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LIFE SCIENCE IP, 27 - 28 NOVEMBER, 2018 | LONDON, UK

As one of the most challenging areas of patent law, companies in the life sciences in-
dustry must ensure they successfully leverage IP protection and enforcement strate-
gies to secure their businesses future.  

The EU is not only a transnational economic and monetary union, but has also har-
monised many regulatory and legal aspects of the pharmaceutical industry. In light 
of this, we have put together this Life Science IP industry map which provides a high 
level overview of the latest European developments affecting Intellectual Property in 
life sciences. 

>> Download your IP industry map 
Discover how industry developments affecting IP in life sciences will have an impact 
on European nations including:  
• UK: The impact of Brexit on existing European patent law in the UK 
• Germany: How the uneven distribution of marine patents may be stifling research 

and development 
• Sweden: Discover the opportunities for Sweden to develop into leading global 

player in IP 
• Poland: The use of Poland as a manufacturing site hub through global shared ser-

vice centers and clinical trial facilities 
>> Discover how Europe is being affected by the latest IP trends and challenges 

For more information please contact enquire@iqpc.co.uk or phone +44 (0)207 036 
1300. 

We look forward to hearing your thoughts. 

Kind Regards, 
Jessica Bayley 
Legal IQ 

E: enquire@iqpc.co.uk 
T: +44 (0)207 036 1300 
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Empathy in Leadership

By Jill Huse, Co-Founder Society 54 and certified WABC coach

A lack of women in leadership position is a commonly seen challenge facing the business world, 
specifically in law firms. Popular belief used to be that women were too emotional and soft to lead 
effectively. Over the past decade or so, however, a shift has been taking place in the professional 
world, with law firms being a bit slow to catch up. Professionals are now understanding the need for 
and benefits of including more women in leadership and management roles. These traits that pro-
fessional women were once recognized as ‘negative’ have now emerged as strengths in leadership; 
allowing women to be viewed as the gifted leaders they are and can be.  

Traditionally, women tend to possess what have generally been known as ‘soft skills’ in work envi-
ronments. Flexibility, positivity, integrity, empathy and teamwork are a handful of these highly cov-
eted soft skills for leaders, and these are also some of the naturally occurring qualities that make 
women prime candidates for leadership roles. According to Forbes, empathy is the number one soft 
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skill a leader can possess because it allows you 
to improve your listening, help you under-
stand your clients and more successfully moti-
vate your team. 

Empathy, defined by Merriam-Webster as “the 
action of understanding, being aware of, being 
sensitive to, and vicariously experiencing the 
feelings, thoughts, and experience of another 
[...],” has a profound impact on others. When 
shown empathy, people in turn exhibit trust, 
appreciation and loyalty. Empathetic leaders 
care deeply about the individuals they lead 
and are invested in their development. An 
added benefit? There tends to be a trickle ef-
fect, making empathy a learned behavior and 
demonstrating it also causes it to spread it 
throughout teams and work environments. 
Relationships are in turn fostered and 
strengthened and, as all leaders know, rela-
tionships are the key to success in almost 
every area of business.  

Not only are firms in need of increased num-
bers of women in leadership roles, but clients 
are also recognizing and appreciating female 
counsel more than ever. “Clients have so many 
good law firms to choose among that they 
don't have to hire jerks anymore. When high-
performance skill is a given, other factors loom 
larger: trust, comfort, dedication and empa-
thy. These once were dismissed as ‘soft’ or 
emotional traits. It turns out they're only soft 
for hard people.” This quote, attributed to Aric 
Press in the American Lawyer article “Big Law 
and Me” demonstrates this shift in desired 
traits in attorneys.  I had the pleasure of learn-
ing from Aric as he was a part of the faculty at 
George Washington University’s Masters in 
Law Firm Management program. Times have 
changed- clients are more sophisticated and 

knowledgeable - they don’t need to settle for 
sub-par. Gone are the days where a good edu-
cation, sound legal knowledge and robust ex-
perience are the dominating factors for hiring 
legal counsel. Now, more than ever, clients are 
looking for authentic personal connections 
and to feel understood by their attorneys.  

So, what does this mean for you? If you are a 
female, step up! Take advantage of the leader-
ship opportunities available to you so that you 
can begin to hone your skills. Look for an or-
ganization that you are passionate about help-
ing - civic organizations, non-profits and even 
your childrens’ schools are great places to vol-
unteer, making the partnership mutually ben-
eficial. In your work environment, be especial-
ly aware of any opportunities you might have 
to develop leadership skills.  And if there 
aren’t any apparent, look for opportunities to 
create your own leadership path.  Pay atten-
tion, learn what you can and be a good listen-
er. Men, you play a role here, too. Look within 
your firms and the organizations that you are a 
part of. Do you have women in leadership 
roles? If not, why? Can you be doing more to 
raise strong, capable female leaders? You, your 
organization, your employees and your clients 
would all benefit.  

If empathy is not a skill you possess, as a male 
or a female, don’t fret. Empathy can be 
learned, and we would argue should be 
learned. In various situations, ask yourself 
questions. How might this situation affect 
someone? Is there a chance someone could 
feel unappreciated or unsupported? If you 
were in the same situation, how would you feel 
or act? Don’t just recognize others’ feelings but 
try to truly care about and relate to them. It 
can also be greatly beneficial to find a mentor 
or a coach that can help you think and talk 
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through various situations, actual or fictitious. 
Sometimes it just takes someone asking ques-
tions and getting you to think (and feel) out-
side of your own experiences.  

Another skill that often works in tandem with 
empathy is listening. If you aren’t truly listen-
ing to others – including verbal and non-ver-
bal communications – you can’t truly under-
stand them. If someone comes to you to ex-
press concerns or frustrations, listen. Let him 
or her finish speaking before you insert your 
comment/ opinion. The key isn’t always in 
finding solutions – sometimes just letting 
them talk through a situation or voice their 
thoughts is all that is needed to communicate 
that you care.  

My challenge to you—be the difference.  Lead, 
don’t follow.  Identify where diversity may be 
lacking and, if necessary, be prepared to step 
up, listen and advocate for yourself and/or all 
of the strong, capable females around you.  

About the Author 
Society 54 Co-Founder Jill Huse is renowned 
as a trusted professional services advisor.  Jill, 
a certified Worldwide Association of Business 
Coaches Coach, is highly regarded for her pro-

gressive ingenuity, research-based strategy 
and, most importantly, her ability to deliver 
results for clients. 
She has worked in professional services mar-
keting (legal and accounting) for more than 
eighteen years. She has an innate ability to 
identify, encourage and develop her clients’ 
unique and differentiating professional 
strengths, and to help clients leverage these 
strengths to meet and exceed bottom line 
goals. 

As the director of marketing at one of the most 
reputable AmLaw firms in the southeast, Jill 
structured and led her team in developing, 
implementing and managing award-winning 
communication, business development and 
marketing initiatives. Further, Jill is a tenured 
member of the Legal Marketing Association 
(LMA), currently serving on the International 
Board of Directors and previously as the past 
president of the Southeastern Chapter. Addi-
tionally, she is one of the founding members of 
Law 2.5, a roundtable think tank focused on 
the future of the legal industry and how to im-
plement and lead change. 

Not only is Jill well connected, she is highly 
respected and widely sought for her expertise 
and paramount perspective in all aspects of 
professional services marketing. 
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Kiran, you have an inspiring and versatile 
background. You were trained as a mechani-
cal engineer and your professional career in-
clude positions in engineering, consultancy 
and finance. Currently you are Manager of 
Legal Strategic Services at Liberty Mutual.  
 
What inspired you to taking on this posi-
tion, what’s it about and what are the core 
activities?  
Thank you. In each of my former positions, I 
have been able to develop new skills that have 
helped me take on new challenges. As an en-
gineer, I became highly detailed oriented, im-
proved my problem solving skills, and concen-
trated heavily on analysis and risk manage-
ment. As someone with an interest in the evo-

lution of technology and process, I was excited 
about the prospect about leading an organiza-
tion in a transformational industry.  
It is an exciting time to be in the world of Le-
gal Operations today. With millions of legal 
dollars being spent, renewed focus on legal 
processes, cost pressures and evolving tech-
nology, the delivery of legal services is ripe for 
change and evolution.  

Legal Strategic Services serves as the Legal 
Operations function at Liberty Mutual. It in-
cludes the management of outside counsel re-
lationships, bill review and payment, report-
ing and analytics and providing project man-
agement support. Our group is also responsi-
ble for identifying new ways of providing legal  

An Interview with Kiran Mallavarapu   
Senior Vice President and Manager Legal Strategic 
Services at Liberty Mutual Insurance 
By Editorial Team LegalBusinessWorld

In
te

rv
ie

w
 

eMagazine • www.legalbusinessworld.com • �11



services and transforming our current pro-
cesses and organization through our Innova-
tion group.  Legal operations at Liberty’s scale 
is about engineering the business of law, and I 
think my background dovetails nicely with 
that challenge.  

A growing workload that in-house teams are 
facing, expansion into new markets and seg-
ments, more complex regulation and stricter 
enforcement, and the growth of new tech-
nologies are all creating challenges for legal 
teams.  
 

When you started in 2016 you identified 4 
areas to focus on: Culture, People, Process 
and Technology.  Why those areas in par-
ticular? And what are the intended results?  
As you mentioned, the Legal industry is at the 
crossroads of increasing complexity that re-
quires more expertise to meet increasing de-
mand, while still managing our costs. We want 
to service our policyholders and internal 
clients to the best of our ability all while allow-
ing our legal professionals to practice at the 
top of their license, so we identified those four 
areas of focus. It is also a simple framework 
that allows us to break apart these issues and 
create different work streams and everyone 
immediately understands each of the focus ar-
eas. 

To do this, we first needed to create and culti-
vate a culture to actively identify issues that 
get in the way of delivering the best quality 
service, question the way we do things, openly 
raise issues and foster an environment where 
people are willing to solve these issues. Hence, 
Culture is the foremost area of focus.  

Once we identify these problems, we need to  

ensure we have the right skillsets to analyze 
the problem in front of us, and create solu-
tions. We can develop some of these internally 
in the Legal department, and sometimes we 
need to bring in new talent.  

Once we have the culture and mindsets, and 
the people needed for the transformation, we 
can focus on the task at hand – fixing our pro-
cesses and upgrading our technology. 

At the end of the day, our goal is to provide 
our policyholders and internal business clients 
superior legal services in an efficient way.  

How does the landscape for these 4 areas 
look like in 2018? What progress did you 
make? What results and developments can 
you identify?  
Our journey began quite some time back. Our 
Chief Legal Officer, Jim Kelleher, is a leader by 
example, and set the stage for all of us in the 
Legal department. The Department has con-
sistently been committed to maintaining high 
ethical standards. To ensure our principles 
transcend to all offices around the world, Jim 
and his leadership team rolled out a clear 
Common Purpose and set of Guiding Princi-
ples. The Common Purpose has made it easier 
for all employees to better understand and 
align around the Department’s common mis-
sion. The Guiding Principles of integrity, ex-
pertise, client focus, talent and continuous 
improvement provide employees with a shared 
path for a commitment to the highest level of 
legal service and customer care.  Even though 
he has spent his entire career at Liberty Mutu-
al, he has led the way and challenged all of us 
to think differently about legal service   
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delivery. Our leadership and management cul-
ture has changed significantly, to a place 
where we openly discuss issues that are facing 
us, collaborate more across various functions, 
readily request  help and provide support, and 
more importantly, keep the client, however 
you define that, front and center.  

