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The market is shifting
and becoming more
compelitive all the
time. If firms want to
be competitive they
need to learn what
they’re good at and
change accordingly.

f you look back at the totality of law firms, there aren't
that many that have developed their legal services
offering by scouring the market for opportunities. Most
are just products of where they've been - and, as such,
where they are at a given moment in time. That's not a bad
thing - but as the world shifts so do legal services, and
perhaps what were once highly valued can now be
produced at the press of a button (supposedly).
I've often had the feeling that many firms are
reluctant to take a hard look at their services to
determine which are money makers and develop a
strategy around that information. But that's exactly
what they need to do if they want to be more
profitable and competitive businesses. Find out
more in this month's feature on p34.
One firm that has leveraged market opportunities
well to help develop a more client-friendly brand is
A City Law Firm, this month's law firm profile. Read
what managing director Karen Holden had to say
about maintaining client experience in the city.
Becoming more client-centric might be some
firms' saving grace at a time when the high street is
steadily declining. Our columnist Jane Pritchard at
TV Edwards talks about how the age of the high
street may be coming to an end (p19). Elsewhere in
the magazine, Frank Saxby at Burgess Mee contemplates
stress management (p17), and Peter Carr at Fisher Jones
Greenwood sets out his firm's journey to develop the
marketing potential of its website using a chatbot (p20).
Our columnists write for us and you purely to add
dialogue to SME legal, for which we're hugely grateful.

“As the world shifts so

do legal services, and
perhaps what were once
highly valued can now be
produced at the press of a
button (supposedly).”

Patrick Wingrove, editor
@LPMmag | patrickw@lpmmag.co.uk
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Rupert Collins-White is editor-in-chief of
LPM magazine, He has written about the
legal sector since 2005, before which he
endured years as an IT hack until he
tunnelled out with a plastic fork.
rupertwiagipmmag.co.uk

Patrick Wingrove is LPM’s editor.
A history graduate and avid scuba
diver, he snuck into publishing in
2014 by hiding in the offices of the
Hlustrated London News.
patrickw@lpmmag.co.uk

Kayli Olson is our assistant editor. A
Kingston graduate, she has spent most
of her time in the UK picking up British
slang, playing board games, drinking
bitter and showing us ‘how it’s done’.
kaylio@lpmmag.co.uk

Emily Nash is LPM's client services
contact - and resident musician. Want to
advertise in LPM magazine or feature in
our awesome advertorial section?

Then get in touch with har.
emilyniglpmmag.co.uk

0870 112 5058 or LPM@Ipmmag.co.uk

Burlington Media Group
20 Mortlake High Street
London SW14 8JN

www.lsn.co.uk/practice-management
Find practice management blogs, news,
resources, white papers, case studies,
video and audio and much more online

to say. We love Twitter - and if you love
Twitter too, share your thoughts with us

bit.ly/Ipmgroup

We run LinkedIn groups for thousands of
people in legal bhusiness services, and we
run a dedicated LPM group, too

@LPMmag
We're listening, and we also have plenty
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SNAPSHOT

GROWING

[ here are more solicitors in
England and Wales than ever
before. It's true - the Solicitors
Regulation Authority reported
last month that the number of
PC-holders passed 140,000 for the first
time, which is 15,000 more than five
years ago. It seems the profession has
defied predictions of a potential
shakeout, but it hasn’t come without
warnings that a growth in numbers,
particularly for large firms, may be
unsustainable in the face of static profits
and pressures on fees.

Perhaps some of them have been
attracted to the industry by recent
stories of innovation in the SME legal
market. New-model firm Riverview Law
has become the legal business to offer
trainee solicitors a six-month seat in
technology services, having been
approved to do so by the SRA. CEO
Karl Chapman said the regulator had
“adopted a flexible approach that
enables us to further educate lawyers in
how technology can assist them, our
customers and the law generally.” With
all these new solicitors coming in, it
would be interesting to learn how many
of them are taught to be tech-savvy.

Another case of legal innovation has
come from a non-legal business. A new
online service that gives family and
immigration clients access to lawyers
from firms such as Withers and Farrer &
Co launched in mid-October - and
offers advice from just £4.99. Founder
Tetiana Bersheda, a Ukranian lawyer
based in Geneva, said she wanted
LexSnap to help “thousands of people
reduce their legal costs in a very
substantial way.” Considering the largest
accommodation rental business in the
world, Airbnb, doesn’t rent its own
properties, it's not difficult to imagine
where this might lead.

It’s not just businesses that are
currently embracing legal innovation,
the government is too - or at least
trying, and it will hopefully be a good
thing for conveyancers. A decade after

NNOVATIO

=
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abandoning its last attempt to put
the conveyancing process in England
and Wales online, the government is
requesting advice on what it should
do to accelerate the process. Let's
hope progress here helps the market
out of its current slump.

But central government isn’t the
only authority to call for change
recently - or at least approve those
calls. The Legal Services Board has
given the green light to legal
regulators’ plans for price
transparency, almost a year after the
Competition and Markets Authority
demanded it from law firms.

In other news, PwC's head of legal
Shirley Brookes resigned last month
after four years at the firm. We
featured her thoughts on our Your
View page last month - | hope it
wasn't something we said ...
¥ Have you got a story or report

for us? Write to Ipm@Ipmmag.co.uk
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To process a
record 140,000
solicitors, the SRA
had to resort to
mass production
methods

IN NUMBERS

Efficiency drivers

Data from LexisNexis’'s most
recent Bellwether Report reveals
what fee earners think about
their firm's level of efficiency

of lawyers
consider their
firm's efficiency
to be ‘average’

rated their firm’s
efficiency as
‘above average’

of firms spend

less than 10% of

their revenue on
legal tools

Source: LexisNexis
Bellwether Report 2017

LEGAL PRACTICE MANAGEMENT



Aurum
Solutions

Automate your firm’s
Reconciliation Process with
a fully integrated solution.

“Up to £10m of client
@ K funds can go through
J, our accounts on a busy

completion day. Aurum

Solutions has given us
confidence that our
accounting records are
reliable which reduces our
financial and business risk."

Reduce Improve Lower
Workload Accuracy Costs

Arrange a software demonstration with one
of our experienced consultants today.

Kevin Cole, Financial Controller
www.aurum-solutions.com | 0118 978 6585 bpl solicitors Lid.




CHRIS ALLEN
MANAGING DIRECTOR,
BLACKS SOLICITORS
TSR s becoming an
ircreasing 'y moortant
factor for law firrms, Calling iz a
‘crit cal pillar’ may be somewnat
overdaoing it at present, but paoale
arc waking up te thoe fact that staff
wanl end exooecl & fiqm Lo supporl
good causes. In most cases, peools
want to assist in that outcome. A
tirm withaut a TSR policy rans the
risk of giving potential recruits just
cneugn doubt to guestion the
interlions of the owners. (50l really
jusT akout them and the profiz share
er partner? The ack o integrity by
cerzain fzusiness leaders in the run
up o the recession hasn't hean
forgoeten and working for a firm
wilh a good, bealing hearl Licks Lhe
kox for more and more pecple

JONATHAN GILBERT
PARTNER, MHHP LAW

45 a business we see CER as
vital to sustaining our
repdtaticn, We believe giving kack to
society and other businesses helps us
covelop positive relationships and
feslar a posilive working environmen.
for our employees. We hold regular puk
cuizzes to raise money for local and
nationa charities (most recently we
conzted to the Sama-itans). And we
aid lecal businesses tarcugh our now-
feunded neoworking forurm MHHP
Business Forarm — whick will consist
of Torthightly meetings startng

in Octcker.

M Do you need a next day [
Il delivery that’s guaranteed? If

000

With the importance of
corporate social responsibility
(CSR) for top 100 firms
highlighted by our sister
magazine Briefing last
month, we ask L.PM readers:

“Does CSR form
a critical pillar of
strategy for your

firm?”

BRIAN INKSTER
MANAGING PARTNER,
INKSTERS
CSR has & ways been a critical
pillar of strategy at Inkstars, If vod are
sdccessful in businass | believe you
shoud give something oack, We have
been involved ina nurmoes of CSR
projects over Lhe years sach as building
harmes In Argentira for Habizat for
lurmanity and ralsing funds through
charity raffles tor the British Feart
Foundaton. All of these activities
undoeubtedly brought bonefits to the
flerr as well gz hose woe suppor ied.

For more information email exchange:

or visit dxdelivery.com/exchange

FRANCIS GEORGE

MANAGING DIRECTOR,

FRANCIS GEORGE

A= oa growing bigh sbreel Tirm,

being & fully integrated
memper of tha local cocmmunity is
imporiant. We underszand that it we
support local basnesses and pecple,
thow will support us in retuen by cithor
baringing in weork or spreading Lo word
zoout the geod work we de. Corporate
sccial responsibility has gt to oe a
pillar of any growing services provider,
The peop e vou work for are the
fodnaaticn upon which you can grosw.
Wi ey and corsider Lhe local
cormmunity in everything we co, from
recycling and food bank cellections o
legal work for local basnasses.

JONATHAN WHEELER

MANAGING PARTNER, BBK

CSR iz cruce to our stratecy.

We spend Time and money
sLpporting charitios that supper: cur
clierls ard oohers ke Lherm, We are
putting somethirg back and
dernonstrating our commitment to
clierts' cadses at the sarme Time.
Fundraising initiatives from marathons
so bake salos bring cur people tegether
and help cherm undaerstand anc
ernpathise with tne chal enges our
clierts face, This can give us the zdge
wnen attracting rew work or The hest
people to wark for us, Our charitable
work marks us cut as 2 firm that cares.
and whicn isn'l juse inlerested in Lhe
hottom line.

Follow LPM on Twitter

@LPMmag

Want to write us a letter? You know,

that thing no one dees anymore?

You can email us a letter for publication
to IpmiElipmmag.co.uk, or post us
something to: LPM magazing, 20
Mortlake High Street, London, SWl4 8JN.
Qr get in touch through our Linkedin
group at bit.ly/Ipmgroup

Your documents are sensitive, urgent
and business critical. Our tracked
services provicde delivery reports, online
tracking in real-time, and with next-day
delivery by 9am as standard.




Szrliance

N Excellence in consu ltancy

Take the burden
out of compliance

..with a suite of Risk and Compliance
management processes, delivered by an
outsourced team of experts at Riliance.

Outsourced Compliance incorporates all areas of Risk and

Compliance, and is grouped into the following 5 key sectors:

Risk Policy & Proactive Incident Monitoring &
Analysis Procedure Management Management Review

Call us now on

01829 731 200

to discuss your compliance requirements
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There appears to be a
mismatch today between the
aspirations and the attitudes of
trainees and NQs and the gualities
firms are looking for. Why is that?
The way legal services are
delivered is rzpidly cnanging.
Firms are lnoking te thair now
recrails o be resiliont, agile,
technologically sawvwy, and
comfortable with a fast pace of
cnange The rele of a solicitor is also
rapicly evolving, Too many
voungstors who aspiro to a carcer in
law darive Lhair oerceplon of the
legal inddstry from ocopdlar TV
courtrocm dramas, and tazir
dnderstanding of what it is o work
ina modern pracrice is not keeping
pace with this ovoluticn. Career
progression is also very i’
nowadays, Mary trainees and NQs
don't aporeciate that firms wart to
fulfil a mecre diverse range of roles
than previoudshy. It's very frustrating
that the SRA hasn't addressed the
need for his widor sk in Lheir
proposa s for The new Solicitors
Quaitying Cxaminaticr (SQLC).

| keep being told that Al and

robot lawyers will take over the
work of trainees and NQs. Should |
worry about this?

