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hile it may have been slow off the mark, the legal 
industry is now showing promising signs of progress 
in driving innovation. Legal technology is becoming 

more sophisticated and the emergence of alternative legal 
service providers is disrupting service-delivery models and 
traditional hierarchies.

This is the 5th edition of The Legal Innovation Report and 
one theme has remained constant since its inception: driving 
innovation is arduous but the rewards are there for the brave.

The intersection of people, process and technology is where 
innovation thrives. However, finding the right mix of “keeping 
the lights on” and equipping for the future remains a huge 
challenge regardless of an organisation’s size, reputation 
or maturity. To help you assess your own efforts in driving 
innovation, and consider alternative ideas, we’ve compiled 
this report which includes:

Peer insights

Key outcomes from face-to-face discussion groups 
involving 60 lawyers, CIOs, general counsel, and 
technology leaders. They shared their most pressing 
challenges faced in trying to push the innovation 
agenda in their firms and organisations.

Expert perspectives

Thoughtful commentary from well-known voices in the 
legal sector, providing guidance and ideas for enabling 
innovation in Australian organisations.

Links to further resources

On our website: case studies, thought leadership, 
reports and articles to help you continue your learning 
in this area.

W This report uncovers some of the most important and challenging topics 
related to legal innovation in 2020:

1. The Lawyer of Tomorrow: Innovation Driver, Strategic Advisor or Tech Ninja?

2. Embracing the Next Wave of Legal Talent

3. Unlocking the Power of Data in Driving Innovation

4. Uniting to Become Truly Client-Centric

5. Instilling an Innovation Mindset to Prepare for Disruption

6. Selling the Value of Innovation and Technology Internally

7. The Legal Technology Landscape in 2020

8. A Word on COVID-19

The first seven topics will form the basis of the program for the Legal Innovation & 
Tech Fest – DIGITAL 2020, a four-day online event that examines the technology, ideas 
and innovations transforming the way law firms and in-house legal teams operate. 
The eighth section reflects experiences and insights attained post-pandemic that 
ultimately add to – rather than change – the conversation surrounding these topics.

The idea of this report is to shine a light on where the Australian legal sector stands 
in terms of innovation. The world is changing at lightning speed. Many companies 
are running as fast as they can simply to keep up with work week-to-week but are 
challenged to look ahead and plan for an uncertain future.

The question for all of us is, are we being bold enough when it comes to legal innovation?

Investing enough in the right things at the right time to make an impact? We hope 
this report guides you towards making change a reality in your firm or organisation.

Ian Collier 

Program Director, Legal Innovation & Tech Fest
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The Lawyer of Tomorrow:
Innovation Driver, 
Strategic Advisor 
or Tech Ninja?

ith increasing sophistication of business practices and a 
blurring of the lines between legal advice and business 
advisory, today’s lawyers find their clients demanding more.

Providing legal advice is a given. Many lawyers are now playing the 
role of strategic advisors and innovation drivers. And those able to 
look at a problem in a creative way to come up with solution that 
integrates people, process and technology are emerging on top.

With this shift in purpose, our roundtable groups discussed the skills 
required to embody this role. There was discussion over whether
lawyers should be focusing on developing innovation and strategy
skillsets or becoming tech experts. Which area would best prepare 
them for the digital future that is already upon us?

There was a general consensus that lawyers will need a firm grasp of
technology to thrive in their new role. The ability to understand the 
capabilities of technology that clients are using, as well as advise on 
how to use them to drive innovation, was highlighted as a key area 
of success. But to what extent will we need to become tech experts?

W
• Do we need to be working more closely with legal tech vendors 

to understand the landscape?

• Should all lawyers be learning how to code?

• What role should universities and professional bodies 
be playing in developing these skills?

• And once identified, where do we go to develop these skills?

6 Steps to Smarter,
Sharper Thinking

The Rise of Lawyers 
in a Digital World

What is the legal industry’s 
problem with innovation? 

Related Resources: (click to view)

https://www.legalfestival.com/blog/the-rise-of-lawyers-in-a-digital-world
https://www.legalfestival.com/blog/6-steps-to-smarter-sharper-thinking
https://www.legalfestival.com/blog/what%20is%20the%20legal%20industry%E2%80%99s%20problem%20with%20innovation?&sortby=customfield_567%20desc%2CpublishedDate%20desc&searchgroup=libraryentry-blog
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“

Joy Heath Rush
CEO, The International Legal 

Technology Association (ILTA)

he trouble with innovation is that it requires failure. And failure is 
not something that lawyers particularly resonate with. Lawyers 
need to be risk averse, it’s what they’re paid for, but not all risk 

is created equal.

