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[bookmark: _Toc81603748]Abstract 

This dissertation explores the impact that technology has on the legal industry and its power to help law firms survive pandemics. The aim of this research is to assess the digital transformation implemented by legal firms as a result of the pandemic in the United States, Ireland and England. The focus of this research study would be looking at how the legal industry utilizes technology, how the industry perceive technology and how the usage in technology has altered due the pandemic. Based on this information, the goal would be to curate a framework for law firms to guide them on the effective way of implementing innovative technology. 

The research study will be influenced by the interpretivist paradigm. The research strategy adopted in this dissertation is a collective case study using qualitative data, specifically interviews. The collective case study was on lawyers working in different firms namely McCann FitzGerald, DLA Piper, Thomson Reuters, Zelle LLP, Addleshaw Goddard and a leading New York law firm. 

The findings have exposed various factors that influence the adoption of technology in the legal sector. As a result of the in vivo coding analysis, the findings were split into three categories namely culture, change and process. The findings on culture exposed that the billable hour is stifling the adoption of technology. In addition, the internal organization’s age, education and cosmopolitanism influences the adoption of technology. The major findings on change disclosed that law firms that have successfully adopted legal technology have started small and have made a gradual progression. Finally, the findings on process have exposed that successful deployment of technology in law firms occurs where the firm will collaborate with its IT team or experts in the field, prioritize their clients and utilize technology that is unique to their firm.

Overall, judging from the literature review and the qualitative research in this dissertation law firms by nature are conservative and risk averse which naturally makes the industry reluctant to adopt innovation. However, the pandemic has encouraged and in some cases forced law firms to utilize technology. As a result of this, technology has vastly been viewed as a necessity in the legal sector. Effectively, the pandemic has been a driving force for many law firms to bridge the gap between firms acknowledging technology is important and implementing such technology.
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[bookmark: _Toc81603753]1.1   Overview

This dissertation will focus on the future of legal technology. The research title is, “How can making a technology pivot in law firms allow them to survive a pandemic?” 
[bookmark: _Toc66281303]	This research is significant as humans have witnessed a worldwide digital divide where companies that were able to adopt a digital transformation have seen massive gains in profit; in contrast to professional service firms such as law firms being subject to loss of revenue due to the pandemic. SAP (2020) expresses that digital disparity is witnessed across all industries from healthcare and education to sports and entertainment, and professional services. SAP (2020) adds that this “could impact their ability to respond to new opportunities when the economy recovers”. The importance of digital transformation during this time was brought to light due to the pandemic. However, not every industry was eager to adopt such innovations such as the legal sector due to its traditional business model. This is why there is a need to create a framework that highlights the importance of technology and enhance the existing legal technology which would allow law firms to survive other unforeseen pandemics. SAP (2020) suggests that “digitalization trends once predicted to reach the mainstream by 2030 became the unspoken expectation in a matter of months”. Ultimately, there is no end date to the pandemic and this may inflict more detriment to law firms which is the reason why this research is important. 
	Furthermore, the legal sector is an area that stores a lot of sensitive information. It is reasonable to consider that the legal sector would be more reluctant to implement new forms of technology, one reason that prevails is regulations regarding data privacy. Shankar (2021) suggests that “law is amongst the slowest industries to adopt new technology… many legal teams have been slow to try new technologies like cloud-based software, citing security concerns and more”. The best of futures for law firms would be to start embracing innovative technologies as it is part of the culture change provoked by the pandemic. Concretely ‘technology pivot’ will be looking at existing legal technology alongside new technology to the legal sector such as cloud-based software, social media and more. 
	This is research that is researchable as the pandemic, specifically Covid-19, is of actuality. In addition, the pandemic’s effects on law firms and data of such is accessible. However, there is a genuine need to push law firms to enhance existing legal technology and adopt emerging technologies in order to make a smooth transition to remote working, more efficient working and ultimately survive the pandemic.  
 
[bookmark: _Toc81603754]1.2   Research Purpose 

	The research purpose could be answered in two parts establishing the purpose of targeting law firms and the focus on digitalization. This research study explores the growing importance of digital technologies in law firms as a result of the pandemic. Law firms is the niche chosen for this dissertation as it is considered to be a classic professional service firm (PSF). Kronblad (2020) considers law firms to be a classic PSF as it encompasses high knowledge intensity, low capital intensity and professionalized workforces. One could conclude that given these three characteristics, law firms function in a way that does not leave much room for innovative technology as it is not embedded in the traditional business model. Given these characteristics, it crucial to explore how the pandemic has shifted the way in which innovative technologies are received in law firms and what changes have already been made. 

	Further, the purpose for focusing on digital technology was because there is a noticeable gap between law and technology. Plaka (2016) mentions that many lawyers they have interviewed have agreed that there needs to be more investment made towards new technology. However, one of their reports have shown that the majority of respondents believe they don’t see the advantages of artificial intelligence tools to inform their decisions. This is one of the many reports that have witnessed this gap between lawyers understanding the importance of technology and implementing the technology. 

	The purpose of this study is ultimately to highlight the importance of new technology in the legal industry during and after the pandemic and to bridge the gap between understanding the importance of new technologies and implementing it. The goal is to formulate recommendations to law firms providing them with a number of key elements that they should employ in order to facilitate the adoption of digital technology in order to create an organization that could survive in the case of a pandemic. 



[bookmark: _Toc81603755]1.3   Significance of the Study 

It is apparent that traditionally the legal sector has been laggard in regard to the adoption of technology. However, there has been a gradual progression due to the pandemic. Wolters Kluwer (2020), discloses that the top technologies that law firms have said they are looking to invest in are e-signatures, e-meetings and e-voting management, document and contract workflow management and more. This shows that law firms are willing to invest in technology and are cognizant that this trend can impact the industry positively. However, there is a clear divide between the trend impact of technology adoption and readiness to adopt. Bonacum (2020) did a survey getting insight from 700 legal professionals across the United States and Europe in which more than two-thirds have agreed on the increasing importance of legal technology, meeting changing client expectations and more. However, there was a large gap between what the respondents found important and whether they were prepared to address it. Bonacum (2020) disclosed that “fewer than one-third of respondents report their organization is prepared to address any of these issues”. From this survey, one gets the impression that law firms are aware of the increasing importance of legal technology; however, they are not ready to address it, thus it could be predicted that there will be a gradual but slow progress over the next few years. One begins to realize that the reason why the legal sector is quite stagnant when it comes to technology changes is due to the lack of knowledge around technology.

[bookmark: _Toc81603756]1.4   Research Aims and Objectives

The aim of this research is to assess the digital transformation implemented by legal firms as a result of the pandemic in the United States, Ireland and England. This dissertation aims to achieve the following objectives: 

1. Identify the challenges that law firms in the United States, Ireland and England face during the pandemic.
2. Identify the impact the implementation of technology has on the survival of law firms during the pandemic in terms of opportunities.
3. To develop a framework which will set out how law firms can overcome challenges caused by the pandemic and seize available opportunities with an updated form of legal technology. 
4. To make recommendations to legal firms on the most effective use of technology.

These four objectives have been chosen because the qualitative data will be focused on how the pandemic has affected law firms, how technology has been implemented since Covid-19, and ultimately the future of legal technology. This is measurable given the information provided by each participant in the interviews and research, a framework will be created using the outcomes of the data. These objectives are achievable as this research question is looking at commonalities amongst the interviews, research information and looking at future prospects. In addition, the framework will consist of a system of ideas or beliefs that law firms will have to take into consideration post-pandemic. Further, these objectives are relevant because the legal sector is still trying to navigate with digital technology and the effects of Covid-19; therefore, this industry is still seeking more information. 


[bookmark: _Toc81603757]1.5   Methodology 

	The research paradigm that has been chosen for this dissertation is interpretivism. The research strategy will consist of a collective case study in order to explore new technology practices adopted by particular law firms as a result of the pandemic and creating a framework that will be applied across all law firms. The data that will be collected is qualitative data where standardized open-ended interviews will be carried out to obtain extensive legal sector knowledge and opinions of lawyers on technology in their industry. 

	Furthermore, the type of research approach that will be conducted will be inductive which will essentially use the data collected to extract a theory. The literature review allows for the researcher to obtain information on theories in regard to innovation, strategy, legal technology and risk, following this will be the qualitative research where the interview will explore the practical side to legal technology. The data analysis method that has been chosen will consist of an in vivo coding process. Finally, a framework will be drawn up which will fulfill the third and fourth objective of the dissertation. 




[bookmark: _Toc81603758]1.6   Structure of the Study 

	This dissertation will be made up of five chapters. Following the introduction, a literature review will be included by which this section will first consist of exploring the topic of legal technology in chapter 2.2. The second topic in chapter 2.3 will disclose different approaches to adopt legal technology. This will be followed by chapter 2.4 which will encompass an insight on the different characteristics of an internal organization that influence the adoption of technology. Finally, chapter 2.5 will explore privacy risk.

Following the literature review the methodology will be conducted. The methodology will encompass the philosophy and approach, research strategy, collection of primary data and the way in which the data will be analyzed. In order to clearly visualize the entirety of the methodology a research onion will be found under the overview section of the chapter. The subsequent chapter will lay out the findings of the primary data done by interview and this will be done using in vivo coding.

Finally, the final chapter will consist of the conclusion of the research study and this will disclose the overall thoughts of the study, its limitations and educated outlook on the future of technology in law firms. In addition, the conclusion will provide a framework for law firms wanting to implement legal technology in order to survive a pandemic. 












