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Top 3 takeaways: 
 

Our 7th Legal IT hangout brought together an 
extremely knowledgeable panel of IT experts to 
share and discuss how they plan to support staff 
and clients over the next six months as lockdown 
continues, and what technologies they are 
exploring in order to enable people to 
collaborate and work as normally as possible. 

When it comes to technology, some of the legal 
sector’s unique concerns came out in the session. 
As it turns out, our sponsor CTS, a specialist cloud 
and managed IT services provider to large and 
mid-tier law firms, is well placed to address those 
concerns. Their close relationship with leading 
legal software developers give them a combination 
of tech and legal sector knowledge that is 
invaluable for firms finding themselves with 
suddenly accelerated tech roadmaps.
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Because of the impact of Covid-19, firms have 
been accelerating the implementation of 
collaboration technology. One challenge is 
ensuring that factors such as security don’t fall 
by the wayside.

For clients to engage with portals and other 
communication technology, they need to be 
assured about the confidentiality of their data 
and information. Firms must ensure that the 
underlying cloud technology is robust.

Collaboration technology needs to be set up 
securely, with access and permission restrictions 
set. However, many firms can’t say that this is the 
case with their collaboration solutions. An expert 
partner can help ensure these requirements, and 
that the IT infrastructure in general is sound 
enough for for cloud collaboration.

JAMES LAWRENCE, 
BUSINESS DEVELOPMENT 

MANAGER
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People
We started by asking our panel how 
their firms were using technology to 
help people through six more months 
of remote working, and also to 
collaborate from their various 
locations. 
 

Clarion solicitors already had a flexible 
home working policy, so were well 
prepared in terms of tech, said Dan. He’s 
concerned about culture: “We were all 
under one roof, and now we are under 
260 roofs. How do we keep that 
together? In the early days, everybody 
was doing Zoom quizzes, but people 
now have Zoom and Teams fatigue.” 

Sam Luxford-Watts, IT Director at IBB 
Solicitors, said that they simply couldn’t 
have survived without Teams: “From a 
collaboration point of view, it’s been an 
amazing tool”. But he noted that some 
staff still struggle with isolation. “So, for 
the next six months, we’re working on 
how to get the right balance between 
the social element and keeping staff 
safe. Also, how technology can help 
with things like supervision and 
mentoring inducted people,” he said. 
IBB were paper heavy before Covid-19; 
a definite barrier to effective remote 
working and collaboration. The firm is 
starting to put solutions such as Paper 
River (document and data capture 
software) in place, said Sam. Covid-19 
has only accelerated the implementation 
of these and other technologies: “These 
are projects that we were looking at two 
or three years down the line - done in 
seven months.” 

Similarly, Clarion solicitors is bringing in 
things that people wouldn’t have 
considered a year ago, according to 
Dan Mitchell, the firm’s Head of IT. “We’d 
been pushing for video-conferencing to 
be installed for two or three years. But 
everyone said, ‘I’m not appearing in 
front of a camera’. Now it’s an everyday 
occurrence,” he said. The success of 
such massively accelerated technology 
implementation – and its large-scale 
adoption by a newly dispersed 
workforce – hinges largely on a firm’s 
cloud technology. And regulatory 
requirements have not gone away. 
Recognising this, a big part of how CTS 
helps firms successfully adopt cloud 
technology involves working closely 
with clients to deliver cloud solutions 
that not only improve productivity and 
flexibility but mitigate risk. This ‘working 
closely’ is not just a tickbox exercise – 
CTS have a keen understanding of how 
law firms work and the regulatory 
environment in which they operate. 

Paul Longhurst, consultant and owner 
at Three Kites, spoke of the “knee jerk” 
response of many law firms he has 
spoken with: “They think everything will 
go back after a few months. These are 
the firms still struggling with ‘what do 
we put in place’? And they’ve extended 
applications out to the home and not 
talked about security as much as they 
should have done.” And when we polled 
attendees to select the primary 
characteristics of their firm’s 
collaboration tools, 83% picked 
“primarily used for chatting and video 
conferencing”. This wasn’t much of a 
surprise. However, only 35% selected 
“set up securely, with access and 
permissions restrictions in place.” In an 
ideal world, this figure would be 100%. 
This is the sort of thing that CTS picks 
up in their initial ‘Cloud Readiness 
Assessment’ when partnering with a 
firm – in addition to ensuring that the 
firm’s IT infrastructure has the 
configuration and capacity to meet 
future requirements.
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Poll results:

PROFESSIONALS  
WHO ATTENDED  
THE SESSION

        What technologies are you 
using to support 
collaboration and working 
in the ‘new normal’? 
(Multi-select) 

65% 
Video Call

65% 
Microsoft 365

43% Email

30% Intranet

22% Mobile app

17%  SharePoint 

13%  Bespoke tools(s)  

created in house 

4%  Spreadsheets 

0%  Other

PEOPLE & CLIENTS 

Tools such as MS Teams have 
huge potential for law firms 
in team collaboration, matter 
management and client 
engagement. Would you say 
your firm’s collaboration 
tools are: (Multi-select)

