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The inaugural BusyLamp Legal Operations Benchmarking 

report documents the findings of a survey of legal 

departments from around the world and of varying 

profiles. The report looks at similarities and differences 

across industries, legal expenditures, legal department 

sizes, and geographies, and explores how certain trends 

are impacting other factors. The survey of 21 multiple 

choice questions will allow BusyLamp to chart how legal 

operations is evolving over the coming years. 

Within the report, findings that compare and contrast 

countries will refer to UK, USA and Germany only, as 

89% of respondents came from these countries. Some 

industries and job titles which had low representation 

have also been grouped together as ‘other’, for ease of 

reporting.

55 % GERMANY

7 % OTHER

3 % SWITZERLAND

14 % UK

20 % USA

LEGAL OPERATIONS 
BENCHMARKING REPORT 

SURVEY OVERVIEW

WHERE ARE YOU LOCATED?
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INDUSTRY

JOB FUNCTION

AVERAGE LEGAL DEPARTMENT SIZE = 57 EMPLOYEES
AVERAGE ANNUAL EXTERNAL LEGAL SPEND = 68M EUR

15 % BANKING

9 % TECHNOLOGY

7 % ENERGY
7 % FINANCE

18 % OTHER

7 % CONSTRUCTION

6 % HEALTHCARE

6 % CHEMICALS

6 % ELECTRONICS

5 % MANUFACTURING

5 % INSURANCE

3 % BIOTECHNOLOGY

3 % FOOD & BEVERAGE
3 % COMMUNICATIONS

28 % GENERAL
COUNSEL

4 % OTHER

1 % LEGAL
PROCUREMENT

9 % IN-HOUSE 
COUNSEL

15 % HEAD OF 
LEGAL OPERATIONS

6 % LEGAL 
OPERATIONS STAFF

37% AGC/HEAD OF 
PRACTICE AREA



4

BUSINESS DRIVERS
Before going deeper into the tactics of different legal 

departments, it’s important to understand the business 

priorities that drive these decisions. Automating and 

streamlining manual processes is cited as the top priority 

for most of the legal departments in the survey; when 

looking at the results by country, this is true for the UK and 

USA too. Overall, the main priority is to increase the 

quality of legal advice, which was selected as either first, 

second or third priority for 76% of respondents. This was 

the top priority for those in Germany, where automating 

processes was only third on the list. Reducing external 

legal spend came second in the list of priorities for all 

countries.

TOP 3 PRIORITIES

INCREASING THE QUALITY OF LEGAL ADVICE

AUTOMATING AND STREAMLINING MANUAL PROCESSES

AUTOMATING AND STREAMLINING MANUAL PROCESSES

REDUCING EXTERNAL LEGAL SPEND

REDUCING EXTERNAL LEGAL SPEND

REDUCING EXTERNAL LEGAL SPEND

AUTOMATING AND STREAMLINING MANUAL PROCESSES

EVALUATION AND INTRODUCTION OF LEGAL TECHNOLOGY 

IMPROVING LEGAL WORK PRIORITISATION 

1

2

3

1

2

3

1

2

3

GERMANY

UK

US
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LEGAL OPS STAFFING DIFFERENCES BY COUNTRY

Despite the increasing prevalence of the function, 

as demonstrated by the success of international 

organisations such as the Corporate Legal Operations 

Consortium (CLOC), it is still very common (44%) to have 

legal operations covered as part of someone else’s role, 

not a full-time position. This is most common in the 

Construction industry with over 80% operating this way. 

Looking forward through the next 12 months, the results 

show that Construction doesn’t plan on changing this but 

overall, the trend is to dedicate more resources to legal 

operations in the coming year. In total, less than a tenth 

currently have a legal operations “team” (defined as 2+ 

dedicated people either as full time or contractors). 

Despite these numbers indicating that the function is 

still in its infancy, the more optimistic perspective is 

that over half of respondents have at least one person 

dedicated full-time to legal operations and only 2% are 

not focussing on legal operations at all.  

There is a correlation between legal spend and legal 

operations team size, where a higher volume of 

matters will warrant a greater need for outside counsel 

management and internal efficiency improvements. It 

is therefore unsurprising to learn that the USA is slightly 

more ahead of the other countries, as the country has 

the highest average legal spend and number of law firms. 