While everyone neeads to

consider the potantial ro e thaz
A codld have on the sectar,
machines arer't going to ~oplace
lawyers jus. yoo 1's cusrently
ezlimated that tazks whicn are
adiomataola range from 13% to 23%
of work 'n & firm, so thare will szl
be plenty of work that needs doing
by hamans. Patterns of recruitmoent

salys noodod will

inevizably be ciTerent from those
required pravicusly, 3ut
technological chance brings
s'gnificart berefits, allowing
trairces anc NQs 1o Ta<e on more
fulfilling work car iar in Lhair carcers
by automating rodzine and mundane

rLplace

tasks, The naw
routes to
qualificalion,
acludng paralegal
and solicizor
apprenticeshios,
give firms maore
flexibiity to hire
Lhe righl people
‘azo the right lewvel
roles, rather than
havirg costly
graduate trairee
solicitors doing tno
weork an apprenbice
codld do at a lower
price point

We don't hire

trainees. What
do apprenticeships
have to do with my
law firm?

Many firmz don's hire trainee

solicitors because they oelieve
s too oxponsive to Tund thom.
Soame Tirms haven's vel embracoed
apprenticeships because they are
uncoemifcriaible with the idea of
taking on 18-year-clds fresh from
their A-level studies. BFP University
_aw School has listenoed to the
profossion anc ‘s curcanbly
developing a ndmber of new
programmes, incluading a graduate
entry sclicitor appranticeship,
This programme will attracs:
apprenticeshin funding and onsure
Lha. gradua.es are L for moedern
firrms, Many firms are not aware that
the apprenticesnip levy pot 'z coen
to all law tirms (regard ess of size),
al owing “hem to train Their own
talent witn goverrmoent funding of
uo Lo 20% of Lthe cost Tor small and
rmedidm-sized employers with a
payrell of less than £3m, This means
that training your own pre-
qualification graduate talent will no
ongar be primarily the proserve of
argo Mires, Ly alzo gocd news Tor
rmany talented law students who

Follow us and talk to us on Twitter @LPMmag

aspire o practise family or criminal
laws, for example, but are drawn o
the big commarcial firms beczuse
only thoy o™~or funding. With many
firms doeeply cerceraed aboeol Lhe
consegdences of the rew SQ=
preposal on the guality of
cardidates, training your own talent
may be the safest option.

Tricia Chatterton is a solicitor (non-
practising) and director of legal
apprenticeship programmes at

BPP University Law School.

Send her your questions:
TRICIACHATTERTON@BPP.COM
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A
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ABOUT

BPP University Law School
Delivering professional legal
gualifications

BPP

Contact:
07818 568 672 UNIVERSITY
employers.bpp.com LAW SCHOOL
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Teuch Point™

TRUE CLIENT SELF-SERVICE®

The ultimate
self-service

solution

TouchPoint+ provides your clients with the ultimate
self-service portal. Available for firms using Eclipse’s
Proclaim® Case Management solution.

Book a demonstration

eclipselegal.co.uk @
info@eclipselegal.co.uk ECLIPSE

Part of Capita Plc

01274 704 100
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AND THE AWARD
GOES TO ...

Jul'e G ngell, director of marketing and
business development at SA Law, on
hor success as a non-lawyer partner
and developing an award-winning firm

When we launched back in
2005, we knew wa wanted to
omorace all tho changos that
wwore happenng in Lthe law sl
the t'me. We celebrate that
diversizy of thinking at The
boardroom talkle and our
director of finarce s also &
partnes - both of us are non-
lawyoers, Having non-lawyor
parthers strengthens the work
anvircnment and removas
separaticn of lawyer and stats,

% Why become a chartered
L marketer?

After an anjoyable carcer
win rmerchandising for
football clubs. | embarked on a
caraser in law. | was keer o ke
in an environ™ent with mare of
a learning culure - where |
wouldn's step learning rmy craft
and would be suoporled and
encouraged. Becoming a
cnartered mar<eter was part of
that itch. Completing my vearly
CPD requirements is a kay
focus for mo - I'm continaally
learning ara keep'ng up wila
the latest thinking in marketing
and in the legal indJdsry. |
wodld encodrage anyone
warking in legal marketing to
bhocome g chartered markoter,
a5 i gives you more conflidenco
and crediklity when Inzeracting
wth vour lawyer colleagues,

ou7t like swoots nore. Thero's a
process, wilh crileriz o be mal
and interviews to pass, It Takes

is g'ven the chance toc get uo
the professional career ladder,

v What's rewarding about
your own career?

Being akle to prograss the
fwcareers of people srounc
ma, Everyona wants to arow -
thovro pursung professicral
dovalopmaen.s, leoking al
cnastered and marketing
axams. Try'ng To expose “ham

What was the journey to
=+ become a non-lawyer
partner like?

A It was really imporstant for
Lme to become a partner,

STEPS TO THE RED CARPET
SA Lave's director of marketing, Juie Gingell, gives her Zips
on how to create an award-winning marketing campaign

1Ur1derstand vour target audience - both internally and
externally. How do your clients think and feel, and how
will they react to your campaign? What questions will the
senior partner ask about the campaign? Design your
internal pitch to answer those questions.

Any campaign needs to be designed with an element

of measurement - why is the firm doing this, what will
it get out of the project?

Messages need to be kept simple. They can't be too

convoluted or they may be misinterpreted.

Add a dash of the unexpected. In our Reluctant

Divorcee campaign, people became interested because
it was a blog, and they weren't turned off because it was a
law firm blog.

Take influences from other industries. This is important

because we aren't judged in comparison to other law
firms but te other businesses.

Mix all of these ingredients together for a balanced

approach to the campaign.

But we don't hand parnerships

a lot of hard work but everyone

and make them thea best
possble versions of thersalves
is voery rewarding. Thoe othor
nice thing aboa. the Tiree is no
one ever fee s tnat They're the
finished product - everybody
realises tahare's sometiing naw
to learn and co. That's the type
of work crvironmaont | want

L Tos or

What’s innovative about

% the way vour team works?
Wie vwork like a0 intarnal
Jmarketing agency, whercas
| kaows a oo of other legal
marketing departments are
very criven by the partnars and
then down through o
marketing. 17's more kalanced
for us. Thoero are a lot of idoas
Lhal corne Trom my Leam inlo
the fee-earning depariments
aoout what they can do to oe
rnare etfective and generate
mara clients. And we get ideas
that come back from tham, 7s
Lhis kind ol coelleboralive
aoproach that makes us
inhovative and successful. We
couldn’'t have done the
‘Reluctant Divorces b og
withoot working closcly witn
odr awyars, Likewise, everyone
an the marketing eam can
articulate the impact we have
on the firm's bottom ling arc
ganeration of clients.

What's your ‘Reluctant
Divorcee' marketing
campaigh and why was it
award-winning?

Tha campaign was baorn
vout of warting a bettor
anderslarding of who our
clients for famiy aw were, Tne
clients we act for have
businesses That are s'ilar to
odrs in terms of culture and
syl And | think that we hadn't
hoon Tocusing enoagh on he
privaze client side. S0 we came
Jp wiith a portrait of our ideal
client - how cle she was, whaz
she did as a job, where she
shopoed, oto We know that
gollng & divorce is difficull and

amnotiona enough withou?
hawng to warry abous the
divorco process itsclf.

W consirucied a blog thal
follows & real-life scenario for
our fictional character Rebecca
Creen, t was there o
demystify the divorce process -
and it has boen roally well
received by odr clicnis and the
rmarket. Qur peers in the family
law commdnity have mentionad
that the impact it's had on
family lawyars lozaly is quite
intoresting, nover ming that it's
gooc markeling Tor ue Thel's
how we knew we were really
hitting 't cr the mark with This
ane, Ve were telling a stary
znd not just some soulless
adwvart on a bus - the blog was
Lhe besl way Lo porlray Lthal
It's been nominated for
marketing excellence at the
Law Society Awards and has
won an award at the
Hertfordshico Digital Awards
Lhis yoar

How should firms best
-audit themselves to define
areas they want to submit for
awards?

A IU's imporoant Lhal ousiness
i owners or leaders
dnderstard what's successful
about the firm. Where were The
triamphs and marginal gains
over tno yoes? Whaon you're in
Lhe appicelion process iUs nlee
to take & step back anc review.
It's alsc quite good to have &
cross-tfunctional team meeting
zhout it. Find a way o create
an engoing dialogua with
people across Lhe lian on &
reqular baz’'s — areas like HR
and marketing don't work
cosely together encdgh. nan
industry where people ars
preducts, and people's
weallbeng is really 'moorlant Lo
the smooth ruaning of the firm
and the way the blusinass
grows, getiing a civerse group
of pecple invalved in these sort
of initiatives is oxtromaely
imprcrlant o Lhe Tirm.

A T AN R



brother

at your side

FLY THROUGH YOUR SCANNING

Digitise your case documents 60% faster
with Brother’s desktop scanner range

The world of legal services moves fast, with thousands of
documents coming through to your firm everyday. Many of
these documents need to be digitised and using a flatbed
scanner can make this a repetitive and arduous task, which

is a real drain on resources.
_-.
Brothers range of fast, reliable and smart Qﬁ -
scanners will compliment your current =
case management system perfectly, :
helping you quickly and correctly upload

and share key paper documentation.

Find out more at
brother.co.uk/scan-legal

Practice and Case Management

i g 0 Systems for

UK Law Firms

» Best value quality systems

» Practice Management for all back office functions

» Document Management with easy to use interface and integration Word/Outlook
» Case Management with customisable case flow, templates, precedents

» Developed by experts with the longest pedigree in Legal IT dating back to 1980
» Award winning support and services team

» Comprehensive data migration from all known Legal IT suppliers at no cost

» Well established user base going back decades

* No gimmicks or hype, just top quality systems at the best value

» Arguably the best kept secret in Legal IT

All areas of a Law Firm are covered by our comprehensive
Practice, Document and Case Management Systems
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Are 'walking meetings’

a good idea?

It's & good start That vou

know what they are. For
trose who dor't, walldng
mcalings’ are Lhe lalesl
craze bern out of the noticn
that yvour bog-standard
in-ctfice meeting doesn's
zcrually achieve anything,
bocausoe no cne says whar
L'wy moen and no one
reaches agreameant oh
anythirg, 'n “he ma'n, Jtterly
pairtless, To combkar this
Jrocoductive facet of our
WOrsing ives Cwhich also, by
Lrg weay, leads Lo chronic
sedentarism), Puklic Health
Crgland recommended that
wie all "Go out for a wa k
and get some “resh air for
& moating”

Sor lawe Tirm workors, | can
see a few challenges here.
Where do you walk? It can
he realy noisy it you are on
tae streets of a major
coruraation, and, weirdly,
allen windy (all thoso
skyscrapers creating

~UN

Paolly Jeanrerel, | PM's

HER guru, answers guestions
on wealking meetings ard
managing hardcere athletes

tunrels). & flapping tie or a
nice hairdo undene are nos
good looks, Nar can |
env'sage this working with
rmors than are or two
colleagues. Who wanlsz Lo
stroll dowr the 2ireet 10
abreast Trying o catch what
the person 10 the middle is
saying? It'd look like a
aolitician bheing mobbod by
Lhe med’a. Bul having saic
all that, ves,  do think they
are a great idea - not leas:
oecause it’l a2zl us do our
racommended daily 10,000
stops .

We have a keen runner
in the firm who has
recently come back from the

250km Spartathlon, the
ultra-marathaon. All well and
good, but he is absolutely
exhausted and it is affecting
his performance. How do we
curb his enthusiasm?

If ne has actually

completod the insane
Spar.alhlon race Lhoen you
are lucky encough o have

one of the mos: focused arc
determinad emp oyees cut there,
Tho Athens-to-Sparta race in
Greece, slarled by a Brilish AR
wing cornmander in The 1980z, is
abzolutely minc-bogagling. It is
completad over 35 hodrs of non-
sT0R running (yes, NON-STOP
ranning for 36 hours) - some of
ioupr & mournilain,

Pt theze strengths to good
use, e will be someone who
cdoesn’t easily get ohased ar
stressad oy difficuls projects, he'll
completzly got the impoertance
of Leam work (Spar.alklon
ranness nave usually beer crew

memlers for other rannars
before they do the run
thoemsalves) and he will have the
slamina (o see somaelking
through to the enc — regardless
of how muchk slegp he has had,
e sounds like the pearfect
cand'date for profitakle marger
and acquJisizion work.