83%  
Primarily used for 
chatting and video 
conferencing

39%  Set up with a clear structure that 
enables effective communication 
and information sharing

35%  Set up securely, with access & 
permissions restrictions in place

13%  Integrated with your other 
applications (e.g. Document 
Management) where possible

0%  My firm does not use  
collaboration tools

https://www.cts.co.uk
http://www.alternativeinsights.co.uk/
https://www.cts.co.uk
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Clients
Next, we looked at collaboration and 
technology through the lens of the 
clients; quizzing the panel on what 
lessons they had learned over the past 
six months that they could take 
forward.  

When it comes to technology, Clarion 
solicitors adopted both Teams and 
Zoom, said Dan. “Our client base need us 
to have both. We do a lot of individual 
work, and they tend to have Zoom; 
corporate clients have Teams.” He 
pointed out how clients want the firm to 
be able to communicate to them on 
whatever their platform is - whether 
WhatsApp, FaceTime, or Teams. This 
means that his team often get random 
requests. “It’s always a last-minute 
request from staff - ‘in three minutes I 
need to do this’ – which is tricky for the 
IT team to support, but that’s what we 
have to do,” he said.  

“In the early days, everybody had their 
own video conferencing platform. Early 
on, we settled on Teams. However, 
departments such as the commercial 
services team have corporate clients 
who have settled on Zoom or WebEx. 
We haven’t rolled those out, but we do 
give clear guidance on our preferred 
platform,” said Sam. However, he noted 
that it’s also about having the right 
solution for a particular type of client: 
“Private clients are older and always want 
to phone, so we moved all our telephones 
into Teams.”

James Lawrence, Business Development 
Manager at CTS, asked the panel 
whether, when using collaboration tools, 
they had come across any issues when 
engaging with clients, and what they 
were doing to overcome those issues? 
Sam said that it had been a challenge, 
attributing this to the full-service nature 
of IBB’s legal practice. “We have 
commercial clients, and then we have 
the B2C piece. We have people who are 
used to just coming in off the street, and 
also a criminal practice. A lot of them are 
suspicious of technology and want to 
meet face to face. And in private client, 
we have clients who are elderly,” he said. 
“In terms of technology we’re starting on 
the private client side with portals, so 
documents aren’t emailed back and 
forth. We use Teams, but if they want to 
use WhatsApp or Zoom then that’s also 
used. A lot of our private clients use 
WhatsApp or FaceTime - it’s just about 
getting the job done.” CTS recognises 
that for law firm clients to get on board 
with making their information available 
via cloud-based technology, they need 
to feel confident in the security aspects. 
CTS’ tailored solutions not only ensure 
that firms are equipped to operate 
securely and ensure client confidentiality 
but help firms to become always available 
to their clients.

One of the threads running through the 
hangout was acceleration: the speed at 
which technology has been implemented 
over the past six months. An expert 
partner can go a long way to ensuring 
that an accelerated timescale still takes 
into account factors such as security and 
reliability. CTS has deep knowledge of 
key legal software applications and close 
relationships with leading practice, case, 
and document management software 
providers. And when it comes to 
deployment, CTS view change 
management as more than just training: 
their ‘customer success service’ is 
dedicated to training staff and ensuring 
widespread adoption.
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Poll results:
Roughly what % of 
your client/ customer 
interactions are fully 
or partly digitised?

57%  
50-57% Digitised

22%  25-50% Digitised

22%  Less than 25%

0%  None

How likely is your firm to adopt 
a customer portal for legal 
work in the next year?

22%  Very likely 

17%  Likely 

9%  Already have one  

but not used

26%
Already have one 
and use as often 
as possible

26%
Unlikely
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CTS is the only provider of cloud and managed IT 
services purely dedicated to the UK & Irish legal sector. 

Working closely with the leading legal software vendors 
means that CTS’ expertise covers the complete range of 
legal software applications – from dictation to case and 
practice management. This equips CTS with a unique skillset, 
combining technological and legal sector knowledge.

Contact us today to find out more at  
www.cts.co.uk or 0345 872 4400. 
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ALTERNATIVE HANGOUTS
 →  a new digital community space for the 
professional services sector to socialise, learn, 
network and interact. 

View the schedule for our Alternative 
Hangouts at www.alterantivehangouts.com  

ALTERNATIVE INSIGHTS 
 →  The home of professional services 
knowledge, insights and innovation 
Accountancy | In-House Legal | Law Firms 
| Management Consultancy | Real Estate & 
Property 

www.alternativeinsights.co.uk   

JOIN THE CONVERSATION  
ON SOCIAL MEDIA
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UPCOMING ALTERNATIVE EVENTS

In partnership with CTS
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