
BlackBerry Is Compulsory for Boston Law Firm

Ropes & Gray is a successful national law firm because of its policy towards client 
service.  In 2001, the firm was one of the first to realize BlackBerryÇ could drive client 
responsiveness and service.  Today, wireless is so much a part of the way their lawyers do 
business, every new associate receives a BlackBerry handheld on their first day. 

Over the years, this must-have policy towards wireless technology has resulted in a 
deployment of 600 handhelds on the BlackBerry Enterprise Server´ with the BlackBerry 
Mobile Data Service feature (MDS).  The company has extended functionality with Onset 
Technology­s METAmessageÇ software for spell checking and printing and has plans for 
adding data access capabilities in the future. 

Ropes & Gray considers BlackBerry an integral part of the way they do business. Some of 
the benefits they receive from the solution include:

° Meeting client expectations for responsiveness and superior service
° Increased efficiency and productivity on-the-road
° Ability to stay on top of the workload without sacrificing quality of life 
° Freedom to travel with a BlackBerry handheld instead of a laptop

The way law firms serve their customers has changed dramatically over the years. 
Today, there is a greater expectation from clients for 24/7 attention, or at least, close 
to instant responses.  For most law firms, this puts pressure on their people to find ways 
to keep up with not only workload but also communication.  In 2001, Ropes & Gray saw 
an opportunity to enable closer to real-time responsiveness with BlackBerry, while still 
maintaining quality of life for their employees. 

They began with a 20-person pilot project, deploying the handhelds to individuals who 
traveled, were technology-friendly and most likely to give productive feedback on the 
features.  The pilot project paved the way for a large-scale deployment, which today tops 
600 users.  All lawyers at Ropes & Gray now automatically receive a BlackBerry handheld, 
as do partners and administrative staff.

®It was an easy decision for us,¯ says Donald Sternfeld, Chief Information Officer.  ®A few 
hundred dollar investment in the handheld and service costs pays for itself quickly in 
client service and productivity.¯
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Situation
A company driven to continually improve 
customer service deploys BlackBerry to 
provide wireless messaging.  The solution 
becomes so valuable, it is now an integral 
part of the way the firm does business ±
and a client expectation.

Organization Profile
Ropes & Gray is a national, general 
practice law firm with offices in Boston, 
New York, San Francisco and Washington, 
D.C. and conference centers in London, 
England and Rhode Island. Over 580 
lawyers represent a broad spectrum of 
industries in corporate law and litigation 
matters.

Solution
Ropes & Gray have grown from a 20-
person BlackBerry pilot project to deploy 
to more than 600 users. With the added 
functionality of METAmessage software
from Onset Technology, many of their 
lawyers work as effectively in or out of
the office.

Results
A BlackBerry handheld is now 
automatically deployed to any new 
associate, partner or administrative staff. 
Lawyers are responding faster and more 
productively to client needs. Their ability 
to stay in touch keeps the workload in 
balance and offers greater freedom when 
traveling or balancing life and work.

Case Study



Client Service, First and Foremost

Sternfeld has no trouble sizing up their initial wireless objectives under one simple objective: client service.  In Ropes & Gray, a firm based in 
the U.S, with offices and clients overseas, the lawyers travel a great deal.  With clients scattered around the world, email is the primary form of 
communication.  Since BlackBerry offers push-based messaging, without the need to synch with desktops, it was the ideal solution for employees 
on the move.

®For many lawyers, email is the way they practice law,¯ says Sternfeld.  ®I also think there are different expectations between email and voicemail.  
With email, we believe that the person has received the message and is acting on it. With voicemail, we may or may not be sure of that.  A 
BlackBerry handheld gets you closer to reassuring clients that you are, indeed, acting.¯

Sternfeld also notes that the decision to deploy BlackBerry is equal parts impact and necessity.  The solution enables lawyers to work more 
productively and efficiently.  But it­s also become part of the fabric of the way the company runs.

®There is now an expectation that everyone has BlackBerry,¯ he says.  ®What started as a small competitive advantage is now compulsory. It is top 
priority. It is simply a part of the way we do business.¯

International Travel ± Without Missing a Beat

In Ropes & Gray, a firm based in the U.S, with offices and clients overseas, the lawyers travel a great deal.   With clients scattered around the 
world, email is the primary form of communication.   Since BlackBerry offers push-based messaging, without the need to synch with desktops, it 
was the ideal solution for employees on the move.

Not every lawyer is required to work with European clients, but for the ones that do, they are either deployed with a BlackBerry handheld 
purchased from a carrier with international coverage or they can sign out a handheld from a pool reserved for international use.

Sternfeld says this ability to seamlessly move from the US to Europe is essential to maintaining good customer service.  If a lawyer can work on the 
streets of London as effectively as the streets of Boston that speaks volumes for the investment they are making in client service.

Multiple Uses ± Numerous Benefits

Ropes & Gray are using BlackBerry primarily for messaging and calendar. With lawyers traveling frequently, he notes that many chose to leave 
their laptops behind and travel lighter with the BlackBerry handheld. 

Staying in touch means that the lawyers are more efficient.  They don­t have to worry that they­ll be opening an inbox filled with 50 unanswered 
messages.  BlackBerry keeps them constantly in touch. It also contributes to quality of life.

®In the old days, if you were expecting an important email from a client, you­d have to sit there and wait for it,¯ he says.  ®Now you can go to the 
golf course and know it will find you.  This is a real quality of life issue for the people who work in the demanding legal profession.¯

One of the reasons BlackBerry is acting as an all-in-one solution is the added functionality they have on the handhelds.  Working with Onset 
Technology, they have deployed METAmessage software for spell checking, outgoing messages and printing. The solution also allows them to 
securely access files located on their corporate network and read, print or forward them. 