The key is figuring out which risks to avoid and which are worth the reward. 
We need to build a much stronger mindset around safe failure, embracing small
failures and experiments that allow us to innovate. This is much less of a legal
skill than it is a business skill.

When it comes to technology, I’m not one of those people who believe lawyers
need to learn how to code. However, I think they need to have a much greater
appreciation of the problems that technology can solve for them.

As an example (and this is going to show my age!) when I was first in a law
firm, first year associates used to spend time manually Bates Stamping 
documents for up to 12 hours a day.

No one today would argue that was a good use of someone’s law school 
education. Fortunately, technology has automated that. The point is to not 
fear technology but rather figure out where it can augment legal expertise 
to create faster, better and less expensive outcomes for clients.

In terms of developing these skills needed for the future, I think there needs 
to be some effort on the part of the Bar Association, groups and associations
to try to determine what technology competency looks like and provide 
programming that helps people bridge that gap.

Legal technology providers are another great source of education. Many 
suppliers, especially in the AI and discovery and litigation support spaces, 
are highly knowledgeable.

They offer great educational materials like webinars, podcasts and live 
trainings around technology. I believe lawyers probably view these as 
something new grads do rather than something lawyers do but this is an 
untapped resource that they could really benefit from.

Organisations who aren’t thinking about these skills are not managing their 
talent responsibly.

Law firms and corporate law departments need to know where skills gaps are,
and put pressure on law schools to fulfil them as well as providing capability 
to fulfil them internally.

T
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Embracing the Next Wave 
of Legal Talent

here is less certainty than ever over what the career path of a 
person entering the legal profession will look like. The truth is that 
the legal industry of tomorrow will be significantly different to 

previous decades, so skills and career paths need to adapt accordingly.

The next generation of lawyers have grown up with a seamless technology
experience in a hyper-connected world.

Despite this, providing the latest, shiniest technology isn’t the be all and 
end all for attracting top talent. Access to justice, a focus on wellness 
and flexible working arrangements are all areas the next generation of
lawyers feel passionately about advocating for as they enter the market.
Mental health is also a pressing issue that needs to be addressed among 
the law fraternity young and old.

Some interesting questions raised by our roundtable groups 
about this topic were:

• What is the next generation of lawyers looking for in a legal career?

• Should we be recruiting people with dual legal and technology degrees?

• How can we keep workplaces current and enticing for young lawyers?

• How important is continuous learning and improvement for retention?

T
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“

Erika Ly
Board Director, 

The Legal Forecast

e should recognise that one of the things that makes this ‘next 
generation’ of lawyers different, is that we grew up in a highly 
connected and digitally enabled world. The World Wide Web started 

in 1993 and ability to use the internet emerged not long after then. This ability
to be insanely connected is a default, and it is empowering to be able to find 
information and resources from people and places from all around the world.

This ability to be connected is even more relevant and valuable in our global
economy and moving forward. Many of us have clients in different jurisdictions,
many of us have clients with diverse issues, many of these issues are 
problems that are multifaceted. There is a way that legal professionals can
leverage technology and human connections to make the most of global 
knowledge and expertise.

There is no shortage of passionate talent out there. Firms and organisations
that can tap into this, empower people to deliver the law in a fun and interesting
way, through technology, learning incentives, or with support from colleagues
and leaders, are going to win their share of top talent. Providing a culture that
enables flexibility and allows people to bring their whole self to work and offers
life-long learning are key elements to this. Young lawyers are looking for flexible
options in how they work as well as how they shape their career.

This flexibility is important because the law serves the needs of our clients in 
a world that is constantly changing. The way we practice law and the shape 
of our career paths do deserve some of this fluidity, especially if we are going
to move the legal profession forward.

We’ve seen firms hiring people with a mix of legal/ IT or legal/engineering 
degrees, while this is not imperative, having different combinations brings 
with it a different way of problem-solving. Different training simply emphasizes
different talents and modes of thought. One thing I would say is that if you’re
bringing these sorts of people in to solve legal problems, take a pause. 

There’s often a lot more thought required around a business “problem” that
needs to be solved and it is important to have receptive procedural and cultural
foundations in place before the tech can work.

As lawyers, we will benefit from an ability to work with other people in a truly
interdisciplinary manner. The next generation of lawyers have a lot to offer
when it comes to connectivity, collaboration and applying different modes of
thought to the same problem.

