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Top 3 takeaways: 
 

The traditional IT model is centred squarely 
around law firm needs - security, compliance, staff 
productivity.

But at our latest legal tech hangout, we looked at IT 
provision from a user perspective – bringing 
together IT leaders from top law firms to share how 
they are using technology to help staff do their jobs 
better and improve employee satisfaction. And 
when it comes to achieving user-centric IT design, 
our sponsor CTS definitely leads the way - providing 
cloud-managed and IT services shaped entirely 
around their law firm customer base. This extensive 
legal sector knowledge is combined with technical 
expertise – including close relationships with 
leading legal software developers. 

0 1  

CONTRIBUTING COMPANIES 

APRIL 2021

BRINGING THE PROFESSIONS TOGETHER

IN PARTNERSHIP WITH:

1
2

3

SOPHIE ANDERSON, 
LEGAL COUNSEL

TIM ROCHE, 
HEAD OF INFORMATION 

TECHNOLOGY

JOHN HARGRAVE, 
CHIEF OPERATING 

OFFICER

A design thinking approach 
enables adoption by involving staff 
in the tech journey right from the 
beginning; identifying what they 
actually need and want. 

There is less concern about 
monitoring productivity than 
there was a year ago. Firms have 
learned they can trust people to 
work independently, focusing on 
outcomes rather than inputs. 

A year into lockdown, people have 
Zoom fatigue. Firms are looking at 
how to engage and communicate 
in ways that don’t involve screens.

DAVID FAZAKERLEY, 
IN-HOUSE 
LEGAL CIO 
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What Do Users Want?
 
We first looked at the most 
important question – why is it 
important to identify what users 
want and how do firms go about 
doing this?  
 

For Sophie Anderson, Technology 
Adoption Manager at Foot Anstey, 
immersing people in the tech 
journey right from the beginning 
enables adoption and change to 
flow naturally. “We use a design 
thinking approach - focusing on 
what users need and want, and what 
types of experiences they want to 
be able to have with technology. We 
then filter down technological 
solutions that align with those 
needs,” she said, noting that they 
run a design thinking workshop for 
any technology they’re about to 
upgrade or implement.

Sarah Perry, Managing Partner at 
Wright Hassall, said the law firm is 
listening to frontline helpdesk staff 
to get insight into what problems 
they encounter day-to-day. But it’s 
not just about the IT: “There’s a 
generational issue around people 
who can’t work effectively remotely 
because that’s not how they were 
trained. How do you use your IT 
teams to support them? It’s causing 
anxiety in litigation with big bundles 
and documents and not enough 
screens,” she said.

 
BP Collins’ Operational Excellence 
Project identifies ways to improve 
the lawyers lives in terms of what 
they do at home, according to 
John Hargrave, the firm’s COO. 
“We’ll put a list of priorities to them, 
so they can vote on it. They can tell 
us whether it’s more important to 
have better time management, or 
productivity tools like workflows,” 
he said. 

For Tim Roche, Head of Information 
Technology at BTO solicitors, in 
addition to listening to lawyers and 
frontline staff, things like IT steering 
groups and working groups are still 
important. “It’s about asking 
questions and listening. For 
example, we did a business process 
review for our finance system prior 
to an upgrade and had workshops 
with all manner of folk from IT 
support, finance, and also the 
occasional fee-earner,” he said.

And remote working has also 
provided the impetus for staff to 
make the most of existing 
technology. “Nobody had ever used 
the Microsoft Planner tools, but 
lawyers and staff started to adapt 
that for their own purposes. It was 
an easy win and a tool that nobody 
ever knew that they needed, but 
now wouldn’t be without,” said 
Sarah. 
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Poll results:

PROFESSIONALS  
WHO ATTENDED  
THE SESSION

DIGITAL DISRUPTION

        Why do you think end 
users opt for shadow 
IT solutions? 
(Multiple choice)

To what extent do you 
agree or disagree with 
the statement that 
‘Good user experience 
has a positive impact on 
employee satisfaction?

58%
Pressure to 
perform

30%  System simplicity

16%   Efforts to avoid a 
slow down

14%   Lack of available 
tools 

9%   Compatibility & 
technical issues

67%
Strongly 
agree

31%  Agree

3% Disagree  

0% Neutral

0%  Strongly disagree

            IT’S ABOUT ASKING 
QUESTIONS AND LISTENING.

TIM ROCHE,  
HEAD OF INFORMATION TECHNOLOGY, 

BTO SOLICITOR 
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Balancing Privacy & Productivity
 
There has always been a tension 
between the requirement to 
monitor business activity and 
wellbeing, and an employee’s right 
to privacy. The next part of our 
discussion, moderated by David 
Fazakerley, In-house Legal CIO at 
CTS, asked our panel how - now 
that the home has become the 
work environment – they monitor 
productivity without being 
intrusive.

Sarah provided a lawyer’s 
perspective. “Global monitoring 
tools are commonplace - time 
recording, utilisation, the number of 
files you’re working on and all of 
that. It has been a means by which, 
if you wish, to monitor staff,” she 
said. However, she felt that things 
like monitoring how long people 
were on remote sessions was 
entirely different, engendering a 
culture of distrust: “There are 
effective means of looking at issues 
of burnout. You can do that with 
regular engagement and 
encouraging them to take time out.” 

Sophie pointed out that even 
though lawyers are used to being 
measured in terms of productivity 
and time, the firm was careful not 
to increase stress levels with more 
monitoring. “People are on Zoom 
or Team calls more than they used 
to be. That’s tiring. There are tools 
like Team’s analytics that we could 
use to say, ‘we noticed you’re 
spending this much time on calls, 
perhaps reduce that’, but not use as 
a whip,” she said. 

