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Using CRM to Enhance Business Development

McMillan is a leading business law firm serving clients across key industries in Canada, the United States, and 
internationally. The firm offers solutions-oriented legal advice in major business sectors through its offices in 
Vancouver, Calgary, Toronto, Montreal, and Hong Kong.

Aside from the legal advice McMillan 
provides, the firm also prides itself 
on its thought leadership activities, 
offering many knowledge-based 
seminars to clients and prospects. 
These events are crucial networking and 
relationship-building components of the 
firm’s overall marketing and business 
development strategies. The firm 
realised that its business development 
efforts could be most effective if it was 
reaching the right audience. What it 
needed was a customer relationship 
management (CRM) platform that 
could capture data about customers 
and prospects to inform its mailing and 
invitation lists, allowing the information 
to be tailored to recipients’ scope of 
business and interests.

Putting ‘who knows whom’ info 
in one place
McMillan wasn’t totally without a 
CRM system; in 2017, the firm had 
implemented an interim CRM system in 
order to meet the compliance deadline 
of Canada’s anti-spam legislation 
(CASL), which required businesses 
to obtain permission for all contacts 
they send marketing-related email to, 

regardless of when the contacts were 
acquired. McMillan knew at the outset 
that this was a temporary solution and 
that it would need to replace it with 
a more comprehensive CRM system 
in the near future. The limits of the 
interim solution were many: it was not 
centralised in scope, nor was it open 
to all members of the firm. Only the 
marketing department was using it, 
primarily to maintain CASL consents for 
list management. In the meantime, all 
of the firm’s offices throughout Canada 
and in Hong Kong were still maintaining 
separate contact and prospect lists.

“An important feature that was 
missing from our CRM program was 
broader access to ‘who knows whom’ 
information. When our lawyers were 
reaching out to contacts, they had no 
way of easily seeing where existing 
relationships were in order to turn a cold 
call into a warmer one,” explains Suzie 
Williams, national director of marketing 
and business development at McMillan. 
“There were many emails going around 
the firm with people asking, ‘Does 
anybody know someone at such and 
such organisation?’ People had to wait 
for their colleagues to respond, whereas 
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if they had access to the right CRM system, they would have 
that information at their fingertips, much more quickly than 
the time it took to send out an email and wait for replies.”

McMillan needed not only a contact repository, but a 
system that would allow them to truly take advantage of 
the relationship management aspect and capture and share 
information regarding who was meeting with whom. It wanted 
to bring the tools and information from its interim solution 
into a central CRM system that could be easily accessed and 
updated by all licensed members of the firm.

“It’s a very competitive marketplace, and we’re not only 
competing with other law firms. We’re also competing for our 
audience’s time and attention. That’s why the relationship 
management capabilities of a CRM platform are more 
important than ever,” Williams adds. “Our lawyers are operating 
across industries, practice groups, and offices, so they’re 
busy in terms of their outreach. But without a tool where we 
can record prospective visits and results, we run the risk of 
not maximising our opportunities. It’s also important from a 
reputation perspective to synchronise our prospecting efforts, 
improving our ability to see what both our left hand and right 
hand are doing.”

Choosing a CRM partner
When it came to choosing a partner to help the firm identify 
and implement the best CRM solution for its needs, McMillan 
turned to Wilson Allen.

“We didn’t consider working with anyone else because Wilson 
Allen had successfully delivered on the temporary CRM 
project, which was pretty large in scope and had a highly 
pressured time frame,” Williams says. “They had spent a lot 
of time with our original data set so they understood our 
business very well, and they have a deep understanding of 
the legal industry in particular. It was a really good team 
environment; I felt like they were more of an extension of our firm 
rather than just a vendor consultant. They were clearly on our 
side with helping achieve our objectives from a CRM system.”

In order to identify the best CRM platform for this effort, 
Wilson Allen supported a needs assessment that involved 
interviewing the firm’s lawyers and staff from across the 
country. The interviews revealed just how massive the project 
would be. It would need to consolidate within one system not 
only the data that was already in their interim CRM solution, 
but also data from marketing lists in other offices, lawyers’ 
individual prospect lists (that in many cases were offline in 
their own spreadsheets or databases), as well as business 
contacts in Outlook.

“It’s a very competitive marketplace, and we’re not 
only competing with other law firms. We’re also 
competing for our audience’s time and attention. 
That’s why the relationship management capabilities 
of a CRM platform are more important than ever.”

Suzie Williams 
National Director of Marketing and Business Development

McMillan LLP
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“We didn’t consider working with anyone else because Wilson Allen 
had successfully delivered on the temporary CRM project, which was 
pretty large in scope and had a highly pressured time frame.”