W
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etting your data right is one of the fundamental building blocks of a culture of 
innovation. Data has incredible potential to help us transform our legal processes, 
improve client outcomes and unlock budget for innovation and technology investments.

However, it’s clear that most legal teams are still not using data to its full potential.

There was a consensus among our research groups that we need to get better at collecting 
the right data and understanding how to use it in delivering better legal services. Data 
strategies have a long way to go in understanding these areas, and it was unclear who 
should be in the driver’s seat when it comes to data improvements.

“Poor data in, poor data out” has never been truer as technology becomes more widely 
adopted by legal teams across Australia. Without a clean and reliable data set, investing in
technology like blockchain, AI and process automation is simply off the cards.

Unlocking the Power of Data
in Driving Innovation

Key questions raised by our roundtable groups included:

• Where should we be focusing our data analysis: Internal processes or external 
(client) impact?

• How can data help us measure and track the impact of our innovation efforts?

• Have we got enough people power to collect and analyse data within our organisations?

• How does storytelling come in to play when using data to show impact?

G
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“

Jorden Lam
General Counsel, 

HESTA Super Fund

lot of organisations today are focused on using data to develop
products and deliver on client needs. Less emphasis has 
been put on looking at data that tracks internal efficiency, 

legal spend, and legal operations. This presents a huge opportunity 
for legal teams. 

If you think data isn’t part of your job description, think again. If you
have some level of support to use data to innovate, you should grasp 
it with both hands. The reality is that every industry, whether it be 
legal or not, is being disrupted and people are thinking about how 
to do things differently with all the new solutions available. So you 
absolutely need to engage with data, and if you have the privilege 
of having support to drive it, then you absolutely should. It gives you
the chance to redefine your role and your value as an individual, 
as well as provide better outcomes for your organisation. There’s 
no point in capturing data for data’s sake, it’s really about what you 
do with it. 

Data has incredible potential to streamline processes in the legal system.
Take litigation for example. Invariably, one of the challenges of the
court process is that court dockets are tremendously long and difficult
to manage. What if we could use data to track the demographic of
where these sorts of claims and disputes come from? 

When you look at that kind of legal data, there’s a huge opportunity to
use technology to streamline and improve processes and avoid these
kinds of backlogs. 

The thing with data, technology and 
innovation, it’s not all just about the 
technology. It’s also about fundamentally 
changing the way legal professionals work.

A “
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ost law firms claim to be client focused, but how much is simply
lip service? How much do we obsess over every touchpoint the
client experiences, from the first phone enquiry to social media

interactions all the way to the presentation of a client’s bill? Rarely are
firms aligned enough to provide such a seamless experience. 

Business Development (BD) teams are tasked with creating a superior
client experience (CX), but many struggle to get the buy-in from the 
rest of the organisation to make this happen. 

This sentiment was echoed during our roundtable discussions, with
many BD professionals feeling frustrated at the lack of unity around 
CX efforts. With the majority of lawyers firmly embedded in the 
“billable hours” mindset, getting everyone focused on non-revenue 
driving activities seems like an insurmountable challenge. 

Another significant challenge raised by the roundtable participants 
was bridging the gap between “fee earners” and “fee burners”. 
While all part of the same organisation, there seems to be a significant
divide between the two camps which is holding many back from 
achieving a truly unified, client-centric organisation. 

NewLaw has also raised the stakes in the legal CX game, with cutting
edge technology, alternative billing arrangements and client-focused
delivery methods placing control firmly in the hands of the client. 
This is putting pressure on traditional law firms to up the ante. 
Our roundtable participants wondered how much of this we could 
“borrow” from NewLaw and whether law firms are savvy enough to
recognise this shift in power and do something about it. 

Uniting to Become 
Truly Client-Centric

M

Some questions from our roundtable participants included: 

• How can we get lawyers to think of CX as a critical part 
of their role? 

• What is best practice for measuring client value? 

• Should client experience be integrated into lawyers’ KPIs? 
Is Emotion the Missing Link 

in Client Experience?

Related Resources: (click to view)

https://www.legalfestival.com/blog/is-emotion-the-missing-link-in-client-experience
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“

Carl White
Director and Chief Experience 

Officer, CXINLAW

veryone knows what it’s like to have an outstanding service 
experience as a consumer. We know exactly what it looks like and
how it feels. It’s important for lawyers to take a step back and realise

that all your clients, no matter how sophisticated they are, are just like you. 