[bookmark: _Toc67840577][bookmark: _Toc72527541][bookmark: _Toc81603759]2   Literature Review 

[bookmark: _Toc72527542][bookmark: _Toc81603760]2.1   Overview

	This chapter will provide a plethora of topics that are essential when discussing emerging technologies in the legal industry. Firstly, chapter 2.2 will disclose the concept of legal technology and what is encompasses. It will also explore the advantages and challenges of implementing technology in law firms. Further, chapter 2.3 explores different strategies that could be used to facilitate the adoption of technology in the legal sector. Chapter 2.4 takes a look at the characteristics of internal organizations that have an influence on the implementation of technology. Moreover, chapter 2.5 will be discussing the potential risks that innovative technology can bring to law firms such as privacy risks. 

	Finally, chapter 2.6 will disclose the conceptual framework that will visually connect the concepts that are raised in the literature review with the objectives of the dissertation. This conceptual framework will be used to also frame the final recommendations to law firm which will be provided in the conclusion.
	

[bookmark: _Toc81603761]2.2   Legal Technology 

	Corrales et al. (2019) 

	“Legal technology is innovative technology that improve legal services”.


	Engstrom and Gelbach (2021) 
	“Legal technology could substitute or compliment conventional legal practices”. 


	Willcocks (2016) 
	“Legal technology consists of workflow and project management technologies, contract management systems, e-discovery system, virtual data rooms and data analytics”.


	Ward et al. (2009)
	“In the digital age the focus of discovery is electronically stored information (ESI). This is information that can only be read by a computer which includes emails, web pages, word processing document, images, audio and more”. 




Table 2.1: Legal Technology Definitions 
The definition of legal technology is broad as it ranges from specific types of technology such as automated technology to the simplest of technologies such as the keyboard lawyers use to draft documents. For the purpose of this dissertation the terms innovative technology, digital technology and emerging technology are used interchangeably to mean legal technology. Corrales et al. (2019) states that innovative technology which help improve legal services is considered legal technology. Engstrom and Gelbach (2021) explores whether legal technology and analog lawyering are substitutes or complements. The truth is both of them will begin to merge. Engstrom and Gelbach (2021) suggests that on the one hand legal technology would essentially substitute conventional legal practices such as document review. On the other hand, emerging technology and the legal profession could complement each other in terms of lowering risk management, increasing demand for higher-order lawyer judgments and so on (Engstrom & Gelbach, 2021). These two sides show how legal technology can reshape the future of law firms. Corrales et al. (2019) claims legal technology creates the possibility of a virtual law firm which would connect legal and other professionals in a collaborative online environment involving both human and machine actors. Cross collaboration is an argument presented under chapter 2.3. Collaboration is vital to law firms understanding legal technology and implementing a technology that is unique to their firm.  Moreover, another concern that arises when exploring the subject of legal technology is the argument of legal technology widening the gap between the “haves” and “have nots”. Engstrom and Gelbach (2021) suggests that it is reasonable to predict that increasing the uptake of legal technology tools would widen the gap of information asymmetries within the system. One could argue that this would merely replicate the current system where litigants who can afford experts have a better chance at winning cases over litigants who are faced with less-resourced lawyers. Although the argument of the “haves” and “have nots” is an outcome that could not be predicted the current system already accommodate similar systematic issues.  

Willcocks (2016) mentions that legal technologies usually consist of “workflow and project management technologies, contract management systems, e-discovery system, virtual data rooms and data analytics”. In essence, technology which is used in the legal sector is used to enhance work efficiency. One could reasonably suggest the reason why technology in the legal sector is limited is because the “traditional law firm business model was to maximize time worked rather than to maximize value delivered to clients” (Willcocks, 2016). Duncan (2012) supports this point by mentioning hourly billing detracts from efficiency. Fred Bartlit Jr. suggests that in order to turn a law firm’s traditional model upside down one of the approaches that should be sought is to get rid of the billable hours as it is a road block for efficiency (Lamb, 2012). One of the reasons why Radiant Law was very successful was due to making IT a core element in their business model. Willcocks (2016) suggests that one of the unique tools that Radiant Law brought to life was ‘remarkable word’ which was a word processing add on which sped up the document review process and more. Although Radiant Law is considered innovative and a more IT focused business model, it was in line with the type of technology that is common in legal sector. In other words, Hamilton and McQuillen did not try to integrate new forms of technology such as social media. The new age framework has highlighted technology as one of the important elements to implement into a legal business model. Given the title of the framework “new age”, this would imply that technology is part of the new age. Effectively technology continues to be part of the new age in the legal sector. 

Technology utilized in the legal sector come in different forms for different purposes. To start off, one of the most important forms of technology used in the legal sector is the area of e-discovery. E-discovery is the evolution of stored information. Before electronic discovery was welcomed into the legal space non-testimonial evidence mostly consisted of paper documents, photographs and other physical evidence (Ward et al., 2009). In the digital age the focus of discovery is electronically stored information (ESI) which is information that can only be read by a computer, this would include emails, web pages, word processing document, images, audio and more (Ward et al., 2009) Although ESI appears to be the more efficient way of storing information, both paper and electronic discovery come with its challenges. Paper discovery bares the risk of accumulating an enormous number of files in storage units and where these files are disorganized this could become a tedious process for lawyers. In addition, the cost of storage can be a large investment. On the other hand, the challenge with e-discovery is volume. For a large company that deal with millions of matters, storage space will have to accommodate all the digital files. With this said, most of the documents that are stored need to be preserved for future litigation so there is a limit to the number of documents that can be destroyed to free up space. The case of Zubulake v UBS Warburg LLC expressed that litigants and their counsel have a duty to preserve electronic documents in which they know is relevant in the action. Electronic discovery is a mechanism that would aid the challenge that law firms are going through during the pandemic such as remote working. Where information is stored electronically lawyers would easily have access to relevant documents for their matters even when working remotely. The implementation of e-discovery would also suggest law firms being subject to consequences in litigation. 

Corrales et al. (2019) claims that “at the moment the focus is on match-making platforms but implementing AI or machine learning would be key in the near future”. Match-making platforms such as UpCounsel consists of connecting experienced lawyers with entrepreneurs (Corrales et al., 2019). Similarly, Digitorney is a platform that is curated to match companies with lawyers meeting their specific needs (Corrales et al., 2019). Both of these platforms are an example of how technology has now evolved where lawyers don’t have to be confined to a hierarchy system embedded in a law firm, they can now expand and essentially become entrepreneurs. Where a pandemic occurs, these platforms can allow lawyers to connect with companies and entrepreneurs all over the world that will pay for their services. 
[bookmark: _Toc66281305][bookmark: _Toc67840578]
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	Courter (2021)
	“Three ways to successfully adopt legal technology is strategic clarity and discipline, active awareness and avoidance of bias, and early, direct client involvement”.


	Tidd & Bessant (2018) 
	Eric Ries’ Lean Start-Up strategy. This strategy is described as “short fast experiments rather than a carefully planned and executed big project”. 


	Gobble (2018) 
	“Three step approach to adopting digital transformation. The first step is the internal organization should be equipped to adapt to the rapid changes in technology. The second step is to accept that digital transformation is risky. The third step is welcoming cross-collaborations”.
 

	McDonald et al. (2021) 
	“Three steps approach to adopting a digital edge. The first step is understanding how implementing digital technology will raise value for the clients. The second step is selecting the edge that is right for the company. 
The third step is getting outside insight to build from within”.


	Kumar et al. (2013) 
	“Social media strategy. Kumar suggests measuring social influence by analyzing “word of mouth” in social media, costumer influence effect and costumer influence value”.



Table 2.2: Strategic Approaches

There are multiple ways in which law firms can be successful with the adoption of technology. Courter provides seven key factors for legal technology success that was identified in the Legal Industry Business Council. However, only three key points would be deemed crucial to state for the purpose of the dissertation. These three key points are strategic clarity and discipline, active awareness and avoidance of bias, and early, direct client involvement. Courter (2021) suggests that it is important for law firms to engage their IT team in the strategic planning and have respective representation in early. Essentially, it is crucial to implement expertise knowledge right from the beginning. Given the pandemic, most law firms would have restructured their business model and it would be key during this time of restructuring that IT would be involved. Further, in relation to active awareness and avoiding bias it is important that law firms are not simply adopting technology that other firms are using without staying in line with their guiding principles. During a pandemic, there is desperate need to find solutions and firms may resort to adopting legal technology that a successful firm is using without having regards to whether it is the right legal technology for their own business model. The IT team would be able to gage whether the technology at hand would be the right fit. Finally, it is essential to put the law firm’s clients first when adopting new technology. This is crucial especially in the legal sector where there is a lot of private and sensitive information pertaining to the client; therefore, the clients need to be a part of the process. 

Moving on, strategies that would allow law firms the opportunity to test out technology without changing their business model would be important. The Lean Start-Up approach which was developed by Eric Ries could be considered very useful for this goal. Tidd & Bessant (2018) would describe this type of innovation as “short fast experiments rather than a carefully planned and executed big project”. The Lean Start-Up is made up of ten elements; however, for the purpose of the dissertation build-measure-learn, minimum viable product (MVP), pivoting and single unit flow will be essential. Taking inspiration from the four elements of the approach, looking to design a hypothesis to test an idea through MVP then adjust the project based on feedback would be an element that could be added to the framework. Finally, the Lean Start-Up provides insight on how to go about channels and technology pivot which would be beneficial to the dissertation. Elements of this approach would be crucial when it comes to the implementation of the legal technology strategy. For instance, testing out the technology for a period of time and having clients be involved in the feedback process would be effective. 