Polly Jeanneret is an expert in
HR and an employment lawyer
at Halebury to boot - she’s seen
and heard it all.

Send her your HR questions:
ASKPOLLY@LPMMAG.CC.UK

WASH YOUR MOUTH WITH SOAP

RESEARCH FROM ONLINE

BATH PRODUCT PROVIDER
SOAP SUPPLIER SUGGESTS
THAT BRITAIN AS A NATION % O,

29% 65%:

HOW DID THE LEGAL
INDUSTRY COMPARE TO

of pharma workers of energy workars
swear regularhy swear regularly

And somawhare in
the middle

42%

of legal workers
swear regularhy

At the lower end of
the spectrum

Compared with the
top end where

OTHER SECTORS WHEN IT
COMES TO REGULAR
OFFICE PRCFANITY?
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BOOK REVIEW

~RACK O

YOUR C

ne back cover of The Leader's Guide to Lateral
Thinking Skills got mea excited kefore I'd even
openad the ook with the words: "Rocet fuel for
the business brain.”

The basic tonet of the hook is 7o he'o managers unloox
chie craalivily and innovalion in thair Lears, which mus, oo
a good idea, It's divideo inTo several very shor? chapters,
each lcokirg at an area of creat'vity, It sTarts with scme
asic reasocns why creat'vity is a good thing (chapter ona:
The nead for innovartion), ard goes o 10 explain how o
qoT a team to thirk laterally and how to imalomaont the
creal ve ideas Lnal his nowe skill will gererale. Thoere's an
interesting chapter on common mistakes towards the end
o7 the book (Commoer rmistakes: 12 great ways to crush
creat'vity), followec by a sLmmary end an appendix of
Tools and technigues.

Faul Sloanao uses his book to emphasise tho aifforencaes
b owvoon changoe (moving from ene slate (o ano her),
creat'vity (the akility to create inncvation and introduce
someth’ng new) and lateral thinkirg (find ng new ways o
lcoking at a problem rataer than proceeadirg by lateral
stepsy Fach of the cnapters 's short and focusec,

My rmain gripe with the boeok is that the toxs is
prodorrinany a soros of ancodoles aboul wall-known
companies. It's already well known that Apple anc Armazer
are innovative. That Richard Granson is a creative leader
and That low-cost airlinas changed the indusiry by osing
creatve, There's litt e detail in this boo<, however, akout
browe thoy really did it and no real detail about how the
leaders oither creaccd o chiengod e mindsel of those
organizaions.

That said. the book is asy to reac and guite fun, Cach
chapter has a liztle \gteral-th'nking puzzle, which amused
my colleagues ard family - some are well known, othears
WOre more innovartive. Thoy got me thinking and enablod
e Lo realise Lhal we ax people can boe closed ofin our
chinking on cccasions.

Cach chaptar has a bullet st of tips for achigving its
mair concept. Chapter "3 is called Increase the yied, and is
abodt genarating more ideas - oecause coming up with
choerm in greates veluma tonds to lead o betzeor and more
creal ve ideaz IL has a ballel-poinl Lo of Lps Tor ircreasing
yvield, which mainly po'nzz back to the appencix of Zocls.

THE LEADER S GUIDE TO

LATERAL
THINKING
SKILLS

PAUL SLOANE

The Leader’s Guide to
Lateral Thinking Skills:
Inlock the Creativity and
Innavation in You and Your
Team by Paul Sloane

Publisher: Kogan Page
Publication: Sciptomaocr 2017
Price: £'4.99

1
-

Rowicwor: Mark Bricgal

pariner al Aarcn & Parlners

—ATIVITY

I'm not convinced that saagesting that
simply ‘encouraging new iceas’, for
example, 13 that e oful. But some of
“he tocls are valuable and the book
deos cncourage the reader to take
slock of their organizalion, and Ltha
links from the issues raised in each
chapzer to the specific tocols are useful
in part.

| felt that the mosT useful part of the
ook was the apoendix - which bas 26
A-7 Lecan'aaes Tor halping croadivily
and qgetting arcund olocxs. Some are
wel known, such as brainstormirg,
whereas otnars wera new to me. A
particalarly intaresting exercise | found,
called 'pass the parcel’, involves
harcirg a oicce of paper arodnd a
group and naving each person cocme
up with & mere odtrageous solution
“han the las? to a part'cular proolam
until scmeaone builds on each icea o
create & workable sclution. The bettor
ko n {:xarr‘pl{:s aro woell prosenlod
and There are tips on how to make
“hem work more effectively.

There is noth'ng part'cularly new or
originzl in this bock, but it pulls
cogoether many of the known tools and
cechiniguas ir a wzelul wey. For a
rmanager locking to generate new
ideas, or for scmeone agw to tais tooic,
it is a good starting point. And at
F1£.29%9 it's not expensive,

I will keep tnis boek e my shelf and
sazpec, bwill use il Tor ico-breakers i
strategy sessions or away days. or
when we're strdggling o come up witn
innovative solutions, It woulc cestainly
help to unlock creativity then.

LPM reader discount - use code HRLPME to
get 20% off at www.koganpage.com
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LEGAL PRACTICE MANAGEMENT

ONE GREAT CONFERENCE

TUESDAY TUESDAY THURSDAY
6 FEB 2018 24 APR 2018 17 MAY 2018

AMERICA SQUARE, LONDON IET, BIRMINGHAM CENTRAL MANCHESTER

“THANKS TO ALL INVOLVED IN PUTTING THIS TOGETHER.
IT IS THE ‘MUST ATTEND’ EVENT FOR PRACTICE MANAGERS.”

Simon Longhurst
Practice director, Teacher Stern

Sponsored by:

Cascade@ @ Clio (“hencompass

InfoTracki  A)usteeagte |4 katchr "“’f@ Mies  [mlasstar

@pusant  3¢riliance T Timeslice TRAVELERST WESLEYAN

iy Linda =xeelence: [h camallancs

accesspoint’

we are all about you

LSN.CO.UK/LPM2018

CALL 0870 112 5058
EMAIL EVENTS@LPMMAG.CO.UK



Would you
like your
practice to
be paper lite?

1. Call ADDS,

we can help! e
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secure records management facilities.
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S TRESSED UP
NOWHERETO GO

FRANK SAXBY, PRACTICE DIRECTOR
[
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have seen many intelligent and hardworking lawyers,

legal support and essential business-support members

gradually become ground down by the stresses of their

jobs. But others seem to still be smiling and enjoying
(for the most part) the challenges that the 21st-century
legal market presents. Why the difference?

Pressures of the changing market, wider economy, the
day-to-day running of the firm, cash and profitability, team
dynamics, transforming technology and inevitable deadlines
can amount to cognitive overload that crashes up and
down the firm’s hierarchy and demands a great deal of
every employee. Lawyers are trained to put the client first
and the SRA’s principles mandate that everyone acts in the
interests of the client. The common factor? It’s all about
putting someone or something else first.

But | was sitting on a plane listening to the usual inflight
safety briefing: “In an emergency, if the oxygen masks are
deployed secure your own before helping others,” and it
dawned on me that putting others first isn’'t always the best
thing to do. We're not in potentially life-or-death moments
every day, but putting yourself first is an important lesson
and relevant to you and your teams. This is because if you
don’t look after your own wellbeing, how are you going to
help others?

So, what are some of the key differences between those
ground down by stress and those who
bounce back? From my observations,

there are several common
characteristics in those who keep ‘

We're not in

coming back for more - other than potentially life-
being gluttons for punishment or just or-death moments every
plain crazy. .

First, they have an awareness of day, bul‘pul‘tlngyourself
what is going on around them, the ﬁf‘Sl’ isan l'mportant

behaviours of others and their own l drel
reactions. To be able to manage a esson and relevant toyou
situation you must try and understand andyOur teams.

what is causing it and why. They

differentiate between those things

they can change and control and

those they cannot.

Second, they accept the inevitability of change, have
strong problem-solving skills, have great inter-personal
skills, and maintain a sense of control. They often have a /
network of contacts with whom they discuss challenges to ///////////////////////////////////////
gain outside perspectives.

By being aware, accepting change and using problem- Nine fee earners, 13 total staff
solving skills and contacts, they can find better ways to ABOUT
tackle problems and reduce stress. Distinguishing between
things they can change and those they can’t helps them to . -

) i ) Practice director
think positively, and enables them to direct energy towards Burgess Mee Family Law

the issues they can influence. www.burgessmee.com

Finally, the ‘bounce-back’ people often make time for
learning and personal development as well as for looking
after their health and family, friends, rest and recuperation. burgess mee
By doing this they maintain balance between their work
and personal lives.

The good news is that I've seen people progress - once
they know what to do, these skills and attitudes can be
developed and strengthened. It's not set in stone; it’s in
your hands to look after number one - you. Once you've
done that you'll be better prepared to manage, serve and
assist those around you. There’s no better purpose.

= ]
" Y

-

Offices: London

Frank Saxby

FAMILY LAW
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ABOUT

Jane Pritchard

Systems and BD manager
and head of housing and
community care

TV Edwards
www.tvedwards.com
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[STHE HIGH STR
HIGHAND DRY?

JANE PRITCHARD, SYSTEMS AND BD MANAGER

is a useful exercise.

Revenue: £7m

Corporate status: LLP

100 fee earners,
130 total staff

Offices: London

ver the past decade, it seems market forces

and consumer behaviour driving the high-street

presence for commerce has fluctuated

considerably. As SME law firms, we must
understand the link between general market trends and
changes in consumer behaviour. If our clients are no
longer shopping on the high street, do they expect to
obtain legal services there?

Whether yours is a local, regional or national firm, if we
take our lead from retail it'’s clear that consumer
expectations have shifted. In 2016, store closures
outstripped openings for the seventh consecutive year -
unless you count coffee shops. But that’s not all - £1in
every £4 of non-food spending was done online and 896
chain branch stores closed - double the number that shut
up shop in 2015.

Banks have had the second biggest fall in high-street
presence. Most high-street banks justify their closures by
citing changes in consumer behaviour and the
requirements of their customers, and meeting those
needs with digital apps and improved technology for
internet banking.

There have been endeavours in national branding and
high-street presence by firms such as Co-op Legal
Services and Quality Solicitors. All these efforts have been
very much focused on the appeal of being local - “buy
your groceries and obtain legal advice.” It emphasises
recognisable national branding delivered locally.

But we can’t ignore the shift to digital sales and
transactions. There may be bespoke services or those
sought by vulnerable clients requiring face-to-face human
interaction which buck the trend. But even those services
aren’t entirely safe - the success of online mental health

service delivery, such as that provided by
Bigwhitewall.com, is a real eye opener.

We are not grocers or psychiatrists, of
‘ We are notgrocers course, but considering what compels us to
Orpgychia[rigtg, deliver services on the high street and
bul considering what whether we deliver more value to clients by

doing so is a useful exercise.

compels us to deliver In 2010, TV Edwards had gone through
services on the hiqh street eight mergers and had nine offices across

London and in Cambridge. This was despite

, , the fact that many of the consultants who

moved to work for TV Edwards were

situated right across the UK without local

high street office presence. In 2017, we took
the decision to reduce our presence further and closed all
offices apart from two. We created a ‘super hub’ at our
head office in Whitechapel, London, which provides
savings on a whole heap of infrastructure resources and
facilitated improved customer service and best value to all
of our clients.

With cloud technology, sound investment in practice
management system development and third-party
integration in digital advances such as Adobe Sign, the
focus is not on asking clients to travel further to us -
although they can if they want to - but working for them
in delivering specialist expert legal advice in the same way
they operate as consumers in the marketplace.

This does not necessarily mean fixed fees or click-of-a-
button advice, but it can mean best-value expertise
delivered in a convenient collaborative manner.