More and more firms are beginning to realise that client experience is a big 
differentiator, often the only differentiator given the number of brilliant lawyers
there are around. It’s about how we do what we do, not what we do. That’s how
we stand out in a crowd. We’ve seen a very big shift among law firms in the 
last 12-18 months toward this. 

It seems the legal industry has a long way to go in this space though. For 
instance, our research has uncovered that about 88% of law firms fail the 
first impression test. That’s a significant number and a huge opportunity for
most law firms. We know there are three drivers to purchasing into your 
service: Firstly, how easy does it feel to interact with this particular law firm?
Secondly, what impression do I have of the people I’ve interacted with? And
thirdly, do I feel like I’ve made progress with my legal issue? If you can get
those first touch points right, you’re going to massively increase the amount of
instructions you have with the right type of clients, and by doing so, unlock the
potential of turning clients into promoters of their legal experience with you. 

Measuring client value is an area that needs more consideration across the
legal sector. Having CX orientated KPIs is crucial to becoming a client-centric
organisation, but I wouldn’t say that is a mainstream practice yet. 

Legal insurers and regulators are starting to elevate this as a priority for law
firms in the sense of what they require to be delivered to consumers, but I think
we’re a long way from seeing CX focused KPIs being embedded into law firms. 

We know great CX turns more of your clients into promoters, and we know 
without a shadow of a doubt that clients are willing to pay more for a 
remarkable service delivery. We’ve measured increases of 25% in instructions
by simply improving client experience at the first point of contact, and 
significant increases in retention and loyalty with firms that have chosen 
to uplift their clients’ experiences throughout the lifecycle of matters. Looking
beyond the numbers, I think you’ve just got to keep it simple: 

happy client = happy team = happy life. 

Getting the clients’ experience right also means developing your employees’
experience, ensuring that everybody adopts a client-centric mindset and 
embedding a remarkable service culture within your firm.

E
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hen business is booming, many question the need to innovate. 
But this way of thinking inevitably leads to stagnation and 
obsolescence. The question remains: How do we begin to make 

innovation a priority within Australian law firms and in-house teams when
there is no burning platform for change? 

Traditional “old-school thinking” was flagged by our roundtable participants
as one of the biggest barriers to driving innovation. There was a consensus
of the need to shift the risk-averse, revenue-motivated mindset to one of
growth and disruption. 

The emergence of NewLaw players has brought to light new service delivery
models and streamlined communication channels. There are many lessons
traditional legal providers can take from them when it comes to rethinking
how we deliver the law and innovative best practices. But are we bold enough
to step outside a model that has been working well for decades? 

Finding time for innovation is proving to be an evergreen challenge. Even if 
innovation has been elevated as a priority in their legal team, many legal 
professionals we spoke to struggle to grasp how to split their time between
driving innovation and day-to-day legal work. 

There seems to be a general feeling that we’re working IN the business rather
than ON the business. Our roundtable participants felt that changing this
mindset would be a significant step forward for many organisations. 

Instilling an 
Innovation Mindset to 
Prepare for Disruption

W

What is Legal Design Thinking?
A Guide for Legal Professionals 

How to Embed Innovation 
Into Your Law Firm’s Culture

Related Resources: (click to view)

https://www.legalfestival.com/blog/what-is-legal-design-thinking-a-guide-for-legal-professionals
https://www.legalfestival.com/blog/how-to-embed-innovation-into-your-law-firms-culture
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“

Jan Hards
Director of Legal Innovation, 
Johnson Winter & Slattery

o matter how well business is going or how efficient your processes
are, there is always room to improve. The accelerated pace of 
technological change and innovation across industries means 

there’s scope to harness new technology and processes to make organisations
more efficient. 

In most organisations, I find there’s a general openness to innovation. However,
when you test that openness against a time or financial commitment, it soon
becomes a lot narrower. The key here is clear and consistent communication.
It’s really a matter of encouraging and challenging your colleagues to give a
new process or technology a go. Creating awareness of the possibilities of 
new ways of working, and highlighting what competitors are doing lays strong
foundations for change and innovation. 

Making small, incremental changes is an easy and attractive way to start 
with innovation, but if you’re looking to go big with innovation, having a strong
financial case is key. You need to acknowledge the fact that change is going 
to cause disruption. But the financial upside is more efficiency, more profit,
better client service, and more effective risk management. 

