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B  ack in the April issue of Briefing, our 
own global head of technology at 
Williams Lea, Nick Morgan, spoke of a 
growing demand for technology and 

automation to support service flexibility as well as 
cost savings, driven by the Covid-19 crisis and 
associated economic fallout. These tough times 
appear to be here to stay and firm leadership is 
increasingly recognising the potential of the crisis to 
drive positive change, including providing a 
competitive advantage to those law firms willing to 
transform operational functions and drive 
efficiency. To do so, they are taking their cue from 
firms across the pond.

For several years, and continuing today, we’ve 

seen many US law firms embrace outsourcing 
services – establishing teams managed by specialist 
providers in centralised locations to support them 
with key functions, such as virtual secretarial 
support, billing and receivables, digital solutions, 
document processing and marketing. Law firms 
that were doing this before the crisis have 
discovered that, not only has it helped them to 
achieve longer-term optimum efficiency levels in 
their operations, but it also built up some greater 
resilience, which helped when the pandemic hit – 
and maintaining productivity and cashflow became 
paramount. Taking such steps with these functions, 
followed by this context, has widened the gap 
between those law firms willing to innovate and 

 I N D U S T R Y  A N A LY S I S

The adoption  
of US agility

Firms now know they are more agile than they thought. Phil Muller, director of legal 
services at Williams Lea, says the pandemic has steered UK law firms to start thinking 

about how to streamline their operations more cost effectively and many are looking to 
US firms whose models deliver proven operational agility and cost savings
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For further information, visit:  
www.williamslea.com

those more used to, and still 
relying on, traditional methods. 
However, leading global law 
firms are recognising this and 
are beginning to act now.

UK law firms were aware of several changes 
rising to the surface before the pandemic – with 
many top leaders in recent years discussing the rise 
of millennials and generation Z; increasing 
competition from ‘legal tech’ or ‘NewLaw’ firms 
that use technology to support, supplement and 
replace traditional methods of providing legal 
services; and the ‘Big Four’ entering the 
competitive law firm market in recent years. The 
Big Four know something about agile working, 
having adopted a hybrid model of remote and office 
working over the last two decades. Certain 
functions are located away from major cities with 
expensive offices, but still with strong access to 
local talent that can provide services like those for 
Thompson & Knight (see box below), combined 
with intelligent workflow and data analytics tools 
to help measure and control utilisation rates, 

productivity and resources to build even greater 
efficiency, while keeping strong information 
security measures in place. The Covid-19 crisis has 
accelerated the pace of this change in the legal 
sector and UK-based law firms are now thinking in 
a way their US counterparts did several years ago. 

It’s becoming clear now that law firms are seeing 
the art of the possible when reimagining where 
their support teams can be located and how they 
could get the job done. The old mindset of the need 
for secretaries, administrators and other support 
staff always to be in the office and down the hall 
from fee earners has been disproved through 
virtual working, as the pandemic has shown that 
most business services staff can work perfectly well 
remotely. As a top leader at a law firm said at a 
virtual conference of global law firm leaders in 
October: “One of the themes of our strategy, which 

has greater emphasis moving 
forward, is the future of work 
– getting more people working 
with agility and managing, 
supervising, and engaging with 
our people working in that 
environment.” This is a unique 
window of opportunity for 
firms to virtualise their back-
office services and build a 
platform that provides greater 
flexibility. The shifting 
landscape of the legal industry 
will spur those law firms 
willing to innovate to transform 
their operations, workflow 
processes and data 
management, to become 
smarter, more agile and stay 
ahead of the competition.  

It’s becoming clear now that law firms are seeing 
the art of the possible when reimagining where 
their support teams can be located and how they 
could get the job done

>>

A DVA N TAG E  I N  AC T I O N

A great example of this 
innovative transformation 

is the Dallas-based law firm 
Thompson & Knight, a highly 
successful US law firm, with 
nearly 300 lawyers worldwide. 
The firm has partnered with 
Williams Lea to open an 
administrative resource centre 
in Columbus, Ohio, and has a 
dedicated team managing 
cross-functional services, 
including graphic design and 
digital marketing, document 
processing and administrative 
support – all on an extended 
basis.

As the firm’s managing 
partner, Mark Sloan, explains: 

“We want to create 
competitive advantages to 
meet the changing needs of 
our clients and the legal 
industry, including more agile 
ways of working, specialised 
expertise and improved 
technology. 

The partnership with 
Williams Lea will help the firm 
modernise and simplify the 
way we support clients and 
contribute value. The 
restructure is underpinned by 
new processes and technology, 
which will allow us to be 
successful in modernising how 
we deliver services to our 
clients today and in the future.”

http://www.williamslea.com
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VIRTUALISING SUPPORT SERVICES SAVES 
FIRMS MORE THAN 30% EACH YEAR 

WITHOUT SACRIFICING SERVICE TO PARTNERS OR CLIENTS 

Williams Lea helps law firms realise operating efficiencies, evolve for the future and stay  
focused on core legal activities through connected, high-touch global legal support processes 

VIRTUAL SUPPORT

Normanton,
UK

Norwich,
UK

Wheeling,
WV, USA

Columbus,
OH, USA

Cochin,
India

Chennai,
India

Centralised
intake function 

ONSITE SERVICES

CLIENT

Presentation
and creative 
services

Records 
management

Print and mail
services

Financial support 
services

Marketing and 
creative services

Document
processing

Administrative 
support services

Technology driven. Globally connected. Expert led.
www.williamslea.com

Williams Lea delivers:
   A broad range of support services
   Significant global scale and reach
   Client-customised, right shore solutions
   Intimate knowledge and experience of 

change management for virtualising  
back-office support

   Flexible and attractive commercial terms
   Managed service migration strategy 

and roadmap

Support for:
Marketing and creative
  Creative design
  Presentation and RFP services
  Web & Digital services
  CRM & Contact management

Document processing 
  Word processing
  Proofreading 
   Transcription
  Translation

Finance
  Accounts payable
  Matter management
  Billing & e-Billing
  Accounts receivable
  Collections

Secretarial/Administrative
  Travel support
  Time entry
  Expenses reporting
  After hours reception
  Switchboard
  Executive support

Different requirements, different solutions
We create tailored and agile around-the-clock, global  

models for law firms based on their needs and location
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