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WELCOME 

INTRODUCTION 

Integrated Management Services (IMS) strongly believes that 

our best work starts with informed and aligned clients. To this 

end, IMS offers a variety of resources and events focused 

around education, information, and open discussion. Today’s 

Information Management Evolution conference seeks to 

establish a more complete picture of information management 

within law firms – as it is discussed at all levels, across internal 

departments, and from the perspective of innovation drivers, 

implementers, and suppliers.  

We hope that this subject-matter alignment will help each of our attendees and their teams to more 

quickly, confidently, and effectively take advantage of the growing opportunities for information 

management professionals to work collaboratively, operate strategically, and drive value within 

their firms. 

This conference will explore emerging technology and management practices in the legal industry, 

as well as ways to successfully align information services with high priority business needs.  

Sessions will focus on the value of cross-departmental collaboration in a move towards pro-active 

and efficient applications of information management in law firms and legal departments.  

CONFERENCE SCHEDULE 

Breaks are show in green below; a full agenda including session descriptions begins on page 10. 

8:00  AM  BREAKFAST 

9:00  AM  THE INFORMATION OPPORTUNITY 

9:45  AM  LOOKING FORWARD: THE EVOLUTION OF INFORMATION MANAGEMENT 

10:30  AM  ADOPTING A STRATEGIC APPROACH TO MANAGEMENT 

11:15  AM  NETWORKING & COFFEE BREAK 

11:30  AM  PUTTING THE “I” BACK IN CIO 

12:30  PM  NETWORKING LUNCHEON 

1:30  PM  POSITIONING WITH YOUR EXECUTIVE TEAM 

2:15  PM  PROATIVE RESEARCH SERVICES RISKS & REWARDS 

3:00  PM  NETWORKING & COFFEE BREAK 

3:15  PM BACK IN THE BUSINESS OF BUSINESS INTELLIGENCE 

4:15  PM  CLOSING REMARKS 
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TWITTER DETAILS 

Attendees are encouraged to interact with speakers and each other through the use of twitter 

(#IMApril2013) and/or the conference LinkedIn group both during and after today’s conference 

(http://www.linkedin.com/groups?gid=4747052). 

INTERNET INFORMATION 

The network name is Convene Conference Centers and the password is meetings (all lower case). 

CONFERENCE BACKGROUND 

We often hear from our colleagues that conferences miss the mark in providing real world 

experience or provoking thoughts that lead to change. They don’t want to hear about “the problem” 

they want solutions. Solutions that have been proven -- are innovative and collaborative -- and that 

will guide them to improving their own organizations and the services they provide. The 

Information Management Evolution team, as a result, is striving to provide an alternative 

experience with today’s conference: 

 

 We are looking to set a positive tone:  Show what works.  

 We are sharing practical applications: Identify immediate opportunities for success. 

 We are looking toward the future:  What are the benefits today, tomorrow and years from 

now. 

 We are paving the way toward collaboration:  How can groups work together to provide 

complete answers. 

 

 Conference Differentiators 

Positive Tone 

Speakers were provided with overarching conference themes and guidelines 

including and specific requests for maintaining a positive tone of how to become 

empowered within the legal environment despite challenges. 

Practical 

Application 

Content guidelines were provided to speakers and they were asked to focus on 

immediate opportunities, success factors, and starting points — through the use 

of case studies, review of immediate opportunities, and starting 

points/checklists. 

Forward 

Perspective 

Sessions will include (along with current and future opportunities) discussion 

around leading and lagging indicators, so that the projects you select will breed 

the greatest benefit over their lifecycle. 

Support 

Getting 

Started 

Conference materials will include checklists, best practices, specific opportunities 

for getting started, case studies, and reference materials to support you getting 

started. 

Collaborative 

Discussion 

Sessions will represent information professionals from all areas to provide a full 

picture of how information becomes actionable within different firm 

environments. Experience collaborative discussion from our: Executive, CIO, 

Research Services, and Consultant panels. 

  

http://www.linkedin.com/groups?gid=4747052
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CONFERENCE THEMES 

While each session differs in content and perspective, a few high-level themes will emerge 

throughout today’s sessions. Attendees may notice the following overarching themes throughout 

the presentations and discussions today: 

 Being better positioned for decision making through: 

o Collaboration and communication 

o Improved metrics  

o Proactive services  

 

 The changing legal information environment 

o The focus shift from technology to information 

 Drivers  

 Enablers  

 Opportunities and challenges 

o How management of law firms is changing and how that affects information needs 

at all levels 

o Changes in how to communicate success 

 

 Tuning your role  

o Who is your audience? 

o Where is your information useful? 

o Working collaboratively 

 

 Having a strategy 

o Understanding firm culture and strategy 

o Starting/forming a strategy of your own 

o Communicating within your culture 

o Examples of working strategies 

 

 Innovative approaches and practical applications  

 

 Opportunities to collaborate or provide proactive support and/or services 
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ABOUT IMS 

Founded in 1989 Integrated Management Services (IMS) is a leading national management 

consulting firm that prioritizes helping our clients address new opportunities by making 

improvements quickly, confidently, and with lasting positive return. We are committed to providing 

our clients value, ease of experience, and practical solutions. As part of this commitment IMS 

provides realistic expectations for results and outcomes, as well as complete transparency in the 

quality and cost of services.  

IMS Total Service Delivery Teams™ provide full service project implementation and support - not 

only subject matter expertise, but also in communications and team alignment support; proactive 

project and deadline management; and executive 

summaries and correspondences for appropriate 

updates throughout the project lifecycle.  

At IMS we view our team as our greatest asset and 

advantage — a team that is committed, accountable, 

flexible, adaptable, and truly loves what they do. 

IMS VALUES 

 CONSISTENCY: IMS does not believe in just-

in-time staffing. While we operate with a 

standard core team of about 15 experts and 

resources, IMS has worked since 2010 to 

develop a network pool of additional 

independent consultants, experts, and 

resources. This network pool is kept up to speed on IMS standards (operations, values, and 

client-service mentalities) and has standing professional service agreements and NDAs on 

file with IMS. Each of the resources in our network pool is in regular communication with 

the IMS team and stays abreast of upcoming projects opportunities. This allows IMS to pull 

from knowledgeable industry experts on a wide variety of topics, without stretching our 

existing resources or utilizing client time to get a new resource up to speed. 

 VALUE: IMS engagements are designed to meet business needs, not simply contract 

specifications. Built into our operating and project processes are considerations for 

fostering team alignment and transferring knowledge to build expertise, enabling a 

seamless transition into business operations as projects come to a close. 

 SERVICE & RESULTS: IMS experts work to meet client needs, when needed, and as needed. 

Seamless delivery and ease of experience can be as important as the results achieved. IMS 

experts are ready to jump in, operate intelligently and augment needs as a collaborative 

part of your team. As always, we are happy to be there as a resource to call whenever clients 

and/or prospective clients need a quick question answered. 
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 ACCOUNTABILITY: Consultants are selected for the IMS team based on their cultural fit 

and personal demeanor in addition to basic expertise — the most important of 

characteristics being accountability. Our experts take personal pride in their work and the 

relationships they form with clients and teammates. 

 WIN-WIN SOLUTIONS: IMS experts are selected for their cultural values such as service 

delivery, accountability, and integrity. These values make for good experts, but our 

dedication to presenting information accurately while crafting win-win solutions for our 

clients is what makes IMS a team of extraordinary consultants. We focus on building our 

platform and our business on the basis of excellent work, exemplary results, and inclusive 

outcomes. 

 

Our experts will help you make a difference.  

            It’s what we call the IMS Experience. 
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CONFERENCE AGENDA 
 

9:00 AM  THE INFORMATION OPPORTUNITY  

Law firms are slowly changing how they practice in response to decreasing 

markets (down 20% since 2008) but what does that mean for information 

professionals? Learn about emerging information technologies, changing law firm 

perspectives, and new leading indicators for succeeding as legal information 

professionals. Explore the opportunity to take back strategic IT decisions, 

bulletproof budget requests, and create lasting value for your firm. 

Information Management Keynote: Kingsley Martin, Founder, KM Standards  

9:45 AM  LOOKING FORWARD: THE EVOLUTION OF INFORMATION MANAGEMENT 

What is the future of Information Management and how should we define it, 

communicate it to our team, and connect it effectively to our external market? 

This session will discuss how to begin to understand leading vs. lagging indicators, 

corresponding metrics, how they can be developed (or purchased) and how they 

can be used (processed & communicated) to manage a firm toward a long-term 

successful strategy. 

Strategic Services Panel: Nestor Holynskyj, Senior Director, Integrated 

Management Services; Timothy B. Corcoran, Principal, Corcoran Consulting 

Group 

10:30 AM  ADOPTING A STRATEGIC APPROACH TO MANAGEMENT 

In an environment where costs are being cut, and every internal expense is being 

evaluated – communicating value at all levels of the organization becomes 

essential. Strategic management provides a platform, not only for setting 

direction, but also for communicating effectively with management. This session 

will cover what makes a good strategic plan, and how it can be used as a tool to 

better position you within the greater organization.  

Strategic Services Panel: Lynn Oser, President, LKO Information Management 

Consulting, LLC & Former Director of Library, WilmerHale; Anne Stemlar, 

Director of Research & Knowledge Services, Goodwin Procter, LLP; Gina Lynch, 

National Director-Knowledge Services, Bingham McCutchen LLP 

11:15 AM  NETWORKING & COFFEE BREAK 

11:30 AM  PUTTING THE “I” BACK IN CIO 

What opportunities exist for information professionals in the next five years, and 

what should today’s role encompass? What services should be provided, where is 

the need, and what innovations are already working? This panel will address how 

CIOs and their teams can take the lead in becoming information managers who are 

empowered to provide useful information anywhere, anytime, and in useful 

formats. 

CIO Discussion Panel: Ted Ferguson, CIO, Kasowitz Benson Torres Friedman 

LLP; Vic Peterson, CIO, Stinson Morrison Hecker LLP; Jim Darsigny, CIO, Brown 

Rudnick LLP; Eugene P. Stein, Director of Information Technology, Choate Hall & 

Stewart LLP 
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12:30 PM  NETWORKING LUNCHEON 

Please take this time to network with conference participants, submit panel 

questions via email or Twitter, and enjoy lunch! 

1:30 PM  POSITIONING WITH YOUR EXECUTIVE TEAM 

This panel will discuss the information that executives need day-to-day to build 

practices, grow the firm, and understand their clients. These panelists will identify 

opportunities for information professionals to proactively provide services, get 

more face time with C-Level Executives, and more effectively communicate value. 

Executive Team Discussion Panel: Dan Anderson, COO, McKenna Long & 

Aldridge LLP; Jennifer Manton, CMO, Loeb & Loeb LLP; Tea Hoffmann, Chief 

Strategy Officer, Parker Poe 

2:15 PM  PROACTIVE RESEARCH SERVICES RISKS & REWARDS 

Are you providing information, or answers? This key difference between proactive 

and reactive research services and the needs of attorneys vs. C-Level Executives 

can be the difference between being viewed as a cost center vs. a valued resource. 

What are the wins and losses in anticipating information needs, and the impact 

those anticipation initiatives have had? How are information providers 

functioning beyond the questions asked of them to become proactive providers of 

answers? 

Information Services Discussion Panel: John DiGilio, National Manager of 

Library & Research Services, Reed Smith LLP; Monice Kaczorowski, Chief 

Knowledge Officer, Neal, Gerber & Eisenberg LLP; Tom Duggan, Legal Research 

Services Manager, Baker & Hostetler LLP, Marlene Gebauer, Director of the 

Research Center, Greenberg Traurig 

3:00 PM  NETWORKING & COFFEE BREAK 

3:15 PM  BACK IN THE BUSINESS OF BUSINESS INTELLIGENCE  

Perspectives, strategies, and opportunities for leveraging strengths and skills 

across teams, including practice management, library/research, and business 

intelligence. This panel will address how collaborative, cross-functional business 

intelligence teams can provide better, more targeted information portfolios that 

can influence firm strategies and decision making.  

Business Intelligence Discussion Panel: Amy Halverson, Litigation Knowledge 

Manager, Wilson Sonsini Goodrich & Rosati; Michele Lucero, Director of 

Business Development & Client Services, LAC Group 

4:15  PM CLOSING REMARKS 
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A SPECIAL THANK YOU  

Silver Sponsor: Friedman Williams 

Friedman Williams Group is a premier full-service 

professional staffing firm with over decade of experience 

bringing together, motivated and highly qualified 

employees with top local and national businesses. Our 

comprehensive understanding of the industries we serve allows us to create successful 

employment relationships.  Friedman Williams Group offers temporary staffing, temporary 

to permanent hiring, permanent placement, freelance, contract staffing, consulting, project 

staffing, executive search, and payroll services.  Our comprehensive industry and product 

knowledge have enabled us to meet our clients' unique staffing requirements and assist 

them in accomplishing their immediate and long-term personnel needs. 

 

Contact:  

Jonathan Friedman, Managing Director, jfriedman@friedmanwilliams.com 

Michael Greenstein, Senior Account Manager,  mgreenstein@friedmanwilliams.com 

www.friedmanwilliams.com 

 

Silver Sponsor: KMStandards 

KMStandards is groundbreaking technology delivering the first-and-

only contract analysis software. At KMS, we've brought innovative 

search engine analyses to the field of transactional practice. Imagine 

having access to the input and experience of thousands. With KMS 

software, at just the push of a button you can enhance document 

quality by comparing your contracts to similar contracts in your files 

or against our library. What once took hours -- creating and 

maintaining reference standards, model forms, and automated forms - now takes just minutes. The 

result? Substantially reduced attorney time translating into significant cost savings. With a few of 

your benchmark documents in hand, we'll have you working with templates in a matter of days. 

Contact:  

Kingsley Martin, President & CEO, kingsley.martin@kmstandards.com 

Ellen Zavian, COO & General Counsel, ellen.zavian@kmstandards.com 

www.kmstandards.com 

 
 
 

mailto:jfriedman@friedmanwilliams.com
mailto:mgreenstein@friedmanwilliams.com
http://www.friedmanwilliams.com/
mailto:kingsley.martin@kmstandards.com
mailto:ellen.zavian@kmstandards.com
http://www.kmstandards.com/


Struggling to find 
the  RRIIGGHHTT talent? 

 

 
 

Let us do the 
heavy lifting for you! 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

CIOs • Directors • Senior Managers 
Application, Web, Database, SharePoint Developers Infrastructure 
Administrators and Engineers • Support and Training Litigation / 

Practice Support and Knowledge Management 
 
 

Call Friedman Williams 
Your Partners for Direct Hire and Contract Legal IT Staffing 

 
 
 

855-FW-Hires 
www.FriedmanWilliams.com 

 

 
 
 
 
 

FWG ad vertical.indd  1 3/7/13   9:33 AM 

http://www.friedmanwilliams.com/


 



Information Management Evolution Conference  April 25th, 2013 
 
 

 

Integrated Management Services, LLC           15 

THE INFORMATION OPPORTUNITY 

SESSION DESCRIPTION 

Law firms are slowly changing how they practice in response to decreasing markets (down 20% 

since 2008) but what does that mean for information professionals? Learn about emerging 

information technologies, changing law firm perspectives, and new leading indicators for 

succeeding as legal information professionals. Explore the opportunity to take back strategic IT 

decisions, bulletproof budget requests, and create lasting value for your firm. 

KEYNOTE SPEAKER 

 

Kingsley Martin, Founder, KMStandards 

Kingsley Martin is a founder of KMStandards and has developed software 

capable of automatically analyzing legal agreements and creating contract 

standards. He has been at the forefront of technology innovation in the 

legal practice, with 25 years of experience in practice of law, software 

design and development, strategy and management. Kingsley developed 

some of the first document assembly systems in the legal industry and 

was one of the leading innovators in developing the theory and practice 

of knowledge management. He is the author of the Knowledge 

Management Workbook and holds law degrees from Oxford University and Harvard Law School. 

TRENDS IN LEGAL INNOVATION 

 

There is so much going on in the legal market place. It is hard to keep track of all the changes and to 

know what is likely to be a successful trend. We are drowning in information from twitter feeds, to 

blogs, and conferences. 

This article seeks to create a framework to organize legal technology trends. It evaluates sources of 

innovation, examines trends reshaping business models, identifies emerging technologies; and 

considers the rate of change to help businesses prepare and make wise investment choices.  

1. Who are the innovators? 

The key players are law firms, clients, and vendors. However, only the vendors are making 

significant investments. Law firm partnership models, which typically pay out net profits at the end 

of each fiscal period, do not lend themselves to retaining earnings and making research and 

development investments. 

Moreover, the protectionist approach of the American Bar Association further impedes innovation 

with Ethics rule 5.4, preventing non-lawyers from investing in law firm partnerships; and Ethics 

Rule 5.5, preventing others from driving such innovation by restricting the practice of law to 

qualified lawyers. 
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Law firm clients also face challenges to innovation. Corporate legal department are cost centers in 

their organizations and are rarely the beneficiaries of investment in new technologies. However, as 

the principal buyers of legal services, they have a very strong influence on the market. 

Vendors are making the investments. Large, successful information technology vendors to small 

startups are funding the development of new tools and technologies. Indeed, the R&D budgets of 

Reed Elsevier and Thomson Reuters likely exceed the total research spend of all law firms 

combined. If the practice and business of law remains static, then this disparity in investment will 

have little effect. However, if change does come to law, businesses investing in the future will have a 

significant advantage. 

2. What are the key business trends? 

In a recent conference in Silicon Valley, called ReInvent Law, 40 innovators presented a fast 

spaced—and overwhelming—sequence of innovative ideas. The innovations can be grouped into 

three main trends. 

 New business models:  

o LPOs (Pangea3; ElevateServices; MindCrest) 

o Alternative  law firms (Axiom; ClearSpire; RiverView) 

New business model organizations focus on efficiency and cost reduction. Legal process 

outsourcers (LPOs) source work in lower cost locations and effectively apply the lessons 

of knowledge management to streamline procedures. Alternative law firms look to the 

main sources of expense in law firms. They reduce cost by eliminating expensive 

downtown real estate and attorney development programs by only hiring experienced 

lawyers from private law firms. 

 New delivery models: 

o Online services (LegalZoom; RocketLawyer) 

o Legal store fronts (LegalForce) 

Other businesses are changing the method and means of delivery of legal services. 

Notably LegalZoom and RocketLawyer are offering all their services via the Internet. 

Both focus on the lower end of the market, but clearly have aspirations for providing 

more and more sophisticated services. 

In addition, following a trend first attempted by Jacoby & Myers, some firms are creating 

storefronts to serve the unrepresented small business and consumer market. For 

example, in Palo Alto, Legal Force has used this strategy to become the world’s largest 

trademark filing firm. 

 New production models: 

o Workflow tools 

o Augmented practice 

 Predictive Coding (Recommind) 

 Legal analytics (Lex Machina; Judicata; KMStandards) 

o Automated practice (Neota Logic) 
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While new production models have had less impact to date, compared to new business 

and new delivery models, they are potentially the most disruptive innovators. These 

tools and technologies augment human expertise and, in some cases, automatically 

perform legal tasks.  For example, predictive coding is outperforming the results 

achieved by their human counterparts. As these technologies become more capable, 

they will perform higher-and-higher level intellectual tasks. The path is already set. The 

first stage is for computers to find the relevant material, using search and predictive 

coding. Next, the machine will identify the relevant issues and elements: namely, the 

relevant issues in a case or the relevant elements in a transaction. This work is already 

underway. Finally, the machine will predict the optimal result: the best argument to 

make in a case, or the best deal terms in a transaction. The only question remaining is 

when these technologies will become available. 

All of the trends have direct implications for traditional practice. Each approach makes business 

sense and, where appropriate, should be adopted by existing law firms. Law firms should consider 

ways to reduce costs and become more efficient. For example, some larger firms, such as Orrick and 

Wilmer Hale have “insourced” some tasks to lower cost centers in the United States. Law firm 

should also consider providing some services directly through web based solutions. To put the 

current state of law firms’ web sites in perspective, imagine going to an airline web site where you 

can discover information (and pictures) about their airplanes, their pilots, and the cities they serve; 

but you cannot book a flight. 

3. What are the key Technology Trends? 

All professional organizations—whether accountants, doctors, architects, or lawyers—need a basic 

suite of tools to support their practice. These foundation tools provide filing, communication and 

document production capabilities. Today, most investment in legal technology still supports little 

more than the basic infrastructure systems. Lawyers provide the intellectual horsepower to analyze 

and deliver legal services. Lawyers lack the architects’ equivalent of computer-aided drafting (CAD) 

tools that can design, generate building specifications and working drawings, coordinate 

contractors, and even order materials. 

The two main building missing building blocks of future legal technology systems are: process and 

analytics. 

3.1 Workflow Systems 

One of the key skills that lawyers develop over time is knowledge of how to manage a case or 

undertake a business transaction. How lawyers manage the workflow has a significant impact on 

outcome and costs. However, with the notable exception of Seyfarth Shaw, few firms have analyzed 

and refined their work processes. Further highlighting the lack of focus on this important business 

strategy is the lack of suitable workflow tools that can be readily adapted by law firms. 

3.2. Analytic and Expert Systems 

Another key legal skill is analysis. To date, this skill has been solely performed by human experts. 

Early attempts to mimic human thought using artificial intelligence did not yield significant results. 
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However, a shift to what some call soft AI has made huge advances in recent years. Initially, 

developers attempted to design a set of logical if-else-then statements to reproduce human 

analytical capability. Success came by supplying the computer with precedents and outcomes, then 

programming the machine to recognize the similarities and differences between successful and 

unsuccessful patterns. For example, in the area of chess, programmers initially tried to encapsulates 

all the reasoning behind all possible moves.  Break-through came when the developers instead 

supplied the machine with thousands on chess games, all the moves, and the outcomes. Using 

inductive reasoning, the computer can predict the likely outcome. 

The first industrial focus of predictive analytics is the multi-trillion dollar investment business. A 

recent blog post asserted that: “84% of All Stock Trades Are By High-Frequency Computers … Only 

16% Are Done By Human Traders.” (http://www.washingtonsblog.com/2012/04/84-of-all-stock-

trades-are-by-high-frequency-computers-only-16-are-done-by-humans.html). Next, automation is 

eyeing the trillion dollar medical industry. In this field, IBM’s Watson computer is training to 

become the world’s best oncologist. It is only a matter of time before the technology entrepreneurs 

focus their attention on the billion dollar legal industry. 