We have grown our talent pool by developing 
or acquiring new skillsets such as project 
management, data science and artificial intel-
ligence, innovation experts, process and work-
flow consultants, as well as competency in ex-
pert system creation. 

Over the last few years, we have enhanced 
many of our processes and upgraded technol-
ogy across many functions. From a simple 
payment process, which is never so simple, to 
developing standard processes for managing 
Corporate Governance for international enti-
ties we continue to evolve. Similarly, we have 
upgraded our matter management systems, 
billing systems, and developed new tools to 
manage various legal administrative tasks.  

You have interacted with over 4,000 
outside counsel over the last two years. 
At the same time external legal spend 
continues to come under greater scru-
tiny.  How do you deal with that? How do 
you manage those relationships? How 
does one have a discussion with law 
firms?  
In an Insurance contract, policyholder defence 
for covered causes is an essential part of the 
product we sell to our customers. In addition, 
as with any large organization, there are vari-
ous corporate legal functions such as con-
tracts, finance, litigation, compliance, etc. Be-

yond our strong in-house legal team, we also 
maintain a selective list of panel firms we en-
gage based on jurisdiction, experience and di-
verse talent. Our External Counsel firms en-
able us to deliver on the promise to our poli-
cyholders and enable our internal clients’ to 
conduct essential business in many cases.   

Our holistic approach to relationship man-
agement includes pro-active communication 
about many topics, including trends in the In-
dustry, quality of legal services provided by the 
firm, various fee arrangements, billing guide-
line adherence and utilizing diverse talent on 
matters. We also have a detailed scorecard for 
many of our law firms and we discuss various 
metrics about the firm and attorney perfor-
mance.  It is essential that we share perfor-
mance metrics with outside counsel to allow 
them to manage their legal service delivery to 
our expectations.   We are highly motivated to 
seek the best value with our firms as it can di-
rectly financially affect the quality and price of 
the product Liberty Mutual delivers.  

As companies increasingly focus on efficien-
cy, they place more emphasis on in-house le-
gal counsel, unbundling services, using 
smaller firms more often and keeping a close 
eye on alternative fee arrangements.  
 
Is this something you recognize? How 
does this match with the approach of 
your Department?  
Liberty Mutual has been practicing legal oper-
ations for almost two decades now. For us, fo-
cusing on efficiency, while still maintaining 
quality is of utmost importance.  At Liberty, 
not only do we utilize in-house legal counsel,
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but we also focus on developing tools 
and processes to make them more 
efficient. When we analyze a process, 
we are always asking if the right per-
son is doing the right level of work.  
To fulfill the promise made to our 
policyholders, we select and utilize a 
variety of firms, depending on the 
jurisdiction and the expertise neces-
sary for various matters, indepen-
dent of the size of the firm. We do 
work with many firms on alternative 
fee arrangements, but given the na-
ture of our business, that is not al-
ways applicable. Based on our ongo-
ing desire to deliver best in class le-
gal services, we continuously chal-
lenge ourselves with these types of 
questions: Where should activities be 
performed? Should the activities be 
performed in-house, by outside 
counsel or with alternative service 
providers? How might we enable or 
empower the client to take action? Should 
we stop doing something or should we con-
sider developing a new competency?  

In recent years the role of in-house legal 
counsel has significantly changed. No 
longer solely limited to managing risk, le-
gal counsel is now seen as a business part-
ner, driving and impacting strategic direc-
tion.  
 
Could you explain what impact your 
Department currently makes on the 
company strategy and business? 
We organize ourselves to be in alignment 
with the business and provide the best pos-
sible level of service to support the business’ 

goals. The legal department is often engaged 
in new product development and policy 
changes. The best collaboration happens in 
the early stages of any project and the legal 
department’s technical expertise and experi-
ence is often an invaluable part of that 
process. The business expectations are in-
creasingly rising and our department must 
manage the accompanying complexity of 
risk. To support these expectations, we have 
a highly specialized staffing model. This in-
cludes strong legal teams in Operations, 
Employment, Reinsurance, Public Affairs, 
Property and Auto Claims Support, Corpo-
rate Litigation, Finance, Compliance and In-
vestments among others. Each of these prac-
tice areas are essential partners in shaping 
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the larger corporate strategy for the organiza-
tion and they actively help the business with 
regulatory changes, maintenance of intellectu-
al property and cultivate the ability to differ-
entiate ourselves in the market as a leading 
P&C insurer.  

The legal profession is changing rapidly and 
professionals need to be more business and 
tech savvy. Much is going on in legal tech in 
particular. Think for instance about AI, 
blockchain etc. etc.  
 
Three key barriers to innovation in in-house 
teams can be identified: structural barriers, 
such as a business structure that makes it dif-
ficult for legal innovations to receive support 
from leaders; technological barriers, such as 
outdated IT infrastructure or practice man-
agement systems; and resource barriers, par-
ticularly the times it takes to plan and imple-
ment innovations. So some people argue that 
it’s crucial that in-house teams dedicate an 
individual or group to focus on innovation.  
 
Your Legal Department has over 2,200 
employees in 10 Practice Groups.  
How do you keep up with all relevant 
innovations? Do you think it’s essential 
to have this specific (but rapidly chang-
ing!) knowledge and experience in-
house, in your Legal Operations Group? 
What are the biggest advantages for 
having so? 

Our Chief Legal Officer and the practice group 
heads have created a culture wherein employ-
ees – whether they be attorneys, paralegals or 
administrative staff – are constantly looking 
for better ways to do things. In addition, we 

have multiple small-group task forces consist-
ing of cross-functional employees to learn and 
be the Legal Subject Matter Experts in new 
technologies like Blockchain and Artificial In-
telligence. These groups are tasked to learn 
about the technology, identify the various 
business applications across the Industry and 
our company, analyze and mitigate potential 
legal risks or concerns, and ultimately, educate 
the rest of Legal group. It provides them an 
opportunity to develop and participate it in the 
long term vision of the organization.  Addi-
tionally, within LSS, we have several projects 
that are leverage those technologies and oth-
ers, to help our legal professionals in their dai-
ly work. 

Due to the short-term and tactical needs we all 
face, having time to focus on the long term 
view gets scarce. For this reason, our Chief Le-
gal Officer inspired us to create a group named 
Ideation and Transformation to focus on both 
short and long term aspects of innovation. 
This group is charged with understanding the 
legal marketplace, collecting as well as incu-
bating ideas from the rest of the Legal De-
partment, and piloting ideas to evaluate their 
feasibility.  

As part of this goal, this team attends various 
conferences, networks with Industry leaders 
and vendors.  They also invite potential tech-
nology vendors or alternative service providers 
into our organization to present, recognize po-
tential pilot applications and enable transfor-
mation.  
In addition, this team engages with other in-
novation teams across the enterprise. 
So, as you can see, this is a multi-faceted ef-
fort.
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About Kiran Mallavarapu 

Kiran Mallavarapu is the Senior Vice President 
and Manager, Legal Strategic Services at Lib-
erty Mutual Insurance.  

He is responsible to lead and manage the Le-
gal Strategic Services group. Kiran’s group is 
responsible for all Operations and In-
frastructure in the Corporate Legal Depart-
ment. Responsibilities of the group include 

Strategic Planning, Financial Management, 
Outside Counsel firm and legal vendor man-
agement, Data Analytics & Modeling, Tech-
nology and Innovation, Internal Communica-
tion, Billing and Auditing, Project Manage-
ment and Admin Support. His team goals in-
clude driving and supporting initiatives to in-
crease efficiency and raise effectiveness, bring 
about innovation for in-house legal depart-
ment, and improve our relationships with 
their External Counsel partners.
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Law Firms,  
Before you build 
legal tech,  
Stop, Breathe, and 
Design 
By Nicole Bradick, Founder and CEO at Theory 
and Principle

More and more large law firms are building 
their own software these days. These typically 
come in two flavors — products for internal use 
and products that are client-facing. 

The development of products for internal use 
has been happening for a while, but with more 
and more off-the-shelf solutions in legal tech to 
meet those needs, this trend is on the decline, 
and for good reason. Building and maintaining 
enterprise software is hard work, and when 
there are suitable off-the-shelf options, that 
should clearly be the first choice.  

At the same time, based on the inquiries that 
come through our office, the development of 
products that are client-facing appear to be on 
the rise as law firms are looking for new ways to 
generate revenue, increase client loyalty, and 
develop new pipelines of work.  

For those firms, I offer some advice. 
There is a wrong way to build software. There 
are multiple right ways to build software.  
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None of right ways, however, involve skipping 
design, testing, validation, and iteration. Many 
firms seem to be going down the path of build-
ing software the wrong way. 

Why We Build 
Let’s consider the goals law firms have in 
building client-facing software, which I’ve out-
lined above. You meet those goals by creating 
digital products that signal to clients and po-
tential clients some or all of the following: 
• That your firm cares about providing value 
• That your firm is a subject matter expert in 

a particular area
• That clients and prospects should trust 

your firm and come to you when they need 
help 

• That your firm cares about the success of 
its clients

Despite the need for careful construction to 
communicate one or more of these messages, 
here’s how many of these products tend to be 
built: 

Partner A, Head of X Practice Group, has a 
brilliant idea for an app, and goes to his firm’s 
IT group to ask them to build it. The firm’s IT 
team has a few developers that can build 
products, but they have a large backlog of oth-
er projects from the heads of A, B, and C Prac-
tice Groups. There may be some internal dis-
cussion at the Partner level to make the case 
that these various products should be built. 
Once they are in the pipeline, they are churned 
out by a few time-strapped engineers. A de-
signer never even touches them.  

The product rolls out, press releases go out, 
awards roll in, but the client never uses it and 
the firm’s goals for the product are never met. 
Sound familiar? 

This approach is fine if your goal is “innova-
tion marketing,” but it’s not a useful approach 
if you intend to actually advance both current 
and prospective client relationships. 

Better Paths 
I have two main points of advice for firms that 
are moving towards building client-facing 
digital products: 

1. Validate the product’s value first, and
2. Hire a designer.
 
To the first point, I’m assuming that your firm 
does not have an unlimited technology budget 
to hire multiple fully staffed teams of develop-
ers and designers, but it has plenty of partners 
who want things built. There’s one really ex-
cellent method of deciding what products to 
prioritize and which ones to push back on: val-
idation testing. 

In validation testing, we create a prototype of 
the product, document our assumptions 
around the value that this product would cre-
ate for the intended users, and then go out and 
test those assumptions directly with clients 
using the prototype.  

What this process allows us to do is to under-
stand from clients whether a product is valu-
able to them, how it fits into their existing 
workflow, whether and how it changes their 
perception of the value that a firm offers them, 
etc. Doing this early in the process helps to 
understand if you’re on the right track, if you 
need to do some course correction, or if an 
idea needs to be scrapped altogether. This can 
provide added leverage to convince an execu-
tive team to either execute or forego an oppor-
tunity. 
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Tied in heavily with validation testing is the 
need for a designer to be involved. Your firm 
may not be able to hire one full-time, but if 
you can bring someone on as-needed, don’t 
skip this step. You need someone on the team 
not only bringing attractive visual design into 
the process, but also someone who is skilled at 
understanding how people use technology to 
put together the architecture and user flow of 
even a simple product and test for usability. 
These two functions of a designer are a critical 
component for a successful product, and are 
also the most regularly overlooked. 
 It’s very easy to spot the products that had no  
design intervention. The beauty of design is 
 that it allows us to present or gather informa-
tion in ways that are enjoyable and easy. If 
your firm has an app that includes a bunch of 
radio buttons on a page, it’s a pretty good tell 
that it wasn’t actually designed. Below you’ll 
see my amazing sketch that reflects this com-
mon form of law firm web application. 