 
There seemed to be less concern 
about monitoring productivity than 
there was a year ago. John said 
that he was surprised and pleased 
by the level of trust they’ve seen. 
“The partners have learned that 
they can trust people to work 
independently. Presenteeism has 
fallen, and we’re trying to focus 
people on outcome rather than 
inputs. If they are hitting KPIs, don’t 
mind how they do it. We’re more 
productive at home than we were 
in the office to a certain extent,” he 
said.

There was definitely a consensus 
that there were limits on 
monitoring. When we polled 
attendees on which monitoring 
tools would infringe on the 
employee rights, 72% chose laptop 
camera snapshots, and 67% 
thought that keystroke and mouse 
movement tracking went too far.  
“At the beginning of lockdown, 
there was pressure for IT teams to 
think about that but now it’s the 
reverse. We trust people more. And 
it’s difficult to implement,” said 
Tim. Though Sarah did see an issue 
managing staff who don’t time 
record – giving the example of her 
debt recovery business: “The only 
analytics I have is whether they 
pick up the phone or not. 
Productivity drops when they’re 
home working but it’s more to do 
with the IT capability. It’s difficult to 
monitor and there are 
consequences to us in terms of 
breaches if they don’t pick up 
within a certain time.” 
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DIGITAL DISRUPTION 

        Which of these 
monitoring tools and 
techniques take it too 
far and infringe on the 
rights of the employee? 
(Multiple choice)

72%
Laptop 
camera 
snapshots

67%   Keystroke & mouse 
movement tracking

33%   All stated

22%   Email & call 
frequency reporting

22%   Internet browsing 
reporting

17%   Reporting on time 
spent online

http://www.alternativeinsights.co.uk/
https://www.cts.co.uk
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We next turned to the question of 
job satisfaction. Can technology 
help with individual aims such as 
personal development, or 
collaboration?  
 

John said he had definitely seen more 
collaboration using Teams and Zoom. 
“But the real satisfaction was from 
things such as coffee breaks and 
mixing staff up - making sure that 
new joiners meet random selections 
of people regularly,” he said.

Sophie said that she has also seen 
great use of Teams and Zoom for 
collaboration; and the firm provides 
ongoing support with using the tech. 
“We’ve given lots of advice on 
confidence in using these tools, 
particularly features like breakout 
rooms and polling,” she said. Foot 
Anstey has also had success with 
their Digital Skills Academy, which 
supports staff in being confident 
with the basic tools: “We’re also 
supporting them with how to 
develop digital skills to ensure that 
they are comfortable having 
conversations around some of this 
new tech and being able to answer 
questions from clients.” There is 
undoubtedly a link between good 
user experience and employee 

satisfaction (67% of attendees 
‘strongly agreed’ that there was 
when we polled them during the 
session). CTS recognise this, and in 
addition to user-centric design, their 
‘customer success’ service is focused 
on training staff and ensuring 
widespread adoption. And they 
ensure that users have the necessary 
inhouse support right at the outset. 
In their cloud readiness assessment, 
part of the strategy assessment has 
the option to review the skillset of 
the firm’s IT team to ensure that they 
have the inhouse skills to support 
the strategy.

The most successful approach that 
Tim has seen is simply asking people 
what they want to help them do their 
day-to-day tasks. “Normally partners 
or fee-earners have a nice laptop, a 
camera and stuff, but some support 
stuff don’t. So, providing basic things 
like a webcam, or a wireless keyboard 
so people haven’t got cables running 
to their routers. It’s helped people 
use technology like Teams or Zoom; 
if people can’t be seen or heard, they 
feel they’re missing out,” he said. Of 
course, this connectivity relies on 
every employee having reliable 
cloud access. CTS’ range of solutions 
enable this seamless connectivity by 
ensuring that staff can work securely.

There is also a definite move to using 
less of certain type of tech to support 
personal development and 
collaboration. Sarah echoed the 
views of the rest of the panel when 
she noted how people were ‘Zoomed 
out’. “There is less take-up of things 
like coffee breaks so we’re trying to 
work out ways to engage and 
communicate that come away from 
a screen. That’s tough in lockdown,” 
she said. 

One thing was clear from this 
hangout – initial assumptions about 
the need to monitor productivity 
have changed a year on from 
lockdown. But even though firms are 
avoiding the more intrusive 
monitoring tools, technology still 
plays a large role in enabling 
productivity and collaboration while 
working remotely. This in turn 
depends on reliable cloud solutions. 
CTS work with law firms right from 
the outset to create customised 
solutions; with an initial assessment 
that ensures the firm’s IT 
infrastructure is configured for future 
requirements. And their close 
relationships with leading legal 
software providers mean that they 
have an expert understanding of a 
firm’s existing legal tech and 
applications. 
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Improving Staff Satisfaction
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CTS is the only provider of cloud and managed IT 
services purely dedicated to the UK & Irish legal sector. 
Our clients include BTO Solicitors, Seddons Solicitors, 
Stone King, Taylor Rose TTKW and Langleys Solicitors.

Productivity, profitability and flexibility are transformed when a 
firm makes the most of its IT potential. For over ten years, our 
teams have had just one focus - delivering managed cloud and IT 
solutions to law firms. This means you won’t have to explain the 
way you work; we understand your applications and the specialised 
compliance requirements of this highly regulated sector.

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

View the schedule for our Alternative 
Hangouts at www.alternativeevents.co.uk/
alternative-hangouts  

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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