	Introducing a strategy that is aimed at building a digital transformation is another approach law firms can avail of. With this said, merely using technology to substitute the firm’s conventional legal practices does not suffice to consider it a digital transformation. Gobble (2018) suggests that there are three steps an organization can take to adopt a strategy worthy of being categorized as a digital transformation. Given that technology is always changing and moves quickly, the first step is to have this reflected in the organization (Gobble, 2018). Essentially the organization should be apt and willing to evolve with the changes in technology. Jason Bloomberg discloses that a digital transformation suggests leaving behind old hierarchies and creating an environment where the organization is equipped to respond to disruption (Gobble, 2018). Moreover, the second step is that the organization must come to terms with the idea that digital transformation is risky; therefore, the characters that make up the organization should reflect this and encourage a culture of risk taking in the company (Gobble, 2018). Fred Bartlit Jr. supports this argument by highlighting Bartlit Beck hired individuals who had crucial qualities such as risk taking (Lamb, 2012). Under chapter 2.4 in this dissertation, Ozanne and Churchill Jr. suggested that decision-makers who have certain characteristics would be more willing to adopt innovation, ideally, they must be younger, open-minded and educated (Ozanne & Churchill Jr., 1971). It is important to note that the internal characters in an organization have a big role to play in a digital transformation. Finally, the last step is that the company should be willing to welcome cross-collaborations (Gobble, 2018). Duncan (2012) supports the idea of cross-collaboration as she mentions clients want to build the best team of lawyers pulling from different law firms encouraging a mix of strategies, knowledge and resources. Digital transformation is about curating a mixed talented environment that are risk takers, lawyers that are willing to adapt to the rapid changes in technology and willing to step outside the realms of a traditional law firm business models.

Moreover, companies should consider incorporating a digital edge to render a digital transformation strategy successful. McDonald et al (2021) suggests a digital edge demands a new way of thinking and a new approach to increase customer value and revenue. The first approach that should be sought is understanding how implementing digital technology will raise value for the clients (McDonald et al., 2021).  In essence, introducing digital technology should not be merely incorporated for revenue or a more efficient way of carrying out business but rather anticipating the value it will bring to the firm’s clients. Duncan (2012) suggests best practices for optimal client service namely “key client teams focused on service plans developed jointly by firm and the client”. Some of the qualities lawyers need to adopt are empathy, flexibility and adaptability in order to grow a long-term client relationship and at times steer away from and the idea of turning every client into revenue (Duncan, 2012). Furthermore, client value could stem from involving the client on most decisions. Lamb (2012) discloses that the Valorem Law Group will make bimonthly calls to clients to assess how well they are doing but also takes this opportunity to assess whether they have any issues or have any feedback, this way the Group is always interacting with their customers. Moving on, the second digital edge approach is to select the edge that is right for the company. McDonald et al. (2021) claims selecting the right edge could take five different forms including automate, apply, accompany, augment and abstract. One could reasonably suggest that the two forms of digital edge that would accommodate legal firms would be to automate or accompany. In essence, automation uses digital technology to increase the efficiency of the physical resources already available and where digital technology accompanies physical resources it supports new levels of experience and customer value (McDonald et al., 2021). Finally, the last approach that is suggested is becoming a digital organization, this is whereby the company gets outside insight to build from within. This is an important step for a law firm looking to transform the company digitally getting as much outside information before building inside the company. This would be crucial as mentioned in the introduction of the dissertation there is a lack of information surrounding technology in the legal industry. Furthermore, there is a link which should be highlighted between the final approach McDonald et al. suggests and the last step disclosed in Gobble’s journal article which is cross-collaboration. 

Finally, marketing could be a large part of a law firm’s technology strategy. In today’s society, a large part of the population has a social media account. Social media has become a place where people could market their goods and services, connect with family and friends and more. Exploring with social media to create more client engagement would not only be ideal in terms of attracting more clients but also another form of communication with clients raising value. Kumar et al. (2013) suggests an interesting way of measuring social influence and this is done by analyzing “word of mouth” in social media, costumer influence effect and costumer influence value. For the dissertation, adding social media to a legal technology strategy could be considered effective. Social media could help law firms in terms of reputation, attracting new clients and client retention. These firms could post the firm’s reviews, advertise the law firm and their services and facilitate communications for new client queries.  
[bookmark: _Toc67840581]


[bookmark: _Toc72527549][bookmark: _Toc81603763]2.4   Internal Organization Effect on the Adoption of Legal Technology 

	Kronblad (2020) 
	“Law firms are reluctant to adopt innovations due to their three characteristics namely, high knowledge intensity, low capital intensity and personalized workforce”. 


	Reddick et al. (2019)
	“Five factors that influence adoption of technology namely relative advantage, compatibility, complexity, trialability and observability”.
 

	Ching & Ellis (2004)
	“Three factors that influence adoption namely the internal organization’s age, education and cosmopolitanism”. 


	Ozanne & Churchill Jr. (1971)
	“Decision makers who are most likely to adopt innovations are younger, better educated and open-minded individuals”.



Table 2.3: Characteristics of Internal Organization

	To start off, there are three distinctive characteristics that provides clarity as to the reason why professional services firms (PSF), such as law firms, are reluctant to adopt digital transformations. Kronblad (2020) claims that the three characteristics are high knowledge intensity, low capital intensity and personalized workforce and discloses that law firms would be considered a classic PSF as it encompasses all three characteristics. Kronblad (2020) suggests that a key feature of knowledge intensity is that it provides service delivery with an opaque quality as it would be difficult for non-clients to assess the quality of the service. In addition, low capital intensity would be in relation to the fact that law firms do not invest immensely in assets rather it is the intellectual capital of the professionals at work to operate (Kronblad, 2020). Finally, professionalized workforce is in relation to a self-regulated professional body of knowledge (Kronblad, 2020). One gets the impression that the characteristic which substantially affects the adoption of digitalization is low capital intensity. Law firms traditionally do not invest heavily on external capital which would imply that introducing technologies such as artificial intelligence and updated document management software would be regarded as substantial investment (Kronblad, 2020). In addition, one could conclude that by making law firms heavily embedded in knowledge and human work it enlarges the gap between man and machine. Machine is envisioned to take over human jobs; however, law firms could instore a system where man and machine can work as a team to have a mixed business model. Kronblad (2020) mentions with the use of digital technologies knowledge can be bundled, packaged and provided to the market in new ways. Overall, technology should not be regarded as a substantial expense that will take over the work performed by professionals but rather shall be embraced as a more efficient way of working. 

Moreover, an important component in this dissertation is figuring out whether new forms of legal technology will be adopted in the industry. Reddick et al. (2019) suggests there are five factors that influence the adoption of digital technology. These factors are relative advantage, compatibility, complexity, trialability and observability. These five factors could be used as a check list, to see whether the technology pivot is suitable for the company in question. Relative advantage is assessing whether the technology is a better replacement for the existent process? Compatibility would be looking at whether moving digitally would fit the business’ values and experiences. Trialability would be looking at whether it would be possible to give the technology a trial before adoption. Finally, observability would be done during the trial stage to determine whether it would be functional for the company (Reddick et al., 2019). For the purpose of this dissertation looking at compatibility, trialability and observability would have utmost importance. 

In order to adopt innovation, it must come from the internal organization specifically the decision maker. It would be crucial to figure out what types of characteristics are more likely to adopt innovation. Ching & Ellis (2004) suggests that there are three factors that would influence the adoption of innovation being age, education and cosmopolitanism. Ozanne & Churchill Jr. (1971) express that ideally a decision maker should be younger, better educated and open-minded when it comes to adopting innovation. One may reasonably claim that these requirements are not necessarily true but as more research and qualitative data will be sought throughout the dissertation these are factors that will be important to keep in mind. For instance, when carrying out interviews asking the interviewee their age, education and whether they would consider themselves open minded when it comes to innovation or grounded in routine would be a good idea. 

On the same notion of figuring out outside factors that may influence the overall strategy would be the environment factors. Ching & Ellis (2004) would suggest that intense competition and pressure from demanding customers would influence the adoption of innovation. For this dissertation one of the elements that will be included in the framework will be clients as client confidence and the number of clients have been affected by the pandemic. Client needs could be evaluated using the build-measure-learn elements in the Lean Start-Up strategy. By launching an experiment in order to gain feedback from clients would allow law firms to be able to evaluate client needs and sentiment towards legal technology.

[bookmark: _Toc67840585][bookmark: _Toc72527553][bookmark: _Toc81603764]2.5   Privacy Risk  

	Tidd & Bessant (2018)
	“Risk assessment is characterized by three elements being overconfidence, loss aversion and bias”. 


	Gasser (2016)
	“Three main approaches privacy law will take namely applying old rules to new problems, innovation within its own system and an approach where the entire approaches or instruments are changed”.


	Stalder (2002)

	“Privacy Enhancing Technologies come in three forms namely privacy through proxy, privacy through informed consent and untraceable privacy”.


	Kroener and Wright (2014)
	“Privacy by Design is an approach to privacy protection that gets implemented during the design stage of the integration of a new technology”.



Table 2.4: Privacy Risk

Looking at what a business cannot control is an individual’s mind and this could cause a strategy to not work as risk is different for everyone.  Tidd & Bessant (2018) expresses that risk assessment is characterized by three elements which are overconfidence, loss aversion and bias. One could add experience to the elements, every individual goes through different experiences that would render them more or less sensitive to risk. Risk is an important factor to take into account when coming up recommendations for law firms on how to implement an emerging technology unique to their firm.  

	Regulation of data privacy has emerged in recent years due the substantial misuse of personal information in the past decade. Gasser (2016) expresses that there are three main approaches to innovative technology that privacy law will take including applying old rules to new problems, innovation within its own system and an approach where not only individual norms are updated but the entire approaches or instruments are changed. One could argue that the first approach prevails amongst all three approaches. Given the fact that the law is retrospective and technology is rapidly advancing, applying old rules to new problems is not the most effective solution. (Hornung, 2013) claims that traditional regulatory instruments are often unable to cope with the challenges of modern data processing therefore requiring privacy enhancing technologies (PETs). PETs could be a solution that can safeguard data circulating in law firms along with regulations. With the rise of technology innovations especially during the pandemic a radical approach, Gasser’s third approach, would be fitting for the digital age. Gasser (2016) mentions creating a dispute resolution scheme such as “cyber court” system to accommodate large scale privacy threats. The 21st century is an era that is heavily affected and influenced by the digital world and it would be groundbreaking to create a court that would serve the purpose of safeguarding privacy in this new age. 

