

	� Intensified Competition: Recent analyses, including Thomson Reuters’ 
State of the U.S. Legal Market, show that while demand for legal services 
has strengthened,  firms are rapidly rethinking their business models as 
AI reshapes expectations for speed and value. The firms that adopt AI to 
anticipate client needs, not just respond, gain a decisive edge. This creates 
both opportunity and heightened competition for client attention.

	� Evolving Client-Side Operations: Corporate legal departments are 
increasingly sophisticated, with legal ops teams building AI-driven 
processes, dashboards, and workflows. They now expect outside counsel 
to match their efficiency, insight, and automation - making proactive, AI-
supported engagement a clear differentiator.

	� The Rise of Alternative Providers: The alternative legal services sector has 
grown into a significant market force, gaining traction through technology-
enabled efficiency. Traditional firms must match this level of agility or risk 
losing share. 

The message from these trends is clear: firms that rely  
on outdated methods will be outmaneuvered by those  
who leverage technology to be more nimble, informed, 
and proactive.

https://www.thomsonreuters.com/en-us/posts/legal/state-of-the-us-legal-market-2025/
https://www.thomsonreuters.com/en-us/posts/legal/state-of-the-us-legal-market-2025/


   |   ©2025 Litera. All Rights Reserved   |   litera.com9 Using Proactive Intelligence to Elevate Client Engagement:  
Smarter Relationships for Modern Law Firms

Creating a Sustainable  
Playbook for Growth
Implementing a proactive relationship intelligence strategy is 
a deliberate process. The following steps provide a practical 
roadmap for driving consistent, measurable client growth.

Activate AI Relationship Intelligence: Deploy relationship 
intelligence that continuously surfaces high-value signals across 
your key accounts and maps them to practice strengths.

Automate Hygiene, Preserve Trust: Implement a system 
for continuous CRM/ERM cleansing to keep contact and relationship 
data current, governed by enterprise-grade security controls.

Connect Experience to Action: Integrate your matter  
and precedent databases with business development workflows  
so attorneys can quickly find relevant experience to support  
targeted outreach.

Make Outreach Effortless for Partners: Deliver actionable 
insights and pre-drafted messaging directly within the tools partners 
use every day, such as Outlook.

Measure and Iterate: Track key performance indicators—
including win rates, cross-sell activity, and client retention—to refine 
your strategy and demonstrate ROI.
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A Strategic Imperative
The future of the legal market will be defined by firms that 
are proactive, data-literate, and secure. Continuing to rely on 
relationships held in memory, fragmented data, and episodic 
outreach is no longer a viable strategy. It cedes ground to 
competitors who show up with context, speed, and credibility.

By combining real-time signals, automated data hygiene, and 
enterprise-grade security—all delivered through systems 
that make it simple for attorneys to engage—firms can build 
relationships that are more enduring, more profitable, and 
more defensible. Moving from reactive to proactive is not 
simply an operational upgrade; it is a strategic imperative for 
sustainable growth in a rapidly changing marketplace.

If you’re looking to Raise The Bar™ on your business development  
game, schedule a meeting with Litera. We would be happy to review 
your existing marketing workflow and see if we can help strengthen 
your relationships! 

https://info.litera.com/foundation-proactive.html


Litera, a leader of the legal AI revolution, is on a mission to Raise The Bar™ for the legal 
profession by delivering transformational and globally-trusted solutions to law firms and 
corporate legal teams worldwide. Our comprehensive suite of Generative and Agentic AI-driven 
tools powers and unifies workflows across Legal Work & Drafting, Knowledge Management, 
Legal Operations, Security & Governance, Marketing and Business Development with next-
generation Proactive Relationship Management (PRM) capabilities. Integrated directly into where 
lawyers work—in Microsoft 365 and across devices—Litera elevates how legal professionals 
effortlessly create exceptional work, win more business, streamline operations, and enables 
seamless governance and data security through AI workflows to reduce context-switching. With 
more than 30 years of legal tech innovation, a majority of the world’s largest law firms as clients, 
and 2M+ daily users, Litera is taking the craft of law to the next level.

For more information about Litera visit litera.com or follow us on LinkedIn.

https://www.litera.com/
https://www.litera.com/

