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HOW A THREE-DECADE-OLD PERSONAL 
INJURY FIRM BECAME A TECH-
DRIVEN ONE
MICHAEL G.  SPEAR, ESQ.
mspear@injuryline.com  

W
hen we pur-
chased and 
began inte-
grating our 
new case man-
agement soft-

ware, client relationship management 
(CRM) system, and AI tool, lawyers 
and other people in the legal industry 
told me, “Your workforce is going to 
shrink. Your payroll costs will drop. 
You're going to love it.”

That’s not what happened.

As we’ve adopted these tools, our firm 
has hired more attorneys and staff. 

That could be a testament to the num-
ber of cases we’re bringing in the door 
and to increased case values due to 
new technologies, but I think it’s even 
more than that. 

The idea that more AI equals fewer 
workers is a fallacy. Instead, technol-

ogy has enabled us to deliver better, 
more personalized service. It has freed 
our team to spend more time on tasks 
that deliver better legal results and 
strengthen our firm’s relationships 
with our clients and referral partners.

Getting to this point required a massive 
strategic shift. It’s almost clichéd today 
to talk about law firms playing catch-
up with technology—clinging to phys-
ical file cabinets and resisting change 
because “this is how we’ve always done 
it.” However, when a law firm commits 
to modernizing thoughtfully, the trans-
formation can be remarkable.

Our firm’s journey to 
becoming a tech-driven 
one began as a necessity 
during COVID-19, but it 
is one of the best strate-
gic decisions our firm has 
made in its thirty years 
of existence. This jour-
ney was not easy, nor is 
it one that every law firm 
can or will complete—as 

evidenced by the many law firms we 
know that have struggled to implement 
technology.

But thanks to significant investments 
of time and money, our firm now has a 
strong grasp of new technologies and 
the best practices for implementing 

them. Our firm’s use of sophisticated 
case management software and AI has 
significantly increased our settlement 
values and ensures we are always tri-
al-ready. And, by maximizing case val-
ues through our tech stack, we ensure 
that firms partnering with us receive 
larger referral fees.

COVID-19 forces our hand
Before 2020, our firm was behind the 
curve on technology. We used a case 
management software that was one 
of the earliest on the market, but we 
weren’t using it to its fullest potential. 
We were leaning heavily on local drives 
and physical files instead. That was our 
comfort zone; we saw no urgent reason 
to change.

But when the COVID-19 pandemic 
began locally in March 2020, we real-
ized quickly that we weren’t going to 
all be in the office together for a while. 
As we tried to run a business remotely, 
we saw that relying on aged physical 
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We look at technology and 
software as tools to help  
us build a better rapport 
with our clients
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No solution that the Democrats or 
Republicans come up with is going to 
reduce medical care except the propos-
als listed here. What the Republicans 
and Democrats will eventually come 
up with, when the public demands it, 
is government handouts and increased 
taxation to the public. The Democrats 
will scream that billionaires should pay 
the healthcare bill, and Republicans 
will make a big fuss over costs imposed 
by Democratic mandates. They are 
both wrong, wrong, wrong. They are 
protecting Big Pharma, the hospital 
industry, and a way of doing business 
which is wholly unprincipled. 

It is time to pass the legislation sug-
gested here, and this author intends 

to write it and submit it at both state 
and federal levels. We will call it the: 
“DOMB,” Disclosure of Medical Billing.

This will cover not only proper disclo-
sure of medical billing practices, but 
also medical errors and complications 
in hospitals.

How many people know that in 
Pennsylvania, for example, the Patient 
Safety Authority, by law, collects infor-
mation about unanticipated medi-
cal events throughout the state on a 
regional basis? Yet, none of that infor-
mation on individual hospitals which 
Pennsylvania collects is made publicly 
available. The Patient Safety Authority 
is supposed to publish and give to the 
Pennsylvania Legislature a “report” 
about medical events. Has anyone ever 
seen that in the public? Even where 

there are full disclosure bills, they are 
either unreadable, generally not made 
available, or wind up in somebody’s 
trash bin. 

We can and should do better. This is 
a capitalist democracy. We must uti-
lize the benefit of what it means to 
be capitalists, to provide the kind of 
information that consumers want and 
need to make informed choices. The 
time is now! 

It may not be Domb, but it is the cor-
rect thing to do. •

Clifford A. Rieders, Esq., Rieders, 
Travis, Dohrmann, Mowrey, 
Humphrey & Waters is a past presi-
dent of PAJ and a current member of 
PAJ’s Board of Governors.
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infrastructure became an immediate 
crisis. Now the impetus wasn’t mod-
ernization; it was our firm’s survival.

