
Top 3 takeaways: 
 

Meeting client needs and effective client communication  
- two of the biggest challenges facing professional services 
firms as they adapt to new working models. 

The remote working approach that most firms have adopted  
– and which looks to become a much more accepted way of 
working in a post-Covid world – is, by definition, largely 
uncentralised.  

This can be liberating and enable a more flexible approach, freeing 
firms from some of the rigid systems and costs of an expensive, 
high-capacity office. But this kind of digitally-enabled ‘hub and 
spoke’ model can also create huge challenges in terms of servicing 
and communicating consistently with clients.

Meeting changing client needs 
in the post-covid digital environment

ALTERNATIVE INSIGHTS: LEGAL IT HANGOUT 5  
IN PARTNERSHIP WITH REDSTOR

0 1  

CONTRIBUTING COMPANIES 

JULY 2020

BRINGING THE PROFESSIONS TOGETHER

IN PARTNERSHIP WITH:

1
2
3

SAM MOORE, 
INNOVATION 

MANAGER

EMMA JACKSON, 
CLIENT INNOVATION 

MANAGER

STEPHEN BROWN, 
CONSULTANT

DR HELENA BOSCHI, 
PSYCHOLOGIST 
& EDUCATORS, 
SPECIALISING 

IN APPLIED 
NEUROSCIENCE 

AT WORK 

HARPAL CHIMA, 
SENIOR CLIENT 

ADVISOR

Clients increasingly expect 
law firms to take a lead 
on suggesting and using 
appropriate tech platforms to 
facilitate service delivery.

Firms can leverage their tech 
knowledge and experience 
to deepen and strengthen 
relationships with clients. 

Firms need to invest in digital 
systems that provide more 
control over their employees’ 
IT environment, so they can 
better manage the risks.
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So what does this mean for the IT 
function in law firms and what are 
some of the strategies being used to 
respond to these issues? Three expert 
speakers shared their insights in our 
Legal IT Hangout #5.

All our speakers agreed that the 
foundation stone for any law firm 
looking to navigate a successful path 
through this ‘new normal’ is technology.

For Sam Moore, Innovation Manager at 
Burness Paull, there are two angles to 
this. The first is in using technology 
yourselves, to improve the way you do 
things internally, in terms of processes 
and administrative functions. ‘Product 
champions’ can be a good way to 
increase take-up of new technologies, 
he says. The second is in using 
technology to not only improve the way 
you communicate with clients, but also 
to open up brand new channels of 
communication. There may even be 
opportunities, he says, to turn the firm’s 
technology knowledge and experience 
into a distinct service line that can be 
offered to clients.

Stephen Brown, a Consultant with 
Lights-on Consulting, highlights that 
although technology can help solve 
many challenges, there are also knock-
on implications that firm’s need to 
consider.  These range from reviewing 
the existing IT infrastructure and 
hardware to make sure it can cope with 

the new demands being placed on it, to 
finding the best way to capture and 
store the data and information that 
comes out of these new communication 
channels, such as WhatsApp messages, 
shared screens, Zoom meetings. 

Our third speaker, Emma Jackson, Client 
Innovation Manager at Mills & Reeve,
explained how her firm had adjusted to 
the new environment by being agile and 
flexible is in its use of technology. 
Previously, the firm restricted people to 
using the firm’s ‘preferred’ software and 
apps, but has now embraced a more 
flexible policy that enables it to better 
meet evolving client needs. She also 
noted how, by being able to advise 
clients on different apps and platforms 
and helping them get to grips with new 
technologies, in many cases the firm 
had been able to deepen and strengthen 
client relationships. 

But more apps and more digital 
technology means more data, which 
inevitably means more risks around 
privacy and security. Especially in the 
age of GDPR. With many organisations 
seeing a vast increase in remote and 
home working, it is placing an 
unprecedented strain on IT departments 
and poses greater risks around data 
security and protection.

This point was picked up by our poll 
question from Redstor, the UK-
headquartered company disrupting the 
world of data management.

The question asked: “Do you understand 
the risks posed to data storage in cloud 
platforms such as Office 365 and G-Suite 
by not having an additional layer of 
protection?”
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Poll results:

PROFESSIONALS  
WHO ATTENDED  
THE SESSION

107 days since lockdown!  
Are you still pushing forward 
with technology projects or 
has cost cutting stalled your 
investment in tech?