One way we’ve approached innovation is to look at areas that up to now
haven’t been commercially viable or economical to tackle. Implementing a 
new process or technology means we can start eliminating or automating 
certain types of work, freeing us up, either to expand into new areas that had
previously been unfeasible or to spend a greater proportion of our time doing
what we do best: providing legal advice. Approaching it from that perspective
can be a logical way for legal professionals to step into innovation. 

There’s no doubt NewLaw is going to change the way we work, but I think it’s
still early days. Right now, traditional law firms don’t see these players as an
immediate threat, particularly in the core areas of providing legal advice and
transaction assistance. But that’s not to say that it will not become a threat, 
or at least a challenge, to what we’re doing in the future. 

One interesting example has been the creation of client communication portals
that have emerged from NewLaw providers. Many firms considered developing
the same thing two or three years ago but didn’t. That could be seen as a
missed opportunity. However there’s an ongoing debate in many firms as to
whether we should be getting ourselves directly into this technology. Does it
really make sense for one law firm to spend the time, resources and money, 
developing this kind of portal? Or should we focus instead on co-opting with
third party service providers? 

Either way, we need to be embracing these new technologies and ways of 
communicating as it’s ultimately better for our clients.

N
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o succeed in delivering innovative legal services, it’s clear
we need time, resources and technology in order to 
systematically make improvements. However, securing 

investment is a real challenge for many involved in our roundtable
discussions. Many were frustrated that investment was often
viewed as “coming directly from partners’ pockets”, while those 
from in-house teams battled with being seen as a cost-centre. 

“Old school” thinking coupled with a lack of time away from the BAU
grind and limited resources to test new ideas is creating a breeding
ground for stagnation and complacency in many organisations. 

Our roundtable group highlighted the fact that the path of innovation 
is rarely linear. It can be difficult to know how far into the future an 
innovation roadmap needs to look. There is also the significant 
challenge of designing a roadmap that allows enough room to be 
reactive to opportunities when they present themselves. 

Legal teams need to be on the same page as the rest of the 
business in order to align strategies and prove the value of a 
proposed investment or change. Our roundtable groups shared 
insights around building the business case for legal innovation 
and technology, and raised some interesting questions and 
challenges in this area: 

Selling the Value of 
Innovation and 
Technology Investment

T

How to Build a Winning Business
Case for Legal Innovation 

Innovating with 
IntentionFirm’s Culture 

Related Resources: (click to view)

• How can we address the extremely low risk tolerance that exists 
in many organisations and firms? 

• What metrics beyond billable hours can we use to prove ROI? 

• What data do we need to collect in order to build an effective 
business case? 

• How can we shift the focus from revenue generation to internal 
innovation and process improvement? 

https://www.legalfestival.com/blog/how-to-build-a-winning-business-case-for-legal-innovation
https://www.legalfestival.com/blog/how-to-innovate-with-intention
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“

Verity White
Legal Counsel & Automation 

Coach, Telstra

uilding a business case to invest in legal technology or process change is a
perennial challenge for legal teams. We often expect people to take our word
on face value because we’re lawyers. So it can be quite difficult to turn your

mind around to showing the benefits that your idea will bring. 

One of the biggest blunders people make in building a business case is focusing on the
technology, not the problem. All too often we talk about how amazing the technology 
is as opposed to the benefits that the business or clients will see. 

It’s that old sales mentality: features tell, but benefits sell. Lead with benefits and 
suddenly your “why would we?” becomes “why wouldn’t we?” 

One of my favourite quotes is “Let my data set change your mindset” from data 
visionary, Hans Rosling. If you want to change people’s minds in relation to investing 
in legal technology, having solid data is crucial. If you want people to say yes, you’ve
got to reduce their uncertainty. Measuring inputs and likely outputs is the best way 
to reduce uncertainty in the mind of the decision makers who are hopefully going to
give you wads of cash. 

With the increased focus on mental wellbeing at the moment, one of the metrics 
that I’ve been using is task satisfaction. If your organisation is looking at improving 
employee engagement, task satisfaction could be really effective in getting your 
business case across the line. It’s pretty simple to measure: Look at the task before
and after, and ask “how much did you enjoy doing this task and how much do you 
feel you’re applying your skills?” 

Building a business case requires some creative thinking. Be prepared to think like 
a telemarketer, put yourself in your approver’s shoes and prepare yourself for any 
questions or objections that might come your way. Small details like the optimal time 
of day your business case is likely to be approved can make or break things, so 
thinking strategically about the nuances of your organisation can go a long way in 
getting your idea across the line.