4. When will changes have significant impact? 

The rate of change is, of course, accelerating. Consider a couple of propositions. First, if Moore’s 

Law continues to hold true (and applies equally to software engineering), then for all of our 

massive achievements developed in the last 40 years since the first PC—Kenbak-1—we will double 

this capacity in the next 18 months. Second, looking forward, it is estimated that a supercomputer 

will achieve a billion, billion operations per second—and exaflop (1018 floating point operations per 

second) by 2018; a capacity of the human mind. By 2025, we will all have this computer power at 

our fingers tips in a personal computer costing less than $1,000. 

- Kingsley Martin, KMStandards 

IMS PAIRED SERVICES 

Innovation can seem impossible when faced with the 

challenges of day-to-day business, red tape, and limited 

budgets; but innovation can be simple if a business focuses on 

creating an innovative environment, rather than on individual 

innovative projects. IMS experts can help your business learn 

the basics of creating an innovative environment, and can guide 

your business through the transformation and creation of self-

sustaining programs. 

INNOVATIONS AND INFORMATION TOOLS REVIEW AND ASSESSMENT 

Innovation Lifecycle Management: supports enterprise-wide creation, development, testing and 

commercialization of new ideas, methods and technologies. IMS experts facilitate the process of 

ideation and R&D across a wide array of subject matters – from advanced technology, to social 

engineering and enhanced business models — enabling clients to create new products and services 

to address changing demands, trends and markets. 

http://www.washingtonsblog.com/2012/04/84-of-all-stock-trades-are-by-high-frequency-computers-only-16-are-done-by-humans.html
http://www.washingtonsblog.com/2012/04/84-of-all-stock-trades-are-by-high-frequency-computers-only-16-are-done-by-humans.html
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Creating Cross-Departmental Collaboration: helps identify innovative thinkers and project 

champions in your business, and provides them with the basics of cross-departmental 

collaboration, encouraging the intersection of different expertise. 

Promoting Innovation In Teams: provides an introduction to the basics of innovating in a team 

setting: getting started, leveraging innovation and visualization tools, establishing next steps, 

gaining momentum, evaluating initiatives, and “communicating out.” 

Disruptive Technologies: provides clients with the ability to understand and assess new 

technologies and make cutting-edge investments while minimizing risks. IMS experts in this area 

put considerable effort into establishing the validity of vendor solutions with respect to executing 

and supporting enterprise-level requirements. When examining where to spend technology dollars 

to support the upcoming years of business operations, IMS experts can help clients better 

understand when to spend and when to wait. 
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LOOKING FORWARD: THE EVOLUTION OF INFORMATION MANAGEMENT 

SESSION DESCRIPTION 

What is the future of Information Management and how should we define it, communicate it to our 

team, and connect it effectively to our external market? This session will discuss how to begin to 

understand leading vs. lagging indicators, corresponding metrics, how they can be developed (or 

purchased) and how they can be used (processed & communicated) to manage a firm toward a 

long-term successful strategy. 

SESSION SPEAKERS 

Timothy B. Corcoran, Principal, Corcoran Consulting Group 

Timothy B. Corcoran advises law firm leaders on business process 

improvement, legal project management, alternative fees and business 

development.  He also advises legal technology vendors and service 

providers on market strategy and sales force readiness. An experienced 

veteran in the fields of legal technology and legal marketing, Tim has 

served in executive roles with a number of marquee names in the legal 

profession.  At Thomson Reuters, he led the Sales, Account Management 

and Marketing functions and served on the executive leadership team of 

Hubbard One.  Prior to that he was a Senior Consultant with legal management consultancy Altman 

Weil, Inc. where he co-founded the Legal Project Management practice. Tim was also Vice President 

of Sales & Market Planning for the Client Development division of LexisNexis, among other senior 

executive positions at LexisNexis. Tim is an active member of the Legal Marketing Association and 

currently serves on the International Board of Directors as President-elect. He is a frequent speaker 

and writer on law firm business development issues. 

 

Nestor Holynskyj, Senior Director, Integrated Management Services LLC 

Nestor Holynskyj has over 25 years of experience in the law firm 

information systems arena, providing clients with a strong combination of 

field and technical experience coupled with a management consulting 

background. In addition to consulting firms, he held various positions with 

Bowne & Co., the leading financial printing firm in the United States. His 

responsibilities ranged from Chief Technology Officer of Bowne Business 

Solutions to Senior Director of Strategic Planning for the parent 

corporation. While with LANSystems Inc., a network integration firm, he 

was the SVP of Strategy Consulting advising AmLaw 100 firms on strategic 

planning for technology.  

http://www.thomsonreuters.com/
http://www.altmanweil.com/
http://www.altmanweil.com/
http://www.legalmarketing.org/
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Timothy B. Corcoran 
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• Over 20 years of expertise in law firm management, 
marketing, business development and technology,  product 
management and consultative selling 

• Advises law firm leaders in business development, legal 
project management, process improvement.  Also advises 
legal vendors on product development, market strategy 
and sales force readiness 

• Formerly a senior consultant with Altman Weil; Director of 
Practice Development for a global law firm; CEO of a 
NASDAQ-traded legal technology company; and a senior 
executive with both LexisNexis and Thomson Reuters 

Principal 

Corcoran Consulting 

Group, LLC 

• President-elect, LMA International Board of Directors 

• Author of Corcoran’s Business of Law blog 

• Fellow, College of Law Practice Management  and Center for International Legal Studies 

• Columnist, Marketing the Law Firm journal and PSMG Magazine (UK), Bloomberg Law, 
CounselLink 



Nestor Holynskyj 

• Nestor Holynskyj has over 25 years of experience in the law 
firm information systems arena, providing clients with a 
strong combination of field and technical experience 
coupled with a management consulting background. His 
engagements span strategic planning, system selection, 
business process analysis, storage management strategies, 
business continuity planning and project management. 

• In addition to consulting firms, he held various positions 
with Bowne & Co., the leading financial printing firm in the 
United States. While with LANSystems Inc., a network 
integration firm, he was the SVP of Strategy  Consulting 
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Senior Director 

Integrated 
Management 
Services, LLC 

advising AmLaw 100 firms on strategic planning for technology. As a Vice President with 
JPMorgan of New York, he was responsible for telecommunications planning and 
operations for the Private Banking Division. Before joining JPMorgan, Mr. Holynskyj was 
a consultant with Booz, Allen & Hamilton where he specialized in large network designs 
and telecommunications audits for Fortune 100 companies.  
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INFORMATION AS A PLACE 
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INFORMATION AS A NOVELTY 
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INFORMATION AS A  
NECESSARY EVIL 
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INFORMATION AS  
OVERWHELMING 
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INFORMATION AS HELPFUL 
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INFORMATION AS ESSENTIAL 
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INFORMATION AS ESSENTIAL 
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INFORMATION AS ESSENTIAL 
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INFORMATION AS ESSENTIAL 



INFORMATION AS A  
DIFFERENTIATOR 
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INFORMED DECISIONS 

Forewarned is Forearmed 
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ARE ANY OF THESE MANAGEMENT 
STYLES FAMILIAR? 



HOPEFUL 
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IN DENIAL 
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AWARE 
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TRANSPARENT 
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THE DIFFERENCE IN STYLES IS ALSO 
TYPICALLY REFLECTED IN THE 

QUALITY AND QUANTITY OF 
INTERNAL DATA 



YOU CANT MANAGE WHAT YOU 
DON’T MEASURE 
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THE ART OF CHOOSING METRICS 

• Understand lagging versus leading indicators 
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LAGGING INDICATORS 

• Report on what’s already transpired 

• Can’t be affected 

• Provide basis for top-down reflection 

www.integratedmgt.com 45 



LEADING INDICATOR 

• Identifies issues in time for correction  

• Not always a true indicator as circumstances 
may change 

• Must correlate with success/failure 
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THE ART OF CHOOSING METRICS 

• Understand lagging versus leading indicators 

• Ensure they address strategic issues 

• Information provided must be relevant to the 
metric owner 

• Select quantifiable elements, preferably not 
subjective 

• KISS 
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LAGGING INDICATOR  
APPROACH 
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Profit 
Per 

Partner 

Profit 
Per 

Practice 

Profit 
Per 

Matter 

Profit 
Per 

Office 

Profit 
Per 

Lawyer 



LEADING INDICATOR  
PERSPECTIVE 
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Profit 
Per 

Partner 

Profit 
By 

Practice 

Profit 
By 

Matter 

Profit 
By 

Office 

Profit 
By 

Lawyer 



OTHER SAMPLE METRICS 
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Metric Unit Frequency Type 

Billability Hours Monthly Leading 

Realization Percentage Monthly Leading 

Realization Percentage Annually Lagging 

A/R collection Days Monthly Leading 

Staff turnover Percentage Quarterly Lagging 

Client satisfaction Rating Semi-annual Lagging 

Debt/Equity Percentage Semi-annual Leading 



APPROACHES TO ORGANIZING  
METRICS 

• Balanced Scorecard 

• Performance Measurement Tiers 

• Six Sigma 

• TQM (Total Quality Management) 

• KPI Dashboards 
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"If we succeed, 
how will we look 

to the 
partnership?"

FINANCIAL

"To achieve our 
goals, how must 
we look to our 

clients?"

CLIENT

"To satisfy our 
clients, at what 
processes must 

we excel?"

PROCESS

"To execute our 
processes, what 
resources must 

we have?"

RESOURCES



SOUTHWEST AIRLINES  
BALANCED SCORECARD 
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Solutions
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Leaders
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Deliver 

Efficiently
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SERVICE DELIVERY VIEW 
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"To achieve our 
goals, how must 
we look to our 

clients?"

CLIENT

"To satisfy our 
clients, at what 
processes must 

we excel?"

PROCESS

"To execute our 
processes, what 
resources must 

we have?"

RESOURCES

"How can we 
achieve our goals 

within our 
budget?"

FINANCIAL



SAMPLE IT TIERED-PERFORMANCE  
MODEL METRICS 
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Goals Objectives Operational Measures 
Program/Support 

Measures 
Enterprise Level 

Measures 

Strategic 

enterprise 

perspective 

Portfolio 

analysis and 

management 

% reusability of 

core modules 

% compliance to 

approved IT 

solution 

deployment 

% IT portfolio 

reviewed and 

disposed 

Customer 
perspective 

Customer 

satisfaction 

# complaints to 

help desk 

% customers 

satisfied with IT 

application 

design 

% planned 

system design 

requirements 

realized vs. 

deliverables 

Process 
perspective 

Applications 

development 

and 

maintenance 

# defects per 

100 function 

points at user 

acceptance 

% decrease in 

application 

software failures 

% projects on 

time, on budget 

Resource 
perspective 

Workforce 

competency & 

development 

# staff by skill 

area 

% staff 

professionally 

certified 

% IT budget 

devoted to 

training and staff 

development 



THE VALUE OF A SWOT ANALYSIS 

• SWOT—Strengths, Weaknesses, 
Opportunities, Threats 

• Introspective view of the organization 

• “To thine own self be true” 

• Valuable underpinning to strategic thinking 

• Acts as bridge between strategy and tactics 
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SWOT ANALYSIS: LOOKING INSIDE 
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Strengths Weaknesses Opportunities Threats 

Financial 

Customer 

Process 

Resources 



SWOT ANALYSIS: LOOKING INSIDE 
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Strengths Weaknesses Opportunities Threats 

Financial 

Well capitalized AFA’s Poor economy 

Customer 

Only regional 
Insourcing 
ALS 

Process 

Low overhead New technology 

Resources 
Low morale 
High turnover 

Poaching 



THANK YOU! 

Questions? Comments? 
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For More Information 
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609.557.7311 
tim@corcoranconsultinggroup.com 

CorcoranLawBizblog.com 
Twitter.com/tcorcoran 

mailto:tim@corcoranconsultinggroup.com


For More Information 
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info@integratedmgt.com 
Information Management Quarterly Newsletter 

http://www.integratedmgt.com/2010/know-more/blog/ 

mailto:info@integratedmgt.com
http://www.integratedmgt.com/2010/know-more/blog/
http://www.integratedmgt.com/2010/know-more/blog/
http://www.integratedmgt.com/2010/know-more/blog/


ADDITIONAL REFERENCE 
MATERIAL 

Sample Metrics 
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SAMPLE BENCHMARKS 
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Financial Ratios 

Source Benchmark 

AmLaw 200 $30K / Attorney 

Hildebrandt BPI 6.7 % of Gross 
Revenue 

Hildebrandt Global 50 4.1 – 7.36 % of GR 
$30-37K / Attorney 

 
 



FINANCIAL METRICS 

• Financial 

– IT Spending as a percentage of firm revenue 

• Our recent survey of large firms averaged 4.3% 
(Range was 2.8% to 6.9%) 

• Other peer group (large firms) averaged 5.14% 
(Range was 3.5% to 8.7%) 

• Hildebrandt Global 50 ranged from 4.1%-7.4% 

• ILTA – Very Large Firms averaged 5.1% 
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FINANCIAL METRICS 

• Financial 

– IT expense per attorney 

• Our recent survey of large firms averaged 
$30.3K  

• Other peer group averaged $30k 

• AmLaw 200 average was $30K/attorney 

• Hildebrandt Global 50 ranged between $30K-
$37K/attorney 
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FINANCIAL METRICS 

• Financial 

– IT Personnel Spending Per Attorney (Average)– 
Other Peer Group Survey - $9,566 

• Help Desk - $1,339 

• Operations - $2,065 
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FINANCIAL METRICS 

• Financial - Trends 

• Other Peer Group Survey – 2004 to 2005 Actual 

– IT Operating Cost Increased 8.4% 

– IT Operating Cost Per Attorney Increased 
17.5% 

• Our recent survey – 2004 to 2005 – Range was -
8.1% to 43.4% 

• Our recent survey  - 2005 (Actual) to 2006 
(Budget)– Range was from 2.3% to 27.8% 
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STAFFING METRICS 

• IT organization staffing ratios – Users to IT Staff 

– Our recent survey of large firms averaged 21.5:1(The 

range was from 15.6:1 to 29.4:1) 

– Other Peer Group Survey – 22.8:1(The range was from 

16.7:1 to 29.1:1) 

– The Hildebrandt Global 50 ratio ranged from 17:1 to 

33:1 

– The average for the AmLaw survey is approximately 24:1 

– ILTA – very large firms – average is 22:1 

www.integratedmgt.com 69 



STAFFING METRICS 

• IT organization staffing ratios – Attorneys to IT Staff 

– Our recent survey of large firms averaged 8.2:1 

– The ILTA Survey (Very Large Firms) 9.4:1 

• Percentage of IT staff that is outsourced 

– Other Peer Group ranged from 0% to 30% - most were 

Help Desk 

• Average Staff Tenure 

– ILTA Survey – Very Large Firms – 44% of the Firms Reported 

5-10 Years 
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ARTICLE: FARMING THE GREEN SPACE – IDENTIFYING THE BEST BUSINESS 

DEVELOPMENT OPPORTUNITIES FOR YOUR PRACTICE 

 

Many law firms invest valuable resources pursuing the wrong targets, and waste time and 

energy nurturing the wrong clients. This is a variation on the oft-repeated and oft-wrong maxim 

that “all revenue is good revenue.” In fact, even in recessionary times when top line revenue is hard 

to find, it pays to pursue the right targets and nurture the right clients. But who are they? How can 

one distinguish the poor targets from the rich targets? 

Many years ago as I was beginning my sales career, I struggled with time management. 

More specifically, I didn’t have enough time in my day to pay equal attention to all of my clients and 

prospects, and without a system to prioritize my time it seemed I was always in the wrong place at 

the wrong time. This was compounded by the fact that I couldn’t easily recall which client had 

already purchased or rejected our many products, so I wasted a lot of time re-selling. 

A helpful sales manager explained to me the concept of a “white space” analysis.  In short, 

she explained, list your clients on one axis and your products on the other axis to create a simple 

grid. Where a client has already purchased (or rejected) a product, put an “X” in the intersecting 

box. Do this for all clients and all products. The open boxes, the “white space,” reflect your 

opportunity focus. 

 

Preparing a white space analysis is a simple but effective tool to allocate your limited time 

and energy to those opportunities that matter. When I conduct law firm business development 

workshops, if there isn’t a white space analysis in place already (and there typically isn’t) then we 

prepare one. And many organizations stop there. But savvy marketers know this isn’t enough, not 

nearly enough, to truly identify the appropriate targets. 

The greatest challenge with the white space analysis is its lack of context. Sure, Client 4 

lacks Products A and D, but this says nothing about whether or not Client 4 needs them. The car 

salesperson that exerts a lot of energy trying to sell the off-road package to the 75-year old 

grandmother purchasing an SUV may not generate a good return on his investment of time. The law 

firm trying to cross-sell its IP practice to its mutual fund clients may find a less than receptive 

audience. The legal vendor trying to sell complex litigation case management tools to a law firm 

engaged primarily in estate planning may end up buying a lot of free lunches for uninterested 

buyers. 
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Similarly, no organization should promote every product equally. Some generate higher 

profits, some create long-term switching costs, some products are new and need traction, whereas 

others are fading in prominence. Many law firms, in part because of a lack of marketing 

sophistication and in part due to politics, will pay lip service to providing marketing and business 

development support equally across all practices and partners. This is folly. Why invest equal time 

and energy promoting the practice that has the greatest price pressure, the one in which clients are 

fleeing to the low-cost providers, while another more lucrative and in-demand practice struggles to 

stay on top of its RFP responses or to manage its networking functions? 

The more advanced approach is to incorporate internal and external data points to generate 

a more robust footprint of the ideal target or client. In most organizations, a great deal of attention 

is directed toward the highest-revenue producing clients. But a large purchase could vault a client 

onto this list in a given year, while next year it fades back into oblivion. A better metric is lifetime 

value. In a law firm this may be the client that generates above-average fees for 5 or more years, 

ideally across multiple practices. For targeting purposes, perhaps the company within a specific SIC 

code in which the firm has unique expertise, which has a geographic footprint similar to the law 

firm’s, and with needs spanning several practice areas, is a more appealing prospect than the 

Fortune 50 or FTSE 100 corporation which just happens to have a large facility nearby. 

 

The incorporation of these other data points is what I call a “green space” analysis. We start 

with the white space grid and then we continue to narrow our focus. Of the clients and targets 

identified, which best fit the model of the ideal client? Furthermore, which of these clients are in 

growth industries and are on a solid financial footing? Internally, which practices generate—at the 

moment—a proportionally greater return than the others? Which practices have a true competitive 

advantage (something more definable than “our lawyers are better”)? Which practices have the 

bench strength to mobilize quickly if our efforts generate new leads? 

The data points one selects will vary by firm. And they’ll vary from year to year. The “ideal” 

client is a moving target, of course, but it’s far more beneficial to pursue ideal clients and targets 

than to assume the highest revenue-producing clients from last year, or the biggest companies in 

town with whom we don’t already have a working relationship, are the best opportunities for us. 

The tools one uses are immaterial if the underlying concepts are forgotten. In fact, I submit 

that the first attempt at establishing a green space analysis should start with a flip chart or 

whiteboard, and the opening exercise is establishing which internal and external drivers we value 

most. Long-term retention or short-term growth? Enjoyment and intellectual challenge or less 
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exciting but repeatable work? Big clients with many needs or small clients with limited needs? 

Complex businesses with ongoing needs and significant negotiating leverage or businesses with 

isolated, one-time but substantial and potentially price-insensitive needs? And so on. Once we 

establish the parameters, we now know the queries to enter into our existing systems, or at least 

we’ll have an understanding of the types of tools we need to acquire to conduct this analysis. 

When farming your internal and external data to narrow your focus, there’s no perfect 

planting or harvesting season, though it makes sense to start early in the year when budgets are 

available to deploy against the greatest opportunities we identify. But don’t wait too long, because 

every day you wait another X is added to the grid by your competition. 

Timothy B. Corcoran delivers keynote presentations and conducts workshops to help lawyers, in-house 

counsel and legal service providers profit in a time of great change.  To inquire about his services, 

contact him at +1.609.557.7311 or at tim@corcoranconsultinggroup.com. – See more at: 

http://www.corcoranlawbizblog.com 

© 2013 Corcoran Consulting Group LLC 

 

  

mailto:tim@corcoranconsultinggroup.com
http://www.corcoranlawbizblog.com/
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ARTICLE: DON’T TELL ME WHAT YOU THINK I WANT TO HEAR, TELL ME WHAT I 

NEED TO KNOW!  

 

Have you ever been placed in a situation where someone protected you from a painful truth, 

but in so doing left you at a disadvantage because you couldn’t make a fully informed decision?  A 

common complaint I hear from in-house counsel is that outside counsel often don’t share small 

problems, and some of these grow into big problems.  This applies whether it’s a budget overrun or 

a curve ball in the legal matter they’re addressing. 

I’ve written previously about the critical need for in-house counsel to budget accurately for 

legal matters — matters that from the perspective of corporate chieftains are no less variable or 

uncertain than global supply chain costs or revenue projections.  At a recent discussion on the topic, 

a Chief Legal Officer explained the impact of a cost overrun in her legal department.  As a big box 

retailer with profit margins in the mid-single digits, there is very little excess spending in the 

organization from which they can divert funds to address cost overruns.  As a result, some cost 

overruns are distributed as a sort of “tax” on sales, or in other words, for every $50,000 overage in 

the legal department, the organization must sell an additional $1,000,000 of product above 

forecast.  And since there are incremental costs associated with additional sales, and in some cases 

revenue cannot be fully recognized immediately, the actual surcharge is something on the order of 

$2,000,000. 

Think about that for a moment.  Imagine the GC addressing her peers in the boardroom in 

late Q3 of the fiscal year.  She claims that because legal matters are so uncertain there’s no way to 

submit a proper forecast, and as it turns out she’ll need an additional $50,000 in her budget, maybe 

more, and so Sales must step up and deliver an additional $2,000,000 in revenue.  Someone’s going 

to be eating alone in the executive cafeteria. 

Of course this applies to legal matters that start out small but grow into big hairy 

complicated messes.  If the outside counsel doesn’t provide early warning that the matter is 

growing beyond the expected scope, the GC can’t properly re-assess the situation.  Since legal 

matters are, at heart, business issues, it’s critical to inform business management how new 

developments impact expectations. 