	Moreover, it could be argued that personal data, law and technology complement each other and form an alliance (Hornung, 2013). Exploring the concept of PETs is essential as it acts as another security layer on top of regulations already adopted by law firms on privacy. Stalder (2002) states that PETs come under three forms namely privacy through proxy, privacy through informed consent and untraceable privacy. Privacy through proxy would be essential for privatizing emails. This would be a situation where two parties are communicating by email and the receiver would be prevented from knowing the identity of the sender (Stalder, 2002). This type of PET would be beneficial in the legal sector where a law firm decides to go digital and they’re dealing with witnesses that want to give anonymous information for instance. Furthermore, another concept that can combat the fear of adopting innovative technology due to privacy risk is Privacy by Design (PbD). Kroener and Wright (2014) suggest that PbD is an approach to privacy protection, pioneered by Ann Cavoukian, that gets implemented during the design stage of the integration of a new technology. There are three principles of PbD that renders the approach beneficial to law firms implementing technology. The first principle is the idea that PbD is proactive and not reactive and one could argue that data privacy regulations tend to be reactive rather than proactive simply because of the nature of the legal system. Instilling an approach that is going to find new ways of privacy protection before damage occurs is crucial. The second principle is that privacy is embedded into design (Kroener and Wright, 2014). Embedding privacy protection in the design stage would also show that the firm prioritizes data privacy. The last principle is the idea that PbD makes way for end to end security ensuring life cycle protection (Kroener and Wright, 2014). Ultimately, the legal system is reactive and technology is going to keep evolving at a fast past, law firms could utilize the PbD approach and PET in order to mitigate some of the privacy risks that can occur as more emerging technologies are implemented in the legal sector. 




[bookmark: _Toc72527556][bookmark: _Toc81603765]2.6 Conceptual Framework 

	This section will display the conceptual framework which will unify the literature review and the objectives that were set out in chapter 1.4. The conceptual framework is
[bookmark: _GoBack][image: Screen%20Shot%202021-08-06%20at%209.59.05%20PM.png]used to give insight as to why the different elements are useful for the information being sought in this dissertation as well as the relationship between the four elements under secondary data.Lawyers in the United States, Ireland and England

Figure 2.1: Conceptual Framework

Figure 2.1 sets out all of the concepts that have been discussed in the literature review. Starting off with the secondary data, legal technology is an element that was introduced because it is the primary subject that is being explored in the dissertation and is referred to in each section of the literature review. The second objective of this dissertation, laid out in chapter 1.4, is to identify the impact the implementation of technology has on the survival of law firms during the pandemic in terms of opportunities. Before setting out technology’s impact during the pandemic it is important to determine its impact in law firms without the pandemic in order to make a contrast. Introducing radiant law was crucial as it is a major example of how IT can be at the core of a legal firm’s business model and be successful. 

Furthermore, the second element in the conceptual framework is strategy. This element was included in the literature review targeting the third objective which is to develop a framework which will set out how law firms can overcome challenges during the pandemic and seize opportunities with updated forms of technology. In order to carry out this task strategies that can accommodate technology in legal firms will be crucial. For instance, Gobble and McDonald et al’s insight on digital transformation provide two different but similar approaches that could benefit law firms. The two piece of literature both addressed the importance of cross-collaboration and the importance of building a team that is keen on taking on the challenges and risks that come with the implementation of technology. 

Moreover, the third element which is closely connected to strategy is innovation and specifically the approach to innovation. This section helped target the fourth objective in this dissertation which is to make recommendations to legal firms on the most effective use of technology. This section disclosed that one of the major recommendations that will be put forward is the importance of the internal charactericteristcs that make up the firm from the decision maker down to associates, paralegals and more. This section explored the different approaches and factors to consider in order to implement technology in a law firm and highlighted the importance of implementing digital technology that suits the law firm in question. 

The final element addressed in the literature review is risk, this topic was explored as it is the element that usually refrains law firms from adopting digital technologies. It is important to highlight that in recent years privacy has been more and more safeguarded by law and it is a risk that might jeopardize this safeguarding where technology is adopted. It is important to also realize that this is an element that could be the deciding factor in the adoption of technology. 

Further, the primary data will be collected by interviewing participants that are experts in the field in Ireland, United States and England. Further the data analysis method that is chosen is the in vivo coding. Finally, the findings will disclose the technologies used in the legal industry prior to and during the pandemic. 

[bookmark: _Toc81603766]2.7   Conclusion

The literature review consisted of putting together four different elements, legal technology, strategy, innovation and risk, in order to curate an approach that would help law firms across the world implement emerging technologies that could potentially help them survive a pandemic. 
	
	The legal technology section provides insight to a reputable example of a business model with IT at its core and insight on seven successful approaches law firms could adopt. Further, the strategy section explores the meaning of digital transformation, the Lean Start-Up strategy and different approaches to facilitate the transition of innovative technology. Thirdly, the innovation section discloses the importance of the influence the characteristics of the internal organization on the adoption of legal technology. Finally, risk is addressed as it is an element that can render the framework non-beneficial to certain law firms or alleviate the fear many law firms have in regard to privacy risk by implementing PETs or the PbD approach. 

	The following chapter is methodology and this chapter will explore the methodology that will be used to adopt the qualitative data conducted. In this chapter, the objectives will serve as the backbone to establish data collection. In addition, the literature review will be used to generate interview questions. 













[bookmark: _Toc81603767]3 Methodology and Research Design 

[bookmark: _Toc81603768]3.1 Overview




Figure 3.1: Research Onion


Chapter 3 will explore the methodology used in this dissertation. In order to give an overview of the methodology a research onion displays all of the layers that encompasses the methodology portion of the dissertation. The layers will be explained from the outer layer going towards the center. The first layer represents the philosophy that will be used in the dissertation. An interpretivist philosophy has been the chosen paradigm which will be explored in chapter 3.2. The second layer of the onion is the research approach and this will also be explored in chapter 3.2. The third layer represents the research strategy in which a collective case study has been chosen, this will be discussed in chapter 3.3. Furthermore, the fourth layer represents choices and for this research a mono method has been chosen as it will revolve around only qualitative data. The fifth layer depicts the time horizon. The time horizon in this dissertation will be based on a cross-sectional study. A cross-sectional study is looking at “the study of a particular phenomenon (or phenomena) at a particular time” (Saunders et al., 2009).  This dissertation is looking at the phenomenon of legal technology in a particular time which is during the pandemic. The final and sixth layer discloses the data collection method and the type of data analysis. For this dissertation, the primary data will be collected through interviews and the data analysis will go through an in vivo coding to create a final theory. This will be explored in chapter 3.4.

[bookmark: _Toc81603769]3.2 Research Philosophy and Approach 

	The research paradigm that will be used is interpretivism. This type of paradigm is essentially looking at humans as social actors (Saunders et al., 2009). A lot of the secondary data collected in the literature review would suggest that the adoption of legal technology is dependent on how the internal organization feels about technology and how they make sense of the new digital age. Saunders et al. (2009) would suggest the challenge of adopting the interpretivist paradigm is that the research should “enter the social world of the research subjects and understand their world from their point of view”. This is fitting for the research conducted in this dissertation as the literature review has influenced the qualitative data to look at internal organizational behaviour. The best approach to use for this research is an inductive approach. Saunders et al. (2009) would suggest this is where theory follows data. This would also suggest that it is crucial to conduct qualitative data as collecting data on human opinions, expert information and recommendations will serve as a good base to formulate a theory. In addition, the research will steer towards qualitative data as this dissertation is not looking for a definitive answer but rather creating a framework that will provoke discussion on the future of legal technology.

	The purpose of the research will be analytical. Collin and Hussey (2014) specifies, “analytical research aims to understand the phenomenon by discovering and measuring casual relations among them”. The phenomenon being explored in this dissertation is legal technology and in this research an analysis of how different factors influence the adoption of technology will be explored. The factors include the age, education and cosmopolitanism of the internal organization, the billable hour, risk of privacy and more. In addition, an analysis on how the pandemic has ultimately had a lasting effect on the usage of technology in law firms across the United States, Ireland and England. Another reason why the research will adopt qualitative data is because interviews will be the only form of collecting primary data in which the questions asked will provoke open ended responses. In addition, when constructing a framework one needs to know the sentiment of its target audience and the effective way of doing so would be through an interview where the target audience have a voice. The whole purpose of the qualitative data is to get insight as to how lawyers and their respective firms are affected by the pandemic, how they feel about technology in the legal sector and whether technology is the answer to the damages done by the pandemic.


[bookmark: _Toc81603770]3.3 Research Strategy 

The research strategy that will be adopted is a collective case study. Robson (2002) defines a case study as involving an “empirical investigation of a particular contemporary phenomenon within its real-life context using multiple sources of evidence”.  Morris and Wood (1991) mention a case study is of interest to a researcher that “wishes to gain a rich understanding of the context of the research and process being enacted”. This case study will involve lawyers from a number of different law firms in the United States, Ireland and England.  This will be done in the aim of seeking a generalization on a number of factors in order to depict what elements are crucial to add to the ultimate process of implementing technology in a law firm. In addition, by conducting multiple case studies this will give an idea of whether participants provide responses that are similar to the theories provided in the literature review or have a difference of opinions. Specifically, there will be seven lawyers that are in the legal technology space that will be interviewed and based on data analysis and the theories presented in the literature review a framework will be created in order to provide law firms with an updated more efficient utilization of legal technology to survive a pandemic. 

