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LexisN exis C lient Advisor H elps W arw ickshire 

Legal Services to M axim ise Value from  LexisN exis 

Visualfiles 

Background  

A  LEXC EL accredited business unit, W arw ickshire C ounty 

C ouncil Legal Services provides high quality and best value 

services to all W arw ickshire C ounty C ouncil service 

directorates along w ith a selection of public sector 

custom ers including W arw ickshire Police Authority, the 

Police Service, the Probation Service and the C ourts 

Service. 

W arw ickshire Legal Services is divided into three core team s 

– Young Person’s Legal Services, C orporate Law  and 

C om m unity &  Environm ent.  

C hristine G ardner, Im provem ent and Support M anager, w ho 

is leading the project to ensure best use of case and m atter 

m anagem ent system  LexisN exis Visualfiles at W arw ickshire 

Legal Services, talks to LexisN exis Enterprise Solutions 

about the im portance of team w ork betw een custom er and 

supplier to ensure successful technology im plem entation 

and adoption: 

What is the business need for LexisN exis V isualfiles at 

Warwickshire Legal Services? 

C hristine G ardner: W e are a large legal services unit w ith 

m ore than 80  staff, supporting W arw ickshire C ounty 

C ouncil and a num ber of external organisations.  

A  case and m atter m anagem ent system  is critical to our 

ability to deliver legal services efficiently and effectively. The 

key areas for the project have been to develop m ore 

process w orkflow s to facilitate efficient/standardised 

w orking practices and to im prove reporting and billing 

processes.  W e are also exploring opportunities to w ork in a 

m ore “paper light” w ay and, as part of this, to pilot electronic 

bundling. 

 

We understand that Warwickshire Legal Services has 

been reviewing the use of LexisN exis V isualfiles. Please 

can you explain the reasons?  

C hristine G ardner:C hristine G ardner:C hristine G ardner:C hristine G ardner: Visualfiles w as originally im plem ented in 

2005 and it has predom inantly been utilised as a tim e 

recording system , rather than a case m anagem ent solution. 

There w ere a num ber of perceived challenges w ith the 

system , w hich precluded full utilisation by fee earners and 

so w e decided to conduct a detailed review  to m ake 

recom m endations for the best w ay forw ard.  Through our 

LexisN exis Account M anager, w e w ere introduced to 

LexisN exis’ C lient Advising Services team  w ho, led by a 

dedicated C lient Advisor, w orked closely w ith us through the 

review  process to help us identify areas for im provem ent. It 

is a free of charge consultancy from  LexisN exis. 

What value has the LexisN exis C lient Advisor delivered? 

C hristine G ardner:C hristine G ardner:C hristine G ardner:C hristine G ardner: Alongside the technical aspects of 

Visualfiles, the C lient Advisor has a broad understanding of 

the business issues faced by legal services in the public 

sector.  This expertise w as invaluable to us at the Project 

Initiation stage to enable us to develop the relevant 

business case and identify the resources w e w ould need to 

m anage and im plem ent the project.  H e w as also able to 

w ork w ith us to identify solutions to m any of the barriers w e 

faced.  For exam ple, as a technical expert, the C lient Advisor 
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suggested im plem enting a M icrosoft O utlook front-end for 

our existing Lotus N otes em ail system  to im prove user 

experience and better exploit Visualfiles’ functionality. 

O ur C lient Advisor is fam iliar w ith the w ay w e w ork and our 

business processes and hence he is able to offer ongoing 

advice and suggestions on how  the project should progress. 

The ideas are then technically executed by our IT team  in 

conjunction w ith technical consultancy provided by our 

nom inated LexisN exis Project M anager. 

 

Are there any other areas of the business where the 

LexisN exis C lient Advisor is involved?  

C hristine G ardnerC hristine G ardnerC hristine G ardnerC hristine G ardner: The C lient Advisor is a m em ber of our 

C ase M anagem ent Project Board, w hich also includes 

representatives from  W arw ickshire C ouncil such as the 

H ead of Law  and G overnance, IT m anagem ent and 

business support.  This collaborative approach has 

facilitated a real sense of ow nership and a w ill to m ake the 

project a success for all parties. 

 

To help increase user adoption of Visualfiles and drive an 

organisation-w ide cultural change in favour of technology, 

the C lient Advisor contributes to som e of our internal 

cam paigns too. H e has been invited to participate in 

w orkshops w ith staff m em bers on varying issues such as 

m oving to a ‘paper-light’ office and best practice use of 

case m anagem ent. 

 

W orking in partnership w ith the softw are vendor is the 

m ost productive w ay of im plem enting technology. It 

enables sharing of inform ation and know ledge that is 

im possible to achieve otherw ise. W ith the active 

participation of our LexisN exis C lient Advisor,  

w e have jointly identified m any best practice 

im provem ents, w hich w ould have been harder to do 

w orking in isolation. 

 

 
 
 
 
 


