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CUSTOMER STORY - PROFESSIONAL ASSOCIATIONS

Comprehensive Legal Research Al Tool as a Bar Association Member Benefit

State bar association turns its own library

into its most-used member benefit

A legal Al member benefit built for comprehensive legal research: a bar association’s Al tool answering member questions from its
own CLE recordings, practice guidance and business-law forms at a 92.4% answer rate, every single day since launch.

1,940

Member questions in the first
eight weeks

92.4%

Answered from association
content

THE CHALLENGE

54/54

Days live with members
asking

634M

Words made searchable

An extraordinary library, one search box away from being used

A solo practitioner with a client on hold, hunting the business-law form
that lets her close today. A litigator mid-matter checking whether
opposing counsel is right about which county governs. A member three
weeks into their first year who does not yet know the association
already owns the answer.

WHAT IT TOOK, EVERY ONE SOLVED

e Content behind the firewall. The most valuable material sat
behind a member login no crawler could reach, so we built an
authenticated one.

e Video with no transcripts. A custom pipeline transcribed and

ingested them, including sessions too long to process any other way.

CONFIDENTIALITY AND MEMBER-ONLY ACCESS

e SSO at the association’s own identity provider. Membership status
decides who gets in.

e Role-based access through the customer’s IDP. Staff and
administrators carry different rights, and none of those users exists
in CustomGPT at all.

SWORN TO SECRECY

All three are after material the association spent years building: CLE
recordings, business-law forms, practice guidance, section newsletters.
None of it needed to be created or bought. It simply needed to become
reachable. It sat across six systems that had nothing to do with one
another, each with its own search box, none of which searched the
others. Surface that library well and it stops being an archive and
becomes the reason to renew, provided the answer is visibly theirs and
cited back to association material.

e A CMS with no way out. The CLE platform has no usable export, so
engineering wrote a dedicated connector for it.

e Tested against its worst cases first. Every source and sitemap
reviewed by hand, and adversarial testing run in staging against the
real corpus.

o Embedded inside the paywall, signed with JWT. No side door, no
link that skips the gate.

e Analytics down to the signed-in member, plus an agent that queries
the usage data on demand. SOC 2 validated with their own auditor.

A voluntary US state bar association of roughly 15,000 lawyers across 31 practice sections. Shared anonymously at the customer’s
request. Every challenge, decision and number comes directly from the association.
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AT A GLANCE

INDUSTRY Professional membership association, legal

OBJECTIVE Make a decade of scattered CLE, publication and
practice content findable, without giving legal advice
or giving away paid content

SOLUTION CustomGPT.ai enterprise. Nine agents, a custom

crawler for the CLE catalog, own-content-only
retrieval, SSO-gated deployment

ETHICS, COMPETENCE AND CONFIDENTIALITY

Ethics, competence and confidentiality: five
things the association would not compromise on

MEMBERSHIP

KEY USE CASES

Approximately 15,000 lawyers across 31
practice sections

Member self-service, comprehensive legal research
across the association’s own content, CLE discovery,
practice management guidance, lawyer referral,
staff enablement

The evaluation was led by the association’s practice-management director and its director of continuing legal education, with IT and marketing in the
room early. The criteria were unusually precise, because the buyer was a practicing business attorney who reads contracts for a living.

Answer only from our content. Grounded in the uploaded corpus,
and willing to say I don’t know instead of improvising. A
hallucinated answer given to a lawyer is worse than no answer at
all, so the refusal behavior had to be as reliable as the answers.

Ingest everything, including what other tools skip. Hour-long
recordings, an unlisted video library, and a CLE catalog of more
than a hundred pages behind a login. Anything that could not be
reached was revenue that stayed invisible.

One contract, many assistants. Separate agents for members,
section research, practice management, the referral service and
staff, without a new line item and a new negotiation each time.

HUMAN REVIEW BEFORE MEMBER LAUNCH

Respect the paywall. Section materials and CLE recordings are
paid products. The assistant had to answer generally, then send
the member to the gated page, so search becomes an upsell
instead of a leak.