Does the discovery of a smoking gun during document review warrant a fast reversal of 

course in the SEC investigation?  Will previously unknown IP infringement claims that surface in 

acquisition due diligence alter the calculus in a make vs. buy decision?  The earlier a GC knows of 

the potential issues, the better she can advise business management.  This is not to say outside 

counsel routinely and purposely withhold information, not at all.  But when project scope is ill 

defined in advance it sometimes takes too long to understand when the scope has materially 

changed, and this lag time is unacceptable.  For help on defining scope, look into Legal Project 

Management. 

As with many of my life lessons, I learned the hard way.  I vividly recall a product 

development project for which I was an executive sponsor.  Each month for nearly two years the 

development team provided progress updates, sought additional funding, looked for guidance on 

feature/function decisions and otherwise adhered to the development schedule.  However, two 
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months before launch, long after we had incorporated significant new revenue streams into our 

current year forecast, the development team advised that they were six to eight months off 

schedule.  They had hoped to make up time and they didn’t want to deliver bad news, so they hadn’t 

raised the alarm earlier, but other projects interfered and now there was no way to meet the 

deadline.  As executive sponsor I wasn’t necessarily expected to be sitting with the developers each 

day, looking over their code and analyzing their progress, but I was expected to know if the launch 

date would be delayed into the next fiscal year, putting all of our revenue projections at significant 

risk!  I ate lunch alone quite a bit that year. 

Let’s close with an unrelated anecdote.  Because of my heavy travel schedule, much of it at 

hours when others in my time zone are fast asleep, from time to time I hire a car service to take me 

to and from the airport.  I grew fond of one car service owner-operator and hired him exclusively 

for several years.  Needless to say, I was a lucrative client for his small business.  For one return trip 

I had a tight schedule:  land at the airport, dash to the car waiting at the curb, try to shave off some 

time on the hour-long ride to my home, and make it to my daughter’s band concert a few minutes 

late.  There was no room for error, such as an unanticipated (but quite common) traffic jam, so I 

also consulted the train schedule.   I could take a train and almost certainly have no delays, but I 

would miss more than half the concert.  I gambled on the car service. 

When I left the plane, I called the driver to alert him that I was walking to the airport 

exit.  He said he was slowly circling the airport, as is his custom so he doesn’t have to park.  The 

flight was long so I needed to visit the restroom and it was maybe 20 degrees (F) outside, but 

instead I waited outside for 10 minutes knowing the airport police would shoo away the driver if he 

approached and I wasn’t there.  After a few minutes I called back, and the driver revealed he was 

actually pulling into the airport now and would be there momentarily.  Another ten-minute delay.  I 

called again and as the driver was telling me that he drove by but didn’t see me, I heard a tollbooth 

agent in the background.  The driver then sheepishly admitted that he was just exiting the nearby 

interstate highway, and now he really was about 10 minutes away. 

You know how this ends, don’t you?  By now I had missed my train.  There was no way I 

would see even a moment of my daughter’s concert.  I had been standing in below-freezing weather 

for nearly half an hour expecting the driver to arrive at any second, and, not to put too fine a point 

on it, I was in dire need of a visit to the restroom.  So I told the driver I would no longer need his 

services, and then I went inside, visited the restroom, bought a Starbucks and headed to the next 

train.  A week later the small business owner sent me a letter scolding me for throwing away our 

cozy relationship merely because he was a little late.  And, by the way, he claimed I owed him for 

the trip since I didn’t cancel in time. 

The real error was not giving me the information I needed.  I could have visited the rest 

room, secured a hot beverage and stood inside the door.  I could’ve taken the train — and I still 

would’ve paid the driver for his time.  In other words, I could have explored my options.  Instead, 

his misguided effort to protect me from the truth eliminated all of my options, leaving me furious, 

cold and in search of a new business partner. 

I’m presently conducting several client satisfaction interviews for law firm clients.  Often we 

hear about poor communication and poor budgeting skills.  Sometimes my Biglaw partner clients 
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will dismiss these as one-time easily explained situations that are blown out of proportion, 

certainly not the sort of issue to derail a longtime relationship.  I caution them to put themselves in 

their client’s shoes.  Are these the comfortable loafers of a well-informed client?  Or are these shoes 

hopping from one foot to another, trying to stay warm in the absence of information? 

Timothy B. Corcoran delivers keynote presentations and conducts workshops to help lawyers, in-house 

counsel and legal service providers profit in a time of great change.  To inquire about his services, 

contact him at +1.609.557.7311 or at tim@corcoranconsultinggroup.com. – See more at: 

http://www.corcoranlawbizblog.com 

© 2013 Corcoran Consulting Group LLC 
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ARTICLE: MANAGEMENT METRICS-STRANGERS TO LAW FIRMS 

 

The ups and downs economic cycles are a fact of life 

and, for many years, it seemed like law firms were fairly 

immune to their negative consequences. During an economic 

downturn, there would be a slight adjustment of rates or 

similar concessions to clients but once an uptick appeared 

on the horizon, it was business as usual and annual rate 

increases would return like clockwork. However, the past 

five years have presented a different scenario and law firms 

are feeling the same pressures as their corporate clients to 

manage costs while delivering the same level and quality of service. As a result, many law firms are 

looking to the operating models of their clients to borrow practices and even skills through the 

hiring of COO’s from the ranks of corporate America rather than other law firms. 

An area where businesses outshine law firms is in the area of information management. 

While law firms have traditionally spent much time and money on providing information tools and 

services to augment the work product of the practice areas, management of the information has 

revolved around controlling the costs associated with external information service providers. The 

Knowledge Management teams and their cousins (Marketing, Research Services, etc.) have 

attempted to organize and deliver the intellectual capital of the firm through a variety of home 

grown and purchased products. Capturing and analyzing information that is needed to better 

manage the operation of the firm has received nominal attention compared to the critical nature of 

such information in the business sector. 

A key distinction in how many (not all) law firms compare with their corporate 

counterparts in information management is the role and use of metrics. The better known and 

publicized metrics such as profits per partner are interesting but are lagging indicators that simply 

report the past. To effectively guide an organization toward a strategy, management requires a 

suite of leading indicators that can be used as triggers to indicate where attention must be focused 

to successfully deliver results that will result in positive lagging indicators. While “Billable Hours” is 

a typical leading indicator, the pressures emerging from alternative fee arrangements suggest that 

other leading indicators are required and that not all of them are necessarily financial in nature. 

Metrics are tools that can serve the entire organization and not just be focused on the firm’s 

financial goals. Every department should have objectives that are the focus of the group and 

appropriate metrics can monitor the progress of achieving those objectives. Examples include staff 

turnover, delivery of training to attorneys and staff, employee satisfaction, etc. 

Similarly, effective metrics are needed to better control and measure service delivery in the 

area of information that is used to support the work product creation of a firm. While creation of 

such metrics internally is typical, working with vendors to deliver metrics or data about their 

product/service usage in a manipulable stream to ease analysis later on. As with any selection or 

design of a metric, care must be taken to choose those metrics that are true indicators of success or 

potential failure. Having too many metrics is also highly damaging as they create noise that 

obscures the ones that really matter. 
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Some organizations and individuals resist metrics for a variety of reasons. These include 

questioning the effort expended to maintaining metrics versus their effectiveness, fear of too much 

transparency when metrics show negative results, and others. While there may be elements of truth 

to some of these concerns, they are offset by the benefits of focus that comes with everyone 

working toward the same goals. On an even more positive note, metrics allow departments to 

document and display progress to senior management who may not be aware of the daily activities 

being performed by a department. This is especially useful when making a case for additional 

funding during the budget cycle. 

Generally speaking, law firms function in a similar manner, so some metrics apply across 

the board and are useful as barometers to compare one’s organization against a peer or aspirational 

competitor. However, virtually all firms have nuances in their operational structure and practice 

methodologies that call out for metrics unique to that organization. The challenge is to find the set 

that reinforces the successful aspects of a firm’s operation while alerting management to potential 

risks early enough to take action to correct a shortcoming. 

- Nestor Holynskyj, Integrated Management Services, LLC 

 

IMS PAIRED SERVICES 

Getting started can be the most difficult part of any project; IMS can help your team identify, 

prioritize, and align around opportunities for improvement.  

COMPLIMENTARY GUIDED BRAINSTORMING SESSION 

IMS is offering a free 1-2 hour guided brainstorming session for your team of 6 or less people for 

topics covered in today’s conference. Sample topics: 

 Metrics for your department and/or firm 

 Current analytics, review of leading and lagging indicators 

 Emerging technologies which could be relevant to the responsibilities of your team 

 Strategic planning and communication strategies specific to your teams responsibilities 

 The direction of the CIO/IT role within your firm 

 Proactive services/opportunities 

 Fostering a collaborative information management environment 

 Leveraging business intelligence for improved business development 

Includes: 

 A one to two hour on-site guided brainstorming meeting  

 Facilitation of team discussion or interdepartmental collaboration 

 Full brainstorming and visual mapping 

 Expert guidance around the initiatives discussed and/or strategies 

 Exit document containing all discussed ideas and initiative options 
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THE STARTING POINT: A FLEXIBLE GUIDED WORKSHOP 

IMS experts will guide your team through a workshop to establish the initial stages and planning of 

an initiative. This workshop will support your team in their first actionable step for moving from a 

concept to execution -- with an initiative or idea.  

After establishing the topic with a representative from your firm, IMS experts will provide a pre-

workshop discovery checklist, which will be used to tailor the workshop to the specific needs of the 

firm and client – and provide the platform for guided discussion, education, and planning as 

needed.   

 The first part of the workshop can be used to establish how the firm currently operates 

capturing existing processes, workflows, challenges, and responsibilities – or give a high 

level overview of a topic, model, or subject matter briefing. This portion of the day is 

supported by findings from discovery materials and IMS experts facilitating guided 

discussion. 

 The second part of the workshop is typically used to set the foundation for moving forward, 

which could be discussion around the ideal future state, opportunities and options for the 

firm in regards to specific technologies, processes, or initiatives – etc.  

After the workshop is completed IMS will provide close-out documentation which includes 

(depending on the structure and goals of the workshop): options for moving forward, 

brainstorming maps and documentation, briefings from the workshop, next steps for the most 

promising opportunities, and/or a high level roadmap for a particular initiative. 

 

METRICS AND KPI DEVELOPMENT 

Increasingly, internal administrative teams are asked to demonstrate their value to the larger 

organization through metrics and key performance indicators (KPIs). The challenge lies in deciding 

what to measure to both support your strategic plan and to demonstrate continual service 

improvement. This session will guide you through the process of defining metrics that align with 

your strategic objectives. 

Workshop topics 

 What makes a meaningful KPI or metric? 

 Interactive session: what should you measure? 

 Define your audiences 

 Interactive session regarding audiences 

 Determine targets and improvement goals 

 Session on communication and reporting – story telling by numbers 

 



Information Management Evolution Conference  April 25th, 2013 
 
 

 

Integrated Management Services, LLC           80 

ADOPTING A STRATEGIC APPROACH TO MANAGEMENT 

SESSION DESCRIPTION 

In an environment where costs are being cut, and every internal expense is being evaluated – 

communicating value at all levels of the organization becomes essential. Strategic management 

provides a platform, not only for setting direction, but also for communicating effectively with 

management. This session will cover what makes a good strategic plan, and how it can be used as a 

tool to better position you within the greater organization.  

SESSION SPEAKERS 

Gina Lynch, National Director, Knowledge Services, Bingham McCutchen LLP 

Gina is a knowledge services professional with over thirty years of experience 

managing law library information centers and facilitating strategic knowledge 

sharing within a law firm environment. She is responsible for the overall 

administrative and strategic management of the ten library and research 

centers located nationally and internationally across Bingham. She also 

developed and has promoted the Competitive Intelligence unit that assists 

directly with firm management strategic initiatives as well as practice area 

business development efforts. Her areas of expertise include connecting 

lawyers and clients through targeted portals and dashboards that marry both 

internal and external information resources. Gina is also responsible for overseeing the 

development of the firm's next generation Intranet. 

Lynn Oser, President, LKO Information Management Consulting, LLC; Former Director of 

Library, WilmerHale 

Lynn focuses her consulting practice on information and knowledge 

management for law firms.  She provides guidance on strategic 

development, process improvement, and collaborative information 

delivery in corporate and legal libraries.  In addition, Lynn provides 

direction and support in the areas of experience management, customer 

relationship management (CRM), data quality, information and 

knowledge management, as well as information taxonomy. 

 

Previously, Lynn was the Director of Information Resource Management at WilmerHale. In this role, 

she oversaw the strategy, planning, operations, asset management and budgeting of both the 

Library Services and Enterprise Content Services groups. Her groups were responsible for the 

firm’s global digital and print resource collections; intranet portal development; governance and 

content management; and implementation and management of the firm’s CRM system, including 

expansion of the system for use as an experience management repository. Lynn was also the chair 

of the firm’s Data Quality Counsel, a group of administrative staff tasked with identifying and 

tackling data quality issues across the firm’s information systems. 
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Anne Stemlar, Director of Research & Knowledge Services, Goodwin Procter, LLP 

Anne Stemlar serves as Goodwin Procter’s Director of Research and 

Knowledge Services. She joined Goodwin Procter in 2006 and is 

responsible for overseeing the research, library and knowledge 

management functions. Prior to joining Goodwin Procter, Anne spent 10 

years with WilmerHale (formerly Hale and Dorr LLP). Starting as a 

reference librarian in 1996, she eventually became that firm's Manager of 

Research Services, responsible for coordinating research training and 

research services across the firm’s offices. Anne also held reference 

librarian positions at Peabody & Brown (now Nixon Peabody LLP) and 

Kasdorf, Lewis & Swietlik, SC.  

Anne is a frequent speaker on a variety of library management topics including, information 

strategy, library branding and marketing and innovation. She is a member of the State Bar of 

Wisconsin, American Association of Law Libraries and the International Legal Technology 

Association. Anne graduated from The University of Iowa with degrees in history and psychology, 

earned her J.D. from Marquette University Law School and earned an MLIS from the University of 

Wisconsin-Milwaukee. 
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What Is Strategy? 

Generally: 
 

“The art of a commander-in-chief; the art of projecting and directing the 
larger military movements and operation of a campaign” 

 

 

In Business: 
 

“ Consciously choosing to be clear about your company’s direction in relation 
to what is happening in the dynamic environment” 

 

“A careful plan or method” 
 

“ An integrated set of initiatives designed to build a competitive advantage” 
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What Is A Strategic Plan? 

 

“A formalized roadmap for 

positioning the company/department 

to achieve its chosen strategy” 
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Reasons To Have A Strategic Plan 
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• Gets everyone moving in the same direction 

• Inspires change & revision to your current product 

• Empowers, directs & motivates employees to work 
towards common goals 

• Creates a mechanism for setting priorities & managing 
resources 

• Drives continual improvement 

Focuses ENERGY, TIME and RESOURCES  
of the organization/department 



Reasons Strategic Plans Fail 
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Strategic Plans Should Include: 
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Defined 
Timeframe 

Qualitative & 
Quantitative 
Objectives 

Defined/ 
Integrated Set 
Of Initiatives 

Flexibility 

Communication 
Plans 

Defined Set of 
Governance & 
Management 

Disciplines 
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National Director-Knowledge Services 

Bingham McCutchen LLP 
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IMS Expert 
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Bingham McCutchen LLP 

970 lawyers in 13 offices 

6 firm mergers since 2001 

8 locations have libraries and library staff 
 

National Director of Knowledge Services responsibilities: 

Firm libraries 

Intranet 

Competitive Intelligence 

Partner and client dashboards 

SharePoint team sites 
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What’s On The Mind Of 
A Managing Partner? 

www.integratedmgt.com 90 

Profitability 

Process 
Improvement 

Leveraging Firm 
Resources 

Fostering  
The Client 

Relationship 
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How to Align Knowledge Services 

Reinvent 
research 
training 

Optimize 
the 

Intranet 

Leverage our Resources 
 

Train our lawyers to be more 
efficient (and profitable) 

 

Encourage collaboration 
 

Consolidate staff and 
streamline processes 

 

Exploit  
high-value 
resources 

Employ 
Only 

Platinum 
Platforms 

Lead On 
Mobility 

Centralize at 

the Global 

Services 

Center 



One Wickedly Important Objective 

Leverage our knowledge to provide 

support and access to the best resources 

on the best platforms anywhere, anytime  

(with a minimal impact to the firm’s bottom line) 
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Define Our Issue 
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• Firms want to move libraries from print to digital collections  
• Print is inefficient but not all digital is created equal 
• Not all lawyers want to use digital or are efficient at it 
• Client pushback regarding the cost of online research brings 

continued pressure on the cost recovery model for expensive 
online services 

• Training and outreach will stretch knowledge services staff to 
gain firmwide acceptance and adoption 
 

How do we shift the paradigm in our library 
from COST to VALUE? 



Break Strategy Into 
Achievable Goals 

• Identify high-valued print treatises 
to be converted to digital Project 1 

• Desk books – Decide web or  
e-books Project 2 

• Define and consolidate to a few 
platinum platforms Project 3 



Plan Of Attack 

Select teams 

Create project plan for accomplishing goal 

Determine milestones and timeline 

Decide on key metrics/measurements for this plan 

Determine resources needed to accomplish goal 

Define accountability 
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What Is Collaborative 
Strategic Planning? 
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Definition of Roles and Contributions 

Shared Responsibility Shared Blame Shared Reward 

Alignment of Strategic Objectives 

Peer Group Goals Collaborative Opportunities 

Identification of Needs 

Attorney Needs Firm Needs Departmental Needs 



Where Do We Start? 

• Identify departmental goals and areas of collaboration 

• Share with other group leaders 

• Identify opportunities 

• Develop collaborative objectives 

• Obtain management approval 
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Improve Mobility 
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Information 
Technology 

Finance 
Business 

Development 

Deliver Mobile Client Pitch Package 



Benefits Of A Collaborative 
Approach To Strategic Mgmt. 

Cross-functional  
Buy-In 

United 
Administrative 

Teams 

Shared 
Contribution and 
Shared Success 



THANK YOU! 

Questions? Comments? 
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REFERENCE MATERIAL: BREAKING COST INTO VALUE 

How do we shift the paradigm in our library from COST to VALUE? Gina Lynch, National 

Director-Knowledge Services at Bingham McCutchen LLP uses this this exercise with her team to 

define their issues and shift their focus from cost to value. Here are some examples of problem 

statements and solutions that her team has developed based on their issues at hand. 

Issues: 

• Firms want to move libraries from print to digital collections  

• Print is inefficient but not all digital is created equal 

• Not all lawyers want to use digital or are efficient at it 

• Client pushback regarding the cost of online research brings continued pressure on the 
cost recovery model for expensive online services 

• Training and outreach will stretch knowledge services staff to gain firm-wide acceptance 
and adoption 
 

COST VALUE 

Print resources 
 High-value print is in all offices 
 Multiple copies, everywhere 

Identify digital alternatives 
 Should provide firm-wide access and 

mobile 

Many weak platforms with single provider 
 Platforms are single-source 
 Few value-added features such as 

folders, tagging and shared workspaces 

Fewer high-value platforms 
 Should contain collaborative tools 
 Strong reporting 
 Integrative potential 

Hard copy desk books 
 High-cost 
 Inefficient 
 Not timely 
 Expensive to maintain 

Convert desk books to e-books 
 Always current 
 Easy to maintain 
 Portable 
 Shareable 

 

IMS PAIRED SERVICE 

 

STRATEGY PLANNING AND DEVELOPMENT 

Strategic planning has become a key component in management.  Not only do we need to 

understand and align with the strategic objectives of our broader departments, whether IS, 

Marketing, KM or Operations, we also need to ensure that we are in tune with the broader 

organizations goals and direction.  This initiative will develop the process for taking organizational 

strategies and combine them with your individual departmental goals to develop both short term 

and long-range strategies for success. 
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PUTTING THE “I” BACK IN CIO 

SESSION DESCRIPTION 

What opportunities exist for information professionals in the next five years, and what should 

today’s role encompass? What services should be provided, where is the need, and what 

innovations are already working? This panel will address how CIOs and their teams can take the 

lead in becoming information managers who are empowered to provide useful information 

anywhere, anytime, and in useful formats. 

SESSION SPEAKERS 

 

Jim Darsigny, CIO, Brown Rudnick LLP  

As Chief Information Officer at Brown Rudnick, Jim Darsigny oversees the 

Information Technology, Records, and Library functions for the firm.  He 

is responsible for strategic planning, security, and the delivery of 

information and communication services to all firm employees. Jim has 

over 25 years of experience in law firm IT with a broad knowledge of 

project management, staff development, budgeting, and vendor 

relationships.  Prior to joining Brown Rudnick, Jim was the Manager of 

Information Systems at Morrison, Mahoney, and Miller. 

Ted Ferguson, Chief Information Officer, Kasowitz, Benson, Torres, and Friedman 

Ted Ferguson, CIO at Kasowitz -- a 385 attorney firm specializing in 

complex commercial litigation -- is a technology executive with over 20 

years of experience in delivering IT strategy, knowledge and project 

management, team building, and infrastructure support for national and 

international law firms.  Current projects include e-discovery, enterprise 

search, and marketing-related initiatives. Prior to joining Kasowitz, Ted 

was the IT Director at Ropes & Gray, after eight years as a technology 

manager at Fish & Neave. 

Vic Peterson, CIO, Stinson Morrison Hecker LLP  

As Chief Information Officer at Stinson Morrison Hecker LLP, Vic Peterson 

manages an operational group that includes the Technology, Practice 

Support, Records, and Library Services departments.  His purpose is to 

support strategic growth in the firm practice areas, from ensuring 

deployment of well-designed technology projects to the enterprise-wide 

digitization of firm records and online legal research.  Vic and his team 

provide transformative information services to the firm, to support its 

business and client goals. 
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Eugene P. Stein, Director of Information Technology, Choate Hall & Stewart LLP  

Eugene P. Stein serves as the Director of Information Technology at 

Choate Hall & Stewart LLP. He was previously the Executive Director for 

four years at Richards Kibbe & Orbe LLP in New York City. Mr. Stein 

earned his Juris Doctor, magna cum laude, from St. John’s University 

School of Law. Mr. Stein has accumulated over twenty-five years of 

experience in professional service firms and government agencies. Mr. 

Stein is repeatedly recognized in and out of the industry as a pioneer and 

thought leader who is focused on meeting the future and present needs of 

firms through the effective use of information systems, knowledge management and technology. 