3.4 [bookmark: _Toc81603771] Collection Primary Data 

The primary data that will be collected in this dissertation will be a standardized open-ended interview. The interviews will revolve around getting insight of legal technology in law firms in the United States, Ireland and Europe and the effects the pandemic has had as far as its adoption into the industry. Specifically, this data will stem from an initial contact through LinkedIn informing the potential participants of the research question, aim and what is sought of them. The criteria for the selection of participants would be as follows, participants must be over the age of 18. In addition, participants must have knowledge on legal technology. Participants must be working in or for a law firm. Further, interviews must consist of males and females. Finally, participants must be willing to give their honest opinions.

The method by which the interview will be conducted will be through Zoom in which an audio recording will also be taken. Prior to the interview each participant will be sent both the consent form and plain language statement by email prior to the interview. Before going into the question segment the participant will be given a brief introduction that will be reminding them of the research question and the research purpose and aim. This will allow the participants to conduct their answers with the aim of the research in mind, allowing for there to be a more focused interview. The next section will disclose the research question and sources that have influenced the formulation of the questions.   

[bookmark: _Toc81603772]3.4.1 Sources

The type of questions that will be asked will welcome opinions and knowledge. The interview questions were created based on three main headings which are knowledge on technology, adoption of legal technology and the future of legal technology. The questions are presented down below:


	Questions
	Sources 

	1. How would you define legal technology and is there an effective way of implementing it?


	Corrales et al. (2019)

	2. What is the perception of legal technology in the industry? Do you believe that it is beneficial and why?

	Engstrom and Gelbach (2021)

	3. What are the challenges your law firm has faced due to the pandemic? Why do you think that is? 
	First objective 

	4. If there was a restructured business model during the pandemic, in what ways did legal technology influence this change? 

	Second objective

	5. How would legal technology be beneficial for a lawyer’s day to day operations? 
	Ward et al. (2009)

	6. Do you believe that the traditional business model of law firms restricts the industry from utilizing more innovative legal technology? Why?

	Kronblad (2020); Lamb (2012)

	7. How do you feel about using marketing strategies such as social media to grow the number clients for the firm and also making it a channel for communication?

	Kumar et al. (2013)

	8. Digital transformation could be considered risky; do you believe that in order to adopt this type of strategy hiring risk takers would be essential? 

	Gobble (2018); Lamb (2012)

	9. Do you think there should be a shift of focus towards client value? Why?
	McDonald et al. (2012)

	10. How do you think a firm can increase their client value? 
	Lamb (2012); Duncan (2012)

	11. How do you envision the growth of legal technology in the industry?
	Corrales et al. (2019)

	12. Say a framework was to be constructed for a law firm that wanted to implement legal technology what advice would you give them? 
	Third objective


Table 3.1: Research Questions 

To start off, since this dissertation will be using a collective case study research strategy some of the questions will stem from the objective to get an idea of how the law firm operates and how the pandemic has impacted their firm. The first and second question relates to the definition of legal technology. These questions are important to ask as it gives an outsider an idea of how the industry defines and views legal technology. The first question was inspired by Corrales et al. as they have provided a broad definition to the term legal technology. The second question was Engstrom and Gelbach as they suggest legal technology could fall within substituting or complementing everyday legal activities.

The third question targets the first objective of the dissertation, as the literature review is heavily based on secondary data of general topics on legal technology and digital transformation, primary data serves as more specific information on the pandemics and its effects. Further, the fourth question helps target the second objective which has regards to the impact of the implementation of legal technology. This allows the outsider to get an idea of whether or not legal technology is regarded as beneficial during this time. The fifth question also targets the second objective although it is taking a look at how lawyer’s personally feel about adopting legal technology in their daily activities. In addition, Ward et al. (2009) had suggested the future of legal technology would include AI and machine learning. 

The sixth question was inspired by Kronblad and Lamb. This question was added for multiple reasons. Firstly, it was to get an idea of what is considered a traditional legal business model. Secondly, it was to see whether the lawyers agree with the idea that law firms are reluctant to adopt legal technology due to billable hours as it has been raised multiple times in the literature review. 

The seventh question was inspired by Kumar et al., this was looking to see whether lawyers would be willing to branch out in using other forms of technology and not merely technology that renders their legal profession more efficient. This question was also asked because critics such as Lamb, Duncan and McDonald have raised the concern of increasing customer value and social media is one of the ways firms could use it in order to boost client relationships. 

The eighth question was inspired by Goble and Lamb. Both authors had mentioned law firms need to start creating an environment that accepts risk taking in order to mimic the nature of digital transformation. The purpose of asking this question is to see whether the lawyers agree or disagree with this point. This could be an important element that aids the adoption of legal technology and gets added in the framework in the conclusion.  

The ninth and tenth question is having regards to client value. Clients is an important element that is at the heart of the legal business model. Therefore, asking how clients can be more involved with the implementation of digital technology in the company would be beneficial. 

The eleventh question revolves around the future of legal technology and it’s simply asking where do the participants see legal technology going in the future? Is it worth implementing technology if the industry will remain conservative? This question is to gage how they feel about technology and whether they think it is here to stay. The final question also targets the fourth objective and simply asks the participant what is important to get rid of or implemented in the industry in order to facilitate the adoption of digital technology. 

 
[bookmark: _Toc81603773]3.4.2 Access and Ethical Issues 

As far as access, the participants for the interview will consist of lawyers. There are a couple of reasons why these participants would be interested in this case study namely they were all affected by the pandemic whether that be remote working, loss in clients and more. Secondly, these participants would have certainly been subject to the shift in legal technology uses prior to and during Covid-19. Thirdly, this case study takes a look at the future of legal technology which would suggest more efficient ways of working and gaining more clients. Essentially, what the researcher would say to convince the participants is that they will be contributing to a framework that could potentially benefit their career in the long-run. In addition, this is an opportunity to allow lawyers’ voices to be heard. Further, it will be anonymous which allows the participants to feel comfortable to give their opinions freely. The data that will be collected will be experiences and knowledge.  The sampling approach will be pulling female and male lawyers from approximately six companies located in the United States, Ireland and England. These participants would be contacted through LinkedIn. The initial contact with potential participants would be as follows, 
“Good morning, I am in the Griffith College Dublin Graduate Business School and I am currently completing a postgraduate degree in International Business and Law. I would like to talk about a research study I am conducting for my dissertation. The research question is “how can making a technology pivot in law firms allow them to survive a pandemic?”. 
This research question will be looking at the future of law firms and how digital transformation can be beneficial for the legal sector post Covid-19. I am conducting this research in hopes to influence your future and technology usage in the legal sector for more effective working”.


The initial contact would introduce the research question, a little background information and a short research purpose. Further, the data will be collected on zoom with an audio recording saved for any missed information. The data will be analyzed in two steps starting with interview transcriptions. Following the transcriptions will be an in vivo coding analysis. 

Moving on, in relation to the research ethics the goal is to be transparent with the participant and make them feel safe with the information that is being delivered by them. The main research purpose will be explained to them. The participant will be told that the interview is voluntary and they can withdraw at any moment and written consent will be mandatory prior to the interview. Further, the participants will not be obliged to turn on their camera during the remote meeting if they wish to stay fully anonymous, the participants are also free to change their name on Zoom so their name isn’t displayed in the recording. There are no realistic risks that the participants would face as their interview would be anonymous and the questions would revolve around industry practice and not focused entirely on the company they are a part of. In addition, the participants will not need to disclose confidential information of the law firms. Finally, the participants will be able to contact the researcher easily where there are any further concerns.


[bookmark: _Toc81603774]3.5 Approach to Data Analysis 

Firstly, the data analysis will start off with a transcription of the zoom interviews. The following step is to conduct a coding. The coding method that will be used in this dissertation will be in vivo coding. Saldaña (2009) defines coding as a word or phrase that essentially symbolically assigns a summative for spoken or visual data. An in vivo coding is specifically using the participant’s language as a code. Coding can be summarized in three steps. The first step is to pull the most important information from each interview and give it an in vivo code. The second order is to categorize all of the coding under three subcategories. The final order is to come up with a theory using the three concepts. Using the coding method allows to exploit the inductive approach as it visually shows the reader how qualitative data is going from data to theory. 

After the coding portion has been completed creating a framework displaying the most important elements to recommend to law firms will be sought. Finally, a reflection will be done. This will be looking at how the responses answer the research question.  It will also be looking at the similarities and discrepancies between the primary data and the theories in the literature review. Further, the reflection will acknowledge how the research perspective has changed over the course of the research study and interviews. 

[bookmark: _Toc81603775]3.6 Conclusion

	In conclusion, the primary data will be pulled from a collective case study from lawyers located in the United States, Ireland and England. This was done in in hopes of creating generalizations to facilitate the creation of the final framework. The qualitative data will be under the form of an interview. Moreover, the twelve interview questions stem from both the literature review and the objectives in the dissertation. Further, an inductive approach has been chosen as it mirrors the data analysis methods which is in vivo coding. 
















[bookmark: _Toc81603776]4 Presentation and Discussion of the Findings

[bookmark: _Toc81603777]4.1 Overview 

Chapter 4 will disclose the findings of the qualitative data which was conducted through interview. Chapter 4.2 will specifically disclose the findings of the interview. This section is composed of 7 interviews from lawyers that are based in the United States, Ireland and England. The data analysis method chosen for this dissertation is in vivo coding. An analysis of the important text pulled from the transcripts will be given a code stemming from the participant’s own words. After the in vivo code will be extracted from the text, a theme will be curated giving the code a broader umbrella which will serve as different categories to fit multiple codes. Chapter 4.3 is the discussion section and this section will be relating the interview back to the literature review and determining the similarities and the discrepancies in the research. This section will also follow the structure of the literature review. 

[bookmark: _Toc81603778]4.2 Findings 

[bookmark: _Toc81603779]4.2.1 Interview 1 

Participant: Associate Solicitor 
Company: McCann FitzGerald 
Based: Dublin, Ireland 

	Theme
	Coding
	Interview

	Culture 
	Tied
	“I wouldn't be a huge fan of the billable hours, but you're tied to it and it influences everything in the law firm”.