Executing a successful data strategy 
and migration
After considering several options, McMillan chose Intapp 
OnePlace, believing it would best meet the firm’s needs. But 
choosing the right solution was only part of the overall CRM 
equation. Next was how to tackle its data. “We knew that no 
matter how great the platform we launched would be, if the 
data wasn’t at a high level of integrity, it wouldn’t be useful to 
our lawyers,” Williams adds.

McMillan looked to Wilson Allen to provide direction on its 
data strategy, which involved choosing and then cleaning the 
data that would be migrated from the interim system to the 
new OnePlace system to make sure that it was all accurate 
and up to date.

McMillan had an enormous amount of data, in excess of 
200,000 records. It knew that many of those records were likely 
outdated, didn’t have CASL consent, or weren’t high priority. 
Wilson Allen performed a data audit to choose and clean the 
first 100,000 records to be migrated to the new CRM system. To 
do this, Wilson Allen’s CRM team built a tool for McMillan that 
used six different levels of prioritisation as criteria for choosing 
the first set of data. The remaining data would be held in a 
“sandbox” for cleaning and migrating in the second phase of 
the project.

To supplement the automated data selection tool, McMillan also 
hired a group of data stewards who would be responsible for 
manually reviewing the data records. Wilson Allen trained these 
data stewards on the criteria for selecting and cleaning data.

Aside from bringing data across to the new system, Wilson Allen 
provided the tools to maintain the integrity of the data as well as 
integrate new contact lists as people joined the firm. Now the 
firm has a sustainable process to maintain the data, add to it, 
and modify it on a regular basis. Wilson Allen also created a tool 
to selectively migrate information from the “sandbox” data that 
wasn’t included in the original 100,000 records.

Enhancing the functionality with add-on solutions
To further tailor the new CRM system to meet the firm’s needs, 
Wilson Allen helped McMillan identify compatible add-on 
solutions. “Wilson introduced us to other vendor partners 
they had relationships with that could make the new system 
even more valuable,” Williams explains. The firm implemented 
an emarketing platform that allows McMillan to market 
itself through email and other digital tools. An additional 
tool quantifies the volume of email interactions between 
McMillan’s lawyers and their contacts and rates those 
contacts by strength of interactions. A news alert system was 
activated in the CRM so that McMillan’s lawyers can monitor 
news alerts and be proactive about contacting clients when 
issues arise that may call for McMillan’s assistance.

Finally, Wilson Allen also provided McMillan with several 
opportunities for idea exchanges with other law firms who 
had also implemented CRM systems. Wilson Allen facilitated 
consultations between McMillan and some of its previous 
CRM clients at various stages along the way to see how 
they had handled different parts of the process. Wilson Allen 
also invited McMillan’s marketing department to attend a 
forum it hosted for various law firms to share their CRM 
implementation experiences.

Suzie Williams 
National Director of Marketing and Business Development, McMillan LLP
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About Wilson Allen
Wilson Allen offers software and services that enable law 
firms and professional services organisations to enhance 
business performance.

The company uses relationships with prominent industry 
partners to apply deep subject-matter expertise that helps 
firms build stronger relationships, work more efficiently, and 
run more profitably.

Long recognised as a leader in services for time and billing 
applications, Wilson Allen has dramatically expanded its 
breadth of offerings in recent years and now includes:

 � Proven consulting services to maximise the return 
on software investments 

 � World-class CRM tools and services to help firms 
identify, win, and keep high-value clients 

 � Best-of-breed paperless, pre-billing software to 
help firms work more efficiently

 � Innovative BI software and business analytics 
featuring prebuilt AI and machine-learning models 
that help firms make smarter business decisions

 � Full-service training solutions to speed user 
adoption and maximise productivity

Learn more:
wilsonallen.com/crm-solutions

From limited to limitless CRM
While phase 1 involved an agile approach to setting up the basics of the CRM system, phase 2 is 
now underway to extend functionality and continue increasing engagement with the platform. In 
addition, a client feedback module will be explored to support client loyalty and retention efforts.

Williams says that one of the most positive results of the new CRM system is that now CRM has 
evolved from being an activity that was limited to only the marketing department to an effort that 
now includes firm lawyers, law clerks, paralegals, and legal assistants who also have relationships 
with clients and prospects. In doing so, McMillan is truly reaping the benefits of a CRM system.

“When marketing is the only gatekeeper of a CRM system, it limits its benefits,” Williams adds. 
“Information has so much power. Now our lawyers are able to see what clients’ and prospects’ 
areas of interest are and create cross-selling opportunities. There’s already been quite a bit of 
knowledge sharing in a very short time. That’s where CRM is so valuable in building stronger 
relationships with existing clients and establishing relationships with prospects as well.”

https://wilsonallen.com/crm-solutions
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