Mr. Stein has held Director and C-level positions in several AmLaw 100 firms and also practiced law 

at Wachtell, Lipton, Rosen & Katz for a number of years. He was named Legal IT Achiever of the 

Year by Legal IT Week and has frequently been quoted in publications, including CIO Magazine, 

American Lawyer, Legal Technology News and The Wall Street Journal. 



Name Of 
Presentation 

Putting the “I” Back In CIO 
Infrastructure, Information, Interaction 

Jim Darsigny 

CIO 

Brown Rudnick LLP 

 

Ted Ferguson 

CIO 

Kasowitz Benson Torres Friedman LLP 

 

2012 

Vic Peterson 

CIO 

Stinson Morrison Hecker LLP 

 

Eugene P. Stein 

Director of Information Technology 

Choate Hall & Stewart LLP 

 



Agenda 

• Opening Remarks 

• Case Study: The “I” In CIO Stands for “Interaction” 

• Case Study: The Birth to Death of a Matter 
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• Case Study: Using Data for Library Savings 
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THE “I” IN CIO STANDS FOR 
“INTERACTION” 

Ted Ferguson – Case Study 
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Deploying Microsoft Lync 
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 Technology projects in law firms typically focus on 
connecting people to data/processes. 
 

 The most valuable interactions are among people – 
collaboration is a firm’s “raison d'être.”  
 

 Physical proximity is expensive, limited. 
 Bloomberg’s “bullpen,” open plan. 

 Conference centers 
 

 Technology does not provide a substitute – but a 
worthwhile extension. 

 



Why Lync? 
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 With so many available tools – why Lync? 

 Lync feature set supports many use cases 

 Tightly integrated with MS Office platform, leverages 
existing investment 

 Security, groups via Active Directory 

 Inexpensive initial deployment: standard license included 
in MS EA license 
 

 



Deploying Strategy 
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 “Soft Opening” 

 There are well-known generic reasons to implement 
collaboration technologies: 

 Document collaboration 

 Reduction in email volume 

 Reduce travel, conference room expenses 
 

 However – solutions must solve specific needs to be 
adopted. 
 

 Identify groups of users with a specific problem a 
collaboration tool can address.   

 



Initial Use Cases 
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• CLE 

– Cross-office attendees, conference room availability 

– Session recording 

– Increased participation 
 

• Case teams 

– Impromptu meetings, including offsite participants 

– Document review 
 

• Managing Attorney 

– Court filings, document sharing 

 



Lessons Learned – So Far 
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• Collaboration software presents a cultural change 

– Some will resist, reject 

– Lead by example – IT deployment, testing 
 

• Privacy concerns 

– Presence information 

– Cameras 
 

• Training and Follow-up 

– Offer a variety of materials, including (short) QREF 

– Post-rollout follow-up, and follow-up, etc. 

 



BIRTH TO DEATH OF A MATTER 

Eugene P. Stein 
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Birth to Death of a Matter 

www.integratedmgt.com 114 

Information is Born: New Business Intake / Conflicts 

Information Dies: Records / Destruction / Return to Client  

Stuff happens during the 
lifetime of the client and 
the lifetime of the matter 



The “Stuff” in the Middle 

That “Stuff” is Information – and there is lots of it: 
 

• The client 

• The matter 

• The legal issues of the matter 

• The financial costs and impacts of the matter 

• The people working the matter; full or part time 

• External parties, adverse parties, experts, etc. 

• The expertise used and obtained in the matter 

• The learning through the matter 

• The conclusion 
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Ex: Information Consistency  
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• C/M Number 

• Address 

• Key Client 
Contact 

• Hours 

• Costs 

• Write Downs / 
Ups 

C
R
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• Client Name 

• Address 

• Key Client 
Contacts 

• Contact 
History 

• Matters 

• Who knows 
whom at a 
client 

Ti
m

e 
En

tr
y • C/M number 

• Hours 

• Description of 
work 

• Coding of 
work 



Putting the “I” Back In CIO 

You are the at the center of the information stream: 
 

• Understand and know all of the data you have 

• Help facilitate inter and intra departmental use of information 

• Ensure the consistency of data in the organization 

• Understand how data is updated and/or changed 

• Ensure all applications are presenting information in 
consistent ways 

• It is all about the data 
 

Be the information czar and ensure the  
infrastructure can support the delivery of the information 
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Ex: Using Information 

At the birth of a matter: 
 

• Notify attorneys of new matter 

• Let the library know so they can begin  
sending relevant information 

• Marketing needs to know to ensure they have the most 
accurate picture of the work the firm is doing 

• The knowledge management team might be able to help with 
examples, models, or similar matters 

• Finance could participate with budgeting or project 
management 

 

All systems need to have the same, consistent data to be useful 
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CHANGING THE WORK ALLOCATION 
MODEL 

Jim Darsigny - Case Study 

an international law firm 
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Firm Profile 

• Stats 

– 220 attorneys 

– 105 associates 

– General practice firm 

– Seven locations 

• Was / Is 

– Three allocation programs 2009 

– iAllocate/iAccomplish program 2009 - Present 
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an international law firm 



Populate the Data 

• Hours data from Carpe Diem 

• Self assessment of availability 

• Benchmark criteria formulated by dept 

• Self assessment of skill level 
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an international law firm 



Target the Issues 

• Break “neighborhood” work assignments 

• Eliminate “associates in hiding” 

• Direct work to available resources 

• Create development opportunities 
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an international law firm 



Leverage the Data 

• ADPs assign work and deliver evaluations 

• Legal teams span office locations 

• Record of cross training in disciplines 

• Associates buy in to the process 

• Partners accept departmental direction 
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an international law firm 



End Game 

• Appropriate staffing of client teams 

• Targeted professional development 

• Even distribution of resources 

• Encourage creation of interoffice teams 

• Improved evaluation process 
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an international law firm 



USING DATA FOR LIBRARY SAVINGS 

Vic Peterson – Case Study 
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Case Study Write-Up 

• Please see the other print materials 
in this section for a write-up of this 
case study. 

 

www.integratedmgt.com 126 



THANK YOU! 

Questions? Comments? 
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CASE STUDY: USING DATA FOR LIBRARY SAVINGS 

 

Authoring Team: Information Governance 

Audience: External 

Description: How to Use Data for Library Savings 

 

Using Data for Library Savings 

 Vic Peterson 

 Stinson Morrison Hecker LLP 

 

Firm Profile 

 Stats 

o 305 attorneys (now 329) 

o Approximately 50% are legal research users 

o High percentage of those are litigators 

 Was/Is 

o Two source until 2008 

o Single source 2009-2010 

o New single source 2011 

 

Data Sources 

 Tie usage data to HR data 

 Tie usage data to firm systems data 

 Incorporate historical “old vendor” data 

 Know where “old data” comes from 

 

Use Data for Change Management 

 Analyze data/identify patterns 

o Key users 

o Poor users 

o Weekend usage 

 What to eliminate 

o Misunderstanding 

o Abuse 

o Indifference 

o Over reliance 

 What to promote 

o Focused use 

o Knowledge of resources 

o Confidence in charge back 
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Track the Transition 

 Watch for negative patterns that persist 

o Address them 

 Track drop in costs 

o Promote drop in costs 

 Feed data back into system 

o Research monitor 

 Continue virtuous cycle 

 

Results 

 Major contract savings 

 Increased cost recovery 

 Easy to defend cost recovery 

o Library service catalog based more on facts than hearsay 

o Folds into larger efficiency pressures 

 

- Vic Peterson, Stinson Morrison Hecker LLP 
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CASE STUDY: INNOVATION CASE STUDY, WORK ALLOCATION SYSTEM (WAS) 

 

Work Allocation System (WAS) 

Primary goals: 

 Insure effective use of all associate resources and avoid uneven distribution of hours. 

 Assist with identification of rate-appropriate resources for matter budgets. 

 Identify areas where associates require experience to further professional 

development and provide opportunities. 

 Provide broader exposure to cross-practice legal work to help define career paths 

and provide guidelines for evaluation feedback. 

o Built a custom associate availability database with a professional skills profile per 
associate for each practice area. 

o Assigned partners as Work Allocation Coordinators (WACs) in each practice area and gave 
them access to associate availability and profiles across practice groups. 

o Established procedure for partners staffing case teams to contact WACs to help identify 
appropriate available associate resources and assign them. 

o Associate self-assessment feeds experience database and provides guidance for evaluation 
feedback. 

o Reports generated from both aspects of the database help determine who will be 
approached for evaluation input and on what skill sets. 

 

- Jim Darsigny, Brown Rudnick LLP 

 

 

  



Information Management Evolution Conference  April 25th, 2013 
 
 

 

Integrated Management Services, LLC           131 

REFERENCE MODEL: THE FUTURE-STATE CIO ® JOURNEY 

 
WHAT IS THE FUTURE-STATE CIO®? A CIO EXECUTIVE COUNCIL REFERENCE MODEL 

The Future-State CIO® will not only be accountable for IT operations and overall business 

processes, but will leverage a company-external focus to spur innovation and strategic advantage as 

a key driver of the CEO’s agenda. 

 

Since the Future-State CIO® program began in 2007, the goal was simple – to define the 

future of the CIO role as a strategic business partner, not just head of all things tech. Our now 

widely accepted model divides the role into three distinct stages – Function Head, Transformation 

Leader and Business Strategist. 

The good news is that since 2008 the number of CIOs classified as business strategists has 

more than doubled.* 

Our members have made great strides in transforming the CIO’s “head of tech” role into a C-

level advisor, but we’re not universally there yet. 

Our members have developed tools for advancing the profession as a whole and for 

individuals looking for help in becoming a Future-State CIO®, including: 

 A role advancement framework and competency development map 
(http://council.cio.com/assets/ezi_chart_public.pdf) 

 Best practices research and field guide 

 Assessment tools for your c-level executive competencies, your business stakeholder 
relationships and your senior leadership team’s capabilities 

 Online seminars for CIOs; Workshops, panels and peer roundtables for senior managers 

 Peer advice for solving the challenges of the CIO Paradox 

 Press and media opportunities to influence the profession and business expectations 

*State of the CIO Survey(http://council.cio.com/media/members-in-the-news/)

http://council.cio.com/assets/ezi_chart_public.pdf
https://cioec.com/s/gd68he
http://council.cio.com/media/members-in-the-news/


IT Staff IT Managers IT Senior Leaders

7. Transforms/Realigns/Creates

1. Willing/Functions/Accepts

4. Defines/Drives

3. Understands/Engages/Adopts

2. Appreciates/Learns

5. Improves/Contributes/Empowers

6. Inspires/Builds/Redesigns

IT Function Head CIO Transformational CIO Business Strategist CIO Comparable CEO

S T A F F  L E V E L  C  L E V E L  

P R O A C T I V E

A C T I V E

R E A C T I V E

Functional
Expertise

Results
Orientation

Team
Leadership

People & Org.
Development 

Change
Leadership

Collaborating
& Influencing

Market
Knowledge

Commercial
Orientation

Customer 
Focus

Strategic
Orientation

Size of bubble indicates significance of behavior 
change in that competency.

Leadership CompetenCies Journey  

this graph illustrates which competen-
cies must be developed to achieve
high levels of performance in each
successive it role on the journey to
the Future-state Cio. For each role,
the bubbles indicate a significant
change in level of behavior for that
competency — the larger the bubble,
the more significant the change.
only the competencies that must
change with each role are shown;
prior competencies remain important. 

 

D e f i n i t i o n s  o f  

R e a c t i v e ,  a c t i v e ,  P R o a c t i v e

 
the egon Zehnder Leadership  
Competencies have seven detailed  
behavioral levels, where each level  
has qualitatively different behaviors.  
But there is a simple pattern within  
the scale: levels 1-2 are reactive,  
levels 3-4 are active, and 5-7 are  
proactive behaviors.

© 2010 egon Zehnder international

Reactive these are positive behaviors  
which are relatively basic: responding to 
customer demands, working hard, thinking  
as needed, being willing to support others.

Active these are levels of active,  
spontaneous competency demonstration:  
reaching out to customers, working to goals, 
anticipating future direction, taking action  
to support or lead others.

Proactive these are strategic levels, focused 
not only on personal demonstration, but  
leveraged impact — making long-range 
organizational impact: providing unanticipated 
value to customers, improving processes in a 
calculated manner, challenging strategy, em-
powering one’s team, partnering with others.

Visit
: co

uncil.
cio

.co
m
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IMS PAIRED SERVICES 

 

ROLES-TO-PEOPLE MAPPING 

Having the right people, in the right place, to do the right job represents the efficiency every IT 

organization should strive to achieve. IMS’ Roles-to-People Mapping provides an analysis of the 

organization’s configuration of people and roles and an IT organization chart review. Among the 

deliverables is a “Best Practice-to-Your Practice” comparative mapping of ITIL recommended 

positions to the current organization, as well as the IMS perspective pulling from proprietary 

information regarding roles and structures to consider in preparing for the next 5-10 years of 

changes to IT and information management positions.  

APPLICATION PORTFOLIO MANAGEMENT  

Are you looking to slim down your portfolio of applications?  Contact IMS about a high-level 

portfolio review, including preliminary options and insights.  The purpose of the IMS Application 

Portfolio Management high-level assessment is for IMS experts to gain a detailed understanding of 

our client’s applications environment, in order to develop an overall assessment of application 

usage and expenditures.  

By reviewing the organization’s agreements, usage, and trends, IMS experts can provide you with 

an outline of options and insights which you can use in immediate decision making, or roll into a 

greater initiative. 

Thought to consider: as you evaluate and select applications for your firm, are you paying enough 

attention to their mobile access  capabilities? 

PROJECT PRIORITIZATION 

Every firm has a long list of projects in process or in consideration and is challenged with deciding 

the project that best uses the limited time and money of the team.  IMS will help review current and 

future projects to prioritize effort and support.  IMS experts will make project recommendations 

considering the firm objectives, current trends, resource constraints and budgets..  

MARKET STUDY: HOSTED VS. INTERNAL SERVICE DELIVERY 

Cloud-based services have many different flavors, and there are benefits and challenges to each. 
Understand the benefits of cloud-based services and how they can impact your delivery 
model. Determine if cloud-based service delivery is a viable option for your unique environment 
from an operational, functional and financial perspective. 

MARKET STUDY: COMMERCIAL VS. IN-HOUSE DATA CENTERS 

IT Clients now expect 100% uptime of all IT services, which is increasing the demand for IT teams 
to provide a resilient environment. The data center is the foundation for your IT service delivery — 
allow IMS to help determine whether moving to a colocation facility is the appropriate option for 
you. 

MARKET STUDY: HOSTED VOIP ANALYSIS 

VoIP has been a key initiative of many enterprises and is growing in popularity. As the hosted VoIP 
marketplace is now growing, learn how a hosted VoIP service would benefit your firm and 
determine if it is an option to consider. 
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POSITIONING WITH YOUR EXECUTIVE TEAM 

SESSION DESCRIPTION 

This panel will discuss the information that executives need day-to-day to build practices, grow the 

firm, and understand their clients. These panelists will identify opportunities for information 

professionals to proactively provide services, get more face time with C-Level Executives, and more 

effectively communicate value. 

 

SESSION SPEAKERS 

 

Dan Anderson, COO, McKenna Long & Aldridge LLP  

As Chief Operating Officer of McKenna Long & Aldridge in the Atlanta office, 

Dan Anderson is responsible for managing the non-legal operations of the 

firm. In this role, Dan supports the firm’s objectives by developing and 

maintaining the necessary support platform, which includes managing the 

firm’s resources and internal services (Finance, Human Resources, 

Information Technology, Knowledge Management, Administrative Support 

Services), and managing the firm’s expenses and capital assets. Before joining 

MLA, Dan worked as Executive Director of Boult Cummings Conners & Berry 

LLC in Nashville, Tennessee. 

 

 

Tea Hoffmann, Chief Strategy Officer, Parker Poe Adams & Bernstein LLP 

Tea Hoffmann is Chief Strategy Officer for Parker Poe Adams & Bernstein, 

LLP in Charlotte, North Carolina. In her role, she provides guidance in the 

formation, development and implementation of revenue generating 

strategies and policies. Additionally, Tea manages and directs the 

Marketing and Business Development Department, establishing goals 

and leading a team of strategic, innovated and motivated marketing and 

business development professionals. As a Major in the Tennessee Army 

National Guard she serves as Senior Defense Counsel for the Trial 

Defense Service. Tea is a frequent public speaker across the United States 

on a wide variety of business development-related topics and authored 

"The Proactive Practice: How to Move Your Firm From Reactive to Proactive" in 2002 and "Master 

of Success" in 2004. Tea received her J.D. from Cumberland School of Law. 
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Jennifer Manton, CMO, Loeb & Loeb LLP  

As Loeb & Loeb's Chief Marketing Officer, Jennifer Manton leads the firm's 

marketing and business development initiatives. She works closely with the 

firm's multidisciplinary industry and practice groups on developing and 

implementing marketing and business development plans. In addition, 

Jennifer oversees efforts to expand and improve relationships with existing 

clients and to engage new clients. Jennifer also directs all aspects of the 

firm's branding and marketing strategy, including media relations, 

advertising, and online marketing efforts, as well as internal and external 

communications. Jennifer has 20 years of experience in professional services 

marketing having developed and implemented numerous marketing, 

business development and client service initiatives in her career. She served as the President of the 

Legal Marketing Association (LMA) in 2009 and has been actively involved as a volunteer and 

leader in the Association since founding the Pittsburgh Chapter of the LMA in 1998. Jennifer was 

named a Fellow in the College of Law Practice Management in 2011.  She earned a Bachelor of 

Science in Journalism from West Virginia University’s Perley Isaac Reed School of Journalism in 

1991. Jennifer was honored to be invited to deliver the School of Journalism’s convocation speech 

to its December graduates in 2009. Jennifer lives in New York City. 
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EXECUTIVE TEAM DISCUSSION QUESTIONS NOTES  SECTION 

 

1. How are priorities set for your firm?  

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

 

2. How do you use information and where do you get it from (marketing, operations, finance, IT, 

library) in order to work collaboratively to make the firm’s priorities a reality? 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

 

3. What information plays a vital role in helping you prep for your day/week? Where do you get it?  

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 
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4. What information would you find helpful for decision-making, but which you are currently not 

able to access in real-time? 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

 

5. How does information become actionable and meaningful within your environment? 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 
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CHECKLIST FOR THE EXECUTIVE TEAM 
 

The checklist below is key to any detailed operational and management review of your law 

firm. Use these key questions to identify whether your firm is aware of and taking advantage of 

some of the law firm management best practices that are being used by successful law firms.  

□ Governance 

□ Does the firm have a governance plan that identifies and outlines 

decisions/responsibilities for the full partnership and executive committee? 

□ Does the compensation system fit the firm’s culture, structure, goals and objectives? 

□ Does the firm have an effective internal and external communications program? 

 

□ Firm Image 

 □ Has the firm identified its mission, goals, philosophies, purpose and image? 

□ Is the desired image presented through a consistent representation of quality of 

work product, collateral marketing materials, and behaviors and practices of 

attorneys? 

 

□ Long Range Planning 

□ Does the firm have a complete and up-to-date strategic/business plan that which 

includes one-year and three-year projections, executive summary, business 

development and marketing plan, service delivery plan, and financial plan? 

□ Has the firm analyzed the practice, client sources, and trends in the firm to identify 

strengths and weaknesses? 

 

□ Marketing, Business Development & Client Relations 

 □  Has the firm identified target markets? A specific marketing niche? 

 □ Does the firm know how its clients perceive its services? 

□ Does the firm marketing plan provide for adequate diversification? 

□ Does the firm review fee structures annually? 

□ Is the firm employing value or alternative billing? 

□ Has a new client prospect screening system been formulated? 

□ Are the attorneys trained in marketing and the art of sales presentations? 

□ Is there a procedure to deal with client complaints? 

 

□ Business Operations 

 □ Does the firm have a long-range technology plan? 

 □ Is the firm making full use of its technology investment? 

 □ Does the firm have central library purchasing? 

 □ Does the firm conduct an annual review of the firm library? 
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□ Financial 

 □ Can you get information when you need it? 

 □ Are records easy to come by? 

 □ Does the firm have a copy of its states’ rules and ethical guidelines regarding trust 

accounts? 

 □ Are the firm’s methods of financing the most economical under the circumstances? 

 □ Does the firm prepare a budget of salary and all other costs? 

 

For the complete checklist and guide to law firm best practices, view John W. Olmstead’s “Guide To 

Law Firm Best Practices” at http://www.olmsteadassoc.com/pdf/Guide-To-Law-Firm-Management-

Best-Practices.pdf. 

 

  

http://www.olmsteadassoc.com/pdf/Guide-To-Law-Firm-Management-Best-Practices.pdf
http://www.olmsteadassoc.com/pdf/Guide-To-Law-Firm-Management-Best-Practices.pdf
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TOP TIPS FOR MANAGEMENT & A SUCCESSFUL LAW PRACTICE 
 

What are top tips for a successfully collaborative law firm? Use these law firm management tips 

to identify the kind of information that your executive team needs when putting together a strategic 

plan, as well as executing on that plan in day-to-day activities.  

□ #1: Set goals all the time 

 □ Set time (monthly or bi-weekly meetings) to strategize and plan for the future 

 □ Set concrete task items and goals at the end of the meetings 

 □ Give yourself and your firm a target to aim for 

 

□ #2: Focus on the process, not the plan 

 □ Identify the right information 

□ Engage everyone in collecting the information 

□ Create strategies based upon the information 

□ Modify the strategies in light of new information 

 

□ #3: Coach the right people 

□ Find the right people 

□ Coach those people to excellence 

 

□ #4: Serve the right customer 

 □ Define a good client 

 □  Create the right strategies for that good client 

 □ Create a sales process to secure and serve your good clients 

 □ Create an operations process to serve your good clients 

 □ Constantly build the culture 

 

□ #5: Empower your entire team 

 □  Set clear goals and boundaries for the employees of the firm  

 

□ #6: Do the right things right 

 □ Evaluate your achievements with your goals 

 □ Focus on clarity and effective communication with your team 

 

For the complete article, view Jason Beahm’s “Top Tips To Running A Successful Law Practice” at 

http://blogs.findlaw.com/strategist/2011/02/top-tips-to-running-a-successful-law-practice.html 

  

http://blogs.findlaw.com/strategist/2011/02/top-tips-to-running-a-successful-law-practice.html
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KEY QUESTIONS FOR LAW FIRM MANAGEMENT 

 

When putting together a strategic plan and making collaborative decisions, law firm 

management needs to answer certain key questions. Use these key questions to begin your 

discussions with the Executive Team about building practices, growing the firm, and staying 

competitive: 

 How are we doing financially? 