	Culture 
	Balance 
	“You never get that balance right I feel like”.


	Culture
	Quality 
	“Producing a quality piece of work for the client almost comes secondary”.


	Change
	Limitation 
	“There are limitations, like there's only so much information you can put into a dropdown. These things are always different, every transaction”.


	Process
	Younger 
	“There are more modern thinking and it's generally the younger partners that are more forward thinking or into this stuff”.


	Culture 
	Conservative 
	“The tradition in law firms is that they're just extremely conservative”.


	Culture 
	Risk 
	“Lawyers by their nature are advising against risks”.


	Culture 
	Challenges  
	“It was remote working in our firm and the other challenges where I think the big one initially was executing documents”.


	Culture 
	Senior 
	“It's back to the culture, the more senior people weren't on board with this. The pandemic then pushed them to do that”.


	Process
	Essential 
	“Legal technology such as DocuSign, Adobe signing and such are all essential”.


	Culture 
	Ridiculous 
	“In practice to call into someone's office and ask them a question you're always wondering do I need to give them a matter number so they can put their time down, it’s ridiculous stuff”.


	Culture 
	Follow 
	“All these things they do come from London and the US we just follow in Ireland what they pass”.


	Change 
	Human and machine 
	“The machine might create one efficiency, but it all has to be reviewed by humans and then that's kind of creating an inefficiency”.


	Process  
	Important 
	“I'd say the most important thing is culture. Then the technology kind of comes after that the culture blocks, the changes with the work from home”.



Table 4.1: Interview 1

	For the first interview, the respondent puts emphasis on the culture in the legal industry that is clashing with technology, as one can see he utilized the word “conservative” to describe the culture. Another instance where he puts emphasis on the clash is with risk disclosing that by nature lawyers advise against “risk” and technology demands an element of risk. Another factor that is prevalent in the legal industry which clashes with technology is the fact that law firms “follow”. Essentially, law firms are waiting, sitting around for other law firms in the US and the UK to introduce innovative technology for their law firms. 
	
	Moreover, when it came to change he was of the view that technology has been beneficial but just because it solves one problem doesn’t make it effective. For instance, contract express involves using a series of drop downs to generate a first draft and it will do this accurately; however, there is only so much information that can be inserted into a drop down which limits this tool’s efficiency. He expressed that in one way technology creates an efficiency; however, in the industry it will always be reviewed by humans then that creates an inefficiency. He struggles to find the balance between technology being used to solve a specific problem and technology that will make the whole contract management process faster and more efficient. 

Moving on, the second claim that the respondent made is that there is a slow progression that is currently happening due to the pandemic. He claims there are now “essential” tools in the practice due to the pandemic such as DocuSign which was not utilized before in the firm. In addition, there have been technologies set in place which are not resorted to because there are limitations with the dropdown tool and this is where sometimes fixing one problem can be an inconvenience in other areas. Further he expressed that younger partners and lawyers are those who are more forward thinking and this drives progression in legal technology. Finally, he claims the real progress would have to start with culture then the technology follows. 

[bookmark: _Toc81603780]4.2.2 Interview 2 

Participant: Legal Solutions Architect  
Company: McCann FitzGerald 
Based: Dublin, Ireland 

	Theme
	Code 

	Interview 

	Culture 
	To get work done 
	“If you have to use it to get your work done as a lawyer or paralegal or a law clerk or legal secretary or anything like that it's legal technology”.


	Culture 
	Slow 
	“The legal industry is slow to change”.


	Culture 
	Healthy skepticism 
	“lawyers were taught to be skeptical but it's a healthy skepticism. It's not antagonistic”.


	Process
	Personal life 
	“I have run into lawyers who have been skeptical around do we want to use AI? Is it effective? Is it accurate? What are the concerns ethically around that? Well, you're using AI every day in our personal life is the first thing I would say to you”.


	Process 
	Quicker and more accurately 
	“It'll help you be more efficient and your client will be happier because you're getting the work done quicker and more accurately but it is just that one time”.


	Process
	Depends 
	“I think if I was starting up my own firm tomorrow I'd be all over social media but it depends on the type of law you're doing”.


	Culture 
	Ingrained 
	“The billable hour is heavily ingrained in our industry and it is going to be very hard to get away from it”.


	Process  
	Fixed fees 
	“Of course, it's unhelpful, but if you look at what clients are demanding for in the industry they're asking for fixed fees, putting the risk back on law firms”.


	Process
	Efficient and profitable 
	“We have to decide then whether or not we want to be efficient and profitable”.


	Culture 
	Behind 
	“If you look at what's going on in the states we're probably about five years behind and that’s because clients in the states tend to be much more aggressive with respect to fees”.


	Process
	Evolution
	“… when they say digital transformation is we're going to the cloud. Why is that risky? All it is, is an evolution of what we've always been doing”.


Table 4.2: Interview 2

	For the second interview, the respondent was of the opinion there is a culture that is very divided in the legal industry towards technology; however, it should be seen as “healthy skepticism” as this is the way lawyers have been taught to approach risky matters. To add, he thinks the billable hour is so heavily ingrained in the industry that to get rid of this tradition would be quite challenging. This goes to show that culture such as the billable hour is a huge barrier to entry for technology.

	Moreover, in relation to change he had disclosed most of the challenges they faced would be no different than the challenges everyone else faced during the pandemic. E-signature was one of the main changes that occurred in McCann Fitzgerald which is synonymous with the previous lawyer that worked with the same company. There was not much change that occurs in the company. 

	In relation to the process this lawyer had a lot of insight to share. To start off he put an emphasis on the fact that he does not believe that there is risk to technology and compared it to “personal life”. In addition, one can see that there is a clash between holding onto tradition and what the clients are asking for which are “fixed fees”, this ties back to the previous interview where the lawyer said that the billable hour is heavily ingrained in the industry’s tradition. Essentially, in order to progress part of the process is giving the clients what they are requesting. 

[bookmark: _Toc81603781]4.2.3 Interview 3 

Participant: Operations Manager Legal Technology Group 
Company: Zelle LLP
Based: Minnesota, United States 

	Theme 
	Code 
	Interview 

	Culture 
	Help 
	“Legal technology in my world is really the e-discovery side, the litigation side and the tools that we use to help our legal teams get through that whole discovery phase”.


	Culture 
	Steady 
	“We are very fortunate that our work has not only stayed steady but we have increased, we have hired over I think 12 lawyers over the pandemic”.


	Change 
	Comfort
	“We're seeing the lawyers coming out of law school with a higher level of comfort in using technology”.


	Culture
	Frustrated 
	“There are some people who… are frustrated by technology and rely on others to do that work because they're just not either comfortable with the technology or there's a certain amount of training and patience that go into learning how to use the tools”.


	Culture 
	Necessary 
	“I think legal technology is viewed as a necessary, there's some great tools that are out there the work that we can save our legal teams by using technology in hours and hours and hours and what that equates in costs to the client are there”.


	Culture  
	Comfortable 
	“Clients are getting so comfortable with this and they understand it's not a big of a battle to explain to them why technology is important, it's needed, what the benefits to them will be by using it, that kind of thing”.


	Process
	Cultural Differences 
	“I think there is a bigger worry about culture, the cultural differences that we would start to feel than any other technology struggles”.


	Culture
	Positive 
	“Social media is such a big thing out there; a lot of our clients use it so I think it's a positive thing”.


	Culture 
	Policy 
	“We had this policy in place where no data could be put on a drive that wasn't encrypted”.


	Process
	Value 
	“I think legal technology is one of the best ways you can offer value to the client”. 


	Process 
	Research and audience 
	“Make sure you do your research in what technology you're planning to implement make sure you know, what your audience is and your audience's needs are”.


	Process
	Require 
	“There are some really great tools out there that come with a very hefty price tag and they're very impressive but if your client's work doesn't require that kind of work you know you don't want to be investing in those huge ticket items”.



Table 4.3: Interview 3

	First of all, this respondent was of the general opinion that the pandemic did not have much to do with any sudden surge in technology usage at Zelle LLP in fact they were fortunate to have been prepared for remote working and the other challenges most firms have otherwise faced. The respondent puts an emphasis on the fact that business has remained “steady”. When it comes to culture they chose to use the term “frustrated” to express how some lawyers feel about the new age of technology in the industry, frustrated due to the fact that they are not comfortable because they lack knowledge in the area. The respondent regards technology as very necessary and discloses that now clients are getting more and more comfortable with it as they are starting to understand its importance. One starts to piece together that another barrier to entry for advanced technology is the lack of knowledge in the area. 
	
	Furthermore, when it comes to risk, Zelle has set up a data policy to combat privacy risks in the firm. Zelle had introduced a data policy where data is to be stored on an encrypted drive. Once this change occurred she had noticed some challenges with the implementation of this technology similar to that witnessed in Table 4.1. There became an inefficiency with the encrypted drive as certain courts will not accept an encrypted drive so this is an example of a challenge that was introduced once technology was adopted. Nevertheless, a positive change that has helped the integration of technology is the increase in younger lawyers having a high level of “comfort” with technology. 

	In relation to process, there is an urge to jump over the cultural differences that is presented in the industry. This was also claimed in Table 4.1, in essence the focus should be shifted on cultural differences before looking at technology. In terms of the process of introducing legal technology the respondent advises to do the research on the specific technology that is sought and to establish the audition’s need, the technology has to be unique to the company. Further, the company should come to terms with technology being an investment so curating a software that will tackle specific downfalls in the firm will be for the firm’s benefit. 

[bookmark: _Toc81603782]4.2.4 Interview 4 

Participant: Legal Technologist 
Company: Addleshaw Goddard 
Based: Manchester, England 

	Theme
	Code
	Interview

	Culture 
	Already exists
	“You can either say it is utilizing technology that already exists within the legal industry context using that to your benefit”.


