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TIPS & TRENDS: INDUSTRY ADVICE AND DEVELOPMENTS

How Cultures Built on Humanity and Authenticity
Become Competitive Marketing Advantages for
Law Firms

For legal administrators helping guide firm culture and operations, value-driven
leadership built on humanity and empathy are increasingly essential to long-term
growth.
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Law firms spend enormous amounts of time focusing on
strategy, financial performance and client development. Yet
one of the most powerful drivers of long-term success rarely
appears on a dashboard or strategic plan: humanity in how we
lead, how we build teams and how we present ourselves to
clients.

Empathy, authenticity, personality and kindness often determine  _
whether firms attract top talent, retain great people and build



lasting client relationships. Responsibility for shaping those
qualities is shared across a firm's leadership team, including
managing partners, administrators, marketing professionals and
HR leaders.

Together, they translate vision into daily practice and shape a
culture that has become one of the most powerful competitive
advantages a firm can have.

Culture Is No Longer Just an Internal Issue

In the past, culture was often viewed as something separate from
business strategy. Today, that is no longer the case.

Prospective lawyers evaluate firm culture before accepting an
offer. Associates stay or leave based on how they are treated and
whether they feel supported. Clients increasingly pay attention to
how firms operate internally and how teams collaborate.

Administrators are often at the center of these dynamics. They
oversee recruiting processes, implement professional
development programs, guide HR policies and support leadership
initiatives that shape how people experience the firm day-to-day.

When firms create environments where people feel respected,
supported and valued, the results ripple outward. Retention
improves. Recruiting becomes easier, client service becomes
stronger and culture becomes a business advantage.
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When firms create environments where people
feel respected, supported and valued, the results

ripple outward.

Leadership and Empathy Set the Tone

At conferences like the Legal Marketing Association, ALA and
NAMWOLF (National Association of Minority & Women Owned
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Law Firms), I've spoken for years about empathy in leadership and
received tremendous feedback.

One managing partner once approached me and told me that
after reading my articles and hearing me speak, he changed the
way he ran his firm. “I was aggressive and hard to deal with,” he
admitted, “and | discovered that associates were scared of me.”

After reflecting on it, he began to change how he listened and
communicated. The results were dramatic: Recruiting, retention
and team morale improved. Empathy didn't weaken his
leadership — it strengthened it.

Investing in the Next Generation

One of the most powerful ways firms demonstrate their values is
through how they develop the next generation of lawyers.

Several years ago, | worked with a litigation firm that reimagined
its summer associate program. Instead of social events, it created
an intensive litigation boot camp, where top litigators mentored
associates through a rigorous moot court experience. The goal
was clear: Develop the litigators of tomorrow, not just recruit
them.

Legal Management Talk:

Your go-to podcast
for legal management
insights. :
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In another example, an intellectual property firm launched a
Minority Firm Incubator to train and support diverse attorneys in
building and leading their own patent law firms. Through
structured mentorship, real client opportunities and long-term
support, the program focused on expanding leadership in the
profession.

These initiatives reflect a broader truth that the most successful
firms invest in people and build systems that develop future
leaders. Those efforts require collaboration among firm
leadership, administrators, marketing teams and practice groups.

Authenticity Builds Stronger Brands

Humanity and authenticity shape how law firms present
themselves to the market. In other words, culture often becomes
marketing.

One of the most compelling examples I've seen involves the
founder of an IP firm who also happens to be an accomplished
pilot. Rather than reviewing patents strictly from conference
rooms, she frequently flies directly to manufacturing facilities and
innovation hubs to see her clients’ inventions firsthand.

Clients immediately connected with her willingness to literally go
the extra mile to understand their businesses. In large part
because of that approach, what began as a boutique IP practice
has grown into a global firm serving hundreds of clients
worldwide.

Stories like that travel, so to speak. When law firms embrace the
real stories behind their lawyers, those stories become powerful
differentiators.

Administrators, marketing leaders and firm leadership teams
often work together to bring those narratives to life through

branding, communications and business development strategies.

Humanity Is a Strategic Advantage
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In conversations with general counsel, I've heard the same
message repeatedly when it comes to pitching for new business:
“Don't tell me what | can find on your website. Tell me something |
don’t know, especially about you."

Clients want to work with people they trust. They want teams that
collaborate well, communicate clearly and demonstrate genuine
understanding of their business. Legal administrators play a vital
role with firm leadership in making that happen. Through
recruiting, professional development, operations and internal
communications, they help shape the environments where
lawyers work, grow and collaborate.
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Clients want to work with people they trust.

When humanity becomes part of how a firm operates internally, it
doesn't just improve morale. It strengthens recruiting, improves
retention and enhances collaboration. Ultimately, it shapes how
the firm shows up in front of clients. In today’'s competitive legal
marketplace, that alignment between culture, leadership and
brand can be a powerful differentiator.

When those elements work together, humanity becomes more
than a leadership philosophy. It becomes a business advantage.

Check out Terry Isner’s appearance on Legal Management Talk,

where he discusses how building an inclusive workplace is an
advantage in recruitment and business development.
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legal industry marketing, branding, and public relations
consultancy. Known in the legal industry as “the empathy man,’
he advises law firms about brand strategy,

leadership communications and culture-driven business
development. For more than three decades, he has helped
firms strengthen culture, elevate profiles and build stronger
client relationships.

)

>l