 Is our attorney/staff ratio in line with comparable firms? 

 Should and how do we offer new practice areas? 

 Are our billing rates competitive with other firms? 

 How do we maximize client loyalty and the amount of business 

from each client? 

 How do we position the firm in the market to most effectively 

compete for desired business? 

 Which marketing tactics will be the most effective? 

For the complete list of key questions and guide to law firm best practices, follow the QR code to view 

John W. Olmstead’s “Guide To Law Firm Best Practices” at http://www.olmsteadassoc.com/pdf/Guide-

To-Law-Firm-Management-Best-Practices.pdf. 

 

INFORMATION & GROWING THE FIRM 

What kind of information does an Executive Team need when strategizing on how to grow 

the firm – in services, clients, and geographically? These are some of the many detail-oriented 

questions for which law firm management will expect information 

and metrics: 

 Where are your present clients located and how do they 

communicate with the firm?  

 To what extent have the needs and demands of these clients 

changed due to advances in technology? 

 Are your client relationships based upon direct contact and 

communication? To what extent are interpersonal 

relationships crucial to the maintenance of these clients? 

 Are any of these key existing clients expanding into new 

geographical areas? 

 Would the firm be better served by utilizing technological resources instead of physical 

location expansion? 

 Are there marketing disadvantages by not having a physical presence even if the firm can 

service the legal needs of the client with a local presence? Could the firm lose out of 

opportunities by being out of site out of mind? 

For the complete list of questions, follow the QR code to view John W. Olmstead’s “Planning Ideas for 

2013”: http://blog.olmsteadassoc.com/olmstead_associates_law_p/2012/12/law-firm-management-

planning-ideas-for-2013.html 

http://www.olmsteadassoc.com/pdf/Guide-To-Law-Firm-Management-Best-Practices.pdf
http://www.olmsteadassoc.com/pdf/Guide-To-Law-Firm-Management-Best-Practices.pdf
http://blog.olmsteadassoc.com/olmstead_associates_law_p/2012/12/law-firm-management-planning-ideas-for-2013.html
http://blog.olmsteadassoc.com/olmstead_associates_law_p/2012/12/law-firm-management-planning-ideas-for-2013.html
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YOUR COLLABORATIVE STRATEGIC TEAM & THEIR INFORMATION 

The Executive Team panel at the Information Management Evolution conference features a 

COO, CMO, and CSO who work closely with their CIOs and information professionals. The 

Atlantic has called the CMO and CIO a “power team” and discusses how such a team can foster a 

culture of collaboration within a law firm. IBM marketing analysis team member Adam Gartenberg 

explains:  

“There is certainly no shortage of data these days, but finding the right 

data, analyzing it, getting it into the right hands, and ensuring that systems 

are set up to provide the round-trip loop from customer to marketing and 

back again, across all forms of engagement, is a challenge that many 

companies have yet to overcome.  Closing the gap between marketing 

requirements and IT capabilities requires a culture of collaboration in 

which the CMO and CIO work towards a set of agreed-upon goals that 

factor in both marketing and IT interests.” 

Such a culture of collaboration and “agreed-upon goals” is undeniably a positive thing for the law 

firm environment. However, information management professionals must realize that they much 

more could be required of them – and if not more, then certainly their roles will be viewed 

differently. As Executive Teams reassess and reframe their goals, the differences in the way they 

strategize will be reflected in the many different types of information they will require to create 

their agreed-upon goals: information from all departments, people, and places – at the same time. 

For the full article, follow the QR code to Adam Gartenberg’s article in The Atlantic: 

http://www.theatlantic.com/sponsored/ibm-power-team/archive/2012/08/the-cmo-and-cio-power-

team-fostering-a-culture-of-collaboration/261315/  

LAW FIRM MARKETING & LIBRARIANS JOIN FORCES 

As Executive Teams are increasingly collaborative and the law firm environment begins to 

encourage cross-departmental collaboration, Library and Marketing professionals have 

found that they have more opportunity to work together than was once imagined. Reference 

librarian MaryAnn Wacker and Business Development Manager Josie Morgan at Bracewell & 

Guiliani have written on the collaborative relationship between their 

firm’s Marketing and Library departments: 

“We provide them with sophisticated business intelligence (BI) and 

competitive intelligence (CI) on a daily basis. While this work is primarily 

non-billable, it is some of the most rewarding and satisfying research the 

librarians undertake. Most importantly, the firm recognizes the impact 

that our research has in identifying and bringing in new clients to the firm 

and staying abreast of the competitive legal landscape.” 

For the full article, follow the QR code to MaryAnn Wacker and Josie Marsh’s article at 

http://firmerground.wordpress.com/2011/11/14/law-firm-marketing-and-law-librarians-join-

forces-to-provide-sophisticated-business-and-competitive-intelligence/  

http://www.theatlantic.com/sponsored/ibm-power-team/archive/2012/08/the-cmo-and-cio-power-team-fostering-a-culture-of-collaboration/261315/
http://www.theatlantic.com/sponsored/ibm-power-team/archive/2012/08/the-cmo-and-cio-power-team-fostering-a-culture-of-collaboration/261315/
http://firmerground.wordpress.com/2011/11/14/law-firm-marketing-and-law-librarians-join-forces-to-provide-sophisticated-business-and-competitive-intelligence/
http://firmerground.wordpress.com/2011/11/14/law-firm-marketing-and-law-librarians-join-forces-to-provide-sophisticated-business-and-competitive-intelligence/
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IMS PAIRED SERVICES 

Get it done right the first time. IMS experts will provide the coaching, support, and expertise to 
allow you and your division to best leverage existing resources and time. 
 

COMMUNICATING WITH YOUR EXECUTIVE TEAM 

As information management professionals we need to find the right balance when reaching out to 

our clients.  Too much communication and they stop listening.  Too little and they lose sight of our 

value and the services we provide.  This workshop will provide guidance in identifying your 

audiences, determining a communication strategy that is audience driven, and a how to clearly 

define and deliver your messages.   

PROCESS DEFINITION AND IMPROVEMENT PLANNING 

Simplification of processes results in efficiencies and increased value. This interactive session 

focuses on defining processes and identifying opportunities for improvement. Attendees will learn 

how to chart existing processes, prepare process documentation, and evaluate processes to identify 

inefficiencies. 

Workshop 

 Differentiate between services and processes 

 Interactive session on service vs. process 

 Define streamlined, repeatable processes 

 Interactive session on process workflows and documentation 

 Present continual process improvement under TLSM 

 

COACHING AND SHORT TERM SUPPORT  

Taking on a new initiative or expanding your division? Going through a busy season? Is a key 

member of your team going to be taking a leave of absence? IMS provides coaching and short-term 

staffing support at all levels across your business, from pro-active executive assistants to technical 

experts.  Experienced IMS team members can help fill your short-term needs while supporting your 

long-term goals. 
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PROACTIVE RESEARCH SERVICES RISKS & REWARDS 

SESSION DESCRIPTION 

Are you providing information, or answers? This key difference between proactive and reactive 

research services and the needs of attorneys vs. C-Level Executives can be the difference between 

being viewed as a cost center vs. a valued resource. What are the wins and losses in anticipating 

information needs, and the impact those anticipation initiatives have had? How are information 

providers functioning beyond the questions asked of them to become proactive providers of 

answers? 

 

SESSION SPEAKERS 

 

John DiGilio, National Manager of Library & Research Services, Reed Smith LLP 

John DiGilio is the National Manager of Library & Research Services at 

Reed Smith LLP. He is a nationally known law librarian, educator, and 

award-winning author, with over 15 years of professional legal research 

experience in large law firms. John currently manages law librarians and 

library research programs for all U.S. offices of Reed Smith, and has 

authored numerous articles and research papers on law librarianship, 

legal research, and ethics. Previously, John has taught undergraduate and 

graduate courses in business law, e-commerce, ethics, fair employment 

practices, and applied research methodologies. 

 

Tom Duggan, Legal Research Services Manager, Baker Hostetler LLP 

As Legal Research Services Manager for Baker Hostetler LLP, Tom 

Duggan manages the firm’s seven Legal Researchers across the country 

to streamline, centralize and deliver high-level research services to the 

firm's nearly 800 lawyers in five practice areas.  He has over 24 years' 

experience working in private law firm libraries and for legal 

information vendors.  From 1989-2004, Tom served several 

different roles at Davis, Graham & Stubbs LLP, including Research 

Librarian, Head Librarian, and Manager of Library and Information 

Resources.  Tom spent the next six years with West, a Thomson Reuters 

business, as Librarian Relations Manager for an 11-state territory, calling on, training and 

consulting with large law firm librarians on effectively using online and print services from West, 

and strategizing with them to achieve collection development, cost management and research 

service goals.  Tom is a former President of the Colorado Association of Law Libraries, and is also a 

member of the American Association of Law Libraries.  
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Marlene Gebauer, Director of the Research Center, Greenberg Traurig 

Marlene Gebauer is the Director of the Research Center at Greenberg 

Traurig. Previously a practicing lawyer, Marlene has worked as a law 

librarian for 15 years.  Increasingly, her role revolves around knowledge 

management projects such as strategic purchasing, product and service 

creation, competitive and business intelligence and guided 

research.  Marlene received her BA from Syracuse University, her MLIS 

from Rutgers, the State University of New Jersey and her JD from Case 

Western University School of Law. 

 
 
 

Monice Kaczorowski, Chief Knowledge Officer, Neal, Gerber & Eisenberg LLP 

Monice M. Kaczorowski was the Director of Library Services and 

Competitive Intelligence for Neal Gerber Eisenberg for 10 years before 

her role as Chief Knowledge Officer. Prior to joining the firm, she was 

Director of Libraries for Ross & Hardies for 14 years. She is a member of 

Neal Gerber Eisenberg’s Marketing Committee, works closely with the 

Marketing Department, and attends monthly practice group meetings to 

develop needs assessments and promote business development within 

the firm. Monice specializes in competitive intelligence, teaching cost 

effective legal research, and increasing law firm profitability for library 

services.
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Current Opportunities 

• Embed or integrate researchers into practice, client service or 
industry groups 

• Determine customized product sets for various users based on 
needs analysis, content and function comparison and price 

• Add new positions and roles to meet emerging and specialized 
needs (ex: Business Research Specialists, Competitive Intelligence 
Analysts, Project Management) 

• Analyze and apply metrics for targeted out-reach to patrons 
regarding research opportunities 

• Provide cost effective research training for attorneys and other 
timekeepers 

– Specifically consider targeting a joint project with professional 
development, to include this training as part of the onboarding process for 
new and/or summer associates. 
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Getting Started 

Identify A 
Need 

•Outside the library 

•“What do you need” 

•Where is the “crunch”? 

 

Provide A 
Service 

•Start small 

•Leverage existing skills 

•Make it manageable 

 

Promote 
Success 

•Post an article 

•Repeat what works 

•Share internally 
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Tom – Case Study  

• What is it?  
– Internal social network for safe and meaningful 

discussions  

– Collaborative work space for attorneys and staff 

– Builds real-time knowledge base 

• Legal Research Services’ contribution 
– Legal Researchers are members of special interest (practice) groups 

–  Post links to current awareness news, legislative, regulatory and case 
activities 

• Benefits! 
– Practice groups – current awareness and related comments at their 

fingertips 

– The firm - active engagement in platform and resulting knowledge base 

– LRS - firmwide visibility on a daily basis 
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John – Case Study 

• Embedded Librarian Program (Adopt a Practice Group) 

• Process: use metrics to determine underserved practice 
groups, identify practice group champions, encourage 
librarians to gravitate towards areas of interest, facilitate 
communications, and monitor resulting activity. 

• Results: better utilization through demonstration expertise, 
librarians invited to practice group meetings/events, increased 
utilization of targeted resources, Librarians operating outside 
of the physical library. 

• Takeaways: buy-in from both sides is essential, communication 
and visibility are key to success, deliverables must be set in 
advance, and monitoring must be an ongoing process. 
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Monice – Case Study 

• Creation of a Competitive Intelligence Unit: identifying and  
acting upon the role that library can play in business 
development and the RFP process.  
– Create a CI Business plan 

– Align your Unit to support the needs  within your organization – You 
need organization” buy in “ to be successful 

– Create and Brand CI Material 

• Be prepared for the work to be: labor intensive, analysis 
driven, focused on requestor, less is more, time sensitive, 
heavy on tracking trends and competitors, heavy on 
collaboration with other departments. 

• Remember: Do not “over promise”, allow room to evolve 
along with CI, and fully asses ROI before getting started. 
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Marlene – Case Study 

• Curated & vetted newsletters – content geared towards a variety of 
groups and subgroups 

• Key challenges: lack of necessary relationships, inability to narrow 
current awareness needs, need for technical skills, appreciation of 
need to push curated & vetted content, time-intensive manual process 

• Implementation partners: Attorneys, Marketing, IT, Professional 
Development 

• Solution services: InfoNgine, Google alerts 

• Implementation highlights: aggregating relevant content from many 
sources, working with vendors on solutions, automating the process 

• Key Benefits: relationship building based on working directly with 
practice groups, relevant subject area awareness increases librarian 
knowledge, increased amount of research requests & involvement in 
information platform decisions 
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Future Opportunities 

• Strategic CI and BI direct client research services integrating researchers into 
practice group, industry and client teams application of guided research principals 

• Integrate researchers into practice group, industry, and client teams 

• Knowledge management via portal environments using aggregated information 
and customized "My Views" Legal Project management in the Library including 
ability to menu price online services 

• Use aggregated information and customized "My Views" 

• Use Legal Project Management in the Library including ability to menu price online 
services 

• Continue to integrate services and staff into practice group discussions 

• More deeply embedded researchers that work closely with practice groups. 

• Consider having research services and tools outlined in client engagement letters 

• Work with assignment coordinators/HR for summer (and new) associates to offer 
support targeted to what will be needed in order to effectively complete research 
projects. 
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THANK YOU! 

Questions? Comments? 
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CASE STUDY: LEGAL RESEARCH & INTERNAL SOCIAL NETWORK, YAMMER 

 

Baker Hostetler recently implemented a firm-wide internal social network, Yammer.  This 

collaborative platform serves as a new and more meaningful way to communicate safely across all 

11 offices. Based on interest and expertise, a Legal Researcher is assigned to practice groups 

interacting on the Yammer network and posts relevant news and current legislative, regulatory and 

judicial activity. Practice groups benefit from the information, the firm benefits from active 

engagement in the platform and knowledge base it creates, and our Legal Researchers gain 

visibility on a daily basis. 

A NETWORK FOR CONNECTING COLLEAGUES AND BUILDING A REAL-TIME KNOWLEDGE 

BASE  

Yammer is a network for connecting colleagues, building a real-time knowledge base, and a 

revolutionary approach to creating collaborative workspaces for attorneys and staff.    

To support the needs of practice specific groups within Yammer, and to promote the idea of safe 

and meaningful discussions within the community, Legal Research Services assigns at least one 

Legal Researcher to become a member of special interest (practice) groups and post links to 

current awareness news, legislative, regulatory and case activities. We’ve had great success in the 

tax, labor and employment, data privacy and white-collar areas.  For instance, a post to our tax 

group’s page regarding the DOJ’s advice to companies who want to comply with the Foreign 

Corrupt Practices Act generated substantive online discussion among attorneys within the group, 

and culminated with a personal thank you from the practice chair about the value of the post.  

Mission accomplished! 

Members appreciate the proactive contributions from our team, and it has driven requests for 

further, more in-depth research on specific industries, clients, legislative and regulatory actions, 

and more.  The LRS team’s skills and expertise are front and center with these groups, and 

oftentimes partners and associates will recommend our services to their colleagues in other 

practice areas and offices.  We hope to expand the “ahead of the game” approach to future pages 

targeted to summer associate research support and development, legal support staff, marketing, 

and IT.   

The network also provides beneficial “chat” space for the Legal Research Services team itself, where 

we can exchange ideas about pending research projects, post vendor-sponsored updates relevant to 

the team, conduct polls on the value of a new tool a staff member has come across, and hold virtual 

team meetings where our conversations are permanently recorded for later access!   

Although we still rely on email for a portion of our communications, the firm is progressing towards 

an environment where Yammer plays a large role in our daily workflow and dialog!  

 

- Tom Duggan,  Baker Hostetler  
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CASE STUDY: EMBEDDED LIBRARIANS  
 
To address the recently changing role and perception of legal library services, Reed Smith began 
imbedding research librarians directly within practice groups. This process increased the visibility, 
utilization, and general perception of research services and resources. 

 
EMBEDDED LIBRARIANS / PRACTICE AREA SPECIALIZATION  
 
Goals:   

 Increase library and resource utilization by the firm’s most active, emerging, and nascent 

practice groups by integrating research librarians directly within those groups. 

 Establish a direct rapport between librarians and practice groups through demonstrated 

subject matter expertise. 

 Provide greater stake for librarians in utilization of services and resources. 

 

Process: 

 Provide metrics to determine which practice groups are most active and those that may be 

underutilizing library services and resources. 

 Determine best attorney candidates to develop buy in (Practice group leaders, most active 

or respected, etc.) 

 Allow librarians to self-select practice areas for specialized skills development. 

 Institute program for librarian skills development with emphasis on timetable and 

deliverables. 

 Facilitate communication between librarians and practice group “champions”. 

 Work with librarians to determine resources and services to be highlighted and “pushed”. 

 Continue to monitor utilization metrics by groups in place. 

 

Results: 

 Better integration and utilization when librarians develop demonstrable expertise. 

 Librarians invited to practice group meetings and events. 

 Utilization of targeted resources increases. 

 Librarians forced out of historical physical and geographic focus and restrictions. 

 

Takeaways:  

 Buy-in from both practice groups and librarians is essential. 

 Communication and visibility are keys to success. 

 Deliverables must be set in advance. 

 Constant monitoring of metrics (re: utilization of resources and services) is necessary. 

 Librarians should be involved in metrics review. 

 Constant review of progress with both librarians and practice group “champions” is also 

important. 

 

- John DiGilio, Reed Smith LLP 
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CASE STUDY: RESEARCH SERVICES AND COMPETITIVE INTELLIGENCE 

 

Library Services recognized the growing opportunity and need for Competitive Intelligence (CI) 

support throughout various stakeholder areas within our firm, and actively took on creating a 

Competitive Intelligence Unit to provide that support. These efforts have expanded the role of the 

Library beyond traditional legal services, and provided the Research Services Team with greater 

visibility and strategic interaction within the firm.  

CREATION AND MAINTENANCE OF COMPETITIVE INTELLIGENCE UNIT  

Getting Started: 
 
1. Understand your organization’s strategic plan for growth and business development 

 
2. Identify role library can play to support business development – RFP initiative 

 
3. Create a CI Business plan 

 Mission statement 

 Staffing 

 Resource Needs 

 Goals and Objectives (Should reflect your organization’s strategic business development 

plan) 

 

4. Align your Unit to support the needs within your organization – You need organization” buy 
in “ to be successful 

 Marketing 

 C Suite 

 Finance 

 Rainmakers 

 Practice Group Chairs 

 

5. Create and Brand CI Material 
 Create consistent report formats for CI materials  

 Work with Marketing to create brand and tagline for work product 

 Organization needs to understand where CI is coming from and value of work product 

 

6. Be Prepared, Competitive Intelligence is: 
 Labor intensive 

 Analysis driven 

 Focused toward requestor 

 Understanding less is more  

 Time sensitive 

 Tracking trends and competitors 

 Setting up early warning systems to aid your organization’s goals 

 Supporting business development initiative and RFP process 

 Assisting cross selling 
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7. CI process elements 
 Unified email address or go to person 

 Clearing Conflicts prior to CI 

 In depth reference interview to understand the focus of pitch or RFP 

 Understanding CI format needs of the requestor 

 Feedback on pitch or RFP 

 Capturing cost of CI  

 Monitoring new business gained to calculate ROI 

 

Best Practices: 
□ Start out small 
□ Do not “over promise” what you can reasonably deliver 
□ CI process is constantly evolving 
□ CI is expensive and ROI should be calculated from the start 
□ Continue to evaluate resources available for CI – share costs with other departments 

when possible 
□ Education for the CI professional is essential  

 

- Monice Kaczorowski, Neal, Gerber & Eisenberg LLP 
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CASE STUDY: CURATED AND VETTED NEWSLETTERS 

 
To become more directly connected to practice groups, and better aware of their day to day 

information needs, The Research Department took on the process of creating and providing vetted 

newsletters with content geared towards a variety of groups and sub groups.  The process better 

connected the Research Services team, not only to the practice groups, but also to IT, Marketing, 

and Professional Development, which helped our department implement this initiative. 

 
CURATED AND VETTED NEWSLETTERS  
 
Key challenges: 

 Lack of deep relationships with practice groups  

 Inadequate means to narrow current awareness material of large groups and subgroups 

to relevant content  

 Need for technical skills  

 Appreciation of need to push curated and vetted content 

 Manual process takes too much time 

 
Implementation partners: 

 Attorneys 

 Marketing 

 IT 

 Professional Development 

 
Solution services 

 InfoNgen 

 Google alerts 

 
Implementation highlights 

 Aggregating relevant content from a variety of sources 

 Working with vendor on solutions for drill down challenges  

 Automating the process 

 
Key benefits 

 Relationship building based on ability to work regularly and directly with members of 

practice group. 

 Increased understanding of relevant subject area awareness increases librarian 

knowledge. 

 Increased amount of research requests and involvement in information platform 

decisions. 

 

- Marlene Gebauer, Greenberg Traurig 
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CASE STUDY: EMBEDDED RESEARCH SERVICES AND PROJECT MANAGEMENT 
 

One of our embedded librarians was selected to work with IT to evaluate the current IP Docket 

system, due to their experience with the vendor RFP process and implementation of computer 

software systems.  This opportunity came directly as a result of that Library Manager being 

embedded in the IP group.  It successfully expanded the role, collaboration and visibility of the 

Research Services Team, further solidifying collaboration between the 3 groups.  

