CASE STUDY:

How Al Is Redefining Legal
Priorities — Insights from the
2024 Clio Legal Trends Report

BACKGROUND

The 2024 Clio Legal Trends Report provides an annual evaluation based on
extensive data from tens of thousands of legal professionals and consumer
survey responses. This year's report highlighted critical areas for law firms:
adoption of Al, shifts toward alternative biling models, and client
engagement strategies.

CHALLENGE

Law firms face pressures from increasing client expectations for efficiency
and transparency. Despite adopting technology, many firms fail at basic
responsiveness to potential clients, hurting their growth potential and market
competitiveness.
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https://www.clio.com/resources/legal-trends/

KEY FINDINGS

Al Adoption

- Al use among legal professionals surged from 19% in 2023 to 79% in 2024.
- Tasks suitable for Al automation include client intake, data analysis, and
case management—representing approximately 66% of hourly billable work.
- Lawyers using Al reported significant benefits, including increased efficiency
(64%), improved work quality (36%), and better client satisfaction (23%).

- Client acceptance of Al has grown, with 70% comfortable with Al-enabled
legal services, up from 46% in 2023.

Billing Models Shift

- Al efficiencies challenge the traditional hourly billing model. ABA guidance
mandates savings from Al efficiencies be passed to clients.

- Firms increasingly adopt flat fee billing, with a 34% rise since 2016 and a
notable 6% increase last year alone.

- Clients strongly favor flat fee structures, with 71% preferring predictable
pricing.

- Flat fee models result in faster billing, quicker payments, and more efficient
case closures.

Client Engagement Issues

- Secret shopper studies revealed severe responsiveness issues, with just
40% answering phone calls and only 33% responding to emails.

- Almost half of law firms (48%) were effectively unreachable by phone.

- Potential clients who spoke directly to a firm via phone were three times
more likely to recommend the firm, compared to those only receiving
voicemail responses.




Technological Solutions for Enhanced Responsiveness

- Only 7% of law firms currently utilize chatbots, despite their potential for
immediate client engagement.

- Clients see chatbots as valuable initial contact points but insist on the ability
to escalate conversations to humans for complex matters.

- Firms can also use online schedulers, intake forms, and text messaging to
streamline client interactions and boost satisfaction.

Website Optimization

- While 84% of potential clients can find basic contact information on law
firm websites, only about one-third find the overall experience seamless or
user-friendly.

- Enhancing transparency around pricing and processes online is a clear
competitive advantage, leading to better informed, more satisfied potential
clients.

Recommendations

- Embrace Al: Integrate Al to optimize efficiency and align billing methods
with client expectations.

- Improve Responsiveness: Prioritize timely communication via phone and
email to significantly enhance client satisfaction and firm reputation.

- Optimize Digital Presence: Invest in user-friendly websites with transparent
information, streamlined intake forms, and strategic use of chatbots for initial
client engagement.

By addressing these critical areas, law firms can position themselves for
growth, efficiency, and long-term success in an evolving legal landscape.
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