B If you want to change people’s minds in 
relation to investing in legal technology, 
having solid data is crucial. If you want 
people to say yes, you’ve got to reduce 
their uncertainty.

“
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t is a buyer’s market for legal technology. Clients and 
end-users are savvier than ever and consumer expectations 
for customisable, easy to use, plug-and-play solutions 

are sky high. 

Our roundtable participants had a robust conversation around 
technology, raising many interesting discussion points: 

Forging lasting partnerships with tech vendors, implementation partners
and IT teams was also an interesting discussion point, with many 
sharing this was one of the key elements of a successful roll out. 

There was an understanding among the roundtable participants that
whatever the course of action, clearly scoping the business problem
they are trying to solve is absolutely essential. Only then can they 
seek out a solution that really connects with this. 

The Legal Technology 
Landscape in 2020

The Positives of AI for Law –
and 4 Key Areas of Concern

The Rise of the 
LegalTech Market 

Related Resources: (click to view)

• How can we best navigate the minefield that is the legal 
technology landscape? Which products overlap? 
What’s going to integrate with my existing tech stack? 

• How do we find out what the technology can really do 
before we buy? 

• What’s best practice around legal technology ownership? 

• How much should we be investing in legal tech 
vs enterprise tech? 

• Whose pocket should investment be coming from? 

• Should we be optimising existing technology or investing 
in new tech? 

I

https://www.legalfestival.com/blog/the-rise-of-the-legaltech-market
https://www.legalfestival.com/blog/the-positives-of-ai-for-law-and-4-key-areas-of-concern
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“

Mick Sheehy
Partner, PwC NewLaw

e’re definitely making headway when it comes to buying and using 
legal technology in 2020. We’ve shifted from being sold tools to 
having conversations about platforms. We’ve seen this with many 

e-billing providers who’ve either re-purposed or acquired new capability to 
provide legal operations and matter management platforms. 

However, not all platforms are equal. We’re seeing some vendors describing
themselves as platforms when they’re still just tools. That’s not only confusing,
it also does the whole legal tech industry a disservice because customers
don’t get what they think they’re getting. There needs to be more transparency
so that we’re all speaking the same language. 

Funding of technology has been a point of contention in many organisations.
Up to now, legal tech has largely been focused on optimising legal departments
and making them more productive so it makes sense that the legal department
should be paying for that. But once we start to look at technology that goes 
beyond just legal productivity, technology enables the legal department to 
add new value and provide business insights, it makes sense for the business
to help fund it. 

Historically, we haven’t been proactive in measuring the performance of legal.
It’s been a function that hasn’t used a lot of data to justify its existence. 
So when you now need to spend money on technology and your starting point
is very little data on how you perform, it’s hard to put together that business
case. It’s a bit of a chicken and egg situation: we need to get better at having
number-based discussions about how we’re performing, but the irony is 
that we need technology to help us get that data, and we need data for our
business case to buy the technology. 

Once technology has been selected, the number one mistake I see is 
organisations make is severely underestimating the cost of implementation.

Too often the focus is solely on license fees. The reality is this will be dwarfed
by implementation costs which often requires a degree of external support as
well as an enormous amount of internal time to make it a success. 

Often new tools and systems are presented to people in the hope that they 
get used, but I think more work needs to be done in motivating adoption. We’ve
seen some great examples recently of companies using gamification to help 
incentivise use of new technology. Awarding points for use and celebrating
people who are throwing themselves into systems can be a really effective 
way to generate momentum. 

Successful implementation is about finding the right motivation for your team,
using a combination of carrot and stick, and making it more transparent about
who’s using it and who’s not, rather than simply hoping everybody will use it.

W
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A note about 
COVID-19

ost of the interviews in this report were completed
before COVID-19 or we had any inkling of what a
global pandemic was about to do to our way of

working, to global economies and to our plans for the future.

After a series of follow up discussions with contributing 
experts in August 2020, it was apparent that despite the 
radically altered state of the world, the key topics raised 
in late 2019 had expanded but all remained relevant. 

Key points post COVID-19:

• Adoption of enterprise technology has undergone 
rapid acceleration out of necessity.

• Commitment to further investment in innovation 
remains a work-in-progress.

• Economic uncertainties are causing delays in 
investment in legal innovation projects.

• Changing models of legal service delivery and 
investment models are likely.

• Have the events of 2020 affected talent acquisition?

• There is a need for demonstratable workplace systems 
that address mental-health, workplace equality, 
inclusivity, and diversity.

