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Improve your relationship with 
your senior partner

Form a strong new 

leadership team

Use LPM to transform 

client services

The perils of 

low-cost volume work

Ally or adversary?



BUSINESS INTELLIGENCETECHNOLOGY

Informed 

decisions  
John Banister discusses how he has 

used business analytics to improve 

firm profitability and 

matter management  
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W
e realised some years ago that 

the world was changing, even 

for lawyers. It was important for 

us to understand the moving dynamics of 

law firm business to take the necessary 

measures to ensure profitability and, 

more importantly, poise our firm, Wiggin, 

to take advantage of any new opportunities 

that the evolving business landscape 

might present to us.

We therefore spent a lot of time 

understanding the new variables around 

margins and profitability and identifying 

which of our working practices we needed 

to update. For instance, we had never 

previously thought about proactively and 

collaboratively managing margins through the 

matter planning and fee negotiation stages 

of onboarding clients – sharing profitability 

information with clients and agreeing a 

commercially-sustainable fixed margin.

This process of introspection 

highlighted the need for a structured and 

commercially-led approach to business 

management. Lawyers typically aren’t 

mercantile (after all their expertise lies 

in providing legal services), so they are 

always the hardest group to get on board 

when making major operational decisions. 

However, there was an undeniably strong 

case for the adoption of a business 

intelligence strategy, if we were to 

continue to  adapt to the new business 

and economic landscape. 

Choosing a system

We decided to adopt a business intelligence 

strategy in 2006 and LexisNexis’ Redwood 

Analytics became our tool of choice after 

considerable market evaluation. 

It is important to choose a solution 

that dovetails with the philosophy of the 

business. We found that Redwood used 

the same business language, variables, 

margin and profitability analysis as Wiggin. 

Even though we at the time were using 

relatively unsophisticated spreadsheets to 

measure profitability, this was reassuring 

and gave us confidence in the system. 

The ability of the system to evolve was 

also a key consideration and the supplier’s 

forum for users to share ideas and identify 

new requirements meant our system 

would not remain static. 

Knowledge is power 

In the early years of adoption, we were 

confronted with a major challenge – 

understanding profitability. Knowledge 

of what makes the firm profitable is 

fundamental to business planning of any 

kind. We used business intelligence to 

decipher what this meant for us. 

The system helped us to analyse 

our clients, their legal requirements, 

type and sophistication of matters, 

and billing patterns. This gave us an 

in-depth understanding of which 

practice areas and aspects of business 

made us profitable, where we were 

losing money and where there was 

room for improvement. 

For example, we were able to work 

out the true cost of client secondments 

and therefore make better business 

decisions in this area, based on historic 

client profitability as well as predicted 

future pipelines.

This insight into profitability has 

enabled us to develop different types 

of resourcing and billing models, in turn 

ensuring that matter and case profitability 

is maintained without compromising on the 

value of services we provide. 

One of the ways we have taken 

advantage of this knowledge is by 

carrying out an analysis of our film 

production work, which includes rights 

acquisition and creating finance deals. 

The findings of the analysis highlighted the 

need for a paralegal resource for the team, 

which has since been recruited.

Continuously educating the firm is 

essential until thinking about profitability 

becomes second nature to the business. 

Understanding profitability is not difficult, 

but it is something that needs to be 

addressed regularly.

CASE STUDY

“Knowledge of what 

makes the firm profitable 

is fundamental to 

business planning 

of any kind”

