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Legal Sector Breakfast Briefing

10:00 - Welcome
10:05 - Briefing
11:00 - Q&A
11:30 - Close
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Agenda

* [Introduction: Carton & Co — Associates, Clients, Business Partners
= Key Practice-wide themes to explore and address

= Your feedback — Questionnaire and a few polls here

= Compare & Contrast feedback from other lawyers

= (Context: Past, Current, Future

= Qur approach to a game plan — make all the parts work together

= Tackling main stumbling points /opportunities

= Further questions and discussions
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Allan Carton

e Specialist advisor to law firms and legal sector for 25+ years.
e Solicitor in private practice before then.

* Helping lawyers and their management teams make the most of new
opportunities.

* Developing clients, business operations, service and relationships to retain
and attract high calibre employees and clients.

* Backed up by a team with specialists in:
« Technology
« Business Development

« Compliance

*  Working alongside selected business partners.
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Working with Law Firms & Legal Sector
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To deliver on your game plan

= Co-ordinating management — a challenge even with the best people
in place.
= Balanced scorecard, linking strategy to consistent, co-ordinated execution.
= Delivering more value
= “Always on” listening, responding, building, testing — agile projects
* Project management skills and tools — for all in different ways
= MS Teams, Planner and Project to manage implementation, communication
= MI and Dashboards for projects and sales too
= Power Bl and others
= Using intelligent automation — capture data, centralise, make it
accessible, keep it current for process, marketing, finance, sales ...
= Onboarding, automated capture, enrichment and sharing
= People Skills and development — retention & recruitment
= Ability to develop “O-Shaped”, with emotional intelligence

www.cartonconsultants.com C CARTON&CO



Challenges: feedback is hard to gather

Despite receiving feedback through multiple formats, the core challenge remains the

'‘top of the funnel' - getting enough feedback data in one place so that insights can drive
actions.

Survey question: What challenges does your Firm Face when it comes to using client feedback and data?

Volume
71%

not collecting enough
feedback from clients

Alignment
31%

it's hard to link feedback
to business outcomes

www.cartonconsultants.com

Feedback
Intelligence
Flywheel

Collection

people not sharing the
feedback they've heard
individually

Aggregation

feedback dataisn't
combined in one central
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Timing: most feedback is retrospective

Most client feedback is collected at the end of a project, or periodically (e.g. annually)
whenit's too late to impact those experiences.

Survey question: When does your firm proactively ask For Feedback From clients?

”

60% 14% 9% 31% 54% 20%

After After During a After a Periodically
bid/pitch onboarding project project

Feedback collected at different stages of the client journey

An example of how firms are looking to evolve

"Engagement for post matter surveys is pretty good (above industry average)
but rolling out mid matter reviews for all clients would be good

as well as having time to hold more independent (non-partner) client interviews."
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O-Shaped Lawyers

Tomorrow..the role of the lawyer is to help the business identify
and capture opportunities through legal initiatives.

It’s about the business.

“someone who understands ‘lwantsomeone | | want someone

the commercial opportunity, | Who will educate who is a real
restrictions, complexities, me - showme a | | business partner

then apply legal know-how” better way - helping me

think about how
to create value”
‘| just want to know the business
answer - not the legal answer’
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To support this, our Tech Partners include ...
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https://www.ea-learningtech.com/
https://www.introhive.com/
https://mycustomerlens.com/
https://zymplify.com/help-to-grow-digital/
https://nexl.cloud/product/
https://uppersigma.com/
https://dataprotectionpeople.com/
https://www.hartree.stfc.ac.uk/Pages/home.aspx
https://matrix247.com/omnichannel/
https://www.theconveyancingmap.com/services/conveyancing-map/

Which capabilities, if improved, do you think would deliver the

biggest overall business impact at your firm?