Only 24% have the function incorporated into a wider role, 

compared to 44% overall, and they are more likely to have 

larger legal operations teams too, followed by Germany 

and then the UK. Respondents in the USA also self-rate 

themselves as having more mature legal operations, 

with 20% in early stages of adoption compared to 45% 

in Germany and 67% in the UK. Even in the US however, 

only 10% are willing to class themselves as fully mature; 

half say they are functional with areas to improve. Circling 

back to the Construction industry, which is least likely to 

have dedicated legal operations resources, respondents 

there are most likely to be still in the planning stages, and 

only two industries, Energy and Finance, rate themselves 

as fully mature. 

Overall, most departments (80%) class themselves as 

either in the early stages of legal operations adoption, or 

functional and looking at areas to improve.

GERMANY UNITED KINGDOM UNITED STATES

NONE - WE DO NOT FOCUS ON LEGAL OPERATIONS

PERCENT OF 
RESPONDENTS

NONE - LEGAL OPERATIONS IS A RESPONSIBILITY OF SOMEONE’S WIDER REMIT BUT NOT A DEDICATED ROLE

1 2 3-5 6-10 11+

NUMBER OF PEOPLE DEDICATED TO LEGAL OPERATIONS
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FULLY MATURE FUNCTIONAL WITH 
GOALS TO ADD OR 
IMPROVE AREAS

EARLY STAGES OF 
ADOPTION

PLANING BUT NOT 
YET STARTED

NOT YET PLANNING/
NO PLANS TO START

CONTRACT
MANAGEMENT

eBILLING/SPEND
MANAGEMENT

eDISCOVERY/
eDISCLOSURE

DICTATION

DOCUMENT
MANAGEMENT

VIRTUAL DATA
ROOM

INTELLECTUAL
PROPERTY

MATTER
MANAGEMENT

RESEARCH/
RESOURCES LIBRARY

RISK AND
REGULATION

OTHER

0% 10% 50%30% 70% 90%20% 60%40% 80% 100%

GERMANY UNITED KINGDOM UNITED STATES

PARTICIPANTS 
EXPECTING THEIR 

LEGAL TECHNOLOGY 
BUDGET TO INCREASE 

IN THE NEXT 12 
MONTHS =

74%

HOW MATURE IS YOUR LEGAL OPERATIONS?

LEGAL TECHNOLOGY BEING USED

COUNTRY DIFFERENCES BY MATURITY CATEGORYPERCENT OF 
RESPONDENTS

PERCENT OF RESPONDENTS THAT USE THIS TECHNOLOGY
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Legal departments in the Banking, Finance, and Energy 

industries are most likely to use a broad range of legal 

technology solutions. Departments in these industries 

have some of the highest legal spend of all surveyed and 

overall, the higher the legal spend, the broader the range 

of tools that have been invested in. As technology tools 

help to manage projects, matters, and spend, this is not 

unexpected. The tipping point for significant adoption of 

tools (rather than only using a few) appears to be at the 5 

million (m) EUR spend mark. 

Overall, Virtual Data Room and Research and Resource 

Libraries tools are the most commonly used, by over two 

thirds of departments. In Construction and Electronics, 

adoption of all other types of legal software is very low, 

under 45%. These two industries have the lowest average 

legal spend, of 10m EUR and 30m EUR respectively, as 

well as immature legal operations functions. 

Contract Management, Document Management, and 

Matter Management are all in use by more than half of 

respondents. Spend Management/eBilling is in use by 

43% of legal departments surveyed, but in the Chemicals 

industry, with an average legal spend of 90m, it is two 

thirds. Banking and Energy, also with high external legal 

spends, are the industries most likely to be using eBilling. 

Spend Management software is much more prevalent in 

the USA, with 76% using it, making it the most common 

software tool alongside Contract Management. This 

correlates with a slightly higher legal spend reported 

(82m EUR average compared to 51m for UK and Germany) 

as well as a higher average number of firms (USA 78, 

Germany 60, UK 52). 

74% of in-house departments expect their legal 

technology budget to increase in the next 12 months, 

this trend is consistent across the industries and legal 

spend brackets.

External spend has increased in the last 12 months for 

just over half of respondents, and a third have spent the 

same as the 12 months prior. This trend is consistent 

regardless of geography, though those in the USA are 

twice as likely to have seen their external spend decrease. 

77% of legal departments in the USA are using Spend 

Management solutions, so this decrease may be related 

to their successful use of the software to reduce spend. 