IT PROJECT MANAGEMENT SUPPORT FOR IP DOCKET SYSTEM  

This included: 

1. Evaluation of current IP Docket System - Identifying strengths and weaknesses 

2. Creation of the RFP process to solicit vendors of IP docket products including existing system 

3. Completion of due diligence reports on RFP responders 

4. Scheduling Vendor product demos in house and/or via webinar 

5. Comparison of all product offerings – identifying strengths and weaknesses 

6. Presentation to IP practice focus group – partners, paralegals, docket staff 

7. Ensuring that vendor finalists addressed focus group issues 

8. Scheduling of demonstrations from Vendor finalist(s)  

9. Evaluation of Vendor Pricing structure and maintenance fees 

10. Performing a needs assessment for vendor project management and Firm IT involvement 

11. Creating a Project Management Timeline for implementation of new IP docket system or 

solving issues of present system 

12. Outlining the duration and cost of the new system implementation including: 

 Data mapping of present data to new system 

 Establishing Test environment 

 Training of staff and creation of Procedure Manuals 

 Running dual IP docket systems 

 Cut over to new system 

13. Soliciting bid and timelines for solving issues in current docket system – Evaluating the ROI  

14. Contributing to final selection of IP docket system 

15. Budgeting for the new system in the upcoming fiscal year 

16. Evaluation of the hardware, software and staffing needs  

17. Completing the final project management timeline for implementation of new IP docket 

system 

- Monice Kaczorowski, Neal, Gerber & Eisenberg LLP 
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CURRENT PROACTIVE RESEARCH OPPORTUNITIES  
 

The Proactive Research Panel has compiled this list of opportunities in today’s immediate Legal 

Research Environment. You will note that a number of these are highlighted in this session’s case 

study examples. How many of the opportunities below do you currently engage in at your 

firm? How many could you get up and running this year with existing resources? 

□  Communicate & Increase Visibility 

□  Embed or integrate researchers into practice, client service or industry groups 
□  Customize e-newsletters and alerts to practice groups (vetted and curated) 
□  Hold practice group leader/partner retreat activities (ex: host “trade show” style 

booths; ex: schedule information sessions at practice group and partner retreats to 

highlight Legal Research Services and Staff) 
□  Brand all library communications 
□  Use internal or external social network to highlight projects and explore research  

 opportunities 

 

□  Support Client Interactions 

□  Review of firm clients and business strategy to expose research opportunities 

□  Conduct client satisfaction surveys for library patrons and firm clients. (Quick tip:  

CI unit researches and prepares response briefings for managing partner and billing 

partner visits to clients in response to client surveys)  
□  Created guided research principles for Competitive Intelligence research  

 

□  Re-Approach Research Services 

□  Determine customized product sets for various users based on needs analysis, 

content and function comparison and price.   

□  Offer summaries and analysis of content provided to patrons  

□  Provide guided research 

□  Provide cost effective research training for attorneys and other timekeepers 

 

 Specifically consider targeting a joint project with Professional Development 

to include this training as part of the onboarding process for new and/or 

summer associates. 

  Make use of legal research spending caps and execute a system where the 

library is notified when ceilings are reached (quick tip:  review and further 

educate users as needed) 

 

□  Work with Practice groups to create checklists and templates for routine reference 

services (quick tip: remember to brand them so users know they came from the 

library) 

 



Information Management Evolution Conference  April 25th, 2013 
 
 

 

Integrated Management Services, LLC           163 

□  Provide Alerts  

□  On clients and industry trends 

□  On law firm management trends 

□  On the firm’s competitors 

□  For RFP prospects (quick tip: market the Library as providing "value added" non-

billable legislative and regulatory alerts for prospective clients and their industry as 

a service provided by the Firm) 

 

□  Find Opportunities to Expand Roles  

□  Add new positions and roles to meet emerging and specialized needs (ex: Business 

Research Specialists, Competitive Intelligence Analysts, Project Management) 

□  Become an expert in new technologies and information sharing and promote (quick 

tip: apps, blogs) 

□  Increase value of firm intranet or portal by integrating external information like 

news, client info, industry trends, and litigation monitoring 

 

□  Employ Metrics 

□  Provide metrics for targeted out-reach to patrons  

□  Analyze and apply metrics for targeted out-reach to patrons regarding research 

opportunities 

□  Provide support for purchase decisions using metrics to evaluate purchasing and 

service options 

 

□  Additional 

□  Rollout collaborative tools for attorneys and staff 

□  Work with finance department to locate client addresses for payment purposes 

 

FUTURE PROACTIVE RESEARCH OPPORTUNITIES  
 

The Proactive Research Panel has compiled this list of pro-active research opportunities that they 

anticipate growing over the next three years. How many of these are you already beginning to 

see demand for in your own environment? 

□  Strategic CI and BI direct client research services integrating researchers into practice 

group, industry and client teams application of guided research principals 

□  Integrate researchers into practice group, industry, and client teams 

□  Knowledge management via portal environments using aggregated information and 

customized "My Views" Legal Project management in the Library including ability to menu 

price online services 



Information Management Evolution Conference  April 25th, 2013 
 
 

 

Integrated Management Services, LLC           164 

□  Employ Legal Project Management in the Library including ability to menu price online 

services 

□  Continue to integrate services and staff into practice group discussions 

□  Embed researchers more deeply into practice groups 

□  Consider having research services and tools outlined in client engagement letters 

□  Work with assignment coordinators/HR for summer (and new) associates to offer support 

targeted to what will be needed in order to effectively complete research projects. 

IMS PAIRED SERVICES 

In 2012 Lynn Oser in conjunction with IMS established the Total Library Service Management 

(TLSM) framework to address the needs, opportunities, and challenges legal libraries are facing. 

Through the application of TLSM -- IMS will help your library develop strategies and service 

offerings in a way that can be easily presented to management and internal teams, to obtain the 

buy-in needed for successful implementation. 

Through the training, workshops, and programs below library staff will cover strong approaches 

for: 

 How to define and measure service success 

 How to redefine the role of library and research professionals by going beyond the walls of 

the library space 

 How to adapt library and research services in line with the changing information landscape 

 How to expand services to improve value add and contribution to firm and client projects 

and matters 

 How to improve communication to your clients 

 How to align library and research strategies with the changing needs of your organization 

 

PROACTIVE RESEARCH IMPLEMENTATION 

Information is key to decision making.  Getting the right information to the right people at the right 

time is paramount to success.  The process of developing a proactive research program involves 

identifying opportunities, broadening audiences, and determining measurements for success.  IMS 

offers both a two-hour brainstorming session and a full program development engagement.  

INTRODUCTION TO TLSM 
This introduction to Total Library Service Management (TLSM) will provide your library team with 

a foundational understanding of Service Management and how service delivery processes can be 

used to improve overall library operations. 
 

Workshop 

 Present concepts of Total Service Delivery 

 Review aspects of the Service Management framework 

 Interactive session on Service Management 

 Define the phases of the Service Lifecycle 

 Present Total Library Service Management (TLSM) Processes 
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 Interactive session on TLSM in use within the Library 

 Present concepts of the Service Catalog and Service Desk 
 

STRATEGIC PLANNING AND DEVELOPMENT 
Strategic planning has become a key component in library management. Not only do you need to 

understand and align with the strategic objectives of our broader departments — be it Information 

Services, Marketing, Knowledge Management, or Operations — but you also need to ensure that 

you are in tune with the broader organization’s goals and direction. This workshop will outline the 

process for taking organizational strategies and combining them with your library and research 

goals to develop both short-term and long-range strategies for success. 
 

Workshop 

 Present concepts of Strategic Planning under TLSM 

 Interactive session on firm and departmental strategies 

 Present methods for gathering stakeholder feedback 

 Interactive session on industry trends and projected changes 

 Define elements of a solid Strategic Plan 
 

SERVICE CATALOG BASICS 

Successful organizations clearly define their services and set service-level expectations for their 

customers. Development of a Service Catalog is the first step toward continued service 

improvement and alignment of services to the needs of your organization. In this session, you and 

your team will learn the basics of Service Catalog development and how to establish service level 

agreements against which you can measure success. 
 

Workshop 

 Define the Service Catalog under TLSM 

 Define differences between services and processes 

 Interactive session on service vs. process 

 Present benefits of repeatable service processes 

 Define Service Level Agreements (SLA’s) 

 Interactive session around service level expectations 

 Present continual service improvement under TLSM 
 

PROCESS DEFINITION AND IMPROVEMENT PLANNING 

Simplification of processes results in efficiencies and increased value. This interactive session 

focuses on defining processes and identifying opportunities for improvement using the TLSM 

framework. Attendees will learn how to chart existing processes, prepare process documentation, 

and evaluate processes to identify inefficiencies. 
 

Workshop 

 Differentiate between services and processes 

 Interactive session on service vs. process 

 Define streamlined, repeatable processes 

 Interactive session on process workflows and documentation 

 Present continual process improvement under TLSM 
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BACK IN THE BUSINESS OF BUSINESS INTELLIGENCE 

SESSION DESCRIPTION 

Perspectives, strategies, and opportunities for leveraging strengths and skills across teams, 

including practice management, library/research, and business intelligence. This panel will address 

how collaborative, cross-functional business intelligence teams can provide better, more targeted 

information portfolios that can influence firm strategies and decision making.  

 

SESSION SPEAKERS 

 

Amy Halverson, Litigation Knowledge Manager, Wilson Sonsini Goodrich & Rosati 

Amy Halverson manages knowledge management resources at Wilson 

Sonsini Goodrich & Rosati, a firm of more than 600 attorneys working 

from 12 offices in the U.S., China and Europe. An attorney and former 

litigator, she left private practice to direct the online editorial operations 

of law.com, a national legal website. She then returned to the law firm 

environment, where she calls upon her legal and web project experience 

to facilitate the development of tools that capitalize on existing law firm 

information flows and business processes, promoting the effective 

delivery of superior legal services. 

Michele A. Lucero, Director of Business Development & Client Services, LAC Group 

Michele A. Lucero is part of LAC Group’s executive team as Director of 

Business Development and Client Services. Michele has more than 18 years 

of experience including work with the LA Law Library, West (Thomson 

Reuters), Mayer Brown, Weil Gotshal, Lionel Sawyer and the Las Vegas-Clark 

County Library District. As an accomplished law librarian and business, 

leadership and dispute resolution professional, Michele is adept at combining 

her in-depth knowledge with skillful relationship building. Ms. Lucero earned 

her undergraduate degree in Management & International Business from the 

University of Nevada Las Vegas, her M.L.S. degree in Legal Informatics from 

the University of North Texas, and her M.B.A. in Strategic Management from 

the University of North Texas. At Pepperdine University, she completed a Certificate in Dispute 

Resolution and is currently pursuing her Doctorate of Education in Organizational Leadership and a 

Masters of Dispute Resolution.  

 

  



Information Management Evolution Conference  April 25th, 2013 
 
 

 

Integrated Management Services, LLC           167 

TRANSPARENCY AND FOSTERING OF INFORMATION INTRAPRENEURSHIP 
 

Business intelligence, as a practice, is premised on the assumption that internal data and 

information are available for re-use and analysis.  Yet many law firms have underutilized or 

overlooked silos of departmental information, whether due to a cultural reluctance to share or as 

the byproduct of organizational changes, such as mergers.  Information transparency can facilitate 

simple processes and tools that yield high value.  And, as law firm information professionals, we are 

well positioned to initiate projects that promote transparency and foster “intrapreneurship” by 

enabling other departments and individuals within the firm to create new value from existing 

systems and processes, thereby giving the firm a competitive advantage.   

      

In this session, we will discuss ways to: 

 

 Identify untapped or underutilized caches of information and processes in your firm.   

 Make a business case for exposing information more broadly across the firm by showing 

potential contribution to the value propositions of client service, realization and/or 

business development. 

 Form practical strategies for opening departmental information silos and promoting a 

culture of transparency. 

 

Exercise:   

Rate on a scale of 1 to 3 how easily accessible the following information is to you/your attorneys. 

 

1 = I can access the information myself in real time. 

2 = I know that the information is readily available if I request it from someone who has access to it. 

3 = I'm not sure if the information is available, or it would be a big project to collect. 

 

 Firm client list 

 List of clients that are in a particular industry (banking, consumer goods) 

 Open matters for each client 

 For those open matters, who is billing to the matter 

 Subject matter experts within the firm (e.g., who has experience handling FCPA audits?) 

 List of firm attorneys admitted to practice in the state of Illinois 

 Work product created by others within the firm on matters you do not work on (sample 

pleadings, agreements, research memos) 

 List of current adverse parties 

 List of recent formal proposals/auditions 

 Fees billed for a particular type of deal or case 

 

- Amy Halverson, Wilson Sonsini Goodrich & Rosati 
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STRATEGIC LEADERSHIP AND CULTURAL INTELLIGENCE 

The legal sector has struggled due to turbulent market conditions and law firms have closely 

examined their firm performance, management, and leadership to determine how to survive.  The 

once quiet sector is now a sea of challenging times with the business of law changing.  As such, 

there is an increased need for cultural competency among law firm professionals in order for firms 

to succeed in a multicultural, globalized environment.  One opportunity for law firms to consider is 

integration of cultural intelligence (CQ) into their firm strategy in order to understand their 

environment and position for change.  

In this session, we will: 

 Identify the new normal that law firms are facing and its impact on leadership. 

 Examine what is cultural intelligence and determine your own CQ level. 

 Provide examples of how to enhance your CQ capabilities.  

 Make a business case for exposing firms to CQ in order to apply it within your environment, 

in cross-functional teams, in hiring and decision-making processes. 

 

Exercise: In order to start thinking about cultural intelligence, consider the following questions: 

 What is one cultural challenge you have faced in your role?  

 How do law firm professionals encounter cultural situations and adapt their behaviors? 

 What level of cultural understanding do law firm professionals need in varying situations?  

 
 
 
 
 
 
 
 

 
 

www.lac-group.com      
 

 

 

- By Michele A. Lucero, Director, Business Development & Client Services 

 

 

 

http://www.lac-group.com/
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QUICK CQ SELF-ASSESSMENT 

The Cultural Intelligence Center (www.culturalq.com) offers a variety of tools, 

certifications, and assessments related to raising your awareness of your CQ (Cultural 

Intelligence) from a quick selfasessment (www.culturalq.com/selfassessgo.html) to a 

multi-rater assessment (360) referenced by Michele A. Lucero during her 

presentation. 

 

CQ: THE TEST OF YOUR POTENTIAL FOR CROSS-CULTURAL SUCCESS 

David Livermore published an article in 2010 about leadership, 

and becoming increasingly aware of, “the skills you need to lead in 

a globalized world.” While David’s article was geared towards 

globalization in term of organizations operating across 

geographical barriers and the resulting cultures – many of his 

points hold true for the increasingly “global” role of information 

professionals within their own firms. While the barriers and 

challenges may not be as starkly apparent as the differences 

between operating business in the U.S. vs. Nigeria, we still need to 

be aware of the perspectives and cultures within our own firms 

(across departments, and levels of management) so that we can 

communicate effectively while operating efficiently. You can access the full article on the Forbes 

website: http://www.forbes.com/2010/01/06/cq-cultural-intelligence-leadership-managing-

globalization.html. 

David Livermore is the author of Leading with Cultural Intelligence: The New Secret to Success. He is 

the executive director of the Global Learning Center, in Grand Rapids, Mich., and is a visiting research 

fellow at Nanyang Technological University in Singapore. He averages 35 national and international 

speaking engagements a year, addressing approximately 7,500 leaders a year across 75 countries. His 

Web site is www.davidlivermore.com . To learn more about CQ, visit www.cq-portal.com. 

IMS PAIRED SERVICES 

Client and business development practical application programs help businesses increase their 

visibility, experience better interactions with their client base, and strategically allocate resources 

based on client appetites, in order to realize the most value out of their business development 

investments. 

COMPETITIVE INTELLIGENCE DATA FEASIBILITY REVIEW PART I 

Does your data provide the insights your firm needs for better business development? As a 

precursor to large-scale improvement initiatives, IMS experts will review current firm data for 

improvement suitability. This small project involves a review of your firm’s targeted area of interest 

(new business, territories, etc.) the provision of customer data with bulling amounts and 

demographic data, and data analysis for suitability. 

 

 

http://www.culturalq.com/
http://www.culturalq.com/selfassessgo.html
http://www.forbes.com/2010/01/06/cq-cultural-intelligence-leadership-managing-globalization.html
http://www.forbes.com/2010/01/06/cq-cultural-intelligence-leadership-managing-globalization.html
http://www.davidlivermore.com/
http://www.cq-portal.com/


Information Management Evolution Conference  April 25th, 2013 
 
 

 

Integrated Management Services, LLC           170 

COMPETITIVE INTELLIGENCE CLIENT PROFILE CREATION PART II  

This small project is only available as an add-on to Competitive Intelligence Data Feasibility Review 

Part I, and only if the outcome of that review found your data to be suitable. If your data is robust, 

then IMS will create a series of client profiles to help your firm better target ideal clients: ones who 

have a high likelihood of providing profitable long-term relationships with your firm. 

 

TARGETED PROSPECT IDENTIFICATION FOR BETTER BUSINESS DEVELOPMENT  

This market study is only available as an add-on to our small project “COMPETITIVE 

INTELLIGENCE CLIENT PROFILE CREATION PART II” and will run customized client profiles 

against market data. This study will create an intelligently targeted lead-list of businesses that are 

likely to need and appreciate your services, providing your firm with ongoing and profitable 

relationships based on your historical client data and financial results. 
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IMS TEAM  

IMS experts are selected for their cultural values of service delivery, accountability, and integrity. 

We focus on building our business and team on the basis of good work, good results, and inclusive 

outcomes. For each of our highlighted team members you will find a bio, contact information, and a 

QR code to his or her LinkedIn page. Reach out and add any member of our team to your contacts! 

JOHN HASELMANN 
John Haselmann is the Managing Director of IMS. John brings to each client 

relationship his decades of experience including managerial, entrepreneurial, 

and teaching.  

John founded IMS with a vision of building a firm that would alter the 

consulting landscape, by making services transparent and consistent in the 

value they provide through relationships and solutions.  

      E-mail: jhaselmann@integratedmgt.com 

      Tel:       (973) 715-7771 

 

 

NESTOR HOLYNSKYJ 
Nestor Holynskyj is a Senior Director at IMS and is skilled in transforming 

information technology and risk management services. Nestor Holynskyj has over 25 

years of experience in the law firm information systems arena, providing clients with 

a strong combination of field and technical experience coupled with a management 

consulting background. Nestor’s expertise spans strategic planning, system selection, 

business process analysis, storage management strategies, business continuity 

planning, and project management. 

E-mail: nestor@integratedmgt.com 

Tel:  (917) 992-9737 

  

AUSTIN WANG 
Austin Wang is a Senior Director at IMS has a strong background in 

telecommunications and networking, as well as in vendor management and 

client management. Austin’s recent work has included large-scale IT 

infrastructure projects that have involved telecommunications, WAN, data 

centers and disaster recovery. Austin’s expertise spans voice and data 

networking, VoIP and SIP solutions, VPLS and MPLS networks, technology trends, 

and vendor management.  

E-mail: awang@integratedmgt.com 

Tel:  (917) 439-2439 

mailto:jhaselmann@integratedmgt.com
mailto:nestor@integratedmgt.com
mailto:awang@integratedmgt.com
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SUSAN O’BRIEN 
Susan O’Brien is a Senior Consultant at IMS and a strategic sourcing professional 

with 13 years of procurement leadership at Pitney Bowes. She has been the lead 

category strategist for professional and other general business services such as 

consulting, insurance, and software, with extensive experience creating, 

negotiating, and implementing intelligent global agreements.  

E-mail: sobrien@integratedmgt.com 

Tel:  (203) 482-2967 

  

GILLIAN NEER 
Gillian Neer is a Consultant at IMS and has worked with legal topics and the 

legal industry since 2008. She has a strong background in project management, 

and her work has focused on alternative fee arrangements, legal practice 

management, building value, and client communications. Gillian has supported 

executives across a variety initiatives including: initial forays into matter 

management, legal project management, policy drafting, and general research. 

E-mail: gneer@integratedmgt.com 

Tel:  (908) 581-4866 

 

SUMANA RAMAKRISHNAN 
Sumana Ramakrishnan is a Consultant at IMS and provides support for IT, Process 

Improvement and Risk Management practices, as well as for marketing and business 

development. Sumana has worked with legal topics for multiple years, with 

experience as a paralegal as well as in detailed legal and policy research. Sumana’s 

expertise spans labor law, legal research, domestic and global public policy, and 

business intelligence initiatives. 

E-mail: sumana@integratedmgt.com  

Tel:  (908) 279-3265 

 

LYNN OSER 
Lynn Oser is a Senior Consultant at IMS and is a wealth of over twenty years of 

experience in the fields of library and information management.  

Lynn focuses on management, process improvement, strategy and operations, 

specializing in the areas of corporate and legal libraries. In addition, Lynn 

provides direction and support in the areas of CRM, data quality, information 

and knowledge management, as well as information taxonomy. 

E-mail: lynnoser@integratedmgt.com 

Tel:  (781) 844-9698 

  

mailto:sobrien@integratedmgt.com
mailto:gneer@integratedmgt.com
mailto:sumana@integratedmgt.com
mailto:lynnoser@integratedmgt.com
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MARK HIPP 
Mark Hipp has decades of experience in database architecture, mathematical 

modeling and strategic marketing, as well as new product development.  

Mark specializes in customer interaction applications that enable marketers to 

engage, acquire and retain customers. He also has expertise in strategic marketing 

planning, tactical productivity projects, as well as in business planning and 

regulatory support for high capacity digital services. 

E-mail: mhipp@integratedmgt.com 

Tel: (000) 000-0000 

 

ERIN KROMANN 
Erin Kromann is a Senior Consultant at IMS and serves clients in the legal and 

healthcare industries, and the Fortune 500. Her project expertise spans Business 

Continuity Management, Disaster Recovery, Corporate and Healthcare Regulatory 

Compliance, Data Center Collocation, Wide Area Networks, PMO development, 

and Strategic Knowledge Management development. She is skilled in project and 

vendor management, quality control and publishing IT and BCM documents, with 

subject matter expertise in Risk Management.  

E-mail: ekromann@integratedmgt.com 

Tel:  (917) 656-7911 

 

ANTHONY CHESTER 
Anthony has worked in international business and consulting for 25 years in both 

private enterprise and public/non-profit entities in a variety of roles.  

Anthony specializes in business administration and strategic analysis on the topics 

of: budgeting and financial accounting, business process improvement, training 

delivery and development, dynamic strategic management, and more. 