Sure, this product provides a service, but it 
provides it in an entirely lackluster manner 
that neither encourages the user to put in the 
effort to use the product, nor reflects well on 
the firm’s brand.  

I can’t say this enough — when developing 
products that need to reflect well on your 
brand, more is not better. Better is better. 

Slow down, validate, prioritize, and design. 
Your product will be much more likely to be 
successful at meeting your firm’s goals than if 
you continue to churn out product after prod-
uct to satisfy partner whims. 

About the Author  
Nicole Bradick is the Founder and Chief Exec-
utive Officer at Theory and Principle, a legal 
technology product design and development 
firm. Nicole and her team work with global 
law firms, foundations, and legal technology 
companies to build innovative digital products 
related to law and justice.  They are on a mis-
sion to bring smart design and seamless digital 
experiences to the legal industry.  
  
You can reach Nicole at nicole@theoryand-
principle.com, or on Twitter at @Nicole-
Bradick. You can read her blog at www.medi-
um.com/@nicolebradick. 
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The Value Series  

A ClariLegal interview with Debbie Reynolds, Director of e-Discov-
ery and the Data Privacy Officer at Eimer Stahl 
By Cash Butler, founder of ClariLegal and James Johnson, principal attorney of First Venture Legal 

ClariLegal recently had the privilege to interview 
Debbie Reynolds, Director of e-Discovery and 
the Data Privacy Officer at Eimer Stahl. Al-
though her educational and early career back-
grounds were in library science, Debbie was al-
ways interested in data and data flows. Debbie 
quickly moved into the e-discovery industry, 
where she had since worked for over twenty 
years. At Eimer Stahl, Debbie notes the firm, be-
cause it often handles large cases that stretch on 
for years, has internal resources to handle e-dis-
covery needs; however, Debbie says the firm 
does outsource collections. Debbie further notes 
that Eimer Stahl may outsource legal support 
projects when the firm needs a unique tool or 
service for a project which is better suited to an 
external vendor resource. 

Asked to define "value," Debbie says that value 
is "being able to get a quality product in the end 
for a reasonable cost." However, Debbie notes 
that value is not and should never be a “race-to-
the-bottom” on pricing. Instead, Debbie argues 
that value can only be accomplished with 
 “quality of interaction and…of service and sup-
port." Debbie adds that a lower-cost vendor may 
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be providing less service, and as a result, it 
costs the client even more "in money…[or] 
more time that you're going to spend manag-
ing that vendor relationship”. 

As for how she delivers value in her role, Deb-
bie believes that, as a boutique law firm, Eimer 
Stahl need in-house litigation support services 
because if it were to rely on third-party ven-
dors, the firm would be lower on those ven-
dors' radar than the larger international firms. 
She says the internal e-discovery resources she 
oversees provides value by allowing the firm to 
“be nimble enough to be able to respond” to 
client needs and to be able to focus on deliver-
ing core legal services. She notes that having 
internal resources also gives Eimer Stahl flexi-
bility in billing for e-discovery since the firm 
may not be obligated to charge clients for the 
cost of third-party vendors.   

Flipping the value question on the outside 
vendors she works with, Debbie notes how 
vendors the firm works with have often made 
internal changes to address the firm’s con-
cerns. Debbie says vendors provide value 
when they provide service responsive to the 
firm’s needs – for example in Debbie’s case, 
the vendor being capable of self-managing to 
free Debbie to oversee all her cases – asserting 
that work "isn't about checking a box."   

Regarding measuring value, Debbie says she 
doesn't focus exclusively on quantitative met-
rics – "bits and bytes," as Debbie puts it. In-
stead, Debbie evaluates the delivery of value 
by how well the vendors live up to their 
promises, both explicit and implicit, about the 
vendor’s quality and how well they will per-
form.  
We asked Debbie for her opinion on how  

well the concept of value is understood and 
communicated in the legal industry. Debbie 
started by noting that the concept of value is 
different depending on who one talks to. Deb-
bie sees each side of the legal industry – 
clients and vendors – as viewing the concept 
of value differently. Debbie views legal service 
vendors as having difficulty in articulating to 
clients why the cost isn't or shouldn't be the 
final arbiter on the value the vendor brings to 
the table – why, for example, "the more ex-
pensive one is better.”  

With regards to communication, Debbie be-
lieves that the client side wants to know how 
vendors are going to make the client’s work 
easier. For Debbie, one of the best ways for 
vendors to communicate value to clients is to 
listen to how the client defines value, then talk 
to the client about the vendor’s value proposi-
tions in the language the client uses. Debbie 
notes that vendors may have several different 
value propositions; therefore, it is critical for 
vendors to communicate each one of those 
value propositions to the client. In her experi-
ence at Eimer Stahl, Debbie says she always 
asks the client to describe their value proposi-
tion and the value proposition the client is 
looking for from Eimer Stahl. Debbie notes 
that listening to the client is critical, and says 
that most clients indicate they want Eimer 
Stahl, or any legal counsel, to be truthful and 
provide the advice the client needs, rather 
than the advice the client may want or "just 
telling them yes."  

We also asked Debbie for her views on how the 
RFP process and vendor management tools 
facilitate communication and understanding 
of value. Debbie starts by noting one of the 
most significant pain points of the RFP 
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process and vendor management tools facili-
tate communication and understanding of 
value. Debbie starts by noting one of the most 
significant pain points of the RFP process – 
each vendor has a different metric for pricing, 
resulting in clients looking at disparate infor-
mation that can't be compared together. In-
stead, Debbie argues that the RFP process and 
vendor management can facilitate communi-
cation and understanding of value if vendors 
must utilize client-provided templates so that 
each proposal uses the same metrics and ter-
minology and can be compared to one anoth-
er. Debbie also argues that it is best practice to 
give vendors assumptions for the project for 
them to base their pricing on since clients of-
ten have difficulty comparing top-level pricing 
due to bundling and other pricing features. As 
for vendor management tools, Debbie says she 
hasn't seen many independent tools on the 
market, though clients and vendors do make 
use of in-house dashboards for project man-
agement. Debbie notes that many other ven-
dors still rely on compiling reports or static 
dashboards to interface with clients.  

To close, we gave the floor to Debbie for her 
final thoughts. Debbie noted her admiration 
for vendor management and selection plat-
form such as ClariLegal, opining that parties 
in the legal industry “do the best they can with 
what they have…which [is often] not a good 
thing”. Debbie warns that clients should al-
ways remain cognizant of the current costs of 
services, particularly as projects drag on for 
years, since improving technology drives down 
costs in e-discovery. Debbie suggests clients 
always have employees who understand the 
cost and the impact it can have on a project.  
Disclaimer: The statements of the intervie-
wees in the Value Article Series are opinions 

and observations of a personal nature and do 
not necessarily reflect the opinions and poli-
cies of their respective employers. 

About Debbie Reynolds 
Debbie Reynolds is a global thought-leader 
and advisor to Fortune 500 Companies on 
data privacy and electronic evidence handling 
in high-stakes litigation. Ms. Reynolds is the 
Director of EimerStahl Discovery Solutions 
LLC, an affiliate of Eimer Stahl LLP, a Data 
Privacy Officer for Eimer Stahl LLP, and an 
Adjunct Professor at the Georgetown Universi-
ty and Cleveland Marshall College of Law. Ms. 
Reynolds is a published author, speaker and 
frequent media presence related to data priva-
cy and eDiscovery issues. 

About the authors 
James Johnson is principal attorney of First 
Venture Legal, a Cambridge, Massachusetts-
based law practice focused on corporate and 
transactional law for very-early-stage startups. 
James assists entrepreneurs and small busi-
ness owners with corporate formation and 
structuring, contracts, commercial law,  
employment matters, and early-stage 
fundraising. His practice utilizes alternative 
fee structures to deliver value-based service to 
early-stage ventures. In addition to practicing 
law, James works with ClariLegal, focusing on 
building out its innovative platform and 
spreading the word of ClariLegal’s mission to 
reduce cost and complexity in legal vendor se-
lection and management for law firms and 
corporations. 

Cash Butler is the founder of ClariLegal 
(www.clarilegal.com), a preferred Litigation/
Legal vendor management platform that 
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matches corporations and law firms with the 
right vendors who have the right service offer-
ing at the right price. A seasoned legal tech-
nology innovator, Cash has over 18 years of 
experience in the legal vertical market, pri-
marily working in eDiscovery, litigation & 
compliance. Cash is an expert in legal vendor 
management and pricing, and through Clari-
Legal seeks improves, quality and project 
transparency, and help corporation and law 
firm customers gain more in control of the liti-
gation. 
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Fixed Fees and  
Performance 
By Richard G. Stock, M.A., FCIS, CMC, Partner with Catalyst Consulting  

This is the fifth in a series of articles about how corporate and government law departments 
can improve their performance and add measurable value to the organizations

In writing about fixed fee arrangements with law firms, Ben Heineman (Inside Counsel 
Revolution) suggests that there are trade-offs. Fixed fees “may drive firms to leaner, more 
productive staffing. The bad news is that, even though they need to produce a good result, 
firms may cut resources too far and impair quality in order to get a bonus for coming in 
under the fixed fee.” I can understand the concern that the General Counsel may have: 
that she may be getting the “B-team” or than the firm may be cutting corners on resource 
allocation. 

It is common enough for companies to request 
budgets and caps for individual matters, or for 
phases of matters. This should be done as a matter 
of course for all files that are likely to require at 
least 50 hours of legal work. The budget estimate 
should detail the number of hours for each fee 
earner for each phase and for each task within a 
phase of a legal matter. Planning assumptions 
should support the estimates with an 85 % proba-
bility that each assumption is correct. All of this 
makes the firm and the client accountable to each 
other to define the scope of work, the risks, and the 
anticipated results. 

A longer-term commitment to more work from 
fewer firms, using non-hourly fees, is more com-
plex. Putting more eggs in fewer legal baskets has 
been a procurement / sourcing practice for 30 
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years. However, starting to do this in a way 
that integrates the company and the law firm 
in a strategic fashion goes several steps be-
yond managing a panel of firms and running a 
request for proposals every three or four years, 
especially if the fees are non-hourly. 

I have seen of multi-year non-hourly fee 
arrangements succeed and I have seen them 
fail for a number of reasons. The performance 
of preferred law firms, including those to 
which a long-term commitment for workflow 
and work volumes is being made, should be 
assessed twice a year, as well as when certain 
milestones are reached for complex matters. 
There is something to be said for tying per-
formance to part of the fees.  

Key performance indicators (KPIs) are essen-
tial and must be set out clearly with targets 
that matter. No company wants to waste time 
evaluating primary firms on overall perfor-
mance every six months if it means that part 
of the hold-back on the fixed fee is invariably 
released. This type of administrative overhead 
is resented by corporate counsel who have no 
time to spare. KPIs will be effective if they are 
designed to improve results, productivity, in-
novation in service delivery, and / or costs.  