LEGAL PRACTICE MANAGEMENT
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CHAT'SOUT
O THE BAG

PETER CARR, I'T' HEAD

earching a website for relevant content is often a

hit or miss affair, yet it's an important function to

drive clients through the door. The obligatory

search button on the firm’s homepage is great at
returning pattern-matched results but can’t really
‘understand’ what the visitor is looking for. Consequently,
users are usually presented with a list of pages to wade
through and quickly lose interest - which could send them
to a competitor’s website. Google and other search
providers can be integrated into the firm’s site to provide a
more reliable set of results, but the costs involved in that
are high and can be difficult to justify.

But firms can provide visitors with a more natural way of
finding accurate information quickly, where they simply ask
questions through conversation, such as: “I want to sell my
house, how much will it cost?” and “l want to make a will,
what'’s involved?” The visitor wouldn't only be understood
but provided with relevant information, a quote, or a phone
call from a person when necessary. Indeed, chatbot tech
enables client engagement to start straight away, and
makes the firm’s website a more powerful marketing tool.

This technology is available to firms - and they should
take advantage of it. Fisher Jones Greenwood, for example,
has teamed up with a website developer to create such an
agent for its website, and thought long and hard about how
to present and power a chatbot.

Primarily, the chatbot had to understand natural language
- not just words, but the intention of the
question being asked. This can’t be done

using standard website scripting, it needs
specialist software behind it - enter artificial Chatbot tech enables

intelligence. IBM’s Al platform Watson (named ‘ client engagement

after IBM’s first CEO) is a world leader in to start straiaht d
question-and-answer natural language o start stratght away, an

processing, and is available, as all good makes the firm’s website

computer services are these days, as a service. h i
" . ) a much more powerfu
Provide Watson with what you expect it to do, p ’f

where the resources are that you want it to marketlng tool.
provide, and a clever bit of integration
software and the technical side is done.

The second major consideration we had was
whether to make the chatbot so clever that it
would pass the ‘Turing test’ - that is, would people be

convinced that they were chatting with a person? The

e

that they were talking to a machine, and that that machine
had limits to its knowledge. That said, we didn’t want it to

be a faceless entity or come across as a cold machine - we ABOUT Revenue: £7.3m

wanted it to be more Metal Mickey than HAL 9000. Thus, i

Alex was born - which has a face and a backstory and Corporate status: LLP

designed to be more acceptable to humans. Peter Carr 58 fee earners, 162 total staff
Alex learns autonomously but is guided by ‘teachers’. The 'T head - .

teacher reviews conversations and teaches Alex the correct Fisher Jones Greenwood Offices: Colchester,

www.fjg.co.uk Chelmsford, Clacton-on-Sea,

answer when it draws a blank or gets something wrong. el
Billericay, London

The bot knows when it’s run out of answers or when the
enquiry needs a more personal touch. For example, it
identifies when a potential matter is of high worth or of a F]G

delicate nature. This is when it hands over to a human.
Using the same chat window, the human can review the
conversation and advise accordingly. During non-working
hours, Alex sends an email to the relevant department with
the conversation and assures the visitor someone will
contact them the next business day.

20 LEGAL PRACTICE MANAGEMENT
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Lawrence Lupin, founding director and head of immigration
boutique LUPINS, tells LPM how Accesspoint helped transform
his business with guidance on new technology and marketing

ondon-based immigration boutique

LUPINS has a core business objective

to become the most renowned firm

for all aspects of immigration and
nationality law. Lawrence Lupin, founding
director and head of the firm, says the key
to this goal is making legal aid more cost
bearing and shifting the business’s focus
onto private client work.

“At the moment, we're probably better
known in human rights and legal aid work.
But because of the current economic
environment and government cuts to legal
aid, we've been trying to make that service
more efficient while progressively focusing
more on private work - such as acting for
investors bringing £2m into the UK, or
helping companies obtain sponsor licences
to bring their employees over.”

He adds that, as part of this future
development, the firm needed the best
systems in place to help drive efficiencies
and deliver an exceptional client service.

“When the firm started 19 years ago we
were quite ahead of the game because we
had a cutting-edge case management
solution. But technology has advanced
considerably since then. There are far more
products on the market, and we needed
someone who could help us work out what
would be best for our business.”

LUPINS appointed Accesspoint
Technologies to advise on and implement an
array of new systems to attain competitive
advantage in immigration work.

“We needed assistance to get us towards
a paper-light office, to enable remote
working and introduce video communication
systems. As you can imagine, immigration is
very paper-heavy and clients often need us
to go to them, or to communicate with us

over vast distances, so there were enormous
gains to be made by introducing these
systems.”

But, Lupin adds, an exceptionally
important improvement Accesspoint made
to his legal business was helping it
revolutionise its marketing strategy through
its media services offering.

“As our relationship with Accesspoint grew
we became more aware of how their team
could help us with our brand. After an initial
evaluation process, they instigated a full
end-to-end strategic review. This highlighted
major strengths and opportunities that we
could build on while questioning our
weaknesses. The results forced a collective
management agreement about our long-
term vision for the future, which resulted in
a rebrand - including changing the name of
the firm and launching a new website.” He
adds that, as a result, the firm has
considerably improved its presence within
the business immigration services market.

WHAT DO WE NEED?

Lupin says the firm had complex
requirements for any new system it chose to
invest in, and it would have been difficult to
find one without Accesspoint’s guidance.

“First of all, we needed something that
would help us improve our legal aid delivery.
It was important to be able to collect and
analyse time reports to work out who was
doing what and whether we had the right
people doing the right things at the right
time.” He adds that it’s vital for a legal aid
firm to organise its time, and Accesspoint
was capable of understanding that need and
finding a solution that would deliver.

But, he adds, the firm also needed a
system to enable flexible working.

NOVEMBER 201,
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ABOUT THE SPONSOR

Accesspoint is an independent
legal IT specialist that consults
on a variety of information
technology-related issues,
offering the best in IT
solutions to help firms work
more effectively.

www.theaccesspoint.co.uk

Technologies

Where people make the difference
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“Our lawyers spend a lot of time on the move.
For example, we recently got a call from a client
who was about to be removed. We had to rush to
the detention centre and liase with UK Visas and
Immigration to prevent that from happening. It can
be the case where clients just can’t make it to the
office and we have to go see them.” He adds that
having remote working systems enables fee earners
to be productive away from the office - which
drives efficiencies by making use of what was
previously considered ‘down time’.

Lupin says that Accesspoint also helped them
find a system that offered a fully integrated document
management and production system.

“We wanted one comprehensive system rather than
several and the great thing about the solution
Accesspoint found for us is that it can be integrated
with numerous third-party solutions - and they only
charge you for what you use.

“One integration was a document search solution

CASE STUDY

‘ ‘ Lawyers can now find any of the
documents relating to a matter remotely
and quickly — which is important when
they have to rush to a client. , ,

that’s helped us cut down our paper usage and made
documents and content far more searchable. Lawyers
can now find any of the documents relating to a
matter remotely and quickly - which is important
when they have to rush to a client.” He adds that the
system also enables the firm to easily send documents
to clients stationed overseas for review, which saves
considerable time and money.

“All of our private work is now completely paperless

LEGAL PRACTICE MANAGEMENT
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and that’s really helped us stand out as a top
provider in that market.”

SYSTEM MIGRATION

More important than finding the right systems, says
Lupin, the firm needed a partner to help it integrate
new solutions into the business.

“You can have the greatest systems in the world,
but if they're not implemented properly then they're
not going to be of any use to you. And that’s where
Accesspoint really make a difference.” He adds that
the firm had a key internal manager to see the project
through, but Accesspoint “filled in the gaps” and were
integral to the project management process.

“They helped us enormously with the back-office
side of getting systems in place. They had a lot of
experience with implementation in other firms -
including other legal aid firms that had specific
requirements - and everything went smoothly.”

Perhaps the key benefit of having Accesspoint
manage the system migration was getting employees
trained and used to new solutions. Lupin says:
“Accesspoint provided a lot of intensive training before
the systems went live. But they’'ve provided it on an
ongoing basis and developed systems stage by stage.”

He adds that this process was also crucial for
effective change management, since people as a rule
are often resistant to reform. “I remember years ago
when we went from manually writing notes to doing

‘ ‘ You can have the greatest systems in
the world, but if theyre not implemented
properly then they’re not going lo be of any
use to you. That’s where Accesspoint really

make a difference. , ,

that on a computer, and lots of people just didn’t want
to do it. But by having Accesspoint teach everyone
how to use the systems and helping management drill
in the idea that change was happening, the
transformation process was much smoother.”

MARKETING MAGIC

A key challenge the firm faced despite its new systems
was developing a stronger presence within the private
immigration law market. Lupin says: “Legal aid isn’t
very well paid nor is it good for cash flow, as interim
billing is severely restricted. Private work, on the other
hand, is more lucrative and puts the firm back in
control of its finances.

“Of course, we had developed our private client
offering using our new systems but we needed to get
the word out about our new and improved service to
attract more clients.” He adds that the first step to
achieving that aim was to completely revamp their
website, which was project managed by Accesspoint.

24 LEGAL PRACTICE MANAGEMENT
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“They built a whole new website from scratch and
handled imaging, rebranding, content and subsequent
SEO and strategic marketing. They had suggestions
about what should go on the homepage, how we
should approach publishing testimonies, and the way
the site should be structured.” He adds that in the
digital age a website is a business’s first point of
contact - and if the firm wanted to attract new private
clients it was important to make a good impression.

“Lots of our potential clients are based overseas and
the website is the only reference they have for the
firm. And if the site’s outdated and filled with
information that’s four years old and doesn’t tell
anything about you, it's not going to attract them.”

Lupin says the website relaunch was also a good
opportunity for the firm to rebrand itself as a modern
business focused on high-quality immigration services.

“Your brand is equally important for communicating
who you are as a business. We're a firm of 30-plus
people, not just me working by myself, and specialise
in immigration - so we changed the name of the firm
from Lupins Solicitors to LUPINS Immigration to
reflect that.”

The firm has seen a considerable improvement to
the quality of its enquiries since launching its new
website. Lupin says: “We now have a lot more traction
on Google searches for immigration law and far more
serious inquiries that end up converted into sales.

“With Accesspoint’s help we’ve also revolutionised
our lead conversion process. We have senior people
who handle inquiry calls and monitor our conversion
rates and analyse how we can improve the process.”

FUTURE DEVELOPMENTS

Lupin says the firm has made enormous progress in
improving its legal service offering and breaking into

CASE STUDY

‘ ‘ The people at Accesspoint are almost
like mentors and they’ve really helped
revolutionise the way we work, think and
portray ourselves in the marketplace. , ,

business and private immigration to become the most
renowned immigration firm, but there’s more that it
and Accesspoint can accomplish together.

“Plans with Accesspoint involve much of the same
kind of improvements. We want to develop our
software and the IT system itself, and in terms of
marketing do more social media work on Facebook,
LinkedIn and Twitter.” He adds that the firm is also
exploring the possibility of implementing a digital
dictation solution.

“That might be the next step forward for us in terms
of driving efficiencies and improving our service - but
we’re still very much in the exploration phase with
Accesspoint at the moment.”

And, he adds, the firm will likely seek to develop a
stronger relationship with Accesspoint in the future.
“"Having Accesspoint on hand is like having a whole
bank of knowledge and expertise at your disposal. It
gives us access to resources that, as a small firm, we
simply wouldn’t have been able to afford otherwise.”

“And we've learned an enormous amount from them.
The people at Accesspoint are almost like mentors and
they’ve really helped revolutionise the way we work,
think, and portray ourselves in the marketplace.”

Change is important for firms to stay competitive in
a constantly changing market place. But in a world
where technology is rapidly evolving, it can be difficult
to know which systems are right for the business and
how to implement them properly. Using technology to
develop services is only half the battle to attaining
competitive advantage - the other half is sending out
the right message and communicating the added
value of those services. Lupin says that having
Accesspoint on hand to help them through this major
transition was invaluable, and helped them to
effectively achieve their aims.

LEGAL PRACTICE MANAGEMENT
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5 we are perhaps all now awars, we all reed
o comply with the EU's new data
protect’on regulaticrs by May 2018, For
many law firms, GDPE doosn't necossarily
mean Goneral Dala Proleclion Regulalion bul ralher
iT means ‘absolute panic’ and ‘extreme cauticr’
gnce it likely adds more work to already nactic
daily schedules.

