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Introduction  

In preparation for a Law Firm Metrics Round Table discussion at the 2014 Annual CLM Conference, CLM 

Advisors performed an Industry Snapshot Study to capture current buy-side thinking on issues related to 

law firm metrics and law firm billing.  

Three questions were presented to chief claim and litigation officers across the property and casualty 

insurance market. The responses given to those questions are presented below.  

The thoughtfulness and creativity with which respondents offered unsolicited commentary to two of the 

questions reflects how important these issues are to them. Given the importance of the same issues to 

law firms, this Snapshot is designed to help facilitate and improve the conversation between both 

segments of the industry. As we might say when facilitating a direct exchange between firms and their 

clients, “Make good use of this opportunity!” 

Snapshot Notes 

Take note that a data sample of this size is not statistically valid and should not be relied on as such. 

Percentages, to the extent they are used in this specific Snapshot, are simply to provide a point of 

comparative reference among this select group of executives,  

 

The purpose of this exercise was to showcase the prevailing perceptions of senior claim executives on 

three specific issues, across a diverse group of insurance carriers. While this particular set of 

respondents reflects an appropriate industry mix, it is important nonetheless to see the results in an 

appropriate context. 

 

Snapshot Methodology 

Three short questions were distributed in a personal email to 96 executives, 75 (78 percent) of whom 

currently serve in chief claim officer roles for their organization. The remaining 21 executives (22 

percent) serve in a chief litigation officer role for their organization.  

Within a four-day period, written responses had been received from 37 participants, reflecting a 

response rate of 38 percent (within a four-day period). Due to timing constraints, only responses 

received within that four-day period have been used for this Snapshot. 

It should be noted that an almost 40 percent response rate in such a short period of time is quite high 

for this kind of study, and may reflect the interest and importance that these executives place on the 

topics involved (law firm performance, law firm billing practices).  

Twenty-eight of the responses (76 percent) were received from chief claim officers; the remaining 9 

responses were from litigation officers (24 percent).  

Additionally, please note that interviewees participated on the basis of confidentiality and anonymity 

and as such care has been taken to not tie direct responses back to specific entities or the claim officers 

involved.  
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Snapshot Questions 

Participants were asked three questions. No clarifying information was requested or provided in 

answering the questions. The questions were: 

 

1: What are the 1-3 most important metrics that you believe a law firm should use to demonstrate 

their overall performance? (You do not need to limit yourself to metrics that firms might use currently).  

 

2: On a scale of 1-10, how important is it to you that a law firm’s invoice is “clean” and shows 

compliance with your billing and litigation process guidelines?  

 

3: On a scale of 1-10, do you view errors and non-compliant line items on legal invoices as reflecting 

poorly on the quality of the legal work being performed? (1= invoices and legal work are totally 

unrelated / 10= invoices and legal work are extremely related) 

 

Industry Snapshot Results: Law Firm Metrics 

1: What are the 1-3 most important metrics that you believe a law firm should use to demonstrate 

their overall performance? (You do not need to limit yourself to metrics that firms might use currently).  

 

Participants suggested 1 or more metrics that law firms might use to demonstrate overall performance. 

These are listed below.  
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In addition, several participants made more generalized comments about the use of law firm metrics 

generally. These included: 

Comment 1: 

“I have many lively discussions/debates with law firms on this topic.  I have asked them what are their 

goals for their attorneys and not one has provided any specific goals that go back to the customer 

(insurance carrier) outside of “customer satisfaction”....To me a law firm on the claim side is much like an 

agent on the Underwriting side.  We need them to do business yet they have no “skin in the game”. Both 

get paid regardless of the result.” 

Comment 2: 

 “The biggest problem firms have is to frequently ignore staffing clients' staffing guidelines and 

requirements.” 

Comment 3: 

“Cheapest is rarely best. Most expensive is rarely best. A measurement that to me tells me a lot is how 

often something is being "reviewed" in the billing statements.  I know what a churned file looks like and I 

will not tolerate using my files to pad an hourly firm requirement. If things are always being done last 

minute it drives poor decision making (or at least hasty decision making).  We want ease of use and we 

want freedom to pursue legal rights without too much interference from adjusters but we want 

aggressive, problem solving and proactive litigators handling our matters.  We do not want wait until the 

last minute, do every bit of discovery before analyzing and posturing towards outcome.  

Measuring 0.1's and total costs and billing rates is a losing proposition in my book.  It does not drive 

good outcomes and that is what legal intervention should be for.  The best possible outcome.  Not the 

cheapest price to handle a case poorly or haphazardly.”  
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Industry Snapshot Results: Importance of compliant invoices 

2: On a scale of 1-10, how important is it to you that a law firm’s invoice is “clean” and shows 

compliance with your billing and litigation process guidelines?  

 

There were 37 numerical responses to this question. The average and median rankings (10=extremely 

important) were as follows:  

Average:  7.8 

Median: 8.0 

A number of participants added unsolicited comments to their numerical ranking. These comments may 

add more insight into the importance these executives place on the law firm billing process: 
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Industry Snapshot Results: Perceived Correlation between Non-Compliant 

Invoice Items and Legal “Quality” 

3: On a scale of 1-10, do you view errors and non-compliant line items on legal invoices as reflecting 

poorly on the quality of the legal work being performed? (1= invoices and legal work are totally 

unrelated / 10= invoices and legal work are extremely related) 

 

There were 36 numerical responses to this question. The average and median rankings (10=extremely 

related) were as follows:  

Average:  6.3 

Median: 6.0 

While the overall correlation was less than the importance of compliant invoices generally, and while 

participants seemed more willing to separate legal “quality” and invoicing errors in concept, the 

correlation was more than mid-point. Participants’ unsolicited comments provide insight into how they 

feel on this issue: 
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About this Industry Snapshot Study 
 

This Study was conducted by Taylor Smith, president of CLM Advisors. CLM Advisors is the consulting 

and advisory arm of the Claims and Litigation (CLM) Alliance. With over 25,000 members and fellows, 

the CLM is a collaborative, inclusive, organization that promotes and furthers the highest standards of 

claims and litigation management and brings together thought leaders in both industries. The CLM’s 

Members and Fellows include risk and litigation managers, insurance and claims professionals, 

corporate counsel, outside counsel and third party vendors. The CLM sponsors educational programs, 

provides resources and fosters communication among all in the industry. More information about CLM 

Advisors can be found at www.clmadvisors.org. More information about the CLM can be found at 

www.theclm.org.  

Questions about this Study 

Question about this Study and its findings should be directed to: 

Taylor Smith 

President, CLM Advisors 

taylor.smith@theclm.org 

224-212-0134 

 

 

 

  

 