Behaviours and resource allocation must be 
influenced by the choice of performance activi-
ties to be carried out by the law firm and by 
the corporate client. 

It can be tempting for a client that has agreed 
to a multi-year fixed fee for a volume of regu-
lar and complex work with a leading law firm 
to monitor and to manage the relationship in-
formally or on an exception basis. Heineman 
maintains that corporate counsel must be held 

responsible for the quality and the cost of the 
legal work of external counsel. For this to hap-
pen, then inside counsel must assemble and 
manage an intelligent performance program 
for external counsel. The reasons are the same 
as those which support the evaluation of their 
own performance within the company. 

There are three components for a basic per-
formance program applied to external counsel.  

The first is a fee arrangement that combines a 
base fee with a fee for performance. The con-
figuration must go beyond a hold-back on a 
base fee to an arrangement which stimulates 
productivity, results and innovation in service 
delivery beyond what firms typically provide 
as part of their non-billable tie investment for 
their best clients.  

The second component of a basic performance 
program applied to law firms is the right in-
frastructure and sufficient time from the law 
department to actually collect input from 
across the company and the law department, 
and then to organize well enough to debrief 
external counsel in a timely fashion every six 
months.  

The third component suggests that you get 
what you measure and you get what you pay 
for. It makes sense for the company to spend 
money beyond the base fee for performance 
against targets set out in the KPIs. Too many 
companies prefer to trade on professional re-
lationships only, rather than set stretch goals 
and performance targets for preferred external 
counsel.  
This traditional “modus operandi” is too easy, 
too comfortable and much less than a compa-
ny expects of its own lawyers. 
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Fixed fees for large portfolios of regular and 
complex work are cost-effective provided they 
are combined with a robust performance 
management program tied to legal fees. 

Adapted from an article published by Lexpert Maga-
zine in March 2017. 

About the Author 
Richard G. Stock, M.A., FCIS, CMC is a part-
ner with Catalyst Consulting and is based in 
Canada. The firm has advised corporate and 
government law departments in 20 countries 
since 1996. Clients include: Shell, Heineken 

USA, The Judge Advocate General, Pearson 
Education, Toyota, SNC Lavalin, Bombardier, 
National Bank of Canada, TD Bank, Estée 
Lauder, Intact Financial Services, Ontario 
Power Generation, DocuSign, Charter Com-
munications, United Steel Workers Benefit 
Funds, Air Canada, John Deere, Alberta 
Health Services, Disney, Fairmont, Wal-Mart, 
USAA, TransLink, Williams, IATA, the De-
partment of Justice, Interac, the Government 
of Nunavut, and Turkish Airlines.  
Richard can be contacted at (416) 367-4447 or 
at rstock@catalystlegal.com. See www.cata-
lystlegal.com 

MUST READ 
Markus Hartung, Micha-Manuel Bues, Gernot Halbleib 
and others 

This new handbook comprehensively analyzes the current 
and future states of digital transformation in the legal 
market and its implications from a global perspective. It 
provides a multi-faceted overview of the use of Legal Tech 
in law firms and legal departments in different parts of 
the world (including Africa, Australia, Brazil, Canada, Chi-
na, Europe, Russia, and the United States) and formulates 
clearcut strategic advice for a successful digital transfor-
mation. With concrete examples, best practices and first 
hand experience reports, more than 50 renowned in-
ternational experts explain how and to what extent Legal 
Tech - through automation and technology - will change 
the way legal services are delivered. The reader learns 
what strategic decisions and steps are necessary to equip 
the legal industry for the changes to come. Future devel-
opments (e.g. Smart Contracts, Blockchain, Artificial Intel-
ligence) are also explained and analysed in this unique 
book. (Click on the book cover to order)
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Blockchain and 
Evidence Law

By Nimrod Tauber, founding partner and head of 
the Cyber & Internet Law and Corporate depart-
ments of Aloni-Davidov Tauber

Digital legal evidence is an evolving field. As 
always with law and technology the law is do-
ing its best to keep up with the technological 
advancements.  It is becoming more and more 
challenging to prove the origin, integrity, and 
authenticity of a digital evidence.  

Blockchain technology can provide the solu-
tions to some of these challenges. Using the key 
attributes of the blockchain, specifically the fact 
that the information in the blockchain is en-
crypted, immutable, and secure can lead to a 
better alignment between current evidence law 
and the reality of our digital life.   

Black's Law Dictionary defines Evidence Law or 
Rules of Evidence as “the total of the principles 
and rules that govern the presentation of evi-
dence in a legal matter.” In other words, evi-
dence rules determine the means by which one 
can prove a fact in a legal proceeding.   

Whilst innovation and technology advancements 
are growing at an exponential pace and influenc-
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ing an ever-growing portion of the world pop-
ulation, law is trying its best to keep up. Law 
in general is slow to react to changes in society 
and ever since the information age revolution 
it is getting harder and harder. 

Evidence law in the digital age is no different.  
Most law systems are still clinging to the “Best 
Evidence Rule”- a rule giving a superior evi-
dentiary status to an original document over a 
copy. Trying to apply this rule to digital evi-
dence is proving extremely difficult. In addi-
tion, it is becoming more and more challeng-
ing to prove the origin, integrity, and authen-
ticity of a digital evidence. 

Some of these problems can be solved by ap-
plying and utilizing blockchain technology, but 
before we dive into the possible solutions a 
short primer on blockchain technology is due. 

The Blockchain 
Blockchain was made famous by its most 
known use case – cryptocurrencies. Although 
cryptocurrencies, like Bitcoin, Ethereum, Lite-
coin, and Monero, to name a few of the more 
known currencies (there are currently approx-
imately 2,000 cryptocurrencies) get most of 
the news coverage, it is other use cases of the 
same underlying technology that can be ap-
plied to make a difference in the realm of digi-
tal evidence.  

The formal definition of the blockchain is an 
immutable or incorruptible distributed ledger 
that records transactions.  In other words, the 
blockchain is a digital database that is being 
hosted in its entirety on each of the computers 
connected to the blockchain network (each 
end point is called a node), each node validat-
ed the information on the database indepen-

dently (no centralized authority) and the data-
base is updated only if a consensus of the all of 
the nodes is reached. Such validated transac-
tions are written into the database almost in 
real-time and is timestamped. 

As the name may suggest, blockchain is indeed 
a chain of blocks. Each block contains a list of 
validated transactions and a link to the pervi-
ous block, thus creating a chronological chain 
of validated transactions.  

Encryption, Hashing, Digital Signatures 
and the Blockchain 
Public key encryption allows you to communi-
cate messages over a public network, encrypt-
ing the content of the message, allowing only 
the recipient of the message to decrypt ant 
read the content of the message. This is done 
by generating a pair of keys - a public one that 
is used to encrypt the message by anyone and 
a private key used to decrypt the message (as it 
names suggests, kept private). The most fa-
mous scheme of public key encryption is called 
RSA and is the underlying technology of SSL 
certificates and HTTPS browsing.   

Digital signature is another application of pub-
lic key encryption, by signing the content of 
the message with a digital signature scheme 
you can achieve three important attributes: 1) 
authentication of the identity of the sender, 2) 
integrity of the content of the message (same 
as in any public key encryption scheme), and 
3) non-repudiation – that is, the signer of the 
message cannot retract or deny the fact that he 
is the one who signed and sent the message at 
a given time.  

Hash functions are one-way algorithms that 
can take any string of information, no matter 

eMagazine • www.legalbusinessworld.com • �31



what size and produce a new string of infor-
mation with a short-predefined length (In the 
Bitcoin blockchain hashes are 256 bits, or 64 
characters). The same input will always pro-
duce the same output, but you cannot infer the 
original input from the output. In addition, if 
you change even one character in the original 
input, you will get a different hash output. 
Hash functions have many uses in the cryptog-
raphy world, the most important for the 
blockchain is in validating the integrity of a 
file.  

These cryptographic attributes of blockchain 
are providing us with an affordable solution to 
proving the ownership of digital assets by 
putting the hash of the signature of a file's 
hash in the blockchain. Thus, associating the 
owner of the private key used to sign the file 
with the file itself. 

This action will allow us to provide proof of 
existence. Since all transactions on the 
blockchain are time stamped once on the 
blockchain, we can ascertain that the file asso-
ciated with it was in existence at that specific 
time. 

Once hashed, signed, and written onto the 
blockchain, we can also prove the integrity of 
the data, making sure it is tamper-proof and 
immutable. We can even authenticate a recipi-
ent of an email message and validate the time 
of receipt. 

The use cases in the world of evidence and 
digital evidence are endless. The most prom-
inent ones are using the blockchain as a notary 
service. A few notable examples are: silent-
notery, blocknotery and stamp.io, or utilizing 

the technology as part of the service of process 
as a recent POC by integra ledger and Serve-
Manger, avoiding the need of serving the 
courts with affidavits regarding servicing, in-
tellectual rights management relating to proof 
of first or genuine use or evidence of creator-
ship, and even verifying the chain of custody 
in criminal cases. 

Some jurisdictions are already trying to catch 
up and utilize this technology. A recent ruling 
by the Hangzhou city Chinese internet court 
has ruled that evidence authenticated with 
blockchain technology can be presented in le-
gal disputes (this case was about intellectual 
rights infringement). 

California's Uniform Electronic Transactions 
Act (UETA), Civil Code section 1633.1. already 
supports the public key cryptographic signa-
tures as an indicator of authenticity. 

And Vermont passed H.868 (Act 157) stating 
that: “A digital record electronically registered 
in a blockchain shall be self-authenticating 
pursuant to Vermont Rule of Evidence.”  

Although the legal framework around 
blockchain technology in general is still a work 
in progress and the impact of this disruptive 
technology on evidence law is not set in stone 
yet. there is no question that the key attributes 
of the blockchain technology as discussed 
above, will allow for better alignment between 
our ever-evolving digital information age and 
the arcane world of 19th century evidence 
world.  
I believe lawyers should position themselves at 
the forefront of this technological drive for-
ward. 
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Adv. Nimrod Tauber is a founding partner and 
head of the Cyber & Internet Law and Corpo-
rate departments of the Aloni-Davidov Tauber 
Law firm.  

As head of the Cyber & Internet Law depart-
ment, Adv. Tauber acquired a wide range of 
expertise tailored to meet the needs of the firm 
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keting and advertisement Industries.  

Adv. Tauber graduated from the Herzliya In-
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Government), and is a member of the Israeli 
Bar Association’s “Cyber, Internet and new 
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Adv. Tauber is also a member of the In-
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ty.  

Adv. Tauber is an Instructor with Information 
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tary Industries Academy for Advanced Securi-
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Adv. Tauber is the proud father of four lovely 
children a retired diving instructor and an ac-
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Just last month I was 
approached by lead-
ers from two large 
law firms within 
about three days of 
each other. Both had 
very similar objec-
tives:  They needed to 
create new learning 
resources to address 
some key fundamen-
tal topics for their 
newest lawyers, and 
they needed to do so 
in a way that would 
cater to the learning 
needs and styles of this growing segment of 
the workforce.  

Both firms wanted to create elearning re-
sources that would help get their newest 
team members up to speed quickly, with con-
tent presented in a way that would actually 
be embraced and absorbed. And they had 
limited budgets with which to accomplish 
this.  

When I first started 
working with law firms 
to address on-demand 
learning nearly 15 years 
ago, a request like this 
would have been a rela-
tively tall order. When 
done well, elearning 
was rather expensive to 
develop and was seen 
as a fairly intimidating 
undertaking by most 
firms.  

