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Your firm, only better
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in business process improvement to navigate the 
biggest market shake-up in legal sector history
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Business process improvement, automation and 
workflow are not new to the legal sector. Their 
importance has grown, especially in high-volume 
practices, and proficiency at the individual and 
organisational level is now an imperative for all 
firms. This creates a need for them to push the 
boundaries of BPM as they navigate the biggest 
market shake-up in its history. But how?

Optimising resource allocation inside the firm is 
key to increasing profitability, and technology plays 
a vital role in providing the necessary management 
information to underpin decision-making and to 
streamline work. Evidence suggests that the real value 
from process automation and workflow comes from a 
joined-up approach across a business, but this can only 
be achieved by having a clear, detailed understanding of 
the underlying legal work and business processes. This 
is anathema for most law firms, especially those who 
practise in the ‘value lines’.

Practice and case management systems are 
ubiquitous in law firms serving high-volume markets, 
but all firms are facing increased pressure to streamline 
processes further, to respond to changing working 
patterns and to deliver more insightful reporting to 
underpin decision-making. Our clients are continually 
seeking to refine and optimise processes and deploy 
new functionality to meet user and customer needs. 

We’re seeing enterprise management systems,  
encompassing business, financial and practice 
management functionality (underpinned by workflow), 
becoming more important as a result. Such systems 
let organisations work seamlessly across business 
environments, and facilitate communication and 
continuous information flow both inside the firm and 
with clients. Forward-thinking firms are now exploring 
how to gain competitive advantage through the 
deployment of industry leading solutions and greater 
alignment in their underlying technology, particularly 
around Microsoft technologies.

With alternative fee arrangements becoming 
commonplace, all firms need to understand their cost 
of delivery. This is leading to the deployment of analytic 
tools and legal project management techniques to 
ensure profitability and customer satisfaction.

But what about the non-volume law firms? In-house 
counsel face an increasing regulatory burden and the 
challenge of doing more with less, which is reflected 
in their interaction with law firms – fixed pricing, risk 

sharing and price-point caps for certain work are now 
routine. In response, automated document drafting 
tools, including client self-service, are becoming 
extensively deployed to drive efficiency.

Progressive firms are also automating routine 
administrative tasks such as conflict checking, audit 
record generation, client and matter inception. 
And a number of firms have been vocal about their 
deployment of low cost offshore execution models to 
help achieve efficiency. 

Many firms are also looking to interact with 
customers differently. Customer relationship 
management (CRM) systems have always helped win 
business through retention, cross-selling, focused 
marketing and impactful communication with 
customers and prospects. But CRM is now also being 
integrated with e-marketing, workflow and collaboration 
tools to give clients more visibility of their information.

Evidence from volume businesses, other industries 
and our research shows that without three fundamental 
elements, any drive to improve efficiency will be partial 
or temporary:
l A clear and detailed understanding of processes 
(and what they should be) – without this, it’s virtually 
impossible to make any reliably informed decisions;
l The deployment of automation, tools and 
technologies and enhanced processes – low-cost 
resource solutions offer only a temporary fix;
l A joined-up approach – taking an end-to-end view 
of how practitioners work and integrating as many of 
the necessary elements as possible within the workflow 
is the only way to succeed.

Workflow and process automation are adopted in a 
piecemeal manner by law firms today. The true value 
of these technologies lies in a joined-up approach that 
spans technologies, functions and geographies – and 
one that must be driven by the highest executive 
management levels.

A process-centric and joined-up approach to  
legal business, underpinned by the right technology, 
tools and content, is perhaps the next challenge – and 
that’s an approach that we, as providers of these 
technologies, are embracing.

Learn more about 
LexisNexis Enterprise Solutions 
www.lexisnexis-es.co.uk