35% of departments expect their external spend to stay 

the same over the next 12 months with just under half 

expecting it to increase. The results are slightly different 

for the USA, with most saying they expect spend to stay 

the same rather than increase. This is again perhaps due 

to goals related to use of Spend Management solutions.

SIGNIFICANT 
DECREASE

SIGNIFICANT 
INCREASE

DON’T
KNOWSLIGHT

 DECREASE
SLIGHT

INCREASE
NO

CHANGE

PAST 12 MONTHS

NEXT 12 MONTHS

EXTERNAL LEGAL SPEND CHANGES

HOW EXTERNAL LEGAL SPEND HAS INCREASED/
DECREASED OVER THE PAST 12 MONTHS AND HOW IT 

IS EXPECTED TO CHANGE OVER THE NEXT 12 MONTHS.PERCENT OF 
RESPONDENTS
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REASONS CITED BY EACH COUNTRY

Banking: 68m  

Chemicals: 90m 

Construction: 10m 

Electronics: 30m 

Energy: 95m 

Finance: 120m 

Healthcare: 42m 

Technology: 33m

AVERAGE LEGAL SPEND
BY INDUSTRY (EUR)

In total, the main reason for outsourcing legal work is a 

lack of internal resources (37%), though this is the reason 

for 50% in Germany. Expertise required (31%) is a close 

second. For departments with an external legal spend of 

less than 1m EUR, 64% outsource because of expertise 

required, the other reasons are reported by fewer than 

10% of teams in that spend bracket. These departments 

are also small, with fewer than 10 lawyers. 

It’s interesting that they don’t outsource because of 

resource constrictions. Rather, it could indicate that these 

are very efficient departments insourcing all but the most 

specific work. In the USA, expertise required is the main 

reason for outsourcing by a large margin of 53%, (the next 

reason, having enough resources, is only a factor for 16%). 

The reasons in the UK are more closely tied.

GERMANY UNITED KINGDOM UNITED STATES

EXPERTISE REQUIRED

PREVENT IN-HOUSE TEAMS DOING ADMIN/LOW-VALUE WORK

LEVEL OF RISK INVOLVED NOT ENOUGH INTERNAL RESOURCES

INCREASED SPEED TO COMPLETE MATTERS

MAIN REASON FOR OUTSOURCING WORK

PERCENT OF 
RESPONDENTS
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MANAGING OUTSIDE
COUNSEL AND SPEND

When it comes to service issues that legal departments 

encounter from their law firms, most are related to costs. 

A poor “price to performance” ratio was a challenge for 

43% of respondents. This rises to 78% for those with 

over 100m EUR spend, much higher than the other 

brackets. Non-adherence to agreed caps and fixed fees 

is a challenge experiences by 39%, and billing guideline 

adherence for 33%. Unclear invoicing is an issue for 34%. 

In the USA, where eBilling usage is more common, there 

is also higher frequency of billing guideline compliance 

issues with their firms. This is likely because they have 

guidelines and visibility of them. Without the software, 

these guidelines may just not exist at all, and if they do, 

it will be very challenging to accurately track adherence. 

As expected by their adoption of spend management 

technology, the US reports fewer “unclear invoicing” 

issues than the UK and Germany.

GERMANY UNITED KINGDOM UNITED STATES

INSUFFICIENT PARTNER ATTENTION

NON-ADHERENCE TO AGREED (BILLING) GUIDELINES

POOR PRICE-PERFORMANCE RATIO POOR QUALITY OF LEGAL ADVICE UNCLEAR INVOICING

POOR AVAILABILITY/RESPONSIVENESS

NON-ADHERENCE TO AGREED CAPS/FIXED FEES

MAIN REASON FOR OUTSOURCING WORKSERVICE ISSUES FROM LAW FIRMS

ISSUES EXPERIENCED BY EACH COUNTRYPERCENT OF 
RESPONDENTS
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ADHERENCE
TO BUDGET

ADHERENCE
TO BILLING GUIDELINES

FORMAL REVIEWS
AND RATINGS

INFORMAL FEEDBACK 
FROM INTERNAL TEAM

OUTCOME
OF MATTER

QUALITY
OF WORK

SERVICE
LEVELS

WE DO NOT
MEASURE

Quality of work is the most used reference point for 

reviewing legal service provider performance, 85% use 

this as a factor, regardless of their legal spend bracket. 