The landscape today is 
very different. I can 

point to very few firms that aren’t doing 
something with elearning; and many, in fact, 
have incorporated online learning into all 
facets of their talent management, compli-
ance, on-boarding, communication, and 
client training efforts. Online learning is no 
longer an experiment or an occasional-use 
tool; it is a mainstay of organizational learn-
ing and an important part of the overall ap-
proach to developing any workforce. 

From Just-In-Case to Just-In-Time 
Digital Learning in the Law Firm 
By Steve Gluckman. CEO of LawFirmElearning
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Online learning, in all its forms, has become 
more prevalent and accepted across all indus-
tries (including law) because it is increasingly 
recognized as an effective means of enabling 
the workforce to find what they need to know 
when they need to know it. 

This tech-enabled approach to learning is con-
tinuing to grow as a percentage of overall talent 
management budgets. According to a Summer 
2018 survey of 1500 Chief Learning Officer 
Business Intelligence Board members, an in-
credible 57% of respondents stated that they will 
increase their Learning & Development (L&D) 
spending next year. This figure is up significantly 
from a 2017 survey.  

And there is much agreement about where these 
additional funds will be spent. The highest 
spending priorities include: 
• Learning Technology 
• Content Libraries 
• L&D Strategy (including Digital Learning 

Strategy) 

A 2018 LinkedIn report stated, "Our survey 
shows that talent developers depend more on 
online learning solutions than ever before—not 
only to deliver content, but to measure learning 
success."  More than 90% of organizations across 
industries now offer digital learning resources to 
their workforce. 

On-demand learning is no longer a budget af-
terthought - it is a key component of all L&D 
budgets across industries and around the world.  

Just look around at what your peers are doing 
and you’ll see that firms of all sizes have real-
ized the way their lawyers want to learn is “on-

the-job” and “just-in-time.” And they are mov-
ing quickly to meet these changing preferences 
and approaches in a variety of creative ways. 

Josh Bersin of Deloitte recently stated, “As 
training moves to more digital formats, it’s 
colliding with new realities in learners’ jobs, 
behaviors, habits and preferences. Today’s 
employees are overwhelmed, distracted, and 
impatient.Flexibility in where and how they 
learn is increasingly important. They want to 
learn from their peers and managers as much 
as from experts. And they’re taking more con-
trol over their own development.” 

Along with this shift is the move to more mod-
ular, targeted learning. Smart firms are find-
ing that “bite-size is the right size” for deliver-
ing useful online content to their lawyers and 
encouraging them to engage more frequently 
with it as part of the way they work. Bite-size 
content is short and focused, and thus easier 
to absorb and understand (and easier to make 
time for). It is also better aligned with the way 
our short-term memories work and is likely to 
result in better retention. 

People want to learn professionally the same 
way they learn in their personal lives. They 
place less value on lengthy just-in-case train-
ing sessions and more greatly value just-in-
time access to what they need to know as part 
of their workflow. 

To meet this need, we are seeing firms today 
leverage their existing recordings and class-
room training materials by repackaging them 
into something more by repurposing the con-
tent into interactive and visual bite-sized 
“bursts” of on-demand learning. 
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Hogan Lovells LLP is one firm that is recogniz-
ing these benefits and is now pursuing such an 
approach, under the leadership of Global Chief 
Learning Officer, Dr. Heather Bock. After 
building a robust library of on-demand con-
tinuing legal education programs, Hogan 
Lovells is now disassembling lengthy one and 
two hour programs and re-packaging the con-
tent into shorter, more concise quick-hit 
elearning segments that succinctly address 
targeted aspects of the topic. An existing two-
hour program on the topic of Confidentiality, 
for example, has been re-envisioned as a six-
part series of 15-to-20 minute modules that 
each address a narrowly-defined segment of 
the topic.  

To leverage the knowledge of Hogan Lovells’ 
subject matter experts without further infring-
ing on their time, the new series leverages the 
original content, but features a condensed 
rendition that is professionally narrated and 
supported with strong visuals to help illustrate 
complex topics and aid understanding and re-
tention. 

“This approach allows us to capture the deep 
knowledge and expertise of our subject matter 
experts in a format that is highly-engaging and 
more likely to be viewed many times over 
across the firm … while not asking any more 
from our lawyers,” said Bock. 

Creating engaging on-demand learning of this 
nature is easier than you think. Here are a few 
tips to keep in mind as you get started:  

Start with topics that you present re-
peatedly.   
Are there presentations you deliver or topics 

you cover every year or on a regular basis that 
might be ripe for repurposing into an online 
just-in-time resource?  New hire orientation 
programs are one option but there are many 
others. An overview of financial concepts for 
transactional lawyers, intake and conflicts, ha-
rassment awareness and business develop-
ment skills are just a few examples that we’ve 
seen addressed repeatedly.  

Leverage content that you already have.  
You already have an extensive array of existing 
content. Why not repurpose and repackage to 
be highly effective – and likely far more acces-
sible and digestible – in an online format.  
Live training that you’ve captured on video is 
one option but it isn’t the only option.  For ex-
ample, if you have video recordings that aren’t 
of the best quality, you might be able to lever-
age the audio from them. Or if both video and 
audio are poor quality, but the content is solid 
and worth sharing, it can be leveraged to cre-
ate a script, from which a more enticing, en-
gaging online program can be developed. The 
point is: you already have a lot of content. 
Look beyond the current format and consider 
repurposing it.  

Use your resources wisely (i.e., your 
subject matter experts).  
A great illustrative example was shared by a 
panelist at a recent legal professional devel-
opment conference. She told the story of an 
M&A lawyer at her firm who values efficiency 
and was getting tired of answering the same 
questions from junior lawyers over and over 
again. He was sold on the idea of creating a 
series of short online resources addressing the 
topic. While everyone was excited about creat-
ing the first resource, weeks dragged into 
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months waiting for the lawyer to find time in 
his busy schedule to develop the content for 
the brief resource. To expedite development 
and make the best use of a valuable resource, 
the firm decided to draft a script, leveraging a 
document previously developed by the lawyer. 
Instead of asking him to create the script him-
self – which could have taken many months – 
she asked him to do what many lawyers do 
best, to review and critique the script that was 
already written. The script was created and 
approved in a matter of days, with minimal 
time investment by the firm’s in-house 
lawyers, and now the firm has an engaging 
just-in-time resource for anyone who wants to 
learn more about capitalization.  

Consider narration vs. subject matter 
expert recording. 
Often the first thought that comes to mind is 
“we’ve got to get the partner in front of a cam-
era,” but there are other options that can be 
even better. Instead of a partner presenting, 
consider creating a script and having it profes-
sionally narrated. This approach has many 
benefits:  It is faster, as you don’t have to co-
ordinate time for experts to get in front of a 
camera, you have the opportunity to really 
think through how things should be presented 
or said, the resulting resource is easier to 
maintain and update, and the end result is 
more professional and polished. As the previ-
ous example illustrates, it can also allow you to 
make the best use of your subject matter ex-
pert resources, using them for reviews as op-
posed to full content development.  

Take advantage of the online medium.  
The online medium offers a wealth of oppor-
tunity so be sure to leverage it effectively. 

Simply posting text or posting a video for 
viewing online doesn’t take advantage of the 
real benefits of the online medium. To in-
crease the engagement of the learner, you can 
create programs that are not linear; in other 
words, you can put the user in charge and al-
low them to decide how to navigate and which 
segments of the program to access and when. 
You can include scenarios; you might have the 
learner watch a short video or animated sce-
nario, for example, then answer a few ques-
tions as to how they would handle the situa-
tion. They could even traverse different paths 
depending on their answer. Any chance for 
them to interact with the program through ex-
ercises or choices in navigation allows the 
learner to more actively engage with the con-
tent and take full advantage of the online 
medium.  

So you can see, there is a real opportunity for 
firms, law schools and law departments to re-
think their approach to learning and incorpo-
rate targeted bite-size just-in-time learning 
into their overall approach to professional de-
velopment. MIT Professor Seymour Papert 
once said, “You can't teach people everything 
they need to know. The best you can do is po-
sition them where they can find what they 
need to know when they need to know it." So 
become that hero to your overwhelmed, dis-
tracted and impatient workforce and give 
them the flexibility to learn where and how 
they want. 

About the Author  
Steve Gluckman is CEO of LawFirmElearning 
and author of E-Learning for Law Firms, a 
best-selling book published by the American 
Bar Association. He served as a Senior Fellow 
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with Harvard University and previously led 
talent management for a large US-based law 
firm. Steve holds an MPA from Harvard Uni-
versity and a B.S. in Computer Science and In-

formation Science from the Watson School of 
Engineering in New York. Steve can be 
reached at steve@LawFirmElearning.com 
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New Suits. Appetite for Disruption in the Legal World 
“Time to get out of Law Law Land and back into the Jungle”  

Fuelled by advancing technology, new business models, and 
altered client expectations, the legal industry faces unprece-
dented change across its entire value chain. Unfortunately, 
many legal professionals fear the technology train and the 
convergence of other fields with law. They see legaltech, AI, 
and bots like “lions and tigers and bears oh my.” We (the edi-
tors and authors of this book) see opportunity. Although the 
future may require us to put on “new suits”—it represents an 
enormous opportunity for lawyers to reinvent ourselves for 
our own and our clients’ benefit. Filled with chapters written 
by experts in the intersection of law, innovation, and technol-
ogy, this book provides a global perspective on the diverse 
legal service delivery ecosystem that will be our future. It pro-
vides chapter upon chapter (reason upon reason) explaining 
why lawyers can and should increase their appetite for disrup-
tion in the legal world. So welcome to the jungle and enjoy 
the ride as we attempt to systematically map the uncharted 
waters of the future legal realm and simultaneously inspire 
you to build a new future in law.

Arriving Early 2019

Michele DeStefano of Coral Gables, FL, BA, magna cum laude, Dartmouth College, JD, magna cum laude, Harvard 
Law School, is a Professor of Law at the University of Miami and Guest Faculty at Harvard Law School's Executive Edu-
cation Program and at IE School of Law. She is the founder of Law Without Walls and MOVELΔW. DeStefano is a for-
mer Climenko Fellow and Lecturer at Harvard Law School. Before attending law school at Harvard, she was an adver-
tising executive at Leo Burnett and a marketing manager at Levi Strauss & Company. DeStefano frequently speaks 
and runs workshops on creative problem solving, collaboration, culture change, communication, and innovation for 
lawyers. 

Guenther Dobrauz-Saldapenna of Zurich, Switzerland, PhD in Law, Johannes Kepler University, MBA, University 
of Strathclyde, is a Partner with PwC, Leader of PwC Legal Switzerland and a Member of PwC‘s Global Legal Leader-
ship Team. He is a lecturer at various universities, the founder of Disruption Disciples and the host of educational 
video series Appetite For Disruption. Prior to this he was a successful Venture Capitalist, served as in-house counsel at 
an international hedge fund and practised in court and with a leading business law firm. Guenther is passionate 
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The value of legal design 
for in-house lawyers  
beyond the buzzword, an exhibition of concrete 
projects by Dot. during Paris Design Week 

By Marie Potel-Saville, Founder & CEO of Dot. Paris



“Legal Design” is all over social networks, 
providers are mushrooming and the “Wood-
stock of Legal”, Legal Geek Conference, decid-
ed to create a dedicated day to the approach: 
“Legal Design Geek” on October 18 in London 
– sold out 1 month ahead of the event. 

