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A recent McKinsey report saw Covid-19 as a tipping 
point of historic proportions for disruption; 
resulting in organisations having to manage change 
at a much faster pace.   

Our 7th Legal Management hangout brought together 
some of the legal sector’s top management experts to 
find out how firms plan to provide optimistic leadership 
for staff and clients over the next six months, and how 
they will be using technology to collaborate and work as 
normally as possible. Partnering with the right providers 
is key to successfully navigating this accelerated 
environment. Our sponsor, Pulsant, provides colocation 
and cloud infrastructure services - with dedicated IT 
services for the legal and professional sector. Their range 
of solutions – focusing on availability, security, and 
connectivity – are perfectly aligned with the onset of a 
quicker pace of change.
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Many clients are eager to get back to face-to-
face meetings with their advisors. Firms are 
implementing creative measures – including 
sending short explanatory videos ahead of time  
- to ensure that any essential client visits are safe, 
yet smooth and seamless.

In these uncertain times, it’s crucial to give 
people clear and consistent messaging. Effective 
leadership involves transparency, accountability, and 
assuring people that the firm has the technological 
capabilities to remote work effectively.

Given that a full-time return to the office is unlikely, 
firms need to start thinking about agility and how 
they will make the various working environments 
(home, office, hub) a seamless experience. An expertly 
managed cloud infrastructure is one critical element.

ANDY BEVAN, 
CLOUD SALES 

SPECIALIST
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We started by discussing how law 
firms will engage in positive 
leadership to guide their people 
through the next six months, in 
addition to using technology to 
support them with remote working.

“Something we need to do more often is 
open, realistic, and timely 
communication,” said Ed O’Rourke, CEO 
of Ashtons Legal. He emphasised the 
time factor: “Time has been more 
important recently because it has been 
changing so rapidly. If you leave staff in a 
knowledge vacuum, then they start to 
fear all sorts of things. Be communicative 
early on, even if the message isn’t 
positive”. And given the government’s 
ambivalent advice on whether we need 
to return to the office, he saw consistent 
messaging from the firm as essential. “We 
decided to remain work from home as 
much as you can - only go into the office 
where you need to. However, we 
broadened our definition of ‘need’ to 
encompass mental and physical health,” 
he said.

Amanda Glover, managing partner 
consultant, and formerly managing 
partner at Baker Law, echoed Ed’s 
sentiments. “It’s about escalating what 
you do and the time in which you do it”. 
She also emphasised the importance of 
accountability: “Being open that you and 
everybody is accountable - whether it’s 
your people, your clients, and making 
sure that you’re giving the full version of 
the truth about what you’re doing.”

“In these uncertain times, decisive and 
confident leadership is even more 
important,” added John Hargrave, COO 
and Finance Director at BP Collins 
solicitors. “People are worried about their 
families, their jobs, about how they’re 
performing. Leaders need to instil a sense 
of confidence that we have the ability to 
work in an agile manner - that we have 
the technology to allow them to work 
from home,” he said. Certainly, leaders 
must themselves have that sense of 
confidence in their IT and cloud 
infrastructure. Pulsant’s mission – 
throughout all their solutions - is to 
enable that confidence. To take just one 
example, their managed hosting 
infrastructure is configured for business 
needs; they will design, configure and 
maintain a firm’s hardware and 
applications.
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        Now that we have 
experienced WFH for 
some time, when it’s 

finally relaxed more fully, 
what proportions of your 
staff’s time on average will 
be spent in the office in the 
longer term (when compared 
to 2019 levels)?  

52% 
50% Approx
A straight split between 
home and office working

22%  Under 75%  

Office working 

22%  Under 25%  

Office working 

4%  Near 100% Full levels  

of office working 

0%  Minimal to 0%  

Office working
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Digitisation and automation are a key part 
of working in an agile manner. We asked 
the panel how they were incorporating 
these advancements into working 
practices. John has found that the crisis 
has actually accelerated adoption of such 
technology. “The lawyers now understand 
that they can work from home and be 
extremely effective. It’s enabled us to start 
putting in some workflows, some 
automations,” he said. BP Collins recently 
moved to a new office that is aligned with 
the firm’s vision of agile working and also 
incorporates the ‘healthy office’ principles 
advocated by Antony Slumbers, Director 
at Estates Today, in his fascinating keynote 
talk on reimagining the office that people 
want to come back to. “We put in a good 
building management system with proper 
air flows. We also established a 
collaborative hub in the centre where 
people can work or have a coffee. It has a 
big TV so we can do presentations or put 
the football on,” said John. 

Such agility is at the forefront of most law 
firms’ agendas – people moving with their 
laptops from hot desk to collaborative 
hub to home. A seamless experience is 
critical. Cloud technology will be a must. 
Pulsant’s managed networking and hybrid 
cloud services connect a business 
internally while managing and supporting 
the entire network – providing the 
necessary reliable and secure connections 
to enable flexible working.  And this is 

particularly crucial given that remote 
working will definitely be a permanent 
fixture on the landscape. When we polled 
the audience on what proportion of staff 
time will be spent in the office in the 
longer term – once restrictions are 
relaxed, over half selected ‘50% 
approximately’. And a predominantly 
remote workforce – working from a 
variety of locations – can also make 
business continuity trickier. Pulsant’s 
business continuity, backup and 
workplace recovery solutions ensure that 
operational data is always available via 
off-site backups, and that critical systems 
are not at risk.