Ferhaps it's the notion that lagal businessas don's
fully uncerstand what's required from the new data
rales and yoel are scon by most of the populace as
potentially krowledegaole of the matter thaz's
incraasing the pressure on them to do more about iz,
Firms may ke worr'ec that they could becorme an
azrly GDPR offender or “wictimy’ and that that will
dostroy much of their crodiblity.

Many firms =ec Lhe GDPR as primarily an 1T issue,
but —hat's just not the case. It's iMporant to
dnderstand that iT's moere abod the core of your
business's working processes and the systemis and
policies. Common sense prevails here and, ir some
weays, snould drive thinking about complanco with
Lhe GDPRE.

Wher asking the guestion: "Where 's the biggest

SUILDING

chal engs for you?” the more covicus areas where
daza shoulc be protected seem to get no mention -
and it woulc appear that the biggest concarn and
rooact coula be harvesting itzelf in the smallar aro
more deailed arcas of people cperasions and Lhe'r
data handling.

Many o these areas are being buried behind
systems that we have createc and implemeanted over
the vears and have taken for granted, or 'situations’
that we bave oncounterod and sometimoes acoptod
ovor Lhe years Chal woe haven'l really Tully considered
Uil mow

The nzed for the GDPR o ke viewed as mechanic
s long overdue - taking more time to agree and issue
than frst conceived by the Zaropean Commission
back in 2072, The regulation was thon agrood upon
by Lho zaropean Parliamoent end Coancil 'n Docombser
2006, Without doabt iT nas now focused minds anc
attent'on into everyday bas'nass activities previously
accepted and sometimes overlockes despite the
cccasional slio up.

Policing cur compliance and managing the
erforcement of the GOPR will Lake Lima and 1L could
prove To ke wvery diTicult on both counts at sutnority

AR
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Accesspoint is an independent
legal IT specialist that consults
on a variety of information
technology-related issues,
offering the best in IT
solutions to help firms work
more effectively.

www.theaccesspoint.co.uk

Technologies

Where people make the difference

and ground level, when considering the
magnitude of everyday operational activities.
The one thing for sure is it will have a big
impact on what we do and on the thought
process around how we do it.

The whole issue around data and how we
collect, protect, store and select it for use is
under scrutiny. New obligations from the
GDPR on such matters as data subject
consent, data anonymisation, breach
notification, trans-border data transfers, and
appointment of data protection officers, to
name a few, may require companies handling
EU citizens’ data to undertake major
operational reviews and possible reform if
deemed fit to pass new regulations.

The GDPR will offer more guidance on
appropriate security standards while
imposing strict obligations on nominated
data processors and controllers with regard
to data security. The GDPR will also
introduce, for the first time, specific breach
notification guidelines.

Under the GDPR, a personal data breach is
considered a breach of security leading to
the accidental or unlawful destruction, loss,
alteration, unauthorised disclosure of, or
access to, personal data transmitted, stored
or otherwise processed. One must provide
notice without undue delay and where
feasible not later than 72 hours after having
become aware of the breach. This is the start
of self-policing, and further ensuring our
willingness to comply are the financial
penalties that can be very substantial - in
some cases up to £20m, which could be
fatal to business continuity. Such fines add
pressure for us to sit up and take notice.

Data controllers and processors alike must
designate a data protection officer to
comply with the new regulations.

Among some of the credentials required
of data protection officers is expert
knowledge of data protection law and
practices. The GDPR’s recitals suggest the
level of expert knowledge should be
determined in accordance with the data
processing operations carried out and the
protection required for the personal data
processed by the controller or the processor.
Without stating the obvious, much of this
will also be just good old common sense
with how we think and handle situations.

Responsibilities include: informing and
advising the controller or processor and its

employees of its obligations to comply with
the GDPR and other data protection laws,
and monitoring compliance with the GDPR
and other data protection laws, including
managing internal data protection activities,
training data processing staff, and
conducting internal audits. But they will also
need to advise with regard to data
protection impact assessments when
required, work and co-operate with the
controller’s or processor’s designated
supervisory authority, and serve as the
contact point for the supervisory authority
on issues relating to the processing of
personal data. And they will have to be
available for inquiries from data subjects on
issues relating to data protection practices,
withdrawal of consent, the right to be
forgotten, and related rights.

These responsibilities will mirror those
used elsewhere from around the globe. Data
protection officers have many rights in
addition to their responsibilities. They may
insist upon company resources to fulfill their
job functions and for their own ongoing
training. They must also have access to the
company’s data processing personnel and
operations, significant independence in the
performance of their roles, and a direct
reporting line to the highest management
level of the company. Job security is also
included - the GDPR expressly prevents
dismissal or penalty of the data protection
officer for performance of their tasks and
places no limitation on the length of
this tenure.

All of this said, most businesses have been
around for a considerable amount of time -
during which their everyday processes and
systems have been developed with thought
and care to execute the best possible
solution to a problem or enable better
productivity. With this in mind, it begs the
question regarding GDPR: just how much do
we all really need to do?

‘ ‘ For many law firms, GDPR
doesn’t necessarily mean General
Data Protection Regulation but
rather ‘absolute panic’ and
‘extreme caution’. , ,
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NICK HAYNE, CLOUD EXPERT

he coroorate cnvironment continues to o affocted
by revolulionary changes 'n lechnology — and legal
is no differant. Cloud is ohe of those trends tha
contindes o influence businesseas, It has undargone
sign’ficant changes sirce it first appearsd o0 the scene and
has cvarcome s'anificant barriers {mos:ly arourd cost and
security). Confiderco lovels ir cloud are a2t 2n all-tima nigh,

IU's Lrao Lhal the legsl seclor - along wilh olher hoayly
regulated industries  has been a slower adopter of the
cloud. But its benefits are being realisaed and it's adding
sign'ficant va Je to legal oractices - from e™ail nosting and
enabkling remote working, To storage and disasier recovery.

This is oarticularly trac of hyvbrd cloud. Hybric cloud is a
combinalion of privale aod pubric cloud sesvicos, whoere
one ar severs! todch poirts exist between The
envirchmenzs.

The hykrid cloud model is especially baneficial 7o the
legal industry, where rct everyth'ng can be hostad in 2
public cloud crvironment duce o compliance or regalatory
reguirererls, As a resull, legal Dims can ase both privale
(getting the enhanced security ard compliance benefizs)
and puplic cloud (getting the cost and scalabilizy benefits).
t iz, for many, the oest of both worlds and offers a unitied.
adtomated, and well-managed computing enviconment far
legal firms. The move o hybrid environmaoents is
unders.endable, as mary basinesses simply car'l
et past the issue of cata governarce arc secLrty
WEn Jsing a pdaklic cloud, Stricter data policies,

The corporale

such as the EU's upcoming General Data Prozection S ; J 4
Regulat'on, mean legal firms need o securaly [ environment g ..,_"_‘
manage the lifacycle of personal data they hold. continues to be affected by . @ . !
Friom g securily-Tocused porspec.ive, coraain F " o o F‘M}'-‘r‘t
!'Gl’()]&[fl()ﬂ(ﬂ}’ Changes i L e

Fvbric cleud so Jlicns also al ow businesses to ;
benefit from continuous compliance. Instead oF Ze(.‘hnofog,{_\.-‘ —and Zf.‘g{.’] 5

having recular check; to en.sL..-’e.yog're meetlrjg the 170 d.*'/]?.'r‘en[. (f'f()ud Is one (J[‘
standarcs set by various accredizations, cerzan : :

N NGO A S those trends thatl conlinues (o
compliance thal s designed Ll meel service if?ﬂu‘.ff.’.’?('é’ businesses. |L
reguirerents. This incluades comprehensive : y
coverage and o 24/7/265 incident reaction and
managemeant capabilizy, which ma<es It easier 1o ke

FCA, PCI-DSS and 1ISGC27001 compliant,

Ovwerall, hybrid cloud gives ousinessos tho ablity to
leverage oxisling infras.raclure, oplimise Choair ase o
echnology, gain more flexibility and agiity, have greater
control over shadowe I T, and enhance predictability in terms
ot performance and killing. Of course, bykrid cloud isn't the

end of the journey but ancther stage of i, ABOUT
With the recent aunch of Microsoft Azure Stack, this
cvolulion s laken Turlhoer, Asuqe Slacs is a hybeadd cleud Pulsant Q-)) FUIsa nt

platform that provices organisations with a seamless, single Enterprise class
development and delivery [ atorm. Services can be cloud computing
developed in public Azure zad seamlassly moved over to Contact Nick on:
Azure Stack — saving Time, expense and maxing operztions 0333 270 5989
mare corsistont. Arure Stack is iceal for firms as it boenefits www.pulsant.com
freor the scalabilily that Asure (pubyic) provices, baoin a @PulsantliK
private, cert'fied, nighly secdre envircrirent, al owing firms
o store zersitive data.

It is worth menzicning that any migration o the clodd or
adoption of new services snouldn's be seen as a panacez.
Arguably This is wnore working with a partner will yield tha
rmosl value, ensaring Che cnosen s ddon s Tl for parpose,
wnether that is trde hyvbrid coad o & combiration.

LAl EAD 7 ARSI
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SIGN UP ONLINE
OR QUOTE
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WHEN CALLING

CUT COSTS,
INCREASE EFFICIENCY

All firms could benefit from outsourcing
transcription to dictate2us - but even more
so with our LPM deal: 5% off your first year

“d2u is the UK’s number one ocutsourced transcription service
for medical and legal professionals and highly competitive all
over the world. We pride ourselves on saving our clients time
and money, as well as offering state-of-the-art security and a
first-rate service.”

Daryl Leigh, CEQ, dictate?us

LPM LPM magazine has agreed a special deal for its

s readers with dictate2Zus - 5% off your monthly
transgnptlon bill for ane year if you sign up ‘c_hrc?ugh the dedmate_d Alsble-and. ANtPeid app
LPM link, or call and quote LBM20T6 when signing up. You can trial stores and BlackBerry
the service for free before committing. App World

The d2u Transcriber app
is free to download from

Use d2u and enjoy the benefits of:

« Fast turnaround times

« Secure and confidential service

* Secetarial cost reductions of up to 60%

* Guaranteed 98.5% minimum accuracy

* iPhone, Android and Blackberry apps with one-hour turnaround
« 100% output - only pay for the time you talk

* Free, no obligation trial

www.dictate2us.com/lpm




Gt PG

LB

Farge is constant and evo ution can ke

the difference between orofit and loss.

This chargs can oo voluntary or forcod

and inve ve any aspec. ol a lim -
whether financial, regulatory, Technological o
operational. A business that's not prepared “o
change will soon fall kekind its competitars that
are willng to adapt.

But businesses that want 1o crmbracoe change
rmiusl approach il in che correcl mannas O en Lhe
mest significant barrer Zo change is rot the
wil ingneszs of the owners or managers, oJd: the
stats, Cotainirg buy-in from staff will signiticanzly
influence the success or failure of any chance.

Whoen changs s discussed it's ofter cons
Lo be Tor negalive reasons - Tor exarmpla, the
kusineszs bas hit troubled Zimes financially and
needs to reduce expenses, or technclegical
advancament rasLlis ir necassary job losses,

But aven & postive reason for driving change
can oo a disruptive influence if rmanzged badly.
S0, hew do you address Lhae chal enges sla™ can
pose during an Jdrcertain time?

Onice the need for transformat'on has osen
recogn sed by the leadership. it's imperative thas
stat are consulted. They will orobably already be
awere of the changes - whethor bocause
induslry-wdo news s discussing a change o the
market or rumours have starzed. The sooner a
business can talk to its staff the guicker “hey wil
Uy inTo it, Whether the change s positive or
negative, most emoloyees will respect the
leadership for taking action and “or discussing it
dlireclly wih Chem.