M

“We were seeing increased adoption of technologies such as cloud-based solutions
before COVID-19, but there has been an acceleration since. We have all had to get
used to remote working not only to meet the demands of our clients but also to 
participate in trials and other proceedings, which have also taken place virtually.
This means that everyone from individual lawyers to barristers and even in some
cases, judges have had to set up and operate their equipment themselves remotely.
It’s been transformative.

So, while there are now more opportunities for innovation, but information security
is still an important concern – with good reason. In the past, the legal profession 
has been cautious in utilising SAAS and other similar technology due to our concern
to maintain the security and confidentiality of client information.  This remains
paramount but a growing familiarity with cloud based solutions (for example 
electronic signature providers, virtual document management systems and cloud
collaboration services) together with the demands of remote working have made
law firms more receptive to using these platforms. We will continue to appropriately
and carefully do due diligence on online solutions before we use them to provide
legal services but our increasing confidence in these platforms is opening up a new
and interesting range of possibilities to provide more efficient services to our clients.” 

2020 has undoubtedly served a convincing argument to many “old school thinkers” of the need to
innovate to prepare for disruption. Basic digitisation technologies that enable video conferencing
and collaboration, electronic signatures, automated contract lifecycle, online document 
management and project management have become more widely deployed by law firms and 
legal teams who, out of necessity due to COVID-19, have switched to remote working. 

Greater exposure to new technologies throughout the industry has led to an increased openness
to innovation. It is hoped that this more progressive mindset continues, while it is also expected
that concerns over issues like information security will continue to be an important consideration
to new technology take-up. 

Maintaining a more innovative mindset

Jan Hards
Director of Legal 
Innovation, 
Johnson, Winter 
and Slattery
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“Some teams won’t have that 
spare money to innovate, or 
to invest upfront in innovation 
projects. I see a potential trend 
for innovation projects to change
the structure of their business
model; with different ways of 
earning revenue over time instead
of an upfront big bang lump sum.

AI Document review is a technology
investment worthy of consideration
right now especially as companies
realise they need to check a sea of
contracts for force majeure. 
Relational contracting and 
contract management technology
is another. As people realise that
COVID-19 risks will be with us for 
a while, risks that were once a low
probability are now close to certain.
There are great benefits in exploring
different ways of collaborative 
contracting and assessing how 
the contract helped or hindered 
the relationship in tough times.”

During this time of economic fluctuation, many law firms
and legal teams are putting legal innovation projects 
on hold. For some, the deferment will be temporary, 
others will redesign strategies based on changing 
needs and many will look for new investment models.
Since COVID-19, there are also particular technologies 
and tools that legal teams can be more confident 
about exploring. 

New investments and investment models

“If anything, COVID-19 has
sharpened the CX global 
trend that is impacting law.
Legal buyers are consuming
services more broadly in 
different, increasingly online
ways. Therefore ‘omnichannel’
delivery of law is going to be
necessary. We are all bearing
witness to a very human 
experience presently, which 
I think will also bring the 
need for EQ, client care, 
personalisation, and human
skills to the fore in law.”

There has been a human element to the pandemic
that has spilled over into interpersonal conduct
on a professional level. There is an appetite for
conversation about the customer experience 
in law. Some firms are doubling down on CX 
investment because of the perceived commercial
benefits as well as a new need to foster employee
engagement and collaboration.

Human skills to the fore in law

Carl White

Director and Chief 
Experience Officer, 
CXINLAW

“We are actually being
tested with this virus on
how innovative we’ve
been. If we still had our 
old ways of working 
without our systems and
technologies and legal
tools, how could we 
possibly operate in this 
remote environment?
COVID-19 is proof of why
you need to be embracing
innovation and legal 
technology. You can see
for example that those
firms that have been 
reluctant to adopt new
ways of working have
struggled to deliver legal
services on time and in a
way that enables valuable
engagement with clients."

The innovative solutions legal teams have 
put into place – harnessing compliant online
collaboration, digitisation, automation, data
analytics and more – are coming into fruition
with COVID-19. Those that have innovated are
functioning seamlessly while performance is
obviously being affected for those that have
been pushed back on working in new ways. 

An expedient test of innovation

Jorden Lam

General Counsel, 
HESTA Super Fund

Verity White

Legal Counsel and 
Automation Coach, 
Telstra
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“Remote working necessitates an 
adjustment to what we mean by the
'human element' when it comes to 
working. From the university and 
education perspective, there's definitely
something about missing out on 
graduation ceremonies, socialising on
campus and meeting other students to 
exchange big ideas. In some ways, it has
also left 2020 graduates questioning
whether there will be fewer networking
and job opportunities while organisations
contend with priorities other than 
recruitment.