We decided we needed to not only 
digitize our existing materials, but also 
to create a comprehensive internal 
process for processing all mail, faxes, 
and other documents coming into the 
office, and place them in digital fold-
ers. We stuck with our old case man-
agement tool while we figured things 
out, but we soon accepted that we 
needed more intuitive technology that 
allowed us to more efficiently serve 
our clients and interact with them.

Looking back now, 2020 marked a sig-
nificant turning point for our firm. 
The technological challenges of the 
pandemic became the foundation for a 

complete operational transformation. 
It took a global crisis to push us into 
the twenty-first century. But once we 
committed to learning and implement-
ing new technology properly, there 
was, and there still is, no going back.

The three tech pillars: Case 
management, CRM, and AI
Today, our technology infrastructure 
rests on three pillars: our case manage-
ment software, our CRM system, and 
AI. Each plays a distinct but intercon-
nected role in how we operate.

Our research into a new case manage-
ment software led us to a cloud-based 
offering that checked all of our boxes. 
Our priority was finding software that 
we could actually learn and control 
from the ground up. With our old 
case management software, we took 
the “Spear Greenfield way” approach 
toward using it, which was cobbled 

together informally because no attor-
neys or staff wanted to learn the soft-
ware forward and back. We saw our 
new software as an opportunity for us 
to learn a case management software 
deeply and to use it without relying on 
trainers or third-party consultants. 

So far, the results have been beyond 
promising. Our new case management 
software provides a running list of 
tasks that makes tracking case mile-
stones and “to-dos” straightforward. 
But more importantly, case-related 
information is centralized. The soft-
ware tags and organizes communica-
tions, increasing efficiency and making 
good organization nearly effortless.
 
Regarding our new CRM, its report-
ing system is the star of the show. It 
provides objective data about our mar-
keting spending and the geographic 

see TECH on page 51
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locations of our leads. One of its “holy 
cow!” features is the one that shows 
you your incoming client leads on a 
map, grouped by zip code. 

Historically, marketing decisions at 
personal injury firms, including ours, 
have relied heavily on gut instinct. 
That isn’t necessarily a bad thing, but 
it can be costly. Most CRMs provide 
hard data that drives smarter market-
ing decisions. This data has changed 
how we make marketing decisions for 
the better. We can save our gut instinct 
and “Spear flair” for when we create 
our television ads and other advertis-
ing assets.

Finally, there’s the AI component, 
which we implement through an 
AI-powered legal tool. When we eval-
uated AI-powered tools, we were look-
ing for more than just an AI-generated 
demand letter machine, which seemed 
to be a tool many personal injury firms 
wanted to adopt. Instead, we want-
ed to use the technology to help us 
litigate cases, for example, by build-
ing deposition summaries and medical  
chronologies.

We had a revelation recently when 
litigating a product liability case. We 
received a document dump of tens of 
thousands of documents. We needed 
to find a needle in the haystack, spe-
cifically, prior violations. It took us fif-
teen minutes to find them using AI. An 
associate would have probably spent a 
few days, if not an entire week, doing 
the same thing. And critically, the AI 
software we use is hyperlinked to its 
sources, cutting down on the poten-
tial for AI hallucinations. That’s given 
me, our attorneys, and staff confidence 

when using it, and has eliminated our 
biggest fear about using AI.

That said, we are not currently using 
AI to draft motions or do case research. 
I don’t think AI is reliable enough 
today to take the lead on drafting legal 
papers, even when there’s a human in 
the loop, double-checking every cita-
tion and quote. For now, we use AI 
to facilitate more pre-litigation settle-
ments faster, cut down on litigation 
costs, and provide our attorneys with 
resources for medical chronologies 
and argument-shaping for settlement 
conferences or arbitration hearings. 
But even in those areas, human review 
remains critical. If you’re not ready to 
get in the weeds with AI, understand 
it, and train your team on how to use it 
properly, you’re asking for trouble.

Using technology has strengthened 
our connection with clients and 
referral partners
As we incorporated our new technolo-
gy tools into our firm’s daily operations, 
we saw that the work our attorneys 
and staff were doing was changing. 
It was becoming more thoughtful—
and human. The attorneys previously 
drowning in document review were 
spending more time on legal strategy. 
The paralegals who were previously 
bogged down in administrative tasks 
and medical summaries were spend-
ing more time communicating with 
clients.