At the other end of the spectrum, “de-
sign.everything” is beginning to raise skepti-
cism and design thinking gets criticized for be-
ing “fundamentally conservative” and preserv-
ing the status quo (https://hbr.org/2018/09/
design-thinking-is-fundamentally-conserva-
tive-and-preserves-the-status-quo).  

Where does that leave legal divisions in search 
of problem-solving innovations, and not just 
shiny tools? The need for effective, alternative 
legal solutions is not questioned: doing ever 
more with ever less, gaining agility to face 

never-ending disruption as the “new normal”, 
building capacity for co-creation in multidisci-
plinary teams where lawyers do not have all 
the answers… that’s just some of the most ob-
vious challenges in-house legal divisions are 
facing.  

But how? And how does the future of law look 
like? Is it still law – is it safe? 

Rather than long speeches or newspaper 
polemics, Dot. decided to show some tan-
gible results. At the occasion of Paris Design 
Week 2018, the European legal design agency 
leveraged its Paris office to exhibit 6 of its 
projects, among a dozen to date. 

About 200 guests responded to the invitation: 
GCs but also business units directors, law pro-
fessors, judges, legal entrepreneurs and

 � • eMagazine • www.legalbusinessworld.com42

https://hbr.org/2018/09/design-thinking-is-fundamentally-conservative-and-preserves-the-status-quo
https://hbr.org/2018/09/design-thinking-is-fundamentally-conservative-and-preserves-the-status-quo
https://hbr.org/2018/09/design-thinking-is-fundamentally-conservative-and-preserves-the-status-quo
https://hbr.org/2018/09/design-thinking-is-fundamentally-conservative-and-preserves-the-status-quo
https://hbr.org/2018/09/design-thinking-is-fundamentally-conservative-and-preserves-the-status-quo
https://hbr.org/2018/09/design-thinking-is-fundamentally-conservative-and-preserves-the-status-quo
https://hbr.org/2018/09/design-thinking-is-fundamentally-conservative-and-preserves-the-status-quo
https://hbr.org/2018/09/design-thinking-is-fundamentally-conservative-and-preserves-the-status-quo


designers were able to immerse themselves in 
the approach and its outcomes. 

First, they were invited to test by themselves 
some of the legal design tools such as user per-
sona profile and user journey, in a series of 2 
to 7mn exercises designed for the event.  

Then, a forest of metallic trees welcomed 
guests to literally go round each project: the 
challenge, process, outcome and learnings or 
client feedback were showcased for each of the 
cases. There was a variety of issues tackled: 
from an arbitration processes made easy to 
understand for SMEs (Finland Arbitration In-
stitute, “FAI”, https://arbitration.fi/arbitra-
tion/fai-arbitration-process/), to a digital-na-
tive influencer agreement (MAC), a privacy 
policy that consumers want to read, compli-
ance programs leveraging user-centricity to 

ensure efficiency, as well as a pro bono project 
on womens’ rights.  

Their common point? User-centricity. Dot. 
combines legal expertise with design thinking 
and a bit of tech to make law accessible, intel-
ligible and engaging. Yes, we apply design 
thinking to law, by focusing on the user first, 
identifying its profile, its needs, constraints, 
expectations and frustrations. Yes we do it 
during workshops with the users. Yes we cre-
ate a first prototype, get users’ feedback, and 
iterate.  

Now, what do the outcomes look like? Judge 
by yourself:  

Why not start by compliance? An area in 
which decades of “tick-the-box” programs 
might have saved appearances, but often left 
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users alone in the greyest areas, on the 
ground. What has design got to do with it? De-
sign starts from and with the users. Who they 
are, what are their constraints and needs and 
what’s their journey regarding the compliance 
issues you’re tackling. Taking fully into ac-
count the user journey enables to deliver the 
right legal message at the right time, in a way 
which does not put off the user. 

Now, let’s tackle influencers agreement. More 
specifically, how to enter into a co-branding 
contract with influencers who do not read 
emails nor Word documents, communicate 
and negotiate on IG, while driving the global 
cosmetics market? 

The user-centric approach enabled Dot. to 
create the first digital-native agreement, which 
does not just live on a webpage from editing to 
negotiating and signing, but also feels intuitive 
and “homey” to influencers.  

Thus providing a holistic brand experience to 
influencers, in an ultra-competitive market.  

And how about a privacy policy that con-
sumers want to read? Putting an end to blind 
signing and empowering consumers to provide 
“informed consent”. Incidentally increasing 
legal safety by complying with Art. 12.1 of the 
GDPR, which imposes consent-related infor-
mation to be provided in a “clear, concise 
way”, easily understandable by non-lawyers.  

What now? By popular demand, the exhibi-
tion will be traveling in Europe, starting with 
London at Legal Design Geek, then Helsinki 
and probably Stockholm by the end of the 
year. 

What could be the use cases for in-
house legal divisions? Legal Design is par-
ticularly impactful: 

• where agreement templates pre-date the 
digital revolution, are long, text-heavy and 
difficult to negotiate,  

• where there is a discrepancy between the 
pace of the business and the time required 
by usual legal tools to achieve completion,  

• where compliance policies have piled-up in a 
“tick-the-box” style,  

• where the legal division suffers from an im-
age deficit and  

• where millennial talent are difficult to retain. 
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And we’re really impressed by the imagination 
of our clients as to the projects which could 
benefit from a legal design makeover. Recent-
ly, a global service provider entrusted Dot. to 
present some tricky legal issues in their bid-
ding process, in an objective, precise and 
transparent way, while avoiding putting 
prospects off and while taking their fears and 
pre-conceptions into account.  

Another international industrial group called 
us to the rescue 3 weeks before its annual legal 
seminar to empower its legal teams all over 
the world to tap into their creativity resources 
and present their activity, achievements and 
goals in an engaging and innovative way.  

The creativity of our clients really makes us 
tick. Legal UX, at last. 

About the Author 
Marie Potel-Saville is the Founder & CEO of 
Dot. Paris. She combines her 15+ years in-
house and private practice experience with her 
passion for legal design, to provide clients with 
user-centric, engaging and real-life solutions.	

Prior to Dot., Marie was Vice President Legal 
EMEA at Estée Lauder Companies Europe, 
and she previously served as EMEA Legal 
Manager at Chanel.  

Her private practice experience includes 12 
years in Magic Circle law firms in London, 
Brussels, Paris and Mexico City. Her expertise 
includes competition law, commercial agree-
ments, compliance, litigation, M&A and data 
privacy.
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Leadership is in crisis. 
Everywhere we turn, 
we see evidence of this. 
From Facebook’s re-
cent data revelations to 
the political polarisa-
tion of states; from un-
covering the gender 
pay gap in some of the 
most well-known cor-
porations and law 
firms to unearthing the 
abuses of power that 
led to the rise of the 
#MeToo movement – 
people have lost their 
faith in leaders, institu-
tions and ideas. In 
turn, institutions and 
corporations have been 
grappling with how to 
contain the disaffection as they aim to realign 
their corporate strategy with socially-em-
powering values. But for those stuck in the 

‘grappling’ phase, the 
question is: how long can 
a rudderless organisation 
survive in the face of 
change?  

Survival and the 
market anomaly 
In the corporate world, 
leadership has long been 
considered crucial to a 
company’s survival. The 
reason is simple – lead-
ership is required in 
times of crisis, uncer-
tainty and disruption. 
Note how we elevate 
game-changers who have 
successfully navigated 
increasingly volatile 

markets to lead their or-
ganisations to greater profitability (Steve 
Jobs, Jack Welch and Anne Mulcahy, to 
name just a few). Yet this type of  

Leading with purpose: how long 
can a rudderless law firm survive in 
the face of change? 
By Reign Lee - Founding Director of Lee & Associates
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organizational examination has all but exclud-
ed law firms from view.  

For years, law firms have benefitted from be-
ing somewhat of a market anomaly. While cer-
tain practice areas have been susceptible to 
economic and political fluctuations, firms in 
the pre-2012 era traditionally thrived. In es-
sence, they were able to prosper through a 
unique business model that was directly linked 
to the rarity of their expertise. But in recent 
years, the industry has been increasingly dis-
rupted by the greatest equaliser of all – the In-
ternet, making what was once rare readily 
available to the masses.  

With the advent of online services, people 
have access to information and choice, thereby 
forcing businesses to make services affordable 
in order to remain relevant and competitive. 
Beyond this, in-house legal departments have 
developed their teams as well as their knowl-
edge management and expertise, resulting in 
more sophisticated clients with enhanced 
budgetary concerns and value expectations.  

Management experience and the lawyer 
personality 
So where does this leave law firms? In un-
charted waters, it would seem, simply because 
those traits that make for an exceptional 
lawyer are in direct conflict with those re-
quired for effective leadership and manage-
ment. According to research by the Hilde-
brandt Institute/Thomson Reuters, lawyers in 
particular tend to score highly in the following 
areas: risk aversion; scepticism; introversion; 
self-determination; impatience; and reactivity. 
It does not take much reflection to note that 
such traits put lawyers at a disadvantage when 

faced with leading a team through times of 
stress, change and innovation. Moreover, with 
traditional compensation schemes (such as 
lockstep, the monarch approach, and eat what 
you kill) prioritising seniority and individual 
revenue generation, managing partners tend 
to emerge from the shadows with relatively 
little, if any, management experience.  

Thus, some of the common complaints and 
issues that frequently arise in discussions 
about law firm management are:  

• a lack of clear communication;  
• the drawbacks of championing seniority over 

merit; 
• not investing in the right people or resources; 
• hiring experts but not listening to them; 
• focusing on billing over client relationship-

building; 
• individualism at the expense of the collective; 
• dismissing business services teams as sup-

port staff;  
• viewing disparate but linked functions as in-

terchangeable: business development, mar-
keting and communications;  

• a lack of identifiable KPIs. 

The list above is not exhaustive, but the 
themes that emerge link back to those ‘lawyer-
ly’ traits that typically run counter-productive 
to managing a business effectively.  

By championing seniority over merit, partner-
ships can easily become top-heavy, littered 
with partners who are just not profitable. Not 
only is this a concern in terms of profit, but it 
could lead to dissatisfied quality partners. De-
pending on the compensation structure, re-
sentment may abound from partners who feel 
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more deserving of a bigger slice of the pie. In 
terms of gender diversity, this approach may 
also end up negatively impacting women de-
pending on the type of programme a firm has 
in place to provide paths to partnership for 
women.  

By cultivating a culture of individualism, 
firms may end up allowing practices to become 
fiefdoms. This presents a number of chal-
lenges. Firstly, collaboration is key to succeed-
ing in today’s legal industry. Legal work is be-
coming more specialised and lawyers will fre-
quently be required to work across multiple 
practices or on multidisciplinary teams. Sec-
ondly, in such an environment, communica-
tion and harmonisation suffer. With individual 
practices running under the same roof as sep-
arate entities, embarrassing and counterpro-
ductive incidents can damage a firm’s reputa-
tion. This can lead to a situation where two 
partners on the same team in the same firm 
end up bidding – unbeknownst to each other – 
on the same work or send out individual and 
different memos on the same legal develop-
ment – unbeknownst to each other – to the 
same client. (Note that ‘unbeknownst’ is the 
operative term here).  