As almost half are experiencing price:performance 

ratio issues, one can assume that some of these legal 

departments are comparing the cost of the work to the 

quality of work to come to a conclusion on value for 

money. Adhering to budget is important too, 61% will 

include this in reviews. 

For those teams with less than 1m EUR spend, adherence 

to billing guidelines is used a lot even though in general 

they don’t have the technology tools to easily track this. 

They are also much more likely to use informal reviews 

from in-house counsel than departments with a larger 

spend. Electronics and Construction (industries with low 

legal technology adoption) are heavily reliant on just these 

two methods, though Construction also uses outcome of 

matter, as does Energy. 

Only a quarter of departments use formal reviews and 

ratings; Energy and Chemicals more so. The USA are more 

likely to use a range of methods, whereas Germany and UK 

are heavily reliant on Quality of Work as the main metric. 

Technology and Finance are the industries most likely to 

use a range of methods.

LAW FIRM PERFORMANCE

PERCENT OF RESPONDENTS THAT USE THIS METHOD
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CONCLUSION: 
USING TECHNOLOGY TO MANAGE OUTSIDE 
COUNSEL AND SPEND

On the whole, many legal departments are yet to use 

eBilling, yet a number of challenges uncovered in the 

survey would be solved by investing in it. Legal spend 

reduction and control is the second highest priority 

of those surveyed, and eBilling solutions attack this 

goal from a variety of angles. The service issues being 

encountered by so many legal departments are almost 

all related to cost transparency or perceived value for 

money from firms. Legal Spend Management solutions 

track spend consistently and enable easy reporting. Rules 

can be set-up so that invoices that do not meet agreed 

caps, fees or other billing guidelines are automatically 

rejected. Proof-points can be taken from the fact the 

USA, who are using Spend Management more widely 

than other countries, report fewer invoicing issues. The 

software also creates more data points from which they 

use a wider range of law firm performance metrics and 

can make data-driven decisions. When in-house teams 

from the USA are outsourcing work, they do so because 

of expertise required, not because of internal resource 

constraints. This may be because their use of software 

means their teams are not tied up doing manual tasks 

that could be automated by technology. In other words, 

their lawyers are doing legal work and they instruct firms 

less often. The survey found that legal departments are 

expecting their legal technology budgets to increase over 

the next 12 months. These increases should be spent on 

eBilling, so to address these law firm related challenges 

and achieve spend reduction goals. 

This is especially true for the high spenders. The legal 

departments spending over 100m EUR reported the 

highest incidence of price-performance issues: 78%. With 

the highest spenders reporting the least value for money, 

logically, they should be spending less as they are not 

spending as effectively as they could. Previous cost data 

can be analysed to make future work allocation decisions 

and get better value from their law firms.  

On the lower end of the spectrum, those teams with 

under 1m EUR spend rely heavily on billing guideline 

compliance to measure the performance of their firms. 

With eBilling, this task is both automated and the output 

more reliable. 

With the increase in legal technology budget for 2019 and 

more resource being ploughed into Legal Operations, it 

will be interesting to review this time next year how these 

investments affect the priorities and issues being faced 

by in-house legal teams.
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Follow us on Twitter Find us on LinkedIninfo@busylamp.com

NEW YORK CITY, USA
80 Pine Street, Floor 24

New York, NY 10005

FRANKFURT, GERMANY
Friedensstraße 11, 5th Floor

60311 Frankfurt am Main

LONDON, UK
2 Riding House Street

W1W 7FA London

Follow us on Twitter Find us on LinkedIninfo@busylamp.comwww.busylamp.com

OUR TEAM: DIVERSE, DYNAMIC, CUSTOMER 
SUCCESS-DRIVEN AND TRUSTED

Founded by a team of lawyers and powered by many 

frustrated users of endless spreadsheets and clunky 

legacy eBilling and matter management systems, 

BusyLamp is the leading SaaS alternative for efficient 

enterprise legal management. We help legal departments 

save time, significantly reduce overhead and collaborate 

more effectively with inside and outside counsel by 

simplifying and improving their legal operations. Today’s 

legal departments leverage our end-to-end solution to 

drive efficiencies from pitch to completion. Become a 

member of the BusyLamp user family and take advantage 

of our sophisticated sourcing, fee tracking, matter 

management, eBilling as well as analytics & reporting 

features.

OUR OFFICES

ABOUT BUSYLAMP