Make sure you “ake “he time to understand “he

crod

CHANG

I)ﬁ\\ [I)( PI*I \

concerns of statt, It yvou acceot any of the points
idantified as czus' ng concern vou car respond o
thom DVCRCEIME, DU7 wOu

L Not overy issuc can be o
can aid andorslarcing of why chal’s the o
Waere you can adapl do so. Listen to tr*e ideas
and suggestions of yvour saff ard ke prepared to
change yoldr own views anc o ans accorcirgly.
Staff zre oftan much closer to sarvice delivery
and clionts and as such heir vicws aqo valuable.

Winore Lhore is an impacl cr jobs, pardcularly
logses, ensure your message 1s ¢ ear and
consisient 50 you don't ose key peools through a
oeslod ot uncerta ny. Also, don't rusa change -
ensura yvodr plan is clear and those involved are
aware of the time frame for dalivory. Set mile-
sleres againg, which progress can be measdred.

Cnce the change ‘s epodt to be implemented
take stock of where vod have arrived and of
inforrmat'cn gathered along the journey. This will
e the last time vou can make adjustmants.
Consult your koy teamn, roview what you sof out To
achiove and sec il fira amandments are necded.

Ifyour preparalicns have been thorough, the
implementation sZage should be the easiest part,
But for change to be successfdl. it must be
thought out, ciscussed and implemerted,

Change doos noet stop when the businoss has
caliverod ils now way of working - ongoing
monitor ng is essential because the business
needs o know If targets have bean h't and goals
met. If not, managers should be asking: "Why? Do
we need o change again?”

I7 ray nelp to have ar irmoartial, oussidoer view
ol the change - slall may respond beller Lo
external expertise on such matters,
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Essential business consultancy
and services for law firms
Contact David on:

020 78421830
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cractice that puts clen

oxporiconce lrsl

any law firms are maore corcerned with their

bottom lines than adding value to sarvices or

fosterng botter consumar satisfaction. Tho

proby asywich Chal business maenaalily, of cous
is that it alienates clients who are increasingly willing, and
have the right tools at their dispozal, to scour the market for
a more client-friendly service.

And perhaps the greatest perpetrators of this attitude o
legal services delivery are large City of London firms. Karen
Holden, managirg dirccler and Tounder of Ciiy-based A Cily
Law Firm, says she worked az a solicizor Tor a oig London-
based firm but left oecause of a lack of focus on clients.

“I tound working There demoralising because it was jus:
about rmoney and how to get more out of the client by
dragging out litigation. But more than that, practising the
lawe had los ils waamlh, —or example, lavwyers wouldn'. oo
che client  the partner would conduct & client mesz-and-
dreet and the fee earners would do the work in the
bac<cround - and sc the personal touck and smpatay
alements had beer lost”

Hodon ades tnat sno wanted to work ir a frmowhere
scelicilors wou d be encodraged Le Chink oaoside Lhe box end
add value o services, She soon realised there was a gap in
“he marke: for a practice that coule offer a hign-quality,
personal service to City clients at competitive rates, and set
up A City _aw =rm o fill it

“I started tho firm 'n 2008 - it was one of tha hardoss
Chings Pve ever done bal D would never go beck and change
it. We had some todgh years, particdlarly during the

i
I

Fom lat te rgat
Jabie Ty e o
clicat rz aticns, Kaswen
Holden, marag ra
drectos; Treves

| laldden, praclice
ranagor: Ardrow
Soeamar, directar
B anca Martin, heaad
il Ty

32 | ad




33

FEATURES

NOVEMBER 201/

CITY
LAW

FIRM

LPM FIRM FACTS

A City Law Firm
Revenue: Over £750,000

Corporate status: Limited company

Eight fee earners, 13 total staff

Offices: London

Specialisms: LGBT, surrogacy, startup to
scale-up/getting investment ready

recession, but it was worth it.”

The first element of the firm that makes
it stand out from larger City firms is its
client management structure. Rather than
having client relationships maintained by a
specific partner, the firm ensures that they
are looked after by a client management
team. Holden says: “We wanted to ensure
that when clients phone they don’t reach a
receptionist but one of a team of junior
and senior lawyers and an assigned client
manager who can answer queries, give
qguotes and book meetings straight away
and who know the client.

“That teams would have been introduced
to the client so they will know their name
and the details of their case. Client
engagement is very important and we
never want a situation where no one’s
available to speak to them.” She adds that
the firm also tries to engage clients in
other ways, such as inviting them to
conferences and seminars.

“We host several events a year and offer
free tickets to our clients. It's important
that they get to know about all the areas
we're working on and the services we can
offer them, including non-legal advice such
as where to find an accountant who will be
the right fit for them.” Holden adds that
the firm has also started producing
webinars to cater to overseas clients who
might not be able to make physical events.

The firm is also working on bringing in
new technology that will give clients
greater access to their lawyers. Holden
says that because the firm does LGBT,
surrogacy and tech startup work, its
clients are spread out through the country.

“We wanted to make sure that all of our
clients could have face-to-face contact
with their lawyers, so we've teamed up
with a company called 121With to provide
video conferencing.

“It’s great for introducing ourselves to
potential clients because they can call us
and meet face-to-face to discuss their
needs and work out if we're the right fit

for them without incurring the costs of
coming to London.”

Another way the firm fosters its client
service is by offering fixed fees for most of
its services. Holden says this is because
price transparency and certainty are as
important to the client experience as
effective communications.

“We will offer a fixed or capped fee on
everything except litigation, which is not
easily quantifiable, so there are no hidden
charges and no sudden invoices hitting
clients out of the blue - which makes it
easier for them budget.

“We also try to be very upfront with

“We're not like your typical
large City firm - we're
focused on the client
experience which means
giving them what they
need and giving staff what
they need to provide a
great service.

clients that we’re not the cheapest option
because we're not a high-street firm, but
that we’re cheaper than big City firms and
can offer a more valuable service.” She
adds that the firm also tries to be
innovative with its pricing structures to
give clients greater agility when it comes
to paying for services.

“We have several pricing packages for
consumers to choose from. For example,
our premium package is charged monthly
and includes a free hour of email, phone
and meeting contact with a lawyer a
month. This not only provides price
transparency but gives clients the option
to pay for services over a year rather than
all at once.”

But providing a superb client experience,
according to Holden, was as much about
fostering a positive and caring culture
among staff. She says that professionals
who are treated with care and respect and
not just as ‘money rakes’ are more inclined
to provide the best possible service to the
firm's clients.

“In my previous role in a large firm |
remember one woman announcing that
she was having a baby and everyone acted
like she had died. | wanted to start a firm
that would make it easier for people to
maintain a work-life balance - including
expecting or current parents.

“A big part of maintaining this culture is
bringing in the right people. It’s very
important to me that ego and the big-city
culture don’t make their way into the
business. When we bring someone on we
make it clear that there’s no hierarchy here
- we work together and graft as a team.”
She adds that maintaining a happy culture
is a key selling point for the firm because
clients enjoy working with happy and well
looked-after staff.

“We're not like your typical large City
firm - we're focused on the client
experience which means giving them what
they need and giving staff what they need
to provide a great service.

LEGAL PRACTICE MANAGEMENT
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HOT TOPICS

This feature kicks off a series of
law-firm-area analysis articles -
covering the most profitable or
potentially lucrative services
firms can practise. From
corporate and commercial to
wills and probate, we will get
under the skin of the legal
industry’s hot topics.

—UNDING
= U T URE

Brexit and changing regulations are making the legal market more

competitive and uncertain. What kind of firm practice areas or work types

will fund firms’ future top and bottom lines and how do they find them?

t's been more than a year since the EU
referendum - which might beg the question, is
the UK heading inexorably towards a post-
Brexit recession as predicted by some? The
simple answer is, we still don’t know - but it’s
certainly a possibility. London Stock Exchange
chief executive Xavier Rolet recently said Brexit
could trigger the next financial crisis if France
and Germany try to demolish London’s status as
the centre of a global economy. But even if that’s
not the case, SME firms could be in for a tough
few years. The market is becoming increasingly
competitive and the SRA’s plans to deregulate
unreserved work will likely make it more so by
enabling new entrants to deliver services at a
lower price - and thus eat their law firm
competitors’ breakfast, lunch and dinner.

If firms want to keep some food on the table,
they should consider which of their legal services
are bringing home the bacon - whether that be
because they’'re highly valued, offer a consistent
stream of work, or can be delivered in a way that
makes them profitable - and then work out what
to do with that information.

Richard Clark, COO at Manchester firm CFG
Law and former banking professional, says that
successful businesses, legal or otherwise, are
those that know where they’re profitable and run
their business plans to ensure that profitability
continues - which includes buttressing or
shedding services as needed.

“Take General Electric as an example. Former
CEO and chair Jack Welch determined that he
wanted to be in particular markets because he
could make profit from them and divested
anything that didn’t make the returns you'd
expect.” He adds that it might not be as simple
for firms that have other reasons for practising
certain areas of the law, such as a commitment to

access to justice - but the principle holds.

But perhaps more important than identifying
current ‘bacon bringers’ is finding out which
services will be profitable or unprofitable in the
future. Malcolm Higham, finance director at
Warwickshire firm Wright Hassall, says this may
be tricky because it's very difficult to predict
trends in the market - but firms that don’t at least
explore their options are missing a trick.

“As a non-legal example: if you could have
predicted 15 years ago the increase in the number
of health and safety requirements that were
going to grow across the EU and UK and been
the first mover providing corporate enterprises
with accreditations and solutions, you could have
made a lot of money out of that.”

It’s not too difficult to see how firms might do
something similar if they could find a way to
explore their options or better read the market.

SHOW ME THE PROFIT

Most firms have a portfolio of services, either over
multiple disciplines or in one sector - the
challenge is working out which are profitable.
Higham at Wright Hassall says that to achieve this
goal, firms must enable their finance team to
undertake a detailed analysis of profitability to
matter level, by department sector or case type.

“One of the things we've started to do is look
much more at gross margin contributions to
understand which areas of the business have
higher returns. So, we measure gross margins for
each team and set them as a KPI for our future
business plans.

“We recently took 20,000 completed matters
from the last two years, did some simple
algorithms, decided how to allocate secretarial
costs across fee earners’ hours, and came up with
the cost of delivering those matters and worked
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‘ ‘ The good thing about large-
volume contracts is people tend to sign
up for several years and they offer a
large, predictable amount of work

coming in reqularly. , ,

Adrian Jaggard, managing partner, Taylor Rose TTKW

divorce, and so family and private client work
makes up a big part of what we do. It's also fairly
recession proof and provides a consistent stream
of revenue coming into the business.”

Similarly Adrian Jaggard, managing partner at
national firm Taylor Rose TTKW, says his firm
thrives on high-volume repeat work. “Our most
successful areas are large-volume contracts for
businesses and high-volume work such as injury
or conveyancing.

“The good thing about large-volume contracts
is people tend to sign up for several years and
they offer a large, predictable amount of work
coming in regularly.”

A firm’s most profitable services may also be
dictated by location - if it has access to a natural
client base that does or doesn’t do certain things
with legal implications. Fowler says her firm’s
commercial work is very profitable, but that its
returns have as much to do with the firm'’s
physical location as the nature of the work.

“All our offices are based in growing and
thriving commercial areas, which likely accounts
for our growth in commercial and corporate law.”

Of course, niche work can also be quite
profitable since competition tends to be lower
and the firm can leverage its reputation as an
expert in that field. Karen Holden, managing
director at City-based A City Law Firm, says one
of her firm’s strongest areas is surrogacy,
because few businesses do it and it tends to be
one-off type work where clients look for experts.

BOTTOM LINE MAGIC

But can firms know which their most profitable
or potentially profitable areas are purely by
relying on their financial function? It seems the
answer is 'no’. Stephen Mayson, honorary
professor of law at University College London
and chair of Bristol-based DAS Law, says that the
profitability of an area may depend on a firm’s
ability to operate it and make money. “You can
take some aspects of practice which, on the face
of it, are not highly profitable, but delivered with
the right people and right technology and in the
right way can be incredibly profitable.” He adds
that people are often surprised to learn that the
highest-earning lawyers are often those in small

firms that have leveraged human or technological
capital in some way.