That’s been helpful to our firm because 
our clients increasingly want a per-
sonal, human touch. The vast majority 
prefer to talk on the phone, rather than 
via text or email. They’re fatigued from 
dealing with robots and virtual assis-
tants when they contact businesses for 
customer support. Unfortunately, I still 
get calls where clients ask, “Is this real-

ly Mike Spear?” because they think I’m 
a chatbot. The ability to shift low-level 
administrative work to AI software 
opens up opportunities for our attor-
neys and staff to connect with clients.

And when I say “connect with clients,” 
I mean it. Our attorneys and staff can 
communicate more deeply and more 
often with our clients by speaking with 
them in person, on the phone, or on a 
video call. Our attorneys and staff have 
more time to understand better how 
our clients’ lives have changed due to 
their injuries. This increased under-
standing leads our attorneys and staff 
to more strongly empathize with our 
clients, which increases our clients’ 
trust in us, making them more likely 
to share important details about their 
lives, allowing us to more persuasive-
ly tell their stories in court and out. 
This improved client service leads to 
improved client outcomes.

Lucky for attorneys, connecting per-
sonally with others is a big part of 
what we’re trained to do. Part of our 
job is forging human connections—
with clients, jurors, judges, opposing 
counsel, and experts. I don’t foresee a 
replacement for the human connection 
anytime soon, and I don’t think one is 
necessary. Automation might be great 
for online purchases of snacks or toi-
letries, or to remind clients of certain 
deadlines or obligations. But when cli-
ents are experiencing one of the most 
difficult periods of their lives, many 
crave the empathy and connection that 
only a human can provide.

Additionally, our CRM helps us stay in 
regular contact with our referral part-
ners. For practices that rely on refer-
ring cases, transparency is essential. 
We currently use our CRM to provide 
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our referral partners with real-time 
updates on our clients’ cases. But we 
have even bigger plans for connecting 
with our referral partners using tech-
nology. We will be launching “The 
Spear Network” to connect with other 
law firms. This initiative will focus on 
discussing technology in business and 
creating profitable referral networks 
that connect firms with other firms 
that want to stay ahead of the tech 
curve.

Tips for evaluating new technology 
for your firm
If you’re thinking about modernizing 
your law firm’s technology stack, here’s 
what I learned from our vetting pro-
cess that may help you save precious 
time and money.

First, clarify your motivation. For us, 
the motivation for finding a new case 
management software was, “Let’s actu-
ally learn a system instead of working 
within a flawed system.” We wanted 
to understand the technology from the 
bottom up, and the admin-related fea-
tures needed to be fairly easy to use. 
We were looking for a clean slate, and 
our new case management software 
provided it.

Second, consider the needs at your firm 
that a new tech product would address. 
When we evaluated our AI tool, we 
went in asking: “What are our priori-
ties, and how can this product support 
us in focusing on them?” Our priorities 
were to generate more pre-litigation 
settlements, reduce litigation costs, 
and provide attorneys with resources 
for medical record reviews. Knowing 
what capabilities to focus on meant we 
didn’t need to waste time evaluating a 
software’s ability to draft motions or 
conduct case research. Being specific 
about your needs will help you refine 
your evaluation process and determine 
whether a technology tool actually 
solves your problems or just creates 
new ones.

Third, be realistic about learning 
curves and implementation. Case man-
agement software, CRMs, and AI are 
not “set-it-and-forget-it” technology. 
When we rolled out our AI software, 
I reviewed all the documents it gener-
ated and I trained my team. If you’re 
a lawyer thinking you can defer fully 
to AI and treat it like a well-trained 
senior associate or junior partner, 
you’re setting yourself up for disaster.

Finally, the key to success for us has 
been our dual focus on technological 

competence and human connection. 
We look at technology and software 
as tools to help us build a better rap-
port with our clients and to increase 
the likelihood of successfully resolving 
their cases. We do not view either as 
a ticket to letting our law firm run on 
autopilot.

Five years ago, we were a firm clinging 
to physical files and outdated systems. 
Today, we’re a technology-driven firm 
that still prioritizes the human con-
nection at the center of legal practice. 
Thanks to our adoption of technology, 
our firm is refreshed, revitalized, and 
firing on all cylinders.

If you’re leading the efforts at your law 
firm to implement technology, you’re 
not on an island. I would be glad to 
talk to you about how we’ve built our 
tech stack, how we use it, and what 
we see coming around the bend. The 
stakes are high when law firms invest 
in new technology; you don’t have to 
go it alone. •

PAJ member Michael G. Spear, Esq. is 
an associate with Spear, Greenfield, 
Richman, Weitz & Taggart P.C. in 
Philadelphia.
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