86%  
Yes - still 
moving 
forwards

        Do you feel you understand the 
risks posed to data stored in cloud 
platforms such as Microsoft 365 
and G Suite by not having an 
additional layer of protection?

75% Yes, we 
have additional 
protection such 
as backup

13% It’s not something we have considered 
8% Yes, we understand but do not have 
additional protection

4% No, I believe that Google or  

Microsoft protect this data 

68%
Integration with 
Video/Chat 
systems such as 
Teams, Zoom, 
WhatsApp etc.

 

What are the key features and 
integrations of PMS/CMS, that 
you either have or would like to 
see your vendor add?

14% Integration with other niche 
products such as iManage, BigHand etc.

14% Integration with Portals such as 
Search services, AML, MOJ, LRBG etc.

 4% BI and Dashboards, visual 
representation of your data

14% No - investment has stalled

http://www.alternativeinsights.co.uk/
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Three-quarters of respondents said they 
did have additional protection, such as 
back-up, but it is perhaps slightly 
concerning that 25% did not have an 
additional layer of protection. Of these, 
8% said they understood the risks, but 
did not have additional protection, while 
17% said they had either not considered 
the issue or thought that Google or 
Microsoft protected their data.

Undoubtedly, cloud-based digital tools 
like Microsoft Office 365 and G-Suite 
offer enormous benefits in terms of 
flexible working and remote access, but 
data security and privacy are not their 
prime function. Office 365, in particular, 
does not have data back-up. This can 
leave firms exposed if something goes 
wrong – which it increasingly does at 
some point.

According to the government’s Cyber 
Security Breaches Survey 2020, almost 
half of UK businesses reported having a 
cyber-attack in the previous 12 months, 
rising to 68% of medium-sized 
businesses and 75% for large businesses. 
So not having any additional protection 
to safeguard one of the most valuable 
assets of any professional services firm 
– their data – seems an unnecessarily 
high risk, particularly when there are 
cost-effective solutions available that 
could mitigate the risk entirely.

Our follow-up question from Redstor’s 
Harpal Chima asked the panel: “In light 
of recent events, where do you see the 
biggest threats around data protection 
for organisations?”

In Emma Jackson’s opinion, one of the 
biggest risks was around complacency 
and consistency. With people working 
from home, often using their own tech, 
it is harder to maintain security and 
ensure procedures are being followed. 
For example, if someone’s home printer 
isn’t connected to the firm’s virtual 
network, it is very tempting for them to 
forward an email to a personal Gmail 
address and print it from there. But 
doing so immediately increases the 
security risk. 

Employee training and awareness can 
help to mitigate this, noted Stephen 
Brown, but it also requires firms to invest 
in the digital environment their people 
are using, so they have more control 
over access, security and privacy.

This will require fundamental changes to 
systems, processes and ways of working 
– and those firms that embrace these 
changes will be those that emerge from 
this crisis stronger than before.
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        What steps are you taking to 
ensure you meet your clients’ 
changing needs?

46% We’re 
investing in 
technologies 
to help us with 
collaboration

33% We’ve invested in training to 
ensure our people can communicate 
effectively with clients digitally/remotely

21% We’ve asked our clients what 

they want from us

Your workforce, your 
clients, your culture, your 
business advice has been 
tested over the past 4 
months. What skills will 
most help your firm 
accelerate out of this crisis:

17% Business development/ sourcing 
new clients

10% People management in a 
remote environment

10% Communication/influencing

  7% Managing projects/ using 
project management tools

  7% Data collection and analytics

  2% No new skills needed

47% Using 
collaborative 
technology 
effectively
 

Would you and your team benefit 
from access to eLearning tools to 
upskill post-Covid?

70%
Yes

23% Not sure

7% No
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Redstor is disrupting the world of data management 
with pioneering technology that  provides borderless 
visibility and on-demand access to all your data, wherever 
it is stored, through a single control centre. The company 
has customers across the globe, spanning North America, 
Europe, the Middle East, Africa and Australasia. 
 

www.redstor.com 
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 →  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   
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