Clark at CFG agrees with Mayson, and adds
that personal injury could be highly profitable,
despite proposed government reforms to raise
the small claims limit and introduce a whiplash
tariff, if it’s done in the right way.

“Some of my peers might be shocked by the
idea that firms could still make money from PI
despite reforms to the sector. But it is quite
profitable as long as the firm can sustain high
volumes of transactions and complete them at a
fast rate using the right technology and people
at each stage of the service.”

Higham at Wright Hassall says that similarly
debt recovery work can generate good returns
for his firm because of its high level of
automation. “Debt recovery is low-value, high-
volume work which might be expected to
generate low margins. But processed with the
right tech and people, it can be a good addition
to the business.”

SIZZLING STRATEGIES

Armed with the information of what is and isn’t
profitable, firms have numerous strategic paths
they can follow. But, as Mayson at UCL points
out, firms are often held back from forming an
effective strategy.

“"Most of them are products of where they
came from and where they are at any given
moment in time. Their ability to move
significantly is often quite limited.”

Clark at CFG agrees that the greatest challenge
for law firm leaders is identifying what the firm is
good at, but doing so is essential if they want to
be competitive.

“Only when you understand what you are good
at can you possibly focus. The issue of course is
being able to shape and exploit what you excel
at - that requires leadership and and a strong
commercial focus.

“The danger for firms that don’t strategise
based on profitability is that they will continue to
provide a toxic mix in a declining market.”

He adds that a straightforward strategy is to
increase investment in highly profitable areas and
reduce it in the less profitable - or get rid of
them altogether.

“If an average firm were to chart its profits by
work type or clients over a 12-month period it
would likely see a bell curve, because certain
areas will inevitably be more profitable than
others. Firms should realise that those profitable
types are subsidising the less profitable and they
have to decide whether they want to be in those
less profitable types.”

Of course, there may be profit-led reasons for
holding on to unprofitable work. Clark says: “It
may be the case that those areas bring in clients

FIRM FACTS

Taylor Rose TTKW

Revenue: £10.3m

Corporate status:
Limited company

69 fee earners,
250 total staff

Offices: Workington
Northampton, London
Peterborough, Manchester

CFG Law

Revenue: £4.5m

Corporate status:
Limited company

46 fee earners, 75 total staff

Offices: Stockport, Cheadle

Capital Law

Revenue: £9.2m

Corporate status: LLP

76 fee earners,
120 total staff

Offices: London, Cardiff

A City Law Firm

Revenue: Over £750,000

Corporate status:
Limited company

Eight fee earners,
13 total staff

Offices: London
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who use more profitable services. Firms need to
ask: ‘Do | need to do this work to make my clients
happy?’ and ‘Can | justify the profit decline in
these areas because it get cases over here?”

Duncan Macintosh, senior partner at Cardiff
commercial boutique Capital Law, agrees with
Clark, and adds that in most circumstances where
an area was haemorrhaging money, firms could
justify shedding a service, but the risk of losing
profitable clients would have to be a factor.

“There’s more to the business’s success than a
strict profit review of specific areas of work. It’s
also about ensuring that the clients we value
receive advice in the areas they value. So, for
long-term success, we will provide advice across
a range of commercial areas so long as clients
want it, even if some areas are less profitable.”

Milne at Thorntons adds that it's also important
to analyse how recession proof the firm’s offering
is when analysing its offering.

“We offer both private client and commercial
work because it creates a fairly robust model
that’s resistant to economic downturn. Having
that mix provides significant returns in times of
prosperity and provides a buffer for losses made
in areas effected by downturn during recession.”

And, of course, there’s also the future
consideration of unreserved work being
deregulated. Mayson says if a firm was in a
situation where its most profitable offerings were
unreserved, it might consider shedding other
activities to become deregulated and reduce
compliance costs.

“There are some areas of law that can be very
profitable, such as will writing, that are
unreserved and could be much more profitable
without compliance costs. One the other hand,

‘ ‘There are some areas that can be
very profitable, such as will writing, that
are unreserved and could be much more
profitable without compliance cosls. , ,

Stephen Mayson, honorary professor of law, UCL
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being regulated in those areas might attract
clients - and firms must consider that they need
to offer a reserved activity to run as an ABS.

FUTURE FANCIES

Legal management leaders might also want to
look at work types that aren’t profitable now but
might be in the future. Higham at Wright Hassall
says that as well as a good finance function,
successful businesses harness their
entrepreneurial know-how to predict the source
of future profits.

“"Of course, it's generally very difficult to predict
changes in the market. One indicator might be
legislative reform, which temporarily throw up
opportunities. Data protection for clients who
want to become compliant with the EU’s General
Data Protection Regulation is a good example
right now.”

Evolving technologies might also give firms an
idea of new and profitable areas to start investing
in. As Richard Watson, futurist at Imperial College
London, pointed out at 2017’s LPM conference,
driverless cars may introduce a need for legal
guidance for ethical programming in the near
future. Macintosh at Capital adds that his firm is
currently looking at intelligent systems and how
they may change the way their work is done.

“We're currently working with a university in
Wales to understand what intelligent systems
might look like in law in five or 10 years. It's
currently a hot topic in legal, and we want to
understand what those systems are capable of -
and whether it should be a hot topic, or not.”

Whether recession is on its way or not, law
firms need to know what makes the big money if
they want to be successful businesses. High-value
one-off transactions for commercial or private
clients inevitably bring high returns, but high
volume work or niche work such as personal
injury or surrogacy can also bring home the
bacon - as long as the clients are there and the
service element is done right. Ultimately, firms
need to know what they’'re good at and what
clients want when developing an internal
investment strategy - and if they can work out
what clients might want in the future there’s even
more money to be had.
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FIRM FACTS

Wright Hassall

Revenue: £19.3m

Corporate status: LLP

200 fee earners,
300 total staff

Offices: Leamington Spa

Thorntons
Revenue: £22.8m

Corporate status: LLP

183 fee earners,
382 total staff

Offices: Anstruther,
Edinburgh, Perth, Arbroath,
Forfar, St Andrews, Cupar,
Kirkcaldy, Dundee, Montrose

Fisher Jones Greenwood

Revenue: £7.3m

Corporate status: LLP

58 fee earners,
162 total staff

Offices: Colchester, London,
Chelmsford, Clacton-on-Sea,
Billericay
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Slow and steady doesn’t win the race in legal.

Clients increasingly want a faster service for less
money, and firms need lo cater to their needs quickly -\
if they want to attain compelilive advantage

Quicker contracts

Martin O’Donoghue, partner at Kerman &

Co, on driving efficiencies with document
automation through TRUKI’s Contract Express

Moving faster

Peter Ambrose, founder of The Partnership,
on using Infotrack’s conveyancing solution to
improve client service scale quickly

Know your change
Jim Jack, head of professional indemnity at

Travelers, sets out how SMEs are well placed to
drive innovation and meet new challenges
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CASE STUDY

LPM FIRM FACTS

Kerman & Co

Revenue: £9m

documents to suit different transaction
types. That's quite important because,
ultimately, our aim is to automatically
produce a first-draft document that we don’t
need to amend heavily before we send it to
for review.”

And, he says, the firm is comfortable from
a risk management perspective with the
quality of documents that the corporate
team is producing using the system.

SIGN FOR SAVINGS

O’Donoghue says that firms need to get on
board with technology or risk being left
behind in the market.

“The reality is that the market is driving
efficiencies. Clients expect lower fees and for
law firms to take advantage of technology to
provide cheaper, more efficient and higher
quality legal services.”

Contract Express also allows the firm to
better manage work
in progress.

Contract Express also retains client
information. O’'Donoghue says: “We're not
constantly putting in information about
clients such as addresses and company
names. The system pulls information directly
from Companies House so we get the most
up-to-date information.”

CLIENTS TALK

Kerman & Co has just started using Contract
Express to liaise directly with clients
externally. O’'Donoghue says it now has a
client pass facility where the firm can send
information questionnaires to clients for data
input. The data is then used within Contract
Express for document preparation purposes.
“Because of the number of options
available within documents, we can send a
questionnaire to a client and they can select
whatever option they wish. That helps speed
up the document preparation process by
cutting out some of
the work around

O’Donoghue says:
“"We typically spend a
large amount of time
preparing documents
such as share
purchase agreements
because there’s a lot

The benefits are clear.
Document automation
allows us to quicken the

liaising with clients
via email or phone.
This allows the firm
to collaborate more
efficiently with
clients.”

As for future use of

Corporate status: LLP

42 fee earners, 67 total staff

Office: London

of manual work
involved even in

preparing a first draft.

pace at which we produce
documents while
maintaining quality and

Contract Express,
O’Donoghue says
Kerman & Co can see

ABOUT THE SPONSOR

Thomson Reuters delivers
best-of-class solutions to help
legal professionals practise the
law, manage their organisation
and grow their business. Our
solutions include Practical Law,
Westlaw UK, Contract Express,
Drafting Assistant and Firm
Central.

www.legal-solutions.co.uk

THOMSON
REUTERS®

Automation helps
reduce that time and
work in progress.”

The firm estimated
the average time it took the team to prepare
each document manually and automatically
recorded how long it now takes each user on
average to produce the same document
using Contract Express.

“With this information, we can instantly
see the time savings between the old manual
process and the current document
automation process.

“And having identified those time savings,
we can multiply them by the fee earners’
hourly rate to get an indication of the cost
saving to the firm. We keep track of those
cost savings, accumulate them, aggregate
them, and maintain them in a datasheet.”

Kerman & Co circulates monthly reports to
its lawyers within corporate to highlight how
much they are saving and where.

mitigating risk.

a number of uses and
projects to pilot.

“We would like to
establish an external
portal for clients. | could see a scenario
where we would make a range of documents
available to certain clients that they could
complete online and download without
needing to go through a lawyer.

“Obviously we have to give a bit of
thought in terms of how we provide that
model - whether that’s a free, value-added,
or subscription-based service. But it seems
like a natural progression to cement our
relationship with clients.”

A combination of client interaction and
use of Contract Express is going to be quite
an interesting prospect, he adds. When it
comes to clients, document automation has
clear benefits - with it, SME law firms can
improve efficiency and add value to legal
services.

EGAL PRACTICE MANAGEMENT
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uildford-based The Partnership is vying to
become the most respected conveyancing
legal business in the country. The key to this
goal, according to the firm, is growth, which it’s
achieving by using technology to enhance its
clients’ experience.

Peter Ambrose, director and co-founder of The
Partnership, says clients want a fast and high-quality
service when it comes to conveyancing, so they can
move into their new home as quickly as possible and
reduce the chance of problems arising. But it’s
challenging to produce an efficient and accurate service
without using technology to implement workflows.

“Buying a house is an arduous process - I'm sure
people inside and outside the legal industry would agree.
There are multiple searches and submissions that need
to be made from different sources as well as multiple
invoices that need to be reconciled. All of these tasks
drastically slow down the transaction - particularly if

Peter Ambrose, director and co-founder of conveyancing
oboutique The Partnership, sets out how InfoTrack's software
enabled his firm to process transactions quicker

mistakes are made along the way, such as an error on a
Stamp Duty Land Tax form.

“The longer it takes to complete a transaction, the
higher the risk of the deal falling through - which isn’t
good for us or the client. Speed is of the essence.”

Ambrose says his firm chose InfoTrack to streamline its
services because it was the most thought-out
conveyancing solution on the market. He adds that there
are several key ‘pinch-point’ processes in a conveyancing
transaction such as property searches, Land Registry
searches, Stamp Duty and Land Tax (SDLT) forms and
AP1 submissions. InfoTrack has enabled The Partnership
to drive efficiencies in these areas through a single,
convenient platform.

“The last thing we wanted was several individual
solutions and that’s why we chose InfoTrack. Their
solution enables our lawyers to complete multiple tasks
quickly on one solution that is integrated directly with
our case management system - it also allows them to

NOVEMBER 2017
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InfoTrack provides award-
winning technology
challenging and evolving the
way firms access data from a
range of sources including
Land Registry, Companies
House, HMRC and more.

www.infotrack.co.uk

InfoTrack

reduce mistakes and speed up the deal,
which in turn enables the business to attract
more clients and grow.”