	Process 
	Technology platform
	“You also get technology platforms like Kira or Bryter that are made exclusively for the type of work that is carried out by law firms or professional services”.


	Culture   
	Monitoring 
	“I believe they did face challenges and their clients faced challenges and that was monitoring the work of your team when you are all working remotely and you don't have as much, day to day contact”.


	Change 
	Work in office 
	“It’s mainly with law firms that put emphasis on working in the office really most other companies they are moving towards working from home but even at AG they do want people to start going back one or two days a week”.


	Culture
	Whole life 
	“I think everyone is more comfortable working from home because then work doesn't become their whole life”. 


	Culture 
	Attitude 
	“That is why legal technology has boomed as much as it has throughout the pandemic because before this law firms especially more traditional law firms didn't have to adopt the technology so they didn’t because that is the attitude with law firms”.


	Change 
	Saving money
	“If it's saving us money we can provide better rates to our clients keep more clients. I think it has a sped up the transition but still going to take a while”.


	Culture 
	Never do human work 
	“legal technology will never replace lawyer, you can never replace lawyer, it will never do the human work”.


	Process 
	Teach 
	“Since you’re becoming more efficient you’re also going to be getting more work. The law firm may train paralegals to become legal technologists and teach them how to do this type of work”.


	Culture 
	Sacrifice 
	“At the moment, it's either have a legal career or have a life, you have to sacrifice one”


	Process
	Automate 
	“With technology, you can create chat boxes, or you can automate process so if something does happen, your client, or your colleague just access a platform that will let them know your decision-making process and tell them what they need to do”.


	Culture 
	Stupid concepts 
	“One of my senior managers said to me, “recording your time is one of the most stupid concepts ever and it shouldn’t even exist and he was a senior manager”.


	Change 
	Lower rates 
	“The clients want lower rates and if they can get that from another top hundred law firm they're not going to be that loyal to you when they can save a considerable amount of time”.


	Process 
	Comfort 
	“People don't care about that experience, they care about their comfort so if you can provide a service to your clients, without getting them into your office and give them better prices, they're going to move to you”.


	Process
	Advance technology and advanced security
	“Now that you're using more advanced technology you can also use more advanced security, to make sure you're keeping all the information that you've got safe”.


	Process 
	Every way possible
	“Just trying to actually utilize technology in every way possible because that's the only way that you can actually get data from the work you're doing”.



Table 4.4: Interview 4

	This interview was with a legal technologist who was quite new to this area of law. However, with the experience he has already obtained he has noticed numerous areas of improvements where technology could in many instances save the day. To start off, the respondent had claimed that the law firm has faced a couple challenges in the beginning of the pandemic but highlighted the biggest challenge was monitoring work while everyone was working remotely. There is a constant push for lawyers to return to face to face working; however, the pandemic has proved new tools to be necessary and remote working to be possible so there is a disconnect there. In addition, he claims that the pandemic has pushed law firms to grapple with technology as they didn’t adopt it in the past because they didn’t need to. Further, he claims technology can be such a sensitive topic that when talked about some lawyers’ defense response is “machine will never do human work”. There is a real fear that introducing technology would take over human lawyering and reduce the amount of work they are assigned.
	
	Secondly, he discloses where the necessary changes are made this would save the company money. In relation to the billable hour clients want lower rates and where companies don’t accommodate to their clients’ needs they risk being left behind and clients would diverge towards other firms that are willing to give them what they are looking for. The business model of a law firm puts client retention on a pedestal and by not making these necessary changes they risk losing clients. Moving on, when it comes to risk his stance is simply if a firm can get advanced technology they are apt to get advanced security. 

	Finally, in terms of process he starts off by giving options on platforms, such as Kira and Bryter, that can easily be implemented in a law firm which is made for a lawyer’s day to day activities. In addition, to tackle the challenge of remote working automated technology can be useful. Further, utilizing technology in every way possible allows for data to be collected and eventually creating a system. 


[bookmark: _Toc81603783]4.2.5 Interview 5

Participant: Senior Technology Manager 
Company: DLA Piper 
Based: London, England 

	Theme 
	Code 
	 Interview 

	Change 
	Didn’t exist 
	“This job didn’t exist at DLA before six years ago”.


	Culture 
	Solves 
	“It solves legal specific problems”.


	Culture 
	Evolution 
	“It's always been an evolution of an existing technology, often improvements, or a drive to suddenly say right we're going to have to do what we wanted to do for years ago”.


	Culture 
	World in between 
	“I would say you have got a mixture of people who are extremely enthusiastic who wants to try everything and then there is the world in between which consists of people who are too afraid because they've not been enabled to do it, they've not been given the authority to do it”.


	Culture 
	Healthy skepticism 
	“I think there's a bit of healthy skepticism, a bit of hope, and also a bit of nervousness because everyone feels they're missing a trick”.


	Culture 
	Bad press 
	“I think it’s a bad press”.

	Change 
	Half time 
	“If they can do the work in half time because they're not having to check every single page of a 120-page contract to make sure that what they're looking for is in it, they're quite happy to do less crappy work even if their hours are less reduced”.


	Culture 
	Terror 
	“These working practices, which are being built up through terror of making a mistake over the years, it's very hard to do”.


	Change 
	Fixed fees  
	“There has been a move in the industry towards looking at the profits built in matter rather than remuneration based on hours worked”.


	Process 
	Speed and quality 
	“I'm very big on products which take a particular thing speed that up and do it really well”.


	Culture 
	Data policy 
	“It does have an impact but as long as you’ve got your ducks in a row in terms of your data policy it shouldn’t make a difference”.


	Process 
	Change process 
	“Real risk in digital transformation is under estimating the change process, and the amount of resource and investment you need to do to keep them safe”.


	Change
	Understand 
	“For me, I'm less much less scared about data and privacy than I used to be because I understand it better than I did seven years ago”.


	Culture 
	Failure 
	“I think that's a that's quite a big thing and it's the job of people like me and probably our greatest failure to properly explain what technology does and how it will help people”.


	Culture 
	Paranoia 
	“It’s an absolute paranoia, which is why it's so hard to step outside of the way you've been taught, you're told not to miss anything out”.


	Process 
	Human and machine 
	“It’s just making sure that it's the human and machine that makes it a better-quality process and the best technology does that, I think”.


	Process
	Understand 
	“Understand what [your client] needs are, understand what you want to supply and at that point working out a better process for delivering that and a strategy for delivering that is number one thing you do”.


	Process
	Understand 
	“Understand your investment because you know how much volume you've gotten and you know how much margin you can improve”.


	Change 
	Safe area 
	“It’s about giving those lawyers who are risk takers a safe area to be able to explore things and to be able to A reward it and B not punish it I think is a key thing because there is a certain percentage of lawyers who are risk takers that want to do it in a different way”.


Table 4.5: Interview 5

	To begin with, the senior technology manager was of the impression that law firms have only implemented technology that have improved existing technology and has noticed that he hasn’t seen a brand-new type of technology or way of working as a result of the pandemic. Once again much like Table 4.4 he has witnessed a divide on the receptiveness of technology in the industry claiming there is a world in between the people that are enthusiastic about it and those who are afraid of it. However, he understands the healthy skepticism much like in Table 4.2. Moving on, in relation to the billable hour he deems it bad press however he believes if lawyers can spend less time doing tedious work they would shift from this tradition. He claims the billable hour was a mistake of the past. 

	Moreover, he is another legal technologist that advocates for fixed fees as oppose to the billable hour and this is a change that is currently happening in the industry. When it comes to privacy risk he’s of the opinion that once lawyers understand technology they will be less fearful of data and privacy. Further, he doesn’t necessarily believe that hiring risk takers will change how technology is received but rather creating an atmosphere where these risk takers feel safe to explore and not get punished for it is essential. 

	Finally, in terms of process he gave clear and concise steps that should be adopted when implementing technology into a law firm. The firm must be open to the idea that humans and machines together can enable a better-quality process. In addition, understanding the client’s needs, what you want to supply and most importantly understanding the investment of technology.

[bookmark: _Toc81603784]4.2.6 Interview 6 

Participant: Legal Technology 
Company: Thomson Reuters 
Based: Pennsylvania, United States 

	Theme 
	Code
	Interview 

	Culture 
	Supports
	“I think would be any technology that supports a better practice of law”.


	Process  
	Protect 
	“You're able to essentially input fact patterns of pending cases and protect the percentage likelihood that that particular judge will give you a favorable outcome or not”.


	Process
	React quickly 
	“Then particularly during a crisis situation like economic shutdown and things like that, you have to react quickly and that's where the software component comes in”.


	Change 
	Urgency 
	“They're a little bit more resistant but they also have the urgency to remain competitive. So that's often a good selling point of technology is that your competitors will be utilizing tech so you should as well”.


	Culture 
	Trend 
	“Law firms will often implement technology on behalf of their corporate clients as a paid service. So they become experts in a new skill set and it becomes a new service offering for so that's another kind of neat trend in the industry”.


	Change 
	Offload 
	“Document automation first, you are given the ability to offload work”.


	Change 
	Time and money 
	“Saves you time and money”.


	Process 
	Approaches to various situations 
	“Another benefit of general technology from the content side is you're seeing what other lawyers are doing and what is the recommended language and approaches to various situations from the content side”.


	Process 
	Automate workflow 
	“let's say all high value matters in one particular jurisdiction needs to go to the general counsel of a company whereas all things that don't meet that criteria go to the junior attorneys you can automate that workflow”.


	Culture 
	Adverse
	“Lawyers are generally averse to because tech makes it efficient and therefore they think that they can't bill as many hours as they used to that's the perception”.


