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When Day Pitney embarked on its continuing 
education program, they had specific goals in 
mind. There had been a reduction in dedicated 
word processing resources, legal administrative 
assistants were required to support more 
attorneys than ever before, and paralegals had to 
be more autonomous when creating documents. 
The firm’s training team saw this as an opportunity 
to re-educate and certify users on better practices 
when working with legal documents, making 
them more efficient. The team used the Legal 
Technology Core Competencies Certification 
Coalition (LTC4): Working with Legal Documents 
learning plan as the foundation for the first round 
of certifying staff competencies.

One key area of improvement was to establish 
the consistent use of styles in Microsoft Word 
to format long documents more efficiently. The 
team also wanted to ensure that users were 
comfortable using Nuance Power PDF Advanced 
as it was a new program for many staff members.

Up-skilling program for Legal Support Specialists to improve productivity

The first step was to get buy-in for the program 
from the executive committee and firm leadership. 
The firm’s COO and executive committee were 
fully on board with the plan, and it was also 
embraced by firm staff who value and enjoy 
participating in training.

Marketing the Program
To introduce the program, the training team held a 
kick-off webinar. Follow-up email communications 
kept the momentum going. They also 
acknowledged staff progress by providing status 
updates so that everyone could see how the firm 
was doing as a whole.

Implementing the Program
The program was rolled out over 4-5 months, 
and the training team implemented a “flipped” 
blended approach using both online learning and 
classroom training.

First, learners went through the Wilson Allen 
online learning modules. The tutorials had a ‘Try 



and improving the productivity of legal support 
specialists. Almost everyone provided specific 
examples of key concepts that they would apply 
immediately to their jobs.

The training team was especially happy that they 
were able to easily accommodate some of the firm’s 
required modifications. Day Pitney’s training manager 
noted, “Wilson Allen was a total pleasure to work with 
when it came to customizations.”

Lessons Learned
The team found that 4-5 months was a long time for 
people to work through a learning plan. In addition, 
since the program was conducted over the summer, 
they experienced some coverage issues. The firm’s 
training manager stated, “In the future, we will change 
the time of year and shorten the length of training to 
two months so that we balance the need for training 
with our ongoing workload and avoid learning fatigue.”

What’s Next?
The training team is looking forward to incorporating 
other LTC4 learning plans and will align them with the key 
audiences and business needs of the firm as they arise.
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Day Pitney is an East Coast-based law firm with approximately 300 attorneys in 13 
offices located in Boston, Connecticut, Florida, New Jersey, New York, Providence, 
and Washington, DC. Day Pitney has cultivated a deep bench of knowledgeable and 
experienced attorneys in various practice areas. Its lawyers work seamlessly across 
disciplines to guide their clients through the evolving legal landscape.

“Everyone appreciated the repetition of 
skills and enjoyed the opportunity to ask 
questions about the skills they learned 
when they came to class.”

It’ feature built-in, and users enjoyed the hands-on 
approach. Lessons were focused on scenarios that 
are familiar to people who work at a law firm, rather 
than on specific features of a software program.

Next, learners were asked to pass quizzes with a 
score of 100% and had unlimited tries to reach that 
score. To accomplish this, the team used Wilson 
Allen’s knowledge checks to evaluate staff member 
skills. As an incentive, if a learner passed all of the 
knowledge checks with a score of 100%, they didn’t 
need to go through the video tutorials. The training 
team coined that achievement as “quizzing out.”

Finally, learners came to classroom training and were 
given both individual and group exercises to complete.

Classroom work was designed to reinforce key 
concepts learned during earlier phases. A learner was 
required to pass all of the quizzes before coming to 
class. The classes were interactive and centered on 
real-life examples; they were not lecture-based and did 
not introduce any new material. Everyone appreciated 
the repetition of skills and enjoyed the opportunity to 
ask questions when they came to class.

Business Outcomes
The final result was that the program fully met 
expectations. Firm management was pleased that 
the investment in training was having an impact. 
Learners became more proficient and the firm was 
able to achieve its business goal of certifying staff 

Wilson Allen’s specialists are trusted by the operational leaders of the 
world’s largest law firms and professional services organizations. We deliver 
the projects, consulting, and ongoing services our customers need to run 
their businesses more profitably by optimizing their business applications, 
technology, and data.