By being dismissive of non-legal expert ad-
vice, firms potentially miss out on opportuni-
ties for enhanced profitability, brand devel-
opment and streamlined functional organisa-
tion. This is not to say that all firms are reac-
tively rebellious towards internal and external 
non-legal experts, but inherent scepticism and 
risk aversion do play their part in keeping 
firms stuck. Nowhere is this more evident than 
in the way a firm views and values its business 
services team. Business services are often con-

sidered a support function, which gives the 
impression that its activity is secondary. In re-
ality, the disciplines that fall within this func-
tion (such as business development, market-
ing and communications) are fundamental to 
a business’ survival – they are not secondary 
at all, but primary. Thus, they should be 
staffed accordingly with the right type of ex-
perts and empowered to work with the man-
agement of the firm in aligning firm-wide ob-
jectives and delivering value to clients as well 
as to internal members of the firm.  

The negative impact of ineffectual lead-
ership 
The impact of ineffectual leadership and man-
agement cannot be underestimated. Strategy 
and direction are key to any business’ survival 
and law firms are no exception. At worst, a 
lack of such orientation can negatively affect 
client relationships, reputation, market posi-
tioning and firm-wide morale. All of which di-
rectly impact profitability. Like a poison, it in-
fects the water first and then everyone and 
everything that comes into contact with it. If 
this sounds dramatic, take note of Dewey & 
LeBoeuf, Enron, Lehman Brothers and King & 
Wood Mallesons, to name just a few examples 
of unproductive (and in some cases, destruc-
tive) leadership.  

What firms are really selling 
It is also worth noting how much movement is 
happening within the industry. Top-earning 
partners are not only making regular lateral 
moves, some are walking away from BigLaw 
and Magic Circle firms completely to set up 
their own boutique practices. At the same 
time, some firms are ramping up their as-
sociate salaries to attract the best of what the 
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future has to offer – not better lawyers, just 
lawyers with better survival skills (see Mil-
bank, Tweed, Hadley & McCloy, which an-
nounced in June 2018 that it was substantially 
increasing its associate salaries across the 
board).  

All of these developments point to a shift in 
industry consciousness as to what firms are 
really selling. It is time for firms to acknowl-
edge that the most compelling asset they have 
to sell is not their legal expertise, it’s their 
people. Yet many law firms are not currently 
structured around this reality. Instead, remu-
neration, promotion and accolades are built 
around billing and client catches without con-
sideration of how those relationships will be 
cultivated to create long-term collaborations 
as opposed to fly-by-night affairs.  

Leading with meaning 
• In an increasingly competitive landscape, 

firms must develop a competitive edge. 
Understand what that edge is and imple-
ment a firm-wide strategy that communi-
cates and disseminates that message clear-
ly and widely, both internally and external-
ly.  

• Communication is key and systems need to 
be in place that encourage a communica-
tive culture. This includes the transparency 
of work allocation and the annual review 
process, as well as internal processing of 
RFPs and managing client contact, etc. 
Communication as a topic is a theme unto 
itself, but for the purposes of this article, 
the main takeaway is that streamlined 
communication is essential to maintaining 
a competitive edge, in part due to the sim-
ple fact that many firms are lacking in this 

area. Two quick examples of just how 
detrimental an uncommunicative envi-
ronment can be to the bottom line: (i) qual-
ity people get frustrated and leave; (ii) big 
clients go elsewhere if no one has main-
tained contact with them for an extended 
period of time simply because they didn’t 
have any significant matters that needed 
tending to.  

• Every interaction you (and members of 
your firm have) is about creating brand 
value. It is not just about the next case or 
the next big client – it’s about what the 
name of your firm means when people hear 
it, when they recommend you and when 
corporate clients review their panel of 
firms. You are the architect of your brand 
value, but it has no meaning other than the 
power given to it in the minds of those you 
serve – internally and externally.  

• In today’s industry, firms should be wary of 
placing too much importance on individual 
rainmakers. Instead, investments should 
be made in ‘best market practice’ skills that 
allow firms to make it rain at any time of 
year. This involves training programmes 
and opportunities, development of key 
skills (such as business development), 
knowledge management and the type of 
experts you task with overseeing all of the 
aforementioned.  

• Stress and change go hand in hand, so firm 
leaders must be in a position to effectively 
manage both. This is another area where 
trusting in your advisors can reap vast re-
wards. Leadership should be lean and flex-
ible, so don’t shy away from embracing in-
novation and change. Instead, work with 
your team to be an early adopter of tech-
nology and pilot programmes. This builds  
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• trust and confidence – two assets that are 
key to ‘influencing’. 

•
Surviving in today’s legal industry requires 
strong leadership and organisational skills to 
navigate the turbulent landscape. If you want 
to be seen as a market leader instead of a mar-
ket follower, your firm needs to be seen as an 
‘influencer’ to your clients’ organisations. In 
the corporate world, there has been much 
written about whether leadership is inherent 
or learned. Academics debate the boundary 
lines around terms like transactional, trans-
formational, servant, participative, laissez-
faire, destructive, autocratic and charismatic, 
and prominent leaders are held up as beacons 
of resilience or cautionary tales. While it’s im-
portant to think about the leader you are, it’s 
paramount to your firm’s survival to become 
the leader your firm needs. Will you be a bea-
con of resilience? Or a cautionary tale?  

Further reading:  
https://www.forbes.com/sites/pauladavis-
laack/2018/02/22/6-new-leadership-litera-
cies-lawyers-must-build/#785e35522334  

http://www.abajournal.com/voice/article/it-
s_not_the_associate_salaries_its_the_hu-
man_skills_that_challenge_law_firm 

About the Author  
Reign Lee is the Founding Director of Lee & 
Associates, a London-based legal consultancy 
that specialises in advising top-tier law firms 
on strategy and management. She provides 
strategic advice to law firms on a wide range of 
issues, including but not limited to business 
development, leadership development, PR, 

CSR and diversity policy implementation, 
market positioning and practice-specific con-
tent development. She has a wealth of experi-
ence working with independent and global law 
firms – as a BD and marketing adviser, com-
munications specialist, and as a training part-
ner. Reign is also the Conference Director of 
the GC Futures Summit in London, an event 
that brings together General Counsel, Chief 
Legal Officers and leaders in private practice. 
She is a member of the International Bar As-
sociation (IBA).  
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Better, faster, cheaper.  Those three words 
have been tossed around somewhat haphaz-
ardly in an effort to encapsulate the pressures 
the legal industry has been under the past 
decade.  Leading law firms have answered 
with their own triumvirate - a focus on people, 
process, technology.  But they’ve overlooked a 
potent fourth dimension – EXPERIENCE.   

As a certified Lean Six Sigma Black Belt, I’ve 
been driving a process-centric focus in BigLaw 
for well over a decade.  I’ve facilitated hun-
dreds of process mapping sessions to improve 
legal services and legal operations.  I’ve made 

a career out of streamlining processes, looking 
for waste to kill, efficiencies to gain, helping 
lawyers get comfortable with that dirty word 
“process.”   

But first things first.  I’m not a lawyer, but I’ve 
grown up in BigLaw and know the ins and 
outs really well.  As a legal process mapping 
maven, I’ve had the good fortune to have ex-
pansive exposure to the vast array of a large 
firm’s nuances in every practice area – more 
than most any partner within the firm.  And 
I’ve led many mapping sessions for inhouse 
counsel to streamline their internal legal op-
erations.   

LOOKING OUTSIDE IN 
By Kim Craig, Co-founder of Bold Duck Studio
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The genesis for this “efficiency” craze really 
points to a pivotal change in the industry 
which is clients expressing a need for budgets 
from the legal work their legal service 
providers are supplying.  And not just a finger 
in the wind budget but something predictable 
that they can use to forecast their annual bud-
gets.  While many clients still fall back to the 
billable hour, the percentage grows with 
earnest desire to shift significant portions of 
work to fixed fees or a variation of same.   

Thus, most of the process mapping sessions I 
led were acutely focused on driving down the 
cost of legal services to the client, developing a 
reliable budget, improving profit margins, re-
moving unnecessary steps that slowed down 
the process and ensuring the right people are 
doing the right work at the right time. Faster - 
check!, Cheaper - check. Better?  By whose de-
finition?   

From the vantage of the law firm, do they in-
terpret better to mean using smarter lawyers?  
More expensive lawyers?  Isn’t faster and 
cheaper already better?  So what more could a 
client want?  Oh, we know … better outcomes.  
But that might lead to increased costs (not 
cheaper) and take longer (not faster).  Now 
we’re back to what exactly does “better” mean?  
Here’s an idea … let’s ask the client.  

There are many industry surveys out there 
(Georgetown Report, BTI, Altman Weil - to 
name a few) trying to answer that question 
from the client’s perspective.  Add to that my 
own conversations with clients circling around 
that elusive description of “better.”  Some ex-
citedly speak of looking for their law firms to 
be “innovative” or “working smarter” or they 

spew a laundry list of items:  understand my 
business, anticipate my needs, be more re-
sponsive, speak as one voice, more project 
management, tech, dashboards, data.  All of 
that?  Some of that?  To what degree?  The an-
swer, “It depends,” reflects the unevenness of 
each client’s own unique needs and desires.  
What’s a law firm to do?   

“Experience” matters.  A lot.  I’m not referring 
to the number of years since graduating law 
school or how many cases or deals you have 
handled.  While clients can find it challenging 
to articulate the definition of “better,” what 
they are seeking is a positive EXPERIENCE.  
Legal service delivery often has countless, 
sometimes hundreds, of client touchpoints.  
Does the cadence, format, exchange and out-
comes of these interactions denote positive or 
negative reactions from the client?  To answer 
this, you have to scrutinize these touchpoints 
at a micro and macro level.  Take each interac-
tion in isolation and evaluate its impact on the 
client.  And take a look at the aggregate of all 
of those touchpoints throughout a matter, as-
sessing the entire experience from start to fin-
ish.  As a client is bombarded with information 
via email, texts, telephone, billing invoices, in-
tegrated tech systems, disseminated at differ-
ent intervals, with different tones, from a myr-
iad of people within your organization – from 
the legal team, finance, administrative assis-
tants, marketing and so on – is the client expe-
rience what you had intended?  Is the overall 
experience what you had deigned it should be?  

To really know the answer to this requires 
gaining an appreciation and understanding of 
the customer interactions and their impact.  
For some service and product providers, both 
inside and outside of legal, “user experience” is 
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a common term and focus in developing their 
offerings.  Design thinking takes customer fo-
cus to a deeper level striving to “walk in the 
customer’s shoes” seeing, hearing and feeling 
what they experience as they engage with the 
product or service in order to develop empathy 
for the customer.  Many confuse empathy with 
sympathy. Sympathy is feeling sorry for some-
one, feeling compassion and 
pity.  Empathy is the ability to 
understand, having an 
awareness of and sensitivity 
to another’s feelings and 
thoughts.  It allows you to get 
inside their head and feel 
what they feel.  Developing 
empathy for the customer 
doesn’t come from just hav-
ing direct conversations with 
them, it requires that you dig 
into those individual and cu-
mulative touchpoints so that 
the experience is revealed ful-
ly to you.  Then and only then 
can you understand how to 
develop “better” services for 
your customers.  

Flipping the perspective over, 
another powerful way for law firms to put 
themselves under the microscope, looking 
from the outside in, is to ask themselves, “How 
easy are we to do business with?”  Once they 
understand how their interactions impact the 
client, they can begin to redesign people, 
process and technologies to remove points of 
friction, to finetune those points of interaction 
to be more in line with what the client values 
and positively fuels the relationship, even if 

the client struggles to articulate their defini-
tion of “better.”  