	Culture 
	Shortage 
	“There's no shortage of legal matters”


	Process 
	Control 
	“If they log into a portal and they can see the status of their matter and all the documents related to their matter they feel more in control”.


	Process 
	Start small
	“There is so much out there and the most successful deployments that I've constructed for my clients we start small”.


	Process 
	Agile methodology 
	“In the IT world, this is called agile methodology basically that means just hit the ground running with one little thing and grow from there and evolve over time from there”.


	Culture 
	Waterfall
	“What too many law firms get afraid of is the opposite of agile is waterfall and waterfall is where they want to plan out everything before they begin anything”.



Table 4.6: Interview 6 

	In this interview, the respondent finds that the biggest downfall of lawyers is their mindset. There is this idea that the implementation of technology insinuates that lawyers won’t get billed as many hours. He puts emphasis on the fact that there is no shortage of legal matters. Moreover, he acknowledges that lawyers are resistant to the implementation of technology but they have an urgency to remain competitive. Once again similar to Table 4.1 and 4.2 there is a pattern of the legal industry being categorized as followers whether that be being heavily influenced by the US and the UK or their competitors in the same location. 

In terms of change, he expresses that technology enables lawyers to offload on work that is tedious, it will allow them to take on more work where they previously have not had the opportunity to do so. Some of the changes that have been witnessed recently is that law firms will learn a new skill set where their clients are asking them to employ specific technology and eventually this becomes a new service offering law firms could service to other clients. This is one of the ways the industry will start to see an increase in the use of technology as he emphasized that it is becoming a trend now.

He had proposed an agile methodology when it comes to the process of adopting technology into a law firm. Find the problem that needs fixing and fix that particular area, this is also considered starting small which he highlights in the interview. This could be automating workflow.  A firm could start of by automating simple workflow, an example is given in Table 4.6. As far as clients and making them happier and supported introducing technology where they can see how the lawyer has progressed on the case and having access to it would give them more control. This also in turn raises client value.

[bookmark: _Toc81603785]4.2.7 Interview 7 

Participant: Associate Director of Practice Technology 
Company: Leading New York firm 
Based: Greater New York City Area  

	Theme
	Code 
	Interview 

	Culture 
	Friction 
	“I think they have a very low tolerance for friction in technology, meaning like if the technology doesn't just work or isn't sort of in any way gets in their way or slows them down”.


	Culture 
	Dependency 
	“The dependency on physical record keeping. In some places, obviously you know bunch of files were in a drawer somewhere in the office and no one was there”.


	Change 
	Faster, higher level of service  
	“I think there's no concern about people not being busy enough let's put it that way, really ever, so I think we primarily view technology from like a performance enhancement type of lens t's about being able to deliver better faster, higher level of service”.


	Change 
	Faster is effectively better 
	“It’s not even efficiency like sometimes just being able to do it faster is effectively better outcome in certain circumstances”.


	Change 
	Disconnect
	“I think the law firms themselves understand the benefits of the cloud and on some level frankly the clients do as well because all the clients in their own organization leverage various cloud services but for whatever reason there remains this kind of disconnect where you know the clients use them but they don't want their law firms to use them”.


	Culture 
	Without being notified 
	“Theoretically, under certain circumstances, at least in the US it would be possible for certain government entities to go to court get a subpoena to go directly to the cloud provider to gain access to your data and crucially without you ever being notified at any point”.


	Culture 
	Stuck 
	“Then it's open to debate how real a concern that is but that in the debate these days that's kind of where things have gotten stuck in the US”.


	Culture 
	Access the content 
	“Your data is going to be stored in the cloud but it's encrypted in a way that only the firm can decrypt it and access the content”.


	Change 
	What’s the point 
	“You've got this data there but the tool that you're storing it can’t actually read it. What's the point in having it there”.


	Culture  
	Regulated 
	“So again, it varies, I mean this is all from my perspective, we have very large financial institutions those core clients they are primarily heavily regulated”.


	Culture 
	Bandwidth 
	“These are attorneys but they're like inward facing in there and you know their whole focus is trying to improve internal process and knowledge sharing all that stuff and so they had this natural group of people who could sort of champion innovation and process improvement and new tools in a way that the practicing attorneys just don't have the bandwidth to do”.


	Change 
	First 
	“I was the first attorney technologist at my firm that they ever had we've sort of created the roll out of the air”.


	Culture 
	Little time and capacity 
	“Lawyers at least in the big firms have so little time and capacity to devote to anything other than just doing their job any change even small change is disruptive”.


	Process 
	Constant tweaking 
	“I think they're more inclined to say, “let's do this one can do it right” rather than the sort of constant tweaking”.



Table 4.7: Interview 7 

	In this interview, the participant said the reason why law firms are reluctant to adopt technology is due to friction. Firms are cautious of technology coming in the way of getting the job done in instances where it slows them down and more. He also revealed that a significant reason why there is friction is because lawyers simply don’t have the time. He highlights that every change is disruptive. Finally, he brings up a crucial disconnect that is happening in some firms by which clients are using technology but don’t want their law firms to utilize it and this could be considered a major barrier. 

 Moreover, similar to Table 4.3 the law firm he works for has employed a policy that all the data will be in an encrypted key for only the firm to decrypt. Also, similar to Table 4.3, he has seen limitations where because the data is encrypted some of cloud based search tools cannot be accessed and suddenly you’re left with data that can’t be read which creates non-efficiency. In addition, some of the changes that come with technology is simply doing work faster and this could be considered a major benefit. 

	For the process, he believes there are numerous questions a firm must ask themselves in regard to the specific changes the firm wants to make, why they want to make those changes, the pros and cons of the current set up and in order to put this in place hiring someone who is an expert in the field is key to serve as guidance during the process. Finally, he claims similar to Table 4.6 it’s about constant tweaking and not fixing everything at once. 
	
[bookmark: _Toc81603786]4.2.8 Theory 

	In the findings section above there are three overall themes that have been extracted from the coding. The themes are culture, change and process. The culture theme represents any text that depicts cultural practices in each firm, the traditional ways of working, the lens technology is viewed under and serves as a clear idea of the mindset of the individuals operating in law firms. In addition, change represents the changes that have been implemented and how it has been received as well as the changes that are deemed necessary for the adoption of technology. Finally, the process theme encompasses the tools that are deemed innovative technology in the legal industry. Process also represents the advice various lawyers had to give to law firms that want to adopt legal technology from the first time, really going into detail of what elements are to be focused on and why. 

	Stemming from these three themes a theory has been formulated. The theory that has been extracted from this in-vivo coding is, technology can maintain a law firms’ success during a pandemic where there is a culture shift, where the internal organization welcome technology with an open mind and where there is an understanding of how technology functions, its importance and its benefits. 

[bookmark: _Toc81603787]4.3 Discussion

[bookmark: _Toc81603788]4.3.1 Culture  

	The first culture will be the definition of legal technology. It was important to find out whether the majority of law firms understand and would define legal technology in the same way. Chapter 2.2 in the literature review reveals literature on legal technology. There were a couple of definitions that were synonymous with that expressed by the respondents. Willcocks (2016) defined legal technology as workflow technologies, contract management systems, e-discovery system and more, this can be found in Table 2.1, this reflected the definition given by a number of respondents. As seen in the quotes in Table 4.8, similar to Willcocks, all of the respondents have synonymously said it is anything that touches the practice of law and supports a better practice of law. Respondent 6 goes into more detail disclosing the two major types of technology being content industry and software.  


	Respondent 1 
	“Facilitating the new environment that we’re working in”.


	Respondent 2
	“Anything that you use in practices is legal technology like this is legal technology *proceeds to show me his keyboard*, anything that touches the practice. Legal technology isn't new. It's just a new word”.


	Respondent 3 
	“In my particular world, legal technology is really used to define the applications and the processes that go into like the e-discovery side of litigation of the legal world”.


	Respondent 4
	“You can either say it is utilizing technology that already exists and utilizing that within the legal industry context and using that to your benefit but you also get technology platforms like Kira or Bryter that are made exclusively for the type of work that is carried out by law firms or professional services”.


	Respondent 5 
	“Technology which is specific to the legal industry, it's not applicable to lots of different industries. It solves legal specific problems. Word, for example, is technology. Contract automation is legal technology”.


	Respondent 6 
	“Any technology that supports a better practice of law…there is what we call content industry and those are products like Westlaw and Lexis Nexis that keep track of the changes of law. Then there's another industry that we refer to as software and software covers a large gambit of things”.


	Respondent 7 
	“Anything that attorneys would use in the ordinary course to deliver legal services”.



Table 4.8: Respondent Quotes on Legal Technology 

The second culture is the tradition of the billable hour in which Table 4.9 will be referred to. This is a tradition that runs deep in the tradition of the way that law firms operate and is an essential part of business. Duncan (2012) mentions that the hourly billing detracts from efficiency. Fred Bartlit Jr also expresses the billable hour was a roadblock to efficiency (Lamb 2012). This is the exact point that respondent 1 makes by relating it to the idea that two heads is better than one.  In addition, respondent 3 is of the opinion that there are other more efficient billing models such as fixed fees. Further, respondent 4 explicitly claims that the senior manager in the company had expressed his dismay towards the concept of the billable hour and claims he personally would get rid of it. From respondent 6 and 7’s responses one can insinuate that the billable hour acts as a shield, it ensures that lawyers are maximizing their workload. Therefore, when it comes to addressing the adoption of technology lawyers automatically assume their workload will reduce which both respondent 6 and 7 argue that this is false. Moreover, there is this idea that due to law firms being a classic professional service firm it leaves little room for change. Kronblad (2020) claimed that “law firms are reluctant to adopt innovations due to high knowledge intensity, low capital intensity and personalized workforce”. The only characteristic out of the three that stood out during the interviews was high knowledge intensity. A couple of respondents have claimed because the firm is centered on human work and requires high knowledge, they fear that machine will take over the