Client relationship management

Data expertise

Lead generationsales 43%

Pricing 31%

Client feedback

N
L]
S

20%

Digital marketing

Pitching/bid management

3
&

a
®

Brand management

Content marketing

Research and analysis

#
a
®

Social media 6%

Internal comms 3%

Events 0%

Media relations 0%

www.cartonconsultants.com

Source: Briefing - Tech

Frontiers Report, 2022
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https://mag.briefing.co.uk/full_page_image/frontiers-22-cover/content.html

Collection of data to support Al initiatives, 2020

Figure Four: response by surveyed solicitors to the proposition: ‘my organizsation captures data effectively’

Azsociate / Assistant 27.8% 17.8% 3.3%

Senior Partnear)

36.0% 18.6% 3.0%

% of Total Respondents

. Strongly Disagree . Dizsagres Meutral Agree Strongly Agree Ml

Source:

Table Five: selection of lawtech Incubaters / accelerators, which support Al lawtech companies

MName of entity Supported by Incubator or accelerator? | Estimated legal technology
cohort size

Barclays Eagle Lab (legal Various, including Law Incubator 18* {in 2019)
technology-only cohort) Society

Collaborate Slaughter and May Incubator 13

Deloitte Legal Ventures Deloitte Legal Incubator 14

Fuse Allen & Overy Incubator 22

MDR Lab Mishcon de Reya Accelerator 18

Scale | LawTech PwC Incubator 16

Source:
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Frontiers biz futures in brief

TWIN PEAK
THREE TECH AREAS TO FOCUS ON FOR Eg;lfhEENp?:ﬂ
HIGHER 'HYBRID' PRODUCTIVITY: OF 2022

66% NE A

OF leaders say ‘maximising

productivity gets most

Investment in Retention of
client-facing tech potential top
(dealing in data or docs) talent

E-signing

attention from the firm's senior

stakeholders when it comes to

IT strategy/investment — easily
the highest-ranking factor!

OFFICE WORK IN PROGRESS ...

5 O/ Of law firm leaders say firms are in the
O

process of ‘repurposing’ shared workspaces

HOW'S THAT HYBRID
WORKING OUT? PRIORITIES
TO TACKLE NEXT

* Greater/better AV for
an equal experience in
different spaces

* Guidelines for
managing more
efficient meetings

* More training +
iterative development

+ change management
push on existing tools

WHO'S COUNTING?
BROOO0O0O

Average

vill be in an
office the
firm pays for

www.cartonconsultants.com

TRANSFORMATION
OF SPENDING POWER?

Little change in tech
investment as % of annual
revenue (cash for solutions

AND skills)
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TO ADDRESS EMPLOYEE
WELLBEING IN 2022:

‘Stop worrying about
who is working where’

“Tech time-outs’

‘Change the incentives
for success’
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Q1 - How are you using CRM?

A.
B.
C.
D.
E.

No system in place yet

Have one, but not used

Available but used primarily by our marketing team

Used by the lawyers and the marketing team, but inconsistently

Used routinely by all to manage client business client accounts

L

Used by all to manage business and private client relationships
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Past, Current, Future

* Hybrid working — for you and your clients

* Centralised, accessible data for analysis — acted on?

» Accelerated tech and automated intelligence development

« Changing client expectations (convenience, price, range of services)

« Different expectations of Y & Z generations (from email to work environment)
* Drive to net zero — ESG

* Financial pressures to increase profit (or are we comfortable?)

« So many SME acquisitions!
* Feels like too much to handle?
 Need to compromise and prioritise your plans, your practice

« Still the same people

* Relationships at least as important as ever (rarely handled well)
« Still want to meet face to face when it matters

www.cartonconsultants.com C CARTON&CO



Q2. Which ONE of these has made the biggest impact on your
thinking about future plans?