QUICKER CONVEYANCING
Ambrose says that the firm selected
InfoTrack to ensure it could maintain a
market-leading speed of transaction
completion by reducing potential problem
areas and increasing productivity.

“Before we used InfoTrack’s solution, fee
earners would use several sites with different
logins and had to key information manually
into different forms. All of this wasted time
that fee earners could have spent adding
value to the service and helping the
company grow.”

But now, Ambrose adds, the process is
significantly more efficient. For example,
InfoTrack’s Land Registry search technology
allows lawyers to search for commercial and
residential reports, including title documents
and leasehold information in a fraction of the
time it used to take. “The system brings back
all Land Registry documents, including
referred documents, so the lawyer doesn’t
have to return several times. They are then
imported straight into our case management
system and stored against the matter
number. It’'s wonderful.

“Property searches are also carried out
much faster, because much of the
information is prepopulated by details
already on the matter.”

But the single most important efficiency
improvement the firm achieved after using
InfoTrack was in submitting SDLT returns.

“Doing SDLT returns was very time
consuming through the standard
government website - it’'s complicated and
takes a long time to process. But with
InfoTrack, we can submit these online with
most of the data already pre-populated,
reducing errors and minimising rejections.”

TRIAL AND NO ERROR

Equally as important as streamlining
processes in a conveyancing transaction,
says Ambrose, is improving accuracy.
“Successful conveyancing is like doing an
exam except that you've got to be 100%
correct all the time and you've got to do it
very quickly. Anything less than ‘full marks’

LPM FIRM FACTS
The Partnership

Revenue: £3.4m (forecast)

Corporate status:
Limited company

16 fee earners, 60 total staff
Offices: Guildford, London

will spell trouble for the lawyer and the
company. With InfoTrack supporting the
conveyancing process, we can significantly
reduce inaccuracies and ensure that the
transaction keeps moving.

He adds that by automating elements of
the service and reducing manual processing
of documents, the firm reduces the chance
of introducing inaccurate data into the
transaction. “We used to key data manually
into SDLT returns, which sometimes resulted
in mistakes being made and caused delays
when making submissions. With InfoTrack’s
solution we simply pass property details that
have been in use throughout the process
and the system automatically prepopulates
all the documents.”

An unexpected benefit of the InfoTrack
solution, Ambrose adds, was that the form
layout was the same on screen as the
submission - unlike the government system
which was different and often lead to
substantial confusion. “It’s difficult to check
if the client has made any mistakes when
you're not working on the same form, and as
such we would have to go back a few times
to correct the data. With InfoTrack, the form
is consistent and we can send a consistent
proof to the client so they work off the same
system as we do. It's tremendous.”

AGILE SOLUTIONS

Ambrose says that while no solution is
perfect, the firm benefits from InfoTrack’s
responsiveness to feedback.

“InfoTrack is happy to listen and make
suggested changes. The people there are
always happy to take our feedback and
amend their systems based on our expertise.

“For example, we put in a change request
to the firm to change the way we order a
title document so we could request
additional items easily, and they made the
change quickly.” He adds that InfoTrack is
more like a business partner than just a
third-party provider.

Ambrose adds that he’s seen a massive
improvement to the firm’s service and
become much more competitive as a result.
While some conveyancing methods are
outdated, InfoTrack is there for any firm that
wants support to help them offer a fast and
more accurate service to clients.
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he cnly constant is change, they say

- and that's certainly True in tha legal

industry, Brexit, zechnalogy and

growing prossures from clients aro
making Lhe markel increesingly compeiive
and urcertain, and firms that don't change
to meet these challenges may get left by
the wayside But SMEZ law tirms may o ina
good position o take the bull by the horns,
¢ to speak.

Jirn Jack, hoead of professional indemn’Ly
at Travelers Insdrance, says that while SME
firms dor't neceszarily have the same
access to rescurces as their larger
competitors, being smaller enakles them to
bo more nimble and zgile ir the market.

“Logal basinesses, mdch like insurance
firms. delivered services in the same way for

et
el p

250 years, But they are starting o realisa
that customers won't accept that. and That
firms which can deliver services ir the way
clients wan: them to wil succood.

"Bul while largor orgarizalions can work
with economies of scale, SME firms have the
advantage of naving smaller managemen:
structures and thus are able to change and
meet markeT demands much “aster” He
adds that he and his colleagues at Travolors
heve already zeen coersidersole evidenoo of
SME firms' will ngress to cnange tarocush
the various pudsiness olans they raceive.
which cutline new ventures and explore
altarnative business structuras,

But, Jack says, while SME firms should
soise, ard many are seising, compedodve
cpporunities. hey snouldn’t start to change

O ——————|
ABOUT THE SPONSOR

Travelers’ success in the
insurance industry reflects
more than 160 years of
experience and is underpinned
by an ability to adapt to
changing times, while always
remaining committed to you,
our customers.

www.travelers.co.uk

_
TRAVELERS )

SR R AN



INDUSTRY VIEWS INTERVIEW

SPONSORED EDITORIAL

before they know what they're getting into.

“Change is a tricky process. There may be
numerous compliance issues to consider or costs
when changing how the business operates. It's
important that firms do their research before
jumping into anything and take advice from
people who know the market and know where all
the pitfalls are.”

SMALL AND NIMBLE

Jack says that an exciting element of the current
legal market is SME firms beginning to think
about how clients want legal services delivered,
and exploring or implementing different ways to
meet those demands.

“The change could be something as simple as
adopting video conferencing technology, or it
could be as drastic as changing an entire
management structure. It's only natural that SME
firms would lead the way since they are nimble
enough to respond speedily to changing client
demands and they benefit from the scalability of
today’s technology.” He adds that a good
example of this is firms using technology to make
themselves more agile.

“At the extreme end of the spectrum, virtual or
‘dispersed’ firms - which

But the change could be even simpler, adds
Jack. “I would argue that every firm needs to be
innovative but that doesn’t necessarily mean
adopting the cloud or a new piece of software.
Innovation could be as simple as a new manual
process which allows you to speed up internal
documentation or communication which saves
time, improves the client service and leads to
increased profitability.”

The important thing, he adds, is to engage with
clients and find out what they really want. “There
are some firms whose clients want them to offer
services in the same way as they always have.
Firms shouldn’t change just because they can -
they should have a goal”

KNOWLEDGE IS COMPETITION

But while firms should change to achieve
competitive advantage, adds Jack, they shouldn’t
speed down the path to transformation without
considering potential pitfalls.

“Whatever the change might be and whatever
the firm’s ultimate goals, there will be a significant
amount of risk involved. Firms need to do their
research to ensure they have their bases covered.

Jack adds that firms may consider engaging

external advice if they truly

operate like a network of
consultant lawyers -
have done away with
their bricks and mortar
entirely, and thus
reduced overheads.

“Traditional firms have
also become more agile
by adopting flexible
working and hotdesking,
which allows them to faster. ,,
scale their workforce
without incurring greater
overheads.” He adds that allowing fee earners to
work on the go also gives them flexibility to visit
clients during non-working hours - which is
something clients increasingly expect.

But it isn’t just policies, processes and
structures SME firms are taking advantage of,
says Jack - smaller firms are also leading the way
in new, niche areas of law and adopting a mix of
disciplines to add value to their services. “For
example, some firms have chosen to provide legal
advice to tech startups and have hired non-legal
IT specialists, who can add real value to that
service. Some have even made those specialists
full partners.

“I've been really encouraged to see different
disciplines come together in SME firms to offer a
broader legal service and meet client demands.”

‘ ‘ SME firms have the
advantage of having smaller
management structures and
thus are able to change and
meet market demands much

want to mitigate against
the risk of change. “By its
very nature, firms won'’t
have undergone a given
change project before and
it may be difficult for them
to find out what to expect.
If they engage the help of
someone else who knows
the market, however, they
can reduce the chances of
making any serious
mistakes.”

He adds that Travelers insures 1,600 law firms in
England and Wales and has the knowledge to
help firms undertake change.

“Travelers has advised hundreds of different law
firms and accumulated large amounts of data and
anecdotal evidence to help firms work out the
risk involved in their venture. We try to reflect
back to individual law firms what we have learned
from engaging with the wider legal community.”

Though changing to meet shifting client
demands is a good thing and SME firms are in an
excellent position to do it, the transformation
process comes with risk - including profitability
and regulatory pitfalls. So, if they want to
undergo that journey they need to do their
research or have an experienced partner on hand
to guide them down the path.
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Follow us and talk to us on Twitter @LPMmag

Day in the life

DAVID WOOD

IT DIRECTOR, FDR LAW

The IT director of a north-west firm on his daily life of
keeping the lights on, managing projects and writing

a book and PhD thesis on cybersecurity

6am
I usually get up at six o’clock
and take one really good,
strong cup of coffee. I'm not
really a breakfast person so |
won'’t eat anything before work.
The first thing | do in the
morning is check the firm’s
systems to make sure
everything’s operational with no
unexpected glitches present. |
live in northern Manchester and
it takes one to two hours to get
to our head office in Warrington
in the morning - and the last
thing | want is to be faced with
130 angry people because the
system went down over night.

7am
I live in commuter-belt territory,
so a drive that should take 30
minutes takes at least twice
that thanks to congestion on
the M60 and M62. | spend a lot
of time looking at red lights on
the back of cars. | used to listen
to audio books, but since
starting research for a PhD at
Northampton University, |
mostly read about
cybersecurity and social
engineering and those texts are
not readily available nor
particularly digestible as audio
recordings. The same research
is helping me write a second
book on cybersecurity.

9am
Once | get into the office the
morning is all about keeping the
lights on. That involves
checking in with the IT teams

and making sure they have
everything they need for the
day - whether that be physical
or knowledge resources - and
that normally keeps me busy
until lunch time. Essentially it's a
matter of resolving any calls
that have stumped the support
or development team.

12pm
I'm not really a lunch person
either, which is hard to believe
when you see the size of me.
But when | do have lunch, | try
and find a quiet corner in a
local coffee shop and have an
Earl Grey tea and read a book.
I'll read up on current theories
of the psychology of security to
aid my PhD research or change
management - because
obviously IT, if you're doing it
right, is all about change.

1pm
The afternoon is all about
progress and looking after the
firm’s strategic projects -
making sure that they’re ticking
along at the very least. We've
got a significant number of
projects on the board at the
moment - at least 85. They can
range from something as simple
as a small automation process
to a full integration of a cloud
document management
solution with our PMS.

3pm
One project | spend much of
my time on is getting ready for

the GDPR - which amounts to
going through every policy and
procedure and re-writing them
in the hope of making them
more digestible. Policies tend to
be robust rather than easy to
read. This means they can be
over the heads of most of the
people who need to uphold
them after May 2018. | am
hoping to make them
straightforward, without any
loopholes, with easy to identify
“take-away” information.

S5pm
I like to leave at five o’clock so |
can get home to my wife and
two children. The bit of time |
get with them before bedtime
is what keeps me on the right
side of the insanity line. We
normally play or build
something - they’re both very
crafty. It amuses many people
to see this other side of me
when my wife leaks something
about me onto Facebook - |
think many people believe the
firm puts me in a cupboard to
recharge overnight.

8pm
Once the kids are in bed I'll
spend time when quiet writing
a few more pages of my book
or working on the PhD. | wrote
my thesis for my MBA, also at
Northampton University, on the
affordability of cybersecurity.
On the back of that I'm writing
the book about how SME firms
can afford good infosec on a
lower budget. It's very
challenging and hard work but
much more interesting than
watching reality TV.

NOVEMBER 2017

Z

‘ I'll read up
on current
theories of change
management —
because obviously
1T, if you're doing
it right, is all about

change. , ,

ALL ABOUT |
David Wood

Works in Warrington

Likes puzzles

Dislikes lack of
co-operation
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