E-mail: achester@integratedmgt.com 

Tel:       (917) 459-6513 

CHRIS JOHNSTON 
Chris Johnston is a Senior Consultant at IMS and a lead expert on IT Service 

Management. Chris is highly skilled in the subject of ITSM planning and 

implementation strategies, with experience in a broad range of ITIL process 

management roles, including five years as director of an ITSM program at New York 

Presbyterian Hospital.   

E-mail: cjohnston@integratedmgt.com 

Tel:  (646) 784-2214 

mailto:mhipp@integratedmgt.com
mailto:ekromann@integratedmgt.com
mailto:achester@integratedmgt.com
mailto:cjohnston@integratedmgt.com
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IMS STARTER SERVICES 

MARKETING SET-UP 

SOCIAL MEDIA MARKETING PILOT PROJECT 

(PROFESSIONAL SERVICES) 

This program focuses on establishing the basics of a 

content-driven social media marketing program, and 

includes a feasibility study in the form of an 8-week small 

group pilot project. The program concludes with a review of 

the metrics and information collected during the course of 

the program, a short-list of the clients or prospective clients 

that showed the greatest interest in the materials published 

by the group, and a list of your top 10 “hot topics” from a client perspective. Program participants 

need to be comfortable with writing and revising, Internet technology, and covering trending topics 

as well as their area(s) of expertise. 

 

CONTENT MARKETING PROGRAM SUPPORT & SET-UP 

This program focuses on establishing the basics of a content-driven marketing program, and 

includes a feasibility study in the form of an 8-week pilot project what will include: two mailings, 

target lists, and integration overviews. To ensure that our clients receive tangible value from this 

program, we require that at least one representative from your Marketing/Graphics and Business 

Development departments participates in this program. At the end of this program, your firm can 

expect a better understanding of the needs and wants of your client base, as well as an increase in 

your firm’s visibility. 

 

MANAGED CONTENT MARKETING 

IMS will facilitate content marketing outreach for your company, working in conjunction with your 

own Marketing and/or Business Development resources. IMS will provide a monthly report that 

will include: a targeted lead and prospect list with their interest(s) identified at the individual level, 

a summary of the traffic driven to your company website, promotion of attendance to your 

company events. This monthly service operates at a range of organization levels to meet the specific 

needs of your company. 

 

REQUESTS FOR PROPOSAL BOOT CAMP 

SHORT-TERM RFP REVIEWS AND SUMMARY PART I 

IMS will review, organize and provide a metric-oriented summary report of RFPs your business has 

received in the last six months. This report will include a summary of commonly requested 

elements, a demographic breakdown of the types of companies from which you are receive RFPs, 

and a suggestion for the type of language you should draft and standardize to support RFP 

responses. If your business collects data surrounding RFPs (which RFPs have resulted and have not 

resulted in business, and which RFPs have come from existing clients), IMS can provide a review of 

potential areas of attention in your responses to improve your RFP “win” ratio. 
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SHORT-TERM RFP LANGUAGE AND RESPONSE ELEMENTS PART II 

This small project is only available as an add-on to “SHORT-TERM RFP REVIEWS AND SUMMARY 

PART I,” and includes a summary document with language drafted in accordance to the 

recommendations made in the summary report from PART I, along with a six-month periodic 

review process to track improvement. Completion of PART II includes two review and revision 

rounds by business personnel, as well as an option for a guided discussion with a client of your 

choice to gauge the impact of your new RFP response language. IMS highly recommends that PART 

II be paired with our training program “RFP RESPONSE SUPPORT.” 

 

RFP RESPONSE SUPPORT 

A heavy business season can put a strain on your organization, and the balance between completing 

existing work and obtaining new business can be challenging. IMS experts can provide immediate 

support in the completion of RFPs and responses, manage client relationships, and provide the 

support your business requires as needed. When your business is past the busy business season, 

IMS will transition all relationship management to your company. 

 

RESPONDING TO RFPS WITHOUT SACRIFICING PROFITABILITY 

A two-part offering, this project begins with a review of your company’s past six months of received 

RFPs, any challenges that you may have faced in responding to those RFPs, and all associated data. 

After a one-month review, IMS experts will lead an interactive training session around increasing 

client satisfaction, communications, and efficiency regarding the client engagement process. During 

this session, participants will be encouraged to ask targeted questions around client challenges and 

upcoming RFP elements. 

 

LEGAL PRACTICE MANAGEMENT 

Legal Practice Management (LPM) has been a trending topic for the better part of this decade, but it 

can be difficult to get started in the area, as many LPM components require significant resource re-

alignment, technology investment, or disruptions to the financial workings of the firm. These small 

starters set a cultural foundation of understanding and action for LPM without requiring large 

monetary or technical investments. 

 

LPM RESEARCH SUPPORT 

LPM research support covers specific topic research (matter management, alternative fee 

arrangements, outsourcing and alternate staffing options), as well as client and competitor research 

as requested. IMS experts will support the collection research and the communication of topic 

related research. 

 

LPM TRAINING SUPPORT 

Provide the tools and resources your attorneys need to address increasing client requests and 

client management throughout the course of a project. While it may be unrealistic to expect that 

every partner will consult accounting and finance before striking every client deal — providing 

attorneys the basics of risk reward trade-offs for different deal types, the fundamentals of matter 

management, and general client communication guidelines and checklists can greatly increase the 

value received from client interactions. 
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MATTER MANAGEMENT BASICS AND TEMPLATES 

This workshop reviews the basics of matter management, and addresses how matter management 

can be used to increase profitability and to provide a competitive edge when responding to RFPs or 

client cost reduction requests. This workshop provides a foundational understanding for both 

attorneys and legal support staff, supplying ready-to-use templates and guided exercises in order 

for participants to begin using matter management tools and practices from the very first day of the 

course. 

 

LEGAL SOCIAL MEDIA MARKETING PILOT 

This program focuses on establishing the basics of a content-driven social media marketing 

program, and includes a feasibility study in the form of an 8-week small group pilot project. The 

program concludes with a review of the metrics and information collected during the course of the 

program, a short-list of the clients or prospective clients that showed the greatest interest in the 

materials published by the group, and a list of your top 10 “hot topics” from a client perspective. 

Program participants need to be comfortable with writing and revising, Internet technology, and 

covering trending topics as well as their area(s) of expertise. 

 

LIBRARY STAFF AND PARALEGALS: THE FIRM’S UNTAPPED NATURAL RESOURCES 

Law firms are increasingly employing project managers, setting up internal project management 

offices, and hiring executives to face the challenges of responding to client requests for increased 

value and non-billable services. But, is a better resource for these topics already integrated in your 

firm? This four-week program reviews how the role of library staff and paralegals is currently 

approached in your firm’s environment, provides a review of industry changes to these roles, and 

ends with three custom-configured plans for better utilizing the knowledge resources of your firm. 

 

NEW OFFERING COMPETITOR REVIEW 

If you are considering a new product offering, the IMS team can provide a review of competitor’s 

offerings in this area, and let you know in a summary report how your competition appears to be 

approaching and providing those offerings. 

 

GAINING CONTROL OF ALTERNATIVE FEE ARRANGEMENTS 

 

VALUE PROVISION AND ALTERNATIVE FEE ARRANGEMENTS 

Clients want to win; whether it’s in the boardroom or the courtroom, clients want to come out on 

top. Knowing how to make your clients succeed and be satisfied will set you apart from your 

competition beyond price, win rate, and any other metric. This market study will help you 

understand what matters most to your target client base, giving you a better platform from which 

to respond to RFPs, matter requests, and more. 

 

ALTERNATIVE FEE ARRANGEMENTS AND VALUE PRICING OVERVIEW 

Are you having issues maintaining profitability with alternative fee arrangement matters? This 

offering for law firms and corporate counsel provides a full overview of available arrangements 
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along with their risk-reward trade-offs. Use this session to understand the trade-offs of different 

agreements, the types of agreements that should undergo financial review, and how to handle 

accommodating proper channels with short-deadline clients. 

 

ALTERNATIVE FEE ARRANGEMENTS AND VALUE PRICING PARALEGALS WORKSHOP 

Attorneys who have practiced for years or decades may have their practice down to a science, but 

are also still being faced with alternative fee or value pricing requests. In these cases, the best 

course of action may be to provide them with a buffer and support for continuing practice as usual. 

This interactive workshop provides legal support staff a practical and foundational understanding 

of how to support alternative fee and value priced matters towards successful and economical 

completion. 

 

ALTERNATIVE FEE ARRANGEMENTS AND VALUE PRICING ATTORNEY WORKSHOP 

For the attorney that likes to have a full set of tools in his or her arsenal, this interactive workshop 

provides a foundational understanding of how to handle alternative fee arrangements and value 

priced matters without putting undue risk on the firm or sacrificing client satisfaction. The simple 

tools and tips provided throughout this workshop answer the “why” behind the “what” of pricing 

and matter management, so that attorneys can adopt tactics that fit their practice preferences. 
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IMS EVOLUTION SERVICES 

IMS Evolution Solutions allow a business to experience change in 

small iterations, ensuring that budget allocations are used wisely 

and successfully. Businesses that show dramatic, rapid 

improvement without sacrificing stability or success do so 

through manageable changes that are easily accepted logistically 

and culturally. 

 

GROWTH: Grow profitably. Learn the basics of reaping more 

from your company’s marketing investments and of how those 

efforts can better support innovation, product and business development real-time. 

INNOVATION: Innovation can be simple if a business focuses on creating an innovative 

environment, rather than on individual innovative projects. 

INFORMATION: IMS employs a collaborative strategy of data collection and intelligent gap filling, 

employing the services of forensic accountants, intelligent algorithms, and 3-D modeling to provide 

simple and clear insights on an organization’s data. The process and IMS expert insight allows a 

company to efficiently manage organizational growth, productivity, and risk. 

PERFORMANCE: Increase productivity by learning how to better use your company’s investment in 

performance-enhancing programs. 

TECHNOLOGY: Create strategies that are aligned with the goals of your business, ensuring that: 

technology dollars are spent strategically, service agreements are established and monitored for 

compliance, and the IT organization understands risks, has systems and processes in place to 

minimize risk, and is adequately prepared to respond to disasters. 

 Communications Infrastructure: offers insight, support, guidance and facilitation for 

communications infrastructure solutions. IT experts augment existing technology teams, 

bringing decades of experience in selecting, designing and implementing communications 

projects — including familiarity with vendors and vendor representatives. IMS experts 

ensure that a selected solution will be successful within the business environment, 

providing quality service and a positive impact on overall operations. 

 IT Service Management (ITSM): provides IT organizations with a full perspective of IT 

service management. This includes support for the creation or augmentation of: incident 

management, problem management, event management, change management, knowledge 

management, release & deployment management, service testing validation, configuration 

management systems, supplier management, service level management, service catalogue 

management, and availability management. 

 Application Portfolio Management: helps organizations better understand their portfolio 

of applications, including current use, related costs, and available alternatives. IMS experts 

in this area often also address document management, records management, email & 

archiving, intranets, extranets & virtualization. 

http://www.integratedmgt.com/2010/transform/growth/
http://www.integratedmgt.com/2010/transform/innovation/
http://www.integratedmgt.com/2010/transform/information/
http://www.integratedmgt.com/2010/transform/performance/
http://www.integratedmgt.com/2010/transform/technology/
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 Data Centers & Disaster Recovery: offers expertise for collocations, build-outs, and 

disaster recovery planning including support for the determination and planning of phased 

implementations. 

 Application Portfolio Management: Are you looking to slim down your portfolio of 

applications?  Contact us now to get your free high-level portfolio review, including 

preliminary options and insights.  The purpose of the IMS Application Portfolio 

Management complimentary assessment is for IMS experts to gain a detailed understanding 

of our client’s applications environment, in order to develop an overall assessment of 

application usage and expenditures.  By reviewing the organization’s agreements, usage, 

and trends, IMS experts can provide you with an outline of options and insights. 

 

RISK: It can be challenging to fully mitigate organizational risk. IMS experts bring practiced 

expertise and knowledge to this practice area, and provide actual disaster problems to relevant 

personnel by pulling from our extensive library of tabletop workshops and disaster scenarios. 

http://www.integratedmgt.com/2010/transform/risk/
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IMS NEWSLETTERS 

ANNUAL AND QUARTERLY NEWSLETTERS BY TOPIC 
In 2012 IMS began publishing post-conference topic-driven newsletters to provide the best bits of 

content from each event, and continue the discussion with advice and insights from our own IMS 

experts – and extended network. 

Over the past six months these newsletters have encouraged connections and conversations far 

exceeding our expectations. We would like to thank all of you who have participated. 

 Our forward calendar includes: 

 Quarterly Information Management Newsletter 

 Bi-Annual Business Intelligence Newsletter 

 Annual Legal Practice Management Newsletter 

 Annual Information Technology Newsletter 

 Annual Vendor Management & Procurement Newsletter 

 

To sign up for any of our upcoming newsletters, or to suggest a topic, or submit an article – please 

e-mail Sumana Ramakrishnan at sumana@integratedmgt.com. 

The following articles are sample content from IMS Information Management Newsletters. 

MITIGATING ECONOMIC RISK 

Over the past 5-10 years the legal industry, especially in the U.S., 

has seen a 3-5% decrease in revenue on a regular recurring 

basis. When revenues do pick up, collection rates are still 

decreasing. * 

*Note the chart to the right here: this is the 2013 Report on the 

State of the Legal Market from Georgetown Law 

(http://www.law.georgetown.edu/continuing-legal-

education/executive-education/upload/2013-report.pdf). 

Despite the fact that this ACTUAL risk is regularly occurring, rather than proactively investing in 

mitigation strategies the way we do for Business Continuity Plans and Disaster Recovery, law firms 

largely seem to take a reactive approach such as investing more in business development or after-

the-fact project management training. We can chalk this up to Risk Bias: 

               

http://www.youtube.com/watch?feature=player_detailpage&v=wQJC2MMB8nA#t=236s 

http://www.law.georgetown.edu/continuing-legal-education/executive-education/upload/2013-report.pdf
mailto:sumana@integratedmgt.com
http://www.law.georgetown.edu/continuing-legal-education/executive-education/upload/2013-report.pdf
http://www.law.georgetown.edu/continuing-legal-education/executive-education/upload/2013-report.pdf
http://www.youtube.com/watch?feature=player_detailpage&v=wQJC2MMB8nA#t=236s
http://www.youtube.com/watch?feature=player_detailpage&v=wQJC2MMB8nA
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Work that we used to charge hourly for — is increasingly becoming automated, and more difficult 

to bill at standard rates. 

 Clients are pushing back, bringing work in house, or simply going to a lower-cost provider. 

 Legal outsourcing companies have popped up all over the United States, China, and India to 

name a few. 

 Decision Support, Workflow, and Document Automation technologies are decreasing the 

cost of services without sacrificing quality – and in some cases improving quality through 

the regular application of standards. 

So how do you prepare an economic risk mitigation plan in the face of these challenges? To boil it 

down to the main components: 

 Understand your options for entering new markets — either different industries, different 

types of work, or how to provide existing services at different price points 

 Evaluate the process and technology options your firm would require to enter that market 

 Put a “failover” plan in place — so that the technology and key stakeholders are prepared in 

the event that your firm needs to execute on this contingency plan. 

Examples of Economic Risk Mitigation initiatives can include Automated Document Review & 

Assembly Tools, Intelligent E-Discovery, Workflow Standardization Tools, and more! 

BUILD YOUR COLLABORATION MODEL 

New technologies over the past decade have allowed firms to develop vast global networks, with 

hundreds of offices, thousands of employees, and complex system needs. Collaboration within these 

networks has risen in priority and the needs of the industry have created even newer technologies 

– ones focused specifically on legal collaboration. 

The reverse is true as well: the increase in collaboration tools in the legal world has, in turn, 

prompted law firms to begin reevaluating the way they consume (and produce) information. Tools 

for document collaboration, workspace collaboration, and information rights management are 

highly efficient at automated tracking, reporting, and streamlining the massive volume of 

information generated by the legal industry. 

Incidentally, the legal industry is notoriously not one typically aligned with values of collaboration 

and cooperation – let alone cross-departmental coordination. Perhaps we have the efficiency of 

these legal collaboration tools to thank for the slow (but sure!) cultural changes that law firms are 

beginning to observe internally. What is important to note, however, is that new technologies 

depend very much on their firms’ business practices supporting and encouraging collaboration. 

In their post (http://tips.slaw.ca/2013/practice/collaboration-law-firm-style-part-three/), David 

Bilinsky and Garry J. Wise take a look at the importance of collaboration in a law firm environment 

and caution inaction. They note: 

“There is no doubt that the world is changing to more of a collaborative model. 

We are facing the fact that we have to change or the world will change without us.” 

 

 

http://tips.slaw.ca/2013/practice/collaboration-law-firm-style-part-three/
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John Chambers, Cisco CEO and Chairman, perhaps said it best: 

“I believe that companies and leaders who do not change will be left behind. And so I had to move from 

being a command and control leader. You have to learn that you make better decisions through 

collaboration.” 

Bilinksy and Wise approach the successes to be achieved in adopting a collaborative model and 

outline some steps to take towards creating such a model; to integrate collaboration into law firm 

business practices (and to move away from “just talking about collaboration”). A summary of their 

outlined steps to follows this methodology: 

 Start with compliance: everyone on the team complies with the need to do something, but 

there is very little discussion or coordination between the team members. 

 Next is cooperation: now everyone is still drawing their own plans, but at least now they are 

sharing what they are doing with the group. But the overall characterization is still on 

individual action. 

 Lastly is true collaboration: here all the team members not only share their plans but they 

brainstorm together on generating new ideas of how to achieve the joint goals that transcend 

individual action.  And by working together, they can achieve outstanding results. 

Wise champions “centering collaborative discussions around specific, individual tasks and focusing 

on how processes used to perform them can be streamlined, regularized, and optimized.” 

The greatest insight in Bilinsky and Wise’s article is in their identifying that true collaboration 

requires lawyers and legal professionals to “move beyond their inherent training” in how to be a 

skilled adversary. The legal world has a bigger hurdle than most to overcome to turn itself into an 

environment of collaborators. But, Bilinsky and Wise’s vision for a legal world, in which 

collaboration brings about synergy and creativity, is truly inspiring. The legal industry’s focus is 

shifting to collaboration tools and cross-departmental interaction, making the environment ripe for 

cultural (and process) change. Now, more than ever before, strength in the collaborative business 

model and opportunity in the emerging collaborative tools – when championed with confidence 

and determination – could lead law firms to that promising future of collaborative creativity sooner 

than they imagine. 

INFORMATION & COLLABORATION 

“How do we make information actionable?”  

 

The information management landscape is changing; new technologies and capabilities are 

fostering a growing opportunity for information professionals to contribute more directly and 

significantly to the success of their firms through: 

 Increased inter-departmental collaboration 

 Taking on greater strategic roles 

 Identifying opportunities to create competitive advantage 

 Making information more real-time and accessible 



Information Management Evolution Conference  April 25th, 2013 
 
 

 

Integrated Management Services, LLC           183 

In response to these changes, various organizations have begun putting together new models for 

the career paths and characteristics for successful information professionals. Let’s take the position 

of CIO for example: 

 The CIO Executive Council has released: 

o A Future-State CIO Journey model (http://council.cio.com/programs/the-future-state-

cio-journey/) including competencies and value delivery moving from functional to 

business strategy roles; 

o A Leadership Competencies Journey for IT department roles discussing the 

transitions from reactive, to active, to proactive responses to business needs  

(http://council.cio.com/assets/ezi_chart_public.pdf). 

 The Enterprise CIO Forum released an infographic in 2012 including interesting pieces of 

information such as: 

o That business results and business knowledge ranked far above IT knowledge and 

IT relationships as sources of CIO success. 

o The top 6% of CIOs spend their time almost evenly between IT related items and 

business related items. 

o Check out the full infographic here: http://wikibon.org/blog/wp-

content/uploads/2012/02/enterprise-cio-forum.html. 

 

10 LIBRARY SERVICES TIPS FOR BUILDING VALUE 

In a world where there is focus on increased leverage, business development and strategic business 

value, library service professionals need to adapt their approaches to delivering service and 

creating business models that fit. The following tips will help 

teams target and reclaim strategic-level work while better 

aligning with the business objectives and vision of their 

organizations. 

 

1. Sandra Campbell emphasizes the creation of a 

strategic plan that shows the business value library 

service professionals will bring to the organization in 

the short and long term (http://www.linkedin.com/pub/sandra-campbell/6/a81/448). 

2. Marlene Gebauer proposes embedding library services staff (researchers) into law firm 

practice or industry groups – send them into the field 

(http://web.freepint.com/go/features/64457)! 

3. Lynn Oser recommends implementing Total Library Service Management (TLSM) to 

align strategic objectives with continual service delivery improvement. 

4. Cindy Adams suggests taking the librarians and researchers out of your library – sit 

with your customers not your books (http://www.linkedin.com/in/mlalibrarian). 

http://council.cio.com/programs/the-future-state-cio-journey/
http://council.cio.com/programs/the-future-state-cio-journey/
http://council.cio.com/assets/ezi_chart_public.pdf
http://wikibon.org/blog/wp-content/uploads/2012/02/enterprise-cio-forum.html
http://wikibon.org/blog/wp-content/uploads/2012/02/enterprise-cio-forum.html
http://www.linkedin.com/pub/sandra-campbell/6/a81/448
http://web.freepint.com/go/features/64457
http://www.linkedin.com/in/mlalibrarian
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5. Mary Ann Wacker suggests that library services staff collaborate with marketing to 

provide value-add to the firm through increases in business and competitive 

intelligence (http://firmerground.wordpress.com/2011/11/14/law-firm-marketing-

and-law-librarians-join-forces-to-provide-sophisticated-business-and-competitive-

intelligence/). 

6. The Fedlink released a thorough guide for new competencies for federal librarians. This 

guide suggests contribution areas for librarians at three levels (basic, advanced, expert) 

across organizational competencies, such as Knowledge Management 

(http://www.loc.gov/flicc/publications/Lib_Compt/2011/2011Competencies.pdf). 

7. Elliot C. Blevins suggests attending practice group meetings. 

 "Even if you don’t say anything, you will be there if anyone has questions, 

and you will know the direction the group is going."   