Confidentiality, provably. Nothing uploaded could be used to train
a third-party model, and no member question or uploaded

document could reach a public, non-secure generative Al service.
The documentation had to survive review by a risk-averse lawyer.

Nothing was promised to members until it was proven to staff

The association would not announce anything until the assistant had answered its hardest questions, from its own material, in front of the people
who would be blamed if it got one wrong.

Start with the mess, not the demo. Six content systems that had
never spoken to one another, mapped in a single session, with one
rule agreed before any building: retrieval only, refuse what isn't in the
corpus, cite every answer.

Solve the access problem early. The main site was quietly blocking
every bot that touched it, and the CLE catalog had no export. Both
were sorted before launch.

Launch behind the member gate. Live in the site's own widget,
visible to members only. Weekly volume has not returned to pre-
launch levels since.

CustomGPT.ai

Prove it on the content that matters most. Seventy-two business-law
forms, run in front of the executive sponsor. Citations pointed at the
paywall instead of around it, which was the moment the business
case made itself.

Let the customer write the voice. The association wrote the
assistant’s persona itself: lead with a direct answer, cite the source,
say plainly when the corpus does not cover the question.
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THE CAPABILITY THAT DECIDED IT

Answer from the paid material without giving the paid material away

Section materials and CLE recordings are products, not marketing, and
most tools handle that by excluding them. That leaves the assistant
weakest exactly where the association’s content is strongest. So we

built the other option.

SINCE LAUNCH

Eight weeks in, members
are still asking every day

MEASURE FIRST EIGHT WEEKS
Member questions answered 1,940
Peak questions in a single week 525
Answer rate 92.4%
Arriving through the site widget 9%
Days with member activity 54 of 54

WHY CUSTOMGPT.AI CAME OUT ON TOP

Grounding that holds under cross-
examination. Own-content-only retrieval, and
a persona the association wrote itself. For an
audience of lawyers, being reliably unwilling to
guess mattered as much as being right.

The viewer opens the page an answer came from, highlights the
passage, and blurs the rest. The citation leads to the page that sells
access, so the paywall becomes the call to action. Requested by this

association, and now standard for every enterprise customer.

WHAT THE NUMBERS SAY

Nine times in ten the association already had the
answer on file. Thatis a 92.4% answer rate
against real member questions, from association
content and nothing else. Nine in ten of those
questions arrive through the widget embedded in
the association’s own site, so the answer meets
members on the page they were already on.

There has not been a single day since launch
without a member question. Weekends, holidays,
the quiet weeks of August. A daily pulse, with no
reminder campaign behind it.

"We had one user last week that
actually uploaded a pleading,
and used the tool to dispute
opposing counsel’s view

on which county a minor
resided in."”

DIRECTOR OF CONTINUING
LEGAL EDUCATION

Members invented that use case
themselves, in the first weeks. The
assistant had stopped being a search
box and become something a lawyer
reaches for mid-matter.

Citations that respect the business model.
The assistant answers from gated material at a
level the association controls, then routes the
member to the page that sells it. If your library
is also your revenue, that distinction is the

One contract, as many assistants as the work
needs. A member assistant, a research agent,
a CLE agent, an events agent, a referral

agent and internal tools. Nine agents in
production today.

whole decision.

WHAT THIS MEANS FOR YOU

Your next member benefit is probably already written

e Grounding is the product, and citations can sell. Own-content-only
retrieval earns the trust to deploy at all, while the citation routes the
member to the page that sells access.

e Ask who does the hard parts. Every content estate breaks a platform
somewhere. The question is whether the engineers will build what it
turns out to need.

LOOKING AHEAD The solo practitioner, the litigator and the three-
week member no longer need to know which of
six systems holds their answer. They ask once,

and the association answers in its own words,

with the source attached.

Smart routing, a document analyst and a public
referral agent are next. The association has
already renewed.
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