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Personal Injury Firms - Growth Strategy Series

The Client Experience:
Make it a Priority to
Strengthen Your Brand
and Accelerate Growth
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The Hidden Cost of Poor Communication

You've just secured a substantial settlement for your client. The legal work was
excellent—thorough investigation, aggressive negotiation, and a favorable outcome.
But when you ask for a referral or online review, the client hesitates. Why? Because
throughout the six-month process, they felt ignored, confused, and anxious about
what was happening with their case.

This scenario plays out in personal injury firms every day. Attorneys focus intensely on
the legal strategy and case outcomes, yet often overlook the client experience that
ultimately determines satisfaction and referrals. In most cases, a client who receives
a good settlement, but poor communication will rate their experience lower than a
client who receives a modest settlement but exceptional commmunication.

In personal injury
practice, client
communication isn't
just a customer

i service issue—it'sa
7% Dbusiness imperative
L thatdirectlyimpacts
your firm's growth,
reputation, and
profitability.
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Why Traditional Communication Fails
Clients

Personal injury clients are typically going through one of the most stressful periods of
their lives. They're dealing with physical pain, medical bills, lost wages, and
uncertainty about their future. They've hired you to navigate a complex legal process
they don't understand, and they need regular reassurance that everything is moving
forward — and that they matter to you.

Yet most firms struggle to provide that reassurance consistently. Attorneys are busy
working on cases, appearing in court, and handling negotiations. Paralegals are
chasing down medical records and preparing documents. The phone rings
constantly. Emails pile up. A client calls asking for a status update, but no one has
time to call them back immediately.

The client calls again the next day. Then they send an email. Then they call a third
time, frustrated and worried. Meanwhile, your staff is spending hours each week
returning calls that ask the same basic questions: "What's happening with my case?”
"Have you heard from the insurance company?’ "When will this be resolved?”

This cycle creates several
problems. Anxious clients
consume staff time with
repetitive inquiries.
Missed calls and delayed
responses erode trust.
Clients feel neglected
even when significant
work is happening
behind the scenes. By the
time the case is settled,
many clients feel relieved
to be done with the
process—not grateful for
the representation.
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The Modern Communication Solution

Intelligent, automated communication platforms solve these problems by keeping
clients informed proactively rather than reactively. Instead of waiting for clients to call
with questions, the system provides them with continuous visibility into their case
status and automatic updates when meaningful events occur. Here are five examples
of that value.

Secure Client Portals:

Modern portals give clients 24/7 access to view their case status,

review documents, and check messages—all from their
smartphone or computer. They can see which medical records

have been received, when demands have been sent, and what
offers are under consideration. This transparency eliminates the

anxiety of wondering what's happening and dramatically reduces
"just checking in" phone calls.

Automated Status Updates:
When key milestones occur—a demand letter is sent, an offer is
5 received, a deposition is scheduled—the system automatically
a sends text or email notifications to the client. These updates are
timely, informative, and keep clients feeling connected to their
case without requiring manual effort from your staff.

Two-Way Secure Messaging:

Instead of playing phone tag, clients can send questions through
a secure messaging system that keeps all communication
organized within their case file. Staff can respond when
convenient, and clients receive notifications when new messages
arrive. The entire conversation history is preserved and accessible,
eliminating the "he said, she said” confusion that often occurs with
phone calls.
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Document Sharing and E-Signature:

- 'TI Need a client to review and sign a settlement agreement? Upload
. it to the portal, and they can review and sign electronically from
anywhere. No more printing, scanning, mailing, or scheduling

ol L : , .
= office visits for simple document execution. This accelerates case
resolution while providing better convenience for clients.

Appointment Scheduling:

Integrated scheduling tools let clients book consultations or calls
directly through the portal, selecting from your available time
slots. Automated reminders reduce no-shows, and calendar
integration ensures your team stays synchronized.

M

The Business Impact

Firms that implement modern client communication platforms report remarkable
results. Inbound phone calls often decrease by 40% or more because clients can find
answers themselves through the portal or receive proactive updates that preempt
their questions. This frees staff to focus on substantive legal work rather than
repetitive status inquiries.

Client satisfaction scores improve dramatically when people feel informed and in
control. They understand that silence doesn't mean inaction—they can see the work
happening in real-time. This transparency builds trust and confidence throughout the
representation.

Perhaps most importantly, satisfied clients become referral sources. They tell friends
and family about the firm that "kept me informed every step of the way" and "made it
so easy to stay updated on my case.” These referrals come pre-sold on your firm
because they've heard about the experience, not just the outcomes.
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The return on investment is substantial. Reduced
staff time on phone calls, faster document
turnaround, higher client satisfaction, and
increased referrals all contribute directly to
profitability and growth. Meanwhile, positive
online reviews and testimonials strengthen your
brand reputation in a very competitive market.

Transform Client Experience with AllRize

The AllRize Practice Management System includes a comprehensive client
communication platform designed specifically for personal injury firms. Built natively
on Microsoft Dynamics 365 — and seamlessly integrated with the Microsoft Office
productivity tools you already use — AllRize ensures client information stays protected
while remaining easily accessible.

With AllRize, you can create secure client portals that provide 24/7 case access,
automated milestone notifications, two-way messaging, and integrated e-signature
capabilities—all branded with your firm's identity. Every communication is
automatically logged to the case file, creating a complete record without manual
data entry.

Your clients deserve the “white glove” service that
your firm wants to provide. Discover how AllRize can
help you deliver the exceptional client experience
that drives higher satisfaction, positive reviews, and
more referrals. Learn more at allrize.ai.
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About

AllRize
=~

AllRize is a privately held software company that provides

digitally powered law firms with a comprehensive, Al-powered \

practice management system. The AllRize Saas$ platform is built N

on Microsoft Dynamics 365 technology, integrates seamlessly \

with Microsoft Office productivity tools, and is hosted on

Microsoft Azure. "

The platform includes separate modules for Marketing, CRM,
Matter Management, Document Management, and Accounting.
These modules can be deployed one at a time, or together as a
completely integrated system. Each module is powered by
customized Generative or Agentic Al technology based on
Microsoft Copilot.

The result is a powerful practice management solution with a
single Ul that can help automate tasks, boost staff productivity,
enhance client experience, and ultimately accelerate revenue
growth.

To learn more, visit allrize.ai or schedule
a discovery call with an AllRize expert.
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