COVID has simply made some sensitivities
more visible. We've heard that issues 
that were already bubbling under the 
surface have been brought to light
socially, economically ... but in turn, 
we've also accelerated the way we use
technology, it's undeniable that 
technology is helping the legal industry
and profession evolve faster.

Change is an uncomfortable thing but I 
remain an optimist about the future. If we
can take a grand view of history, perhaps
we can see this as a tiny blip in history
that's helping us bring the future forward.”

It’s unsurprising that law students and young professionals
have adapted seamlessly to tech-led remote working and
learning. However, there have been some negative impacts,
not least of which is a tentative uncertainty over their place
in the new normal.  

Optimism amidst uncertainty 
for the class of 2020

“Concerning the issues
of mental health, 
gender issues of 
harassment and 
equality, and cultural
competence; technology
and innovation has 
a key role to play –
particularly systems
level innovation.” 

All organisations – and the industry as a
whole – will need to demonstrate proactivity
regarding mental health, gender equality,
and inclusivity and diversity. These issues
are being viewed with a new lens in 2020
and there is an expectation for a greater
depth of discussion, strategy and action 
to address them going forward.

Responsibility 
for humanity

Verity White

Legal Counsel and 
Automation Coach, 
Telstra

“The world has opened up.
The legal department may
still work within jurisdictions
that are still territory based,
but legal transformation
and tech crosses all borders.

Things are still changing 
so rapidly and its difficult 
to make strategic new 
investments, but businesses
are asking if there are 
completely new ways of 
running their legal teams
and I would expect legal
teams to begin to ask the
same questions. We’ve been
talking about new delivery
models for some time
whether they be labour
models or offshoring or
near-shoring or a combina-
tion. I think the one thing
we’re going to see more 
of long term is an uptake 
of and investment in new
delivery models.”

The new normal of work has been an unsolicited
trial of remote working capabilities with highly
rated results across the industry. The flexibility
to work well from anywhere has expanded 
how people are approaching both how legal
services are delivered and the newlaw solutions
available to them.

Rethinking delivery models 
and scope

Mick Sheehy

Partner, 
PwC NewLaw

Erika Ly

Board Director, 
The Legal Forecast
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What investments have brought them success? 

Where has the road to innovation got bumpy? 

And how have they forged ahead despite significant obstacles?

Hear real stories of success and failure from leading law firms 
and in-house legal teams, and inspiring ideas for growth and 
development from the most sought-after thought leaders.

Discover how the leaders
in legal innovation are
making change happen

The speakers were 
excellent, very practical 
and thought-provoking. 

I will be back for 
more next year.
Jodi Fullarton-Healey, 

General Counsel, ANZ Bank

The event is a 
legal tech ecosystem 

on its own.
Rein Graat, General Counsel, 

Asia Pacific, ING Bank

Without doubt the 
leading legal technology 
and innovation conference 

in Australia.
Shaun Temby, Commercial Disputes 

Partner, Maddocks Lawyers

“

“

“

JOIN US AT

Legal Innovation & Tech Fest – DIGITAL
19–20 & 23–24 November, 2020

www.legalfestival.com

https://www.legalfestival.com/
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Hannover Fairs Australia is part of Deutsche Messe AG and has operated
in Australia since 2000. 

Deutsche Messe was founded in 1947 with the Hannover Export Fair, 
but has grown to become a globally significant events business 
operating events and venues around the world. The business operates 
9 subsidiary offices including in the US and China, hosts events in 
over 48 locations, with sales activities in 110 countries. The company 
is owned by the State of Lower Saxony and the City of Hannover. 

The Australian subsidiary was established in 2000 and has grown 
to own and operate 9 significant events across a wide range of 
industry landscapes. Our events are designed to be embedded in 
the communities they serve, from the Fire and Emergency Services 
sectors to the HR and L&D communities, we thrive on connecting 
like-minded individuals to facilitate personal and business growth. 

Our team has a wealth of experience in running events of all shapes 
and sizes in a vast range of geographies. Their passion is in creating
great events that make a difference to the industries they serve. 

We look forward to seeing you at one of our events soon. 

www.hannoverfairs.com.au

Connecting 
Like-Minded People 

https://www.hannoverfairs.com.au


www.legalfestival.com

https://www.legalfestival.com/