A. Hybrid working — for you and your clients
B. Accelerated tech and automated intelligence development

C. Changing client expectations (convenience, price, range of
services)

D. Different expectations of Y (millennials) & Z (digital natives)
generations (from email to work environment)

E. Drive to net zero — ESG

F. Financial pressures to increase profit (or are we comfortable
enough?)

www.cartonconsultants.com C CARTON&CO



Innovate, Motivate, Integrate, Collaborate .
Complete Business Development Solutions

Making Sure The Game Plan Works

www.cartonconsultants.com C CARTON&CO



Keep it simple, cascade consistently, manage projects

VISION & Values

Overall STRATEGY. OBJECTIVES & MEASURES

Team STRATEGY, OBJECTIVES & MEASURES

Team PROJECTS - Technology, Finance, HR & People
Development, Compliance & Risk Management, BD &
Marketing and Legal

PERSOMAL DEVELOPMENT and PLANS

www.cartonconsultants.com C CARTON&CO



One-page strategy document per team

Based on
Balanced
Scorecard

OBJECTIVES

MEASURES

Financial

People (Learning & Growth)

Operations

Clients & Referrers

PROJECTS

CRM

Onboarding, data capture and management
Developing O shaped lawyers

Dealing with omnichannel

MI Dashboards — practice wide

Detail in MS 365
Teams, Planner or
Project to manage

Projects

www.cartonconsultants.com
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MI for Finances ... of course — always on.

Whole Firm _. | Commercial | . Company Commercial Dispute Resolution Employment Family | | Probate, Trusts & Tax || Residential Property
Dispute Resolution Figures for Current Period
Fees Billed v Last Year and Target Time Booked Fees Billed Target Fees WIP Over 3 Periods Debtors Over 3 Periods

33,214 20,104 35,875

WIP  Debtors Disbs Expense
-

79K

0K 144K

264,410 144,490 22,547 0
8 7 K o -
92119
67K 140K
End Last Period Biled YTD Target Longer Term Trends
Select Fee Earner b Time Booked @ Fees Billed © Fees Received @ Realisation % @ WIP Days @ Unpaid Days
80K 250% 200
Usar S458 \ User A3
60K 00%
User 5380 User Cé1
40K 0% 101
User 5341 User E117 20K | 0k TR | B 100% 50
) AU .\-;' \'1'
User R452 User L212 I 1
O\

User M272
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But across the practice too

Referrals

% of Matters and Cross Referrals by Matter Department Top 20 Cross Referrers by Matter count
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MS 365 Planner

Status

@ inpegress 4] @ Late i3
® Matsured 9 @ Complened 23
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https://www.cartonconsultants.com/make-the-most-of-microsoft-365-and-teams-professional-services

Q3. How do you feel about running a pro-actively managed
project-driven legal practice?

A. Would not consider it in the foreseeable
B. Would consider it but we don’t have the skills

C. We are gearing up to introduce more project management

D. We already do

www.cartonconsultants.com C CARTON&CO



Innovate, Motivate, Integrate, Collaborate .
Complete Business Development Solutions

Questions

Allan Carton

www.cartonconsultants.com

acarton@cartonconsultants.com

Tel: 07779 653105
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“strong
technical
capabilities and
intellectual

agility”

‘Legal expertise is
a given - you have
to get the law
right”

Legal Domain

Expected and a given

“Can analyse
documents and
think 20 steps
ahead"

‘Can take a
giant pile of
documents and
analyse it
thoroughly”

Business Domain

Fluency in business is critical to
put legal advice into the right

context
‘A great lawyeris a ‘Lawyers see
business person with across the
an expertise inlegal” | entire business
- there is so
‘Do the commercial many

first. then the low’ opportunities..”

“it's like a mini-MBA”

"Law schools should I worked with
be teaching how a a lawyer who
business works and looked like a
soft skills” deerin
headlights
“issues affect different when | talk
parts of the businessin || about EBITDA

different ways - you
have to understand
this”

Customer Domain

Intimate understanding of the
customer is the differentiating factor
in finding opportunities for the
customer and the ecosystem they

operate in

‘He was on-site all the time. Spoke with
everyone and got to know their part of
the business.”