 Be proactive about library services; seek out items/initiatives to support. 

 http://www.linkedin.com/pub/elliott-blevins/10/81b/170 

8. Greg Castanias suggests outreach to the firm about available tools and advances. 

 In his speech How Librarians Add Value To Their Law Firms Greg 

Castanias suggested "doing things like teaching lawyers how to use the free 

legal resources that are out there, like Google Scholar. Don’t assume that 

everyone—or anyone—knows about these things. When I wrote an article 

for our firm-wide library newsletter that talked about how I’ve come to use 

Google Scholar for most of my partner-level research needs (which these 

days is mostly pulling a case here or a case there), I got an astounding 

number of e-mails from everyone from new associates to senior partners 

thanking me for helping them practice law with more sensitivity to client 

cost controls."  (http://firmerground.wordpress.com/2011/08/03/how-

librarians-add-value-to-their-law-firms-advice-from-greg-castanias-jones-

day-library-partner/) 

 Joan Thomas expands upon the newsletter approach in her blog 

entry Promoting the Library and Research Services’ Value at Bryan Cave 

LLP (http://firmerground.wordpress.com/2011/08/15/promoting-the-

library-and-research-services%E2%80%99-value-at-bryan-cave-

llp/#more-254). 

9. Jean P. O'Grady has suggested providing iPads to library services staff as one of the 

transitional steps between operations today and the future "virtual library." 

10. Greg Lambert suggests forming a more strategically collaborative relationship with the 

Firm's CIO in his blog entry The Law Firm Library & CIO Relationship 

(http://www.geeklawblog.com/2012/02/law-firm-library-cio-relationship.html). 

http://firmerground.wordpress.com/2011/11/14/law-firm-marketing-and-law-librarians-join-forces-to-provide-sophisticated-business-and-competitive-intelligence/
http://firmerground.wordpress.com/2011/11/14/law-firm-marketing-and-law-librarians-join-forces-to-provide-sophisticated-business-and-competitive-intelligence/
http://firmerground.wordpress.com/2011/11/14/law-firm-marketing-and-law-librarians-join-forces-to-provide-sophisticated-business-and-competitive-intelligence/
http://www.loc.gov/flicc/publications/Lib_Compt/2011/2011Competencies.pdf
http://www.linkedin.com/pub/elliott-blevins/10/81b/170
http://firmerground.wordpress.com/2011/08/03/how-librarians-add-value-to-their-law-firms-advice-from-greg-castanias-jones-day-library-partner/
http://firmerground.wordpress.com/2011/08/03/how-librarians-add-value-to-their-law-firms-advice-from-greg-castanias-jones-day-library-partner/
http://firmerground.wordpress.com/2011/08/03/how-librarians-add-value-to-their-law-firms-advice-from-greg-castanias-jones-day-library-partner/
http://firmerground.wordpress.com/2011/08/03/how-librarians-add-value-to-their-law-firms-advice-from-greg-castanias-jones-day-library-partner/
http://firmerground.wordpress.com/2011/08/15/promoting-the-library-and-research-services%E2%80%99-value-at-bryan-cave-llp/#more-254
http://firmerground.wordpress.com/2011/08/15/promoting-the-library-and-research-services%E2%80%99-value-at-bryan-cave-llp/#more-254
http://firmerground.wordpress.com/2011/08/15/promoting-the-library-and-research-services%E2%80%99-value-at-bryan-cave-llp/#more-254
http://www.geeklawblog.com/2012/02/law-firm-library-cio-relationship.html
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IMS CASE STUDIES 

IMS prides itself in sustaining lasting and mutually beneficial relationships with clients that are 

recognized as true diamonds in their industries. Today IMS serves law firms with 30 to 3,000 

attorneys including more than 20 percent of the AMLaw 200 together with healthcare, life sciences 

and corporate service clients. 

IMS has adopted a methodology to align our approach with client needs, interests and expectations. 

This innovative outlook drives projects beyond the scope of success, helping clients tackle their 

most challenging problems and complex circumstances, creating truly original solutions that 

elevate performance to extraordinary levels. 

Over the years IMS has gained a reputation with clients as trusted advisors, helping them to 

leverage work that is difficult to accomplish single-handedly and introducing them to new methods 

and ways of bringing value to their business. 

 “This stuff makes so much sense I don’t understand why everyone isn’t doing it.” 

 - Executive Director, NYC Law Firm, (600+ Attorneys) 

 “I know how hard it has been to juggle all the projects we have going on. Congratulations 

and thanks to everyone.”  

- CIO, Boston Law Firm, (900+ Attorneys) 

 “The Baseline Summary exceeded my expectations. I totally see the value in doing this 

exercise and it was a very complete snapshot of our environment.” 

 - IT Director, Philadelphia Law Firm, (1000+ Attorneys) 

 “This is terrific news. Congratulations to all of you, and to your teams, for working so 

diligently to get this done — despite all the other projects that have come up. The relocation 

is a time-consuming and complex project, and everyone should take a moment to step back 

and take pride in reaching significant milestones, such as this one. Thank you all for your 

very hard work.”  

- IT Director, NYC Law Firm, (900+ Attorneys) 

 “I really enjoyed working with the IMS team. Most importantly I think we learned a lot and 

were able to implement change. You should see … these days things are running very well 

we have implemented many of the metrics to run our group, making major design updates 

based off of the work you delivered.”  

– VP of Customer Service, Tarkett Floors, Inc., (World’s Largest Manufacturer of 

Flooring) 

 

Results count. The case studies that follow below provide a sampling of the recent results achieved 

for IMS clients. If you are looking for more information, or would like to see additional case studies, 

send a direct request via e-mail to John Haselmann (Managing Director) at 

jhaselmann@integratedmgt.com.  

  

  

mailto:jhaselmann@integratedmgt.com
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COST REDUCTION 

Integrated Management Services (IMS) is a leading 

innovator in developing value-added cost reduction and 

revenue enhancement services. IMS uses executive 

experience, technical knowledge and skilled delivery to 

provide clients cost reduction, planning, and management 

solutions. IMS typically delivers cost reduction results 

between 15-40% by 

combining the highest level of 

subject matter expertise with 

innovative methodologies and 

an uncompromising 

commitment to exceeding 

expectations. 

WHAT WE DO 

IMS addresses the strategic need to reduce expenses by 

driving new methods of conducting business, optimizing 

cost of sale and service, and escalating adoption of 

effective technology. Achieving progressive and cost 

conscious operations is the ultimate objective.  

Direct cost reductions may be delivered in the form of: 

 Organization Structure & Staffing Changes 

 Introducing New Technology 

 Operational Systems Re-Design 

 Contract Improvement Negotiations 

 Exploration of Hosted Solutions 

 Inventory Audit 

 Invoice Analysis & Management  

 Budget Development or Re-Alignment 

 Resource Utilization Analysis 

 Network Analysis 

 Paperless Solutions 

 Facilities & Operations Management 

 RFP Development & Management 

 Project Management 

 Vendor Analysis & Recommendations 

 Process Optimization 

 Improvements in Knowledge Management 
 

ACHIEVING RESULTS 

IMS Provides specialized management consulting services 

with our experienced team of seasoned professionals 

tailored to meet specific client needs. This executive team 

of experts uncovers opportunities for savings by:   

 Conducting digital and onsite surveys and 

interviews with managers and employees. 

 Mapping processes/technology and identifying 

opportunities for cost reduction and 

improvement. 

 Reviewing inventory, vendors and invoices for 

accuracy, and efficiency. 

 Identifying monthly, quarterly, and annual costs 

by location, service type, and vendor. 

 Analyzing system architecture, key performance 

metrics, and process enablers. 

 Evaluating utilization of current systems, 

equipment, facilities, and personnel. 

 Reviewing equipment, features, functions, 

redundancy, and capacity utilization. 

 Examining largely manual or personnel-

dependent processes for opportunities to slim 

and automate (example: employing Intelligent 

eDiscovery tools). 

 Reviewing personnel, staff, contract maintenance, 

and vendor resources. 

 Analyzing day-to-day operations, trouble 

reporting, resolution methods, business 

procedure, and disaster recovery plans. 

IMS cost reduction projects are provided on a contingency 

basis. A small fixed fee covers the cost of basic project 

expenses, and then billing is done as a percentage of the 

money we save our clients.  

Our clients often find this project fits well into the end of 

their budget cycles. The small fixed-fee amount can often 

be covered by surplus budget, and (being based on 

contingency billing) future payment fit into the existing 

budget without need for additional funds requests or 

modifications. 

ABOUT IMS 

IMS serves more than 20% of the AmLaw 200 firms, the 

results of decades of experience in the industry, and a 

reputation for service and results.   

IMS also provides an array of services to clients in the 

healthcare and professional service industries outside of 

legal, as well as other multi-national corporations. 

Whether it is Business Process Improvement, Disaster 

Recovery, Business Development, Technology or Risk 

Management – IMS provides clients with unique 

capabilities and leverage to reduce cost, improve 

efficiency, mitigate risk and increase revenue. 
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IT AUDIT 

BUSINESS CHALLENGE 

Integrated Management Services (IMS) was requested 

by a prestigious regional law firm to evaluate their IT 

organization.  The intent was to take a strategic 

perspective and review the organization in its entirety.   

The Firm was seeking a third party consultant with 

extensive IT experience.  For this Firm the legal industry 

experience was critical, as they wanted to be benchmarked 

against their peers, as well as industry best practices.  

After several meetings and discussions it was agreed that 

IMS would focus on some key areas that included: 

 Technology and application assessment 

 Organizational effectiveness 

 Peer firm benchmarking 

This is a viable starting point for understanding how well 

the technology and applications for the Firm compare to 

peers and current industry standards. With over 20 years 

of strategic and tactical IT experience, including over a 

decade of working with AmLaw 200 firms, IMS was more 

than capable of providing the expertise and guidance 

required for this analysis. 

WHY EVALUATE IT OPERATIONS TODAY? 

Many firms understand that their IT organization is 

needed to deliver services, but only view it from the 

bottom line budget, the help desk interactions or some 

individuals within the IT organization.   

These perspectives are not unusual within many firms 

until something happens, and eventually something 

always happens. This particular Firm has a capable IT 

organization that has done an overall good job, especially 

considering all of the restrictions, often inadvertently 

placed on it by Firm management.   

As it is typical in most IT organizations a series of 

challenges raised concerns, in this case, the firm 

experienced multiple network failures, supporting older 

technologies and repeated postponed IT initiatives.   

As in many cases - each decision made by the IT team 

seemed logical on an instance-by-instance basis. However 

there were some questions raised by Firm management 

around how these instances culminate into a 

comprehensive IT strategy for the Firm including: newer 

technologies, overall IT initiatives, budget, and business 

constraints.   

 

ANALYSIS 

IMS has a time-tested methodology for IT related projects 

and process improvement initiatives. For audit and 

recommendations IMS completes a strategic baseline and 

benchmark resulting in an IT business plan for the Firm.  

During the first project phase the IMS team had to learn 

and thoroughly understand the current environment.  The 

team reviewed numerous documents and spent many days 

on site interviewing the IT team.   

Following the baseline phase the IMS team completed the 

benchmarking by reviewing findings from other firms and 

industry best practices, as well as interviewing industry 

peers to understand specific details of what other firms 

were doing.   

In the final project phase the team completed a 

comprehensive report detailing the findings with 

appropriate recommendations and evaluations.  This is 

obviously a critical component of the project as it 

documents and provides the knowledge transfer, so the 

team takes time to carefully review each page of the 

document with the firm to ensure a complete 

understanding.   

DELIVERABLES 

IMS documentation and review through these three 

project phases included: 

 Current technologies in use at the Firm including 

architecture, version and deployment. 

 Current applications in use at the Firm including 

function, version and accessibility. 

 Comparison of technology and applications to 

selected peer firms and current industry standards 

and trends. 

 Comparison of IT organization structure and staffing 

levels to peer firms and current industry norms.  

 Prepare an IT maturity matrix then evaluate and 

position the Client within the matrix.  

 Identification of options for improvement in 

technology and applications along the maturity matrix  

 Presentation of results to Firm and IT management. 

RESULTS 

At the end of the project the IMS team was able to fine 

tune and improve the IT organization as well as prioritize 

the key IT initiatives and help the firm become more 

efficient and with better direction. 
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APPLICATION DEVELOPMENT STRATEGY 

BUSINESS CHALLENGE 

Integrated Management Services (IMS) was contracted 
by an AmLaw 100 firm to review their application 
development strategy. The IMS study team comprised 
experts in law firm IT and software development, and 
provided the Client with a single point of contact for all 
elements of the review.   

IMS set out to document, benchmark, and provide 
recommendations for the entire lifecycle of application 
development, beginning with the needs analysis and 
extending to the “buy vs. build” selection criteria.  The 
review included an in-depth review of the firm’s 
development processes for in-house applications. 

ANALYSIS AND DELIVERABLES 

Firms often request this type of review when facing 
complaints about application speed, when looking to 
allocate resources more efficiently, and when looking to cut 
costs. For these reasons IMS provides a comprehensive 
analysis   including: 

 Review and documentation of the application 
evaluation process and development lifecycle 

 Review and documentation of the network 
configuration, speed, and utilization 

 Review and documentation of the IT organization 
and comparison of staffing, managed applications, 
and development efforts against industry 
standards and peer firms 

 Analysis of current challenges (both technical and 
cultural) including a full set of recommendations 

The final objective was to identify opportunities for process 
improvement that could yield more efficient delivery of 
applications with lower costs where possible. 

BASELINE PROCESS 

The baseline provides IMS an understanding of each 
Client’s particular business needs, and allows the Client to 
visualize various concrete improvement options.  In this 
case the baseline process included: 

 Interviews for all key stakeholders (100+) 
including management, end-users, and IT staff. 

 Review of all relevant documentation for 
hardware, software development, network, 
applications, organizational structure, and project 
management (such as budget worksheets, 
application lifecycle costs, time data, development 
documentation, sample documents and proposals, 
inventory of currently supported applications, 
etc.). 

 

Documentation of all related processes, applications, 
network/relay configurations, and usage/utilization. The 
resulting Baseline document and presentation allowed the 
Client the opportunity to identify any anomalies that might 
affect the analyses later in the engagement. 

BENCHMARK PROCESS 

Using the information, processes, and documentation from 
the Baseline IMS compared the Client’s technology and 
application environment to industry standards, best 
practices, and ten peer firms. This comparison identified 
gaps between Client operations and best practices, as well 
as areas in which the Client’s environment deviated 
(excelling or lagging) from industry norms including: 
comparison charts across a variety of pre-identified metrics 
for the Client and peer firms (firm headcount to IT ratio, 
data center architecture, etc.); as well as an analysis of 
Client processes mapped against a service catalogue of best 
practices. 

COMMUNICATION OF OPPORTUNITIES 

IMS assisted the Client with understanding how application 
identification, selection, and development were conducted 
in the firm and opportunities for process improvement.   

For example: the firm 
boasted a robust 
development methodology 
once an application was 
identified as an internal 
development candidate, 
the larger challenge was 
moving the focus from 
internal development to 
more consideration for commercially available products 
and tools.   

Armed with a full mapping of current application 
development associated processes, and existing 
opportunities for improvement the client was able to select 
goals which best met the needs of their own operating 
environment. 

FORMAL DOCUMENTATION OF NEXT STEPS 

Conscious of the need to deliver practical and 
implementable solutions, IMS took the goals identified by 
the Client and provided (along with full recommendations) 
a new set of tailored processes for application development 
requests, detail and design planning, product testing, and 
evaluating/reducing the Client’s current inventory of 
supported applications. 

IMS also provided specific steps to be taken to move the 
Client towards the revised processes, setting priorities and 
timetables including probable implementation-related 
costs. 

RESULTS 

The Client concluded the project with a better 
understanding of best practices for buy vs. build 
evaluations - as well as full documentation of all current 
and future application development related processes 
including transition steps, timelines, and estimated costs.  
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LEGAL COLOCATION 

Integrated Management Services (IMS) was engaged by one 
of the oldest and largest law firms in the nation to manage the 
Firm’s primary data center and network migration to an offsite 
Collocation facility. The move had the potential to impact all 
business functions, but with the support and execution of the 
project team, the Client experienced no service interruption. 

UNDERSTANDING THE CLIENT’S ENVIRONMENT 

The project was kicked off with a thorough discovery and 
assessment of the current state of the Client’s IT environment, 
including a detailed understanding of the applications, 
hardware, power & cooling, network design and routing.  This 
discovery enabled an analysis of the Firm’s strengths, 
vulnerabilities, opportunities and threats. 

BASELINE    

Server/VMs 105/32 Storage EMC/NetApp 

Racks 15 Network Cisco & MPLS 

Power 67.2kW Systems Citrix 

 

BENCHMARK 

IMS prepared alternative requirements, designs and budgetary 
options to Benchmark potential vendor solutions against.  A 
comprehensive statement of requirements, design iterations 
and solution proposals were submitted by a series of qualified 
IT data services vendors.   

DECISION  SCORECARD    

AT&T FiberMedia LexisNexis Qwest Verizon 

Expedient Gramtel NAC SunGard Yipes 

Through proven process and subject matter expertise, IMS 
successfully managed and evaluated the vendors to narrow the 
selection to two finalists. 

BUSINESS PLAN 

The Business Plan Phase began with the objective of testing the 
chosen finalists’ capabilities, refining the elements of their 
solution and establishing a negotiation platform for securing 
terms acceptable to the Firm.   As part of a final solution with 
each vendor, the IMS team considered six criteria: 
Architecture, Resources, Implementation, Operations, Costs, 
Risks and Strategic Benefit. 

Based on sophisticated facility engineering and operations, a 
legal industry focus and reputation, a leverage-able business 
relationship and cost effective delivery, the Client chose a 
primary solution vendor to supply the data center services. 

IMPLEMENTATION PROCESS 

IMS coordinated the solution vendor to create a 
comprehensive plan for deploying and supporting the on-going 
lifecycle of the project and services.  The plan included a 
dedicated project manager, the resources of the full staff of 
engineers and features such as a dedicated service desk 
contact for on-going support.  The Vendor offered these 
services without additional charge and as a value added service 
to the Firm. 

 

A year of careful planning enabled a successful move from 
Newark, New Jersey to Columbus, Ohio to occur in one 
weekend.  A dedicated vendor team helped pack, load, 
transport, unpack, rack and begin to power all of the hardware 
5 hours ahead of schedule.  When the Client arrived, the facility 
was in perfect condition from the power, cabling and router 
set-up to the racks and personnel.  The vendor was able to 
successfully complete this process and inherit the management 
of the existing MPLS network.   

Lessons learned included challenges with IP addresses for VM 
hosts and configuration for certain storage resulting in a 5-8 
hr. push in the turn-up.  However, even with these challenges, 
the team’s initial published objective of having full production 
live by Sunday was met and had little to no related service calls 
by users.      

 

RESULTS 

The IMS team’s experience in the legal industry was both 
evident in the direct and proactive manner in which they led 
the discussion of design and planning, creating innovative 
approaches to solving complex technical and organizational 
challenges resulting in a successful implementation.  

 

 

BILL OF GOODS 

1. COLO - Space, power, cooling 

2. Network - Internet, MPLS, Private Line 

3. Equipment - Routers, Servers, VM 

4. Racks, Cabling, Logistics & Transportation 
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LEGAL SERVICE DELIVERY 

THE CHALLENGE 

Integrated Management Services (IMS) was 
contracted by a prominent global law firm providing a 
full range of legal services to businesses and individuals 
around the world.  With multiple locations and practices 
in the world, the firm has been experiencing the 
business and economic trends worldwide.  Corporate 
counsel budget tightening, new value seeking, increased 
competitiveness, and efficiency demands from clients 
are just some of the new landscape their attorneys are 
facing every day.     

In response to external pressures for innovation in Firm 
practice (ACC Value Challenge among them) and internal 
pressures to drive their own value initiatives, this Firm 
seized the chance for change. In uncertainty lies 
opportunity and this firm responded with awareness, 
strength and direction. By engaging IMS’ business 
leaders and experts, the Firm is not only embracing an 
understanding of matter management & process 
improvement but already begun communicating and 
practicing the principles in the highest impact areas such 
as litigation and transactions.  

PROJECT DRIVERS & INITIAL ENGAGEMENT 

The Firm’s strategic initiatives included a deliberate and 
tactical evaluation of “how” they were running their 
business. The Firm’s leadership was beginning to feel 
that leveraging common business practices such as 
Project Management (PM) and Business Process 
Improvement (BPI) in the “business” of law could yield 
great returns for not only increasing their competitive 
advantage and profitability but also expanding their 
brand and reputation as leaders in the field of law. 

The initial engagement involved helping the 
management team raise partner and leadership 
awareness of what PM and BPI meant for law firms and 
how these concepts could integrate into their firm. IMS 
customized and delivered an interactive workshop of 
definitions, questions, explanations and demonstrations 
on the scope of topics within PM and BPI.  This 
workshop was first delivered to the management 
committee and then expanded to the annual partnership 
retreat to provide a common language and motivation 
throughout the firm.  

PROGRAM DELIVERABLE 

Following these strategic training and communication 
initiatives, IMS lead the firm through planning, building 
and rolling out the foundations for an effective program 
of project management and process improvement. A 
Performance  

 
Management Organization was formed to align the 
management and resources responsible for promoting, 
developing and training on PM and BPI practices 
throughout the firm. Setting up such a program within 
an existing Firm requires a great deal of cultural 
sensitivity, customization and attention to current 
processes, pressures and teams.   
 

 

 

 

 

 

 

 

 

 

Steering Committees promoted, developed, trained, and 
directed activities for each area of PM, BPI & KM across 
the Firm. IMS helped adapt standard BPI and PM 
practices to fit the Firm’s culture and objectives 
establishing: 

 PM & BPI Governance Procedures 
 Communications Patterns & Hierarchies 
 Training Curriculum & Document Frameworks 
 Pilot Projects & Basic Metrics 
 Guidelines for future development 

As part of the program’s long-term sustainability, IMS 
lead the search for a permanent Director of Project 
Management and Process Improvement.  This resulted in 
the successful recruitment of an elite professional as the 
new Director concluded the engagement with a 
thorough knowledge transfer and on-boarding support.  

RESULTS 

The only way law firms can remain competitive in this 
transformational legal environment is to be adaptable 
and nimble. This Firm’s lawyers and management were 
able to adopt PM and BPI practices that have helped 
them respond to RFPs and arrange AFA’s, thereby 
strengthening their reputation and increasing their 
efficiency and speed on project work by 125%. AFA’s 
account for 11% of AmLaw 100 Firms revenue last year 
and are predicted to increase by an additional 15% over 
the next 5 years amounting to an estimated $17 billion in 
revenue. How valuable can PM & BPI be to your firm?  
You do the math! 