And here’s one more secret to improving legal 
service delivery that even those that focus on 
customer experience overlook, and it is just as 
important – actually critical.  Emphasis and 
effort should be devoted to gaining an under-

standing of how the lawyers 
feel that deliver those ser-
vices.  If they are frustrated, 
bogged down by inefficient 
operations, not practicing at 
the top of their license, feel-
ing apathy or not proud of 
their work, no matter how 
well the process has been 
streamlined and made faster 
and cheaper, it will NOT be 
better for the client if the ac-
tivities do not generate posi-
tive feelings and experiences 
for the service providers.   

Let’s be honest.  Most lawyers 
shy away from talking to 
clients about their “feelings” 
or sharing their own feelings.  
They need to get over that 

trepidation if they want to discover the poten-
cy of experience design.  Locking in on what 
and how to deliver BETTER customer experi-
ences leads to customer stickiness, loyalty and 
longevity.  It’s priceless.   

About the Author 
Kim Craig is the co-founder of Bold Duck Stu-
dio, a business design studio that specializes in 
legal service innovation and strategy. Prior to  

 � • eMagazine • www.legalbusinessworld.com56

https://www.linkedin.com/in/kimrcraig/
https://www.boldduckstudio.com
https://www.boldduckstudio.com
https://www.linkedin.com/in/kimrcraig/
https://www.boldduckstudio.com
https://www.boldduckstudio.com


this, Kim led SeyfarthLean Consulting’s Client 
Services practice, comprised of one of the first 
and most mature teams of client-facing legal 
project managers and process improvement 
professionals. With emphasis on service model 
innovation and delivery optimization, Kim’s 
focus is on driving continuing advances in how 
legal teams work for enhanced value, better 
outcomes, brand differentiation and greater 
client experiences.  

She has also worked extensively with legal aid 
organizations embedding lean approaches into 

their culture. She is passionate about the fu-
ture generation of lawyers and teaches law 
school classes.   

During Kim’s tenure at Seyfarth, the firm was 
formally recognized by clients and competitors 
alike and received several awards for the work 
her team did in driving innovation within the 
industry.   
Kim is a Certified Project Management Profes-
sional, Lean Six Sigma Black Belt through 
Dartmouth’s Thayer School of Engineering 
and Certified Scrum Master.  
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A large part of maximizing your le-
gal team’s productivity, reducing 
unnecessary costs and meeting the 
needs of your clients is based on 
how smooth and simple your pro-
cesses are. If you have the correct 
tools, improving your legal process-
es for better results will be quicker. 

Of the many possibilities of applying 
visualizations, we’ve chosen to focus 
on three main ways you can use vi-
sualization in your law firm; to in-
form and educate your clients, to op-
timize your internal processes and 
to prepare for litigation. Following 
we’ve listed a few visual techniques 
that you can use in each of these ar-
eas. 

Explaining Processes to Your 
Clients 
When it comes to explaining, show-
ing really does more justice than de-
scribing, especially to a client who 
might be agitated or in distress.

How Visualization  
Can Help You Become a Better Lawyer 
By Amanda Athuraliya, communication specialist/content writer at Creately
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Click here to edit the template online

https://creately.com/app/?tempID=jkm4rvfj3&login_type=demo
https://creately.com/app/?tempID=jkm4rvfj3&login_type=demo


Flowcharts/ Process Maps to Outline 
Legal Processes 
When a client first engages a law firm for a 
case, they may expect a straightforward 
process to get to a judgment. However, there 
might be quite a few steps you need your client 
to be aware of. A flowchart that lists down the 
steps of the trial process can help you prepare 
your client for what’s to expect rather easily. 
(Contested Divorce Process Flowchart Tem-
plate, see opposite page) 

Accident Reconstruction Diagrams 
A great way to revisit how a traffic crash oc-
curred with your client is through an accident 
reconstruction diagram. While they help iden-
tify causes behind a collision, it’s the best way 
to clearly document your client’s claim. 
A few tips you need to remember when draw-
ing an accident reconstruction diagram are 
Add all the traffic signals and the speed limits 
Mention the street names 

Add text boxes and explain the reactive actions 
of the involved drivers. Click here to edit the 
template online. 

Flowcharts for Estate Planning 
Another scenario that is quite confusing when 
defined in a legal contract as text is estate 
planning and wills. Your client may have sev-
eral estate planning options. Wouldn’t it be 
easier, if you can just show him/ her they are 
with the use of a flowchart like the one below? 

Click here to edit the template online 

An estate planning flowchart would basically 
explain who will receive your client’s proper-
ties after they die and when they will receive it. 
It will give them a quick overview of what can 
happen and help them come up with a careful-
ly considered plan. 

Optimizing Internal Processes 
Improving your internal processes is key to 
delivering high-quality work and remaining 
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Click here to edit the template online
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profitable. Visualization techniques are a great 
way to analyze what’s actually slowing down 
your progress and identify areas for improve-
ment. 

Process Maps to Outline Legal Proce-
dures 
The field of law is home to many processes 
that are both simple and complex. If there’s a 
quick overview or a synopsis of the process 
steps, it can help anyone who wants to refer to 
it. The ideal tool for the job is a Flowchart or 
process map. (Below) 

Not only that of legal procedures, but you can 
use process maps to map out the internal pro-
cesses in your law firm. It’s a great way to 
identify bottlenecks and blockers that may be 
slowing down your productivity and come up 
with a process improvement plan. 

Diagrams to Highlight Duties of Assis-
tants/ Paralegals 
Each individual in your legal team has a duty 
to do and how efficient they are in performing 
that will have a significant impact on the suc-
cess of your law firm. An effective way to make 

sure that everyone’s on the right 
path is to get them to track their 
work using a diagram that lists 
their duties like the one on the op-
posite page. 

Tip: You can use it as a guide to 
train new assistants and help them 
get hold of the internal processes. 
Along with it, you can hand them 
an org chart of your law firm that 
visualizes the reporting structure 
and the hierarchy among the em-
ployees. 

Preparing for a Court Hear-
ing or Trial 
As a lawyer, there’s much to do 
when it comes to preparing for a 
court trial. From sketches, outlines 
of your key delivery to evidence 
preparation. And diagrams can 
help you do this efficiently. 
Mind Maps to Do Research 
It’s important that you have a      

                     greater understanding of the case Click here to edit the template online
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than your opponents – if you are planning to 
win, that should be the case. Mind maps are 
an effective research tool that helps you orga-
nize information. And you can use one to help 
prepare yourself for the case. Some of the in-
formation you can gather with a mind map: 

• Who will be the key witnesses? 

• What point will the opposing counsel make 
with each witness? 

• What points should I make with each of 
these witnesses? 

Click here to edit the template online
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Mind Maps to Organize Your Evidence 
The evidence you present during the trial will include 
all sorts of documents, witnesses, and their disposi-
tions, as well as the witnesses who are likely to be 
presented by the other side. Using a mind map, you 
can list them down – use the mind map(left) as your 
evidence checklist. 

Add More Legal Process Improvement Tech-
niques to the List 
We’ve covered how you can go about legal process 
improvement using diagrams like flowcharts and 
mind maps. Adding them in your briefs or using 
them to assist you when explaining your processes to 
clients will both streamline your work and save you 
time. 

We’d like to hear from you about the various other 
ways you improve legal processes in your law firm. 

Also, don’t forget to check out our latest post on sales 
process improvement. If you are targeting to double 
your sales before the end of this year, these tech-
niques can help you get there faster. 

About the Author 
Amanda Athuraliya is the communication specialist/
content writer at Creately, online diagramming and 
collaboration tool. She is an avid reader, a budding 
writer and a passionate researcher who loves to write 
about all kinds of topics. 

Read more from Amanda at Creately
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Blockchain has taken the world by 
storm and is in the process of revolu-
tionizing the entire digital landscape, 
one industry at a time. According to the 
infographic below put together by Bit-
fortune.net the blockchain tech influ-
ence won’t end with only 16 Blockchain 
Disruptions  

Blockchain is a technology using decen-
tralized digital ledger and has slowly 
made its way into the day to day prac-
tices of major law firms such as K&L 
Gates.  

Often, the legal industry is considered 
as an old-fashioned profession with no 
room for innovation. Proving this 
stereotype wrong, Global Legal 
Blockchain Consortium was recently 
developed to promote the use of 
blockchain in the legal industry. This is 
because there are various potential ways 

in which blockchain can streamline the sector. Court cases, for example, are based on pieces of 
evidence, and more often than not, evidence go missing or is being destroyed on purpose. In 
such an event, blockchain can come to the rescue and help in storing all the data, especially 

Blockchain’s Promise  
To The Legal Industry 
By Stefan Ateljevic, Head of Content and Casino Auditor at Bitfortune.net
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the digital documents and records, safely and 
securely.  

There are various other aspects in which 
blockchain can revolutionize the industry, in-
cluding the following. 

Smart Digital Contracts 
Traditional digital contracts take a significant 
time to accomplish and use physical signatures 
to bind the parties into an agreement. The 
blockchain attempts to transform this into a 
digital process by making the documentation 
easily accessible and even aims at removing 
the need for a lawyer in the first place. This 
means that the contracts could be created and 
executed directly between the involved parties 
without requiring an intermediary.  

Property Deeds And Land Registry 
The blockchain technology can bring the dif-
ferent parties on the same page by maintain-
ing a public ledger for recording deeds, owner-
ship changes, and property titles. This way, 
insurance companies, property owners, banks, 
and municipalities would no longer need to 
struggle with a lot of paperwork.  

Further, they would have quick access to clean 
records which would increase the trans-
parency and curb corruption. 

Protecting Intellectual Property 
The law has always found it tough to protect 
the works of artists and musicians. Their work, 
including video files, images, audio, and the 
like, is often used by others without their per-
mission. This way, they do not get any  

royalties and struggle hard to make profits.  

Blockchain could be of great help in this re-
gard and help people in registering their intel-
lectual property.  

These examples are just a quick glimpse of 
how blockchain can streamline the entire legal 
industry. While cryptocurrencies and Bitcoin 
often make the headlines, their underlying 
blockchain technology has got significant po-
tential and definitely deserves recognition.  

To find out more about blockchain and how it 
is transforming various industries and sectors, 
check the infographic on the opposite and fol-
lowing pages. 

Prefer to read the infographic online go to: 
https://bitfortune.net/blockchain-disrup-
tions-infographic/ 

About the Author:  
Stefan Ateljevic, Head of Content and Casino 
Auditor at bitfortune.net.  

With an extensive background in content cre-
ation and love for online gambling and all 
things crypto, Stefan aims to improve the cur-
rent state of the crypto gambling industry by 
creating casino case studies and other valuable 
content.  

Outside of work, Stefan enjoys a glass of 
whiskey and late night poker sessions.    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‘Ask Mo!’

By LEx360s' Mo Zain Ajaz


Get answers on the business of law from  
various thought leaders. Please send in any 
questions you have around the business of 
law and legal operations. In cooperation with 
LegalBusinessWorld, Mo Zain Ajaz, GC and 
Global Head of Legal Operations at National 
Gris and Founder of LEx360 will answer your 
question together with thought leaders in the 
legal business. 


Send your questions to mo@lex360.co.uk
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