Choose a solution that 

aligns with the thinking 

of your business and has 

long-term potential for 

development

Embed business 

intelligence into the 

psyche of your firm 

– only then will you 

get the most from it

Business intelligence 

as a concept cannot be 

mastered overnight – the 

more you use it, the more 

adept you become at it

Results speak for 

themselves – even the 

most sceptical lawyers 

will come on board 

once they see the 

quantifiable benefits of 

business intelligence
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s฀ THE฀BILLING฀STRUCTURE฀�I�E�฀WILL฀THE฀CLIENT฀
GET฀MOST฀VALUE฀FROM฀AN฀ALTERNATIVE฀FEE฀
ARRANGEMENT	�฀AND฀

s฀ THE฀LENGTH฀OF฀TIME฀REQUIRED฀TO฀
CLOSE฀THE฀MATTER฀

!LL฀OF฀THIS฀CULMINATES฀IN฀AN฀ANALYSIS฀OF฀THE฀
PROFIT฀MARGIN฀THAT฀THE฀FIRM฀CAN฀EXPECT฀TO฀
MAKE฀FROM฀THE฀ACTIVITY�

4ODAY�฀CONDUCTING฀QUARTERLY฀
ASSESSMENTS฀OF฀OUR฀CLIENT฀BASE฀IS฀COMMON฀
PRACTICE�฀7E฀IDENTIFY฀CLIENTS฀WITH฀THE฀
HIGHEST฀AND฀LOWEST฀BILLINGS�฀&OR฀EACH฀
CATEGORY�฀WE฀ASCERTAIN฀WHAT฀WE฀CAN฀DO฀AS฀
A฀FIRM฀TO฀ENHANCE฀THE฀VALUE฀WE฀DELIVER฀OR฀
PERHAPS฀INCREASE฀PROFIT฀MARGINS฀BY฀MAKING฀
CHANGES฀TO฀THE฀WAY฀MATTERS฀ARE฀HANDLED฀
FOR฀THOSE฀THAT฀FORM฀PART฀OF฀THE฀BOTTOM฀��฀
PER฀CENT฀OF฀OUR฀CUSTOMER฀BASE�฀

(OWEVER�฀THIS฀IS฀ONLY฀THE฀TIP฀OF฀THE฀
ICEBERG�฀7E฀HAVE฀MADE฀INROADS฀INTO฀THE฀
BUSINESS฀INTELLIGENCE฀DISCIPLINE�฀BUT฀WE฀
KNOW฀THAT฀WE฀CAN฀DO฀MORE฀AND฀BE฀BETTER฀
AT฀WHAT฀WE฀DO�฀

Return on investment

0EOPLE฀OFTEN฀ASK฀ME฀ABOUT฀HOW฀WE฀
MEASURE฀THE฀RETURN฀ON฀INVESTMENT฀OF฀
BUSINESS฀INTELLIGENCE�฀)T฀IS฀A฀TOUGH฀
QUESTION฀n฀HOW฀DO฀YOU฀PUT฀A฀VALUE฀ON฀
INSIGHT฀AND฀INFORMATION�฀'UIDED฀BY฀OUR฀
CULTURE฀AND฀OUR฀ORGANISATION�S฀VISION�฀
INFORMATION฀DRIVES฀OUR฀REACTION฀TO฀MARKET฀
CHANGES�฀CLIENT฀REQUIREMENTS฀AND฀THE฀
DECISIONS฀WE฀TAKE฀FOR฀THE฀LONG
TERM฀
HEALTH฀AND฀VITALITY฀OF฀THE฀BUSINESS�฀

4HE฀ADOPTION฀OF฀BUSINESS฀INTELLIGENCE฀
HAS฀HELPED฀TO฀CHANGE฀THE฀THINKING฀AND฀
BEHAVIOUR฀OF฀PEOPLE฀ACROSS฀THE฀FIRM�฀7E฀TRY฀
TO฀MAKE฀SURE฀ALL฀OF฀OUR฀DECISIONS฀ARE฀WELL฀
INFORMED฀AND฀WE฀ACTIVELY฀MANAGE฀THE฀FIRM฀
TO฀BE฀THE฀MOST฀PROFITABLE฀IT฀CAN฀BE฀WITHIN฀
THE฀CONFINES฀OF฀OUR฀OPERATIONAL฀CONTROL�

)N฀THIS฀DAY฀AND฀AGE�฀LAW฀FIRMS฀HAVE฀
TO฀BE฀DRIVEN฀BY฀BUSINESS฀OBJECTIVES฀AS฀
WELL฀AS฀REDUCING฀COSTS฀AND฀INCREASING฀
PROFITABILITY�฀4HIS฀REQUIRES฀ACCESS฀TO฀
ACCURATE฀AND฀CREDIBLE฀INFORMATION�฀WITHOUT฀
WHICH฀ONE฀MAY฀RECOGNISE฀THE฀BUSINESS฀
PROBLEMS฀OR฀IDENTIFY฀NEW฀BUSINESS฀
OPPORTUNITIES�฀BUT฀WILL฀IN฀ALL฀LIKELIHOOD฀ACT฀
IN฀IGNORANCE฀n฀A฀DANGEROUS฀WAY฀FOR฀ANY฀
BUSINESS฀TO฀FUNCTION�฀

7E฀HAVE฀SOME฀BRILLIANT฀MINDS฀THAT฀BRING฀
NEW฀IDEAS฀TO฀LIFE�฀BUT฀IT฀IS฀OUR฀ABILITY฀TO฀MAKE฀
THE฀BEST฀USE฀OF฀BUSINESS฀INTELLIGENCE฀THAT฀
HELPS฀US฀TO฀CONFIDENTLY฀CREATE฀BUSINESS฀
PLANS฀THAT฀WE฀KNOW฀CAN฀WORK�฀

John Banister is a partner and 

CEO at UK media law firm Wiggin 

(www.wiggin.co.uk)

BUSINESS INTELLIGENCETECHNOLOGY

“Information drives 

our reaction to market 

changes, client 

requirements and the 

decisions we take for 

the long-term health and 

vitality of the business”  

/VER฀THE฀YEARS�฀WE฀HAVE฀BECOME฀
MORE฀SOPHISTICATED฀IN฀THE฀WAY฀WE฀UTILISE฀
BUSINESS฀INTELLIGENCE�฀4HE฀CASE฀FOR฀OPENING฀
OUR฀OFFICE฀IN฀"RUSSELS฀IN฀*ANUARY฀����฀
WAS฀INFORMED฀BY฀ANALYSIS฀PROVIDED฀BY฀OUR฀
BUSINESS฀INTELLIGENCE฀SYSTEM�

)N฀HINDSIGHT�฀WE฀NOW฀KNOW฀THAT฀WE฀VERY฀
ACCURATELY฀PREDICTED฀THE฀BEST฀MODEL฀FOR฀THE฀
PRACTICE�฀INVESTMENT฀REQUIRED�฀STAFFING฀AND฀
RESOURCING�฀THE฀TYPE฀AND฀SIZE฀OF฀CLIENTS฀THAT฀
BEST฀SUITED฀US฀AND฀WHAT฀THE฀PROFITABILITY฀
CURVE฀WOULD฀LOOK฀LIKE�฀

A way of life

"USINESS฀INTELLIGENCE฀IS฀A฀WAY฀OF฀LIFE฀FOR฀US฀
NOW�฀7E฀USE฀THE฀SYSTEM฀TO฀INFORM฀MANY฀OF฀
OUR฀BUSINESS฀DECISIONS฀AND฀IT฀HAS฀BECOME฀
SO฀INTRINSIC฀TO฀THE฀RUNNING฀OF฀THE฀FIRM฀THAT฀IT฀
IS฀NOW฀A฀PART฀OF฀7IGGINS�฀$.!�฀

/UR฀MATTER฀PLANNING฀NOW฀INVOLVES฀
ASCERTAINING�฀

s฀ THE฀LEVEL฀OF฀STAFFING฀REQUIRED฀�I�E�฀
WHETHER฀IT฀SHOULD฀BE฀A฀PARALEGAL�฀
LAWYER฀OR฀PARTNER	�฀
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