I want someone who
is willing to learn

‘great lawyer
really wants to

understand about my business -
what the and I'm happy to
business does.” teach them.”

"My business has many parts - The law,
the politicians, the public, and the press.
There's a lot to consider!”

I want to work with

“it's really
someone who

important to go

understands my g )
visit our sites to

business. |
understand this is
hard. but I'm willing
to invest’

really
understand our

business”

‘The incumbent firm always has an
advantage to win more work - | would
rather pay more fees to someone who

understands what I'm trying to do’

e



Be Adaptable Build Relationships

The suite of skills needed to thrive in new and The suite of skills needed to build long-term
different environments throughout the legal career connections with a wide range of people
* Courage - The skill to take action in the face of * Empathy - The skill to understand perspectives
fear or uncertainty and agendas of other people

* Resilience - The skill to recover quickly from
disappointment or setback

* Influencing - The skill to change the actions or
mindset of others

* Feedback - The skill to seek out information to
identify areas for improvements

* Communication - The skill to deliver the right
message to a given audience

* Continuous learning - The skill to apply new
skills, techniques, and information into practice

* Collaborate - The skill to work effectively with
people both in the short and long term

Create value through legal initiatives

The suite of skills needed to identify opportunities and find the
best legal solution

* Identify the opportunities - The skill to see business
opportunities in the face of legal challenges

* Solve the problems - The skill to find the optimal legal
solution to a given business opportunity or challenge

* Synthesise - The skill to form sound judgements by
combining information and determining its importance

« Simplify complexities - The skill to distill the most critical
elements into an easy to understand form




What could good look like?

Looking at how we deliver services through the client's eyes is an integral
part of our strategy. We did a detailed consultation exercise with nearly 100
clients to understand their challenges and how they see the provision of
legal services evolving.

On the back of this we journey mapped our client experience and
segmented the client base into distinct personas. All members of the Firm
have had training on this and of considering client wants and needs.

Client recommendation scores are a firmwide KPI and Feed into lawyer
appraisals. We are now refining our client journey in consultation with our
clients, looking at how we can make the experience better For them.

This in turn in leading to innovation in how we approach our processes,
products, staff roles and responsibilities, pricing and service delivery.

One Firm’'s answer to how their client listening has changed

www.cartonconsultants.com C CARTON&CO




Think About Diamond Teams

Plans for the business, Trends,
Objectives, Drivers

Business Advisors and
Networks

Administration | Administration

Operations

Operations

Inbound
Logistics

Outbound
Logistics

Key Key
Account Board § Board Supplier
Manager Manager

Selling Company Buying Company

From McDonald, M, Millman, AF, and Rogers, B (1996) Key Account Management:
Leamning from supplier and customer perspectives, Cranfield University School of Management
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ArmstrongWatson’
Accoun tants, Business & Financial Advisers
A track record of providing solutions to the legal profession

Legal Sector Breakfast Briefing

Questions and Conclusion

Andy Poole, Legal Sector Partner
Armstrong Watson
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Andy Poole, Corporate Finance Partner - Legal Sector
Armstrong Watson

15t Floor, 24 Blythswood Square, Glasgow, G2 4BG

T: 0141 233 0700
M: 07828 857830

Twitter: @AW_AndyPoole
E: andy.poole@armstrongwatson.co.uk

www.armstrongwatson.co.uk/legalsector
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Disclaimer

This presentation and supporting documentation has been prepared in general
terms and therefore cannot be relied upon to cover specific situations; application
of the principles set out will depend upon the particular circumstances involved
and we recommend that you obtain professional advice before acting or refraining
From acting on any of the contents of this presentation and/or supporting
documentation. Armstrong Watson would be pleased to advise on how to apply
the principles set out here to your specific circumstances. Neither Armstrong
Watson nor the presenters accept a duty of care or liability for any loss

occasioned to any person acting or refraining from acting as a result of this

presentation and supporting documentation.

ArmstrongWatson
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0808 144 5575
Www.armstrongwatson.co.uk
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