When it comes to allaying people’s fears 
around the impact of automation and 
digitisation on their jobs, Amanda said that 
it comes back to communication: “Making 
sure that people understand that 
automation is there to take away some of 
the drudgery; to allow them to excel and 
use their knowledge in a creative, 
solution-based, way.” Ed has seen an 
acceleration of projects that were already 
in hand. “My fear is that people will sit 
back and relax. Actually, now is the time to 
grab that opportunity since people are 
more willing to accept change. We’re 
looking at RPA (Robotic Process 
Automation) and centralising our admin 
and secretarial support roles away from 
team lead roles,” he said. 
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        What technologies are 
you using to support 
collaboration and 

working in the ‘new normal’? 
(Multi-select) 

78% 
Video Call

43% Email

39% Intranet

35% Mobile app

30% Microsoft 365 

22%  Bespoke tools(s)  

created in house 

17%  Sharepoint 

9%  Spreadsheets 

0%  Other

Poll results:

PROFESSIONALS  
WHO ATTENDED  
THE SESSION

http://www.alternativeinsights.co.uk/
https://www.pulsant.com/


PEOPLE 

0 4 

IN 
PARTNERSHIP 
WITH:

ALTERNATIVE INSIGHTS | OCTOBER 2020

And one of the more intriguing revelations during the session was how the evolution of 
communication structures could in turn impact management structures. “Over the working 
from home period, we’ve changed our communication strategy to a more network strategy 
than a layered one. Connection points and messages are being sent out in a more multi-node 
way. We are trying to encourage that as the way we continue to do things because it moves 
decision making closer to those who can make decisions more effectively,” says Deborah. 
Most of her advisory work is with other organisations on how they run their organisation: 
“There have been lots of conversations around de-layering in management structures because 
you can now move to a more cross-functional, smaller, decision-making basis. So, some 
organisations are asking – ‘could this give us a chance to free up money or roles or time by 
fundamentally changing that layered structure?’” 

e highest adoption of technology.

Clients

We next asked the panel how their 
firms planned on supporting clients 
through the next six months – and 
how they would enable and enhance 
communication and collaboration.

“We’re aware that you need to adapt to 
the client and communicate with them 
in the format that they want. So, some 
corporate clients might be happy to 
collaborate with Teams or Zoom. But 
some of our older private clients might 
need the assurance of face-to-face 
meeting,” said John.

Amanda agreed that it’s not a one-size-
fits-all: “You have to ask your client what 
they would like to do. We’re so used to 
guiding them through to a solution that 
we forget to ask them this. There are 
corporates who are more used to 
working with IT, so that’s less of a 
problem. Then there are those that 
perhaps don’t have the facilities or the 
knowledge and still get intimidated about 
speaking. Adding IT can make it more 
stressful.”  

Ed favoured giving clients a range of 
choices. “Some clients will want to dive 
into the new way of doing things, and 
others will want to do things in a more 
trusted advisor manner. We’re not so 
niche that we have a typical client and 
they all want to do things the same way,” 
he said. 

Andy Bevan, Cloud Sales Specialist, at 
Pulsant, queried the panel on whether 
they were taking any measures to 
encourage clients back to face-to-face 
meetings once they are permitted? Ed 
answered by describing how processes 
around client visits have changed at 
Ashtons. “Client visits now are by 
appointment only. We only use the larger 
of our meeting rooms in each location 
so we can do social distancing.” The firm 
also send out a three-minute video 
ahead of the meeting so that clients 
know what processes are in place. “When 
they turn up, we ask them to wait and 
call a number, then we come out and 
collect them,” he said. In fact, their 
biggest challenge is keeping clients away 
from the office: “Trying to get more 
clients to do a lot of what they ask us to 
do via remote channels.” It can be said 
that clients are perhaps concerned about 
the security and data confidentiality 
implications of remote collaboration. 
This is where a solution such as Pulsant’s 
managed network service- which 
includes elements such as managed 
firewall capability - can help firms ensure 
that their network is safe, available, and 
performing properly. They also offer 
managed security - supported by a team 
of professionals and relationships with 
leading security vendors - specifically 
designed to protect business-critical 
data, applications, and networks.

A common thread running throughout 
this hangout was a sense of not only 
navigating the uncertainties around 
remote working – but finding the 
proverbial ‘silver lining’. Whether that be 
Amanda’s point about “remembering the 
good take-outs and not reverting” to 
John’s observation that when lawyers do 
eventually go back to the office, they’ll 
be prepared to work in an agile manner 
there as well. The trend, then, is definitely 
toward greater agility – and partnering 
with cloud experts such as Pulsant can 
be a smart move. Given this accelerated 
move toward agility, Pulsant can draw on 
years of experience and expertise to 
quickly get cloud and IT infrastructure up 
to speed. For firms who might be in 
doubt as to where to begin, Pulsant make 
planning a cloud roadmap incredibly 
easy – with their interactive profiler 
enabling organisations to map their 
‘cloud maturity’ against essential criteria.
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Pulsant is one of the UK’s leading providers of regional data 
centre services, colocation, workplace recovery and managed 
cloud, with a core focus on security, resilience and connectivity.

Established in 1995, we currently serve more than 3,000 mid to large 
size organisations across a variety of industries in both the private and 
public sector and operate an interconnected fabric across our network 
of UK-based data centres to ensure customers have access to secure, 
high performance connectivity. 

We work closely with customers to deliver end-to-end IT solutions that 
address specific needs and have three regional centres of excellence 
focusing on networking, security and customer support. 

Contact us today to find out more at  
www.pulsant.com  or 0345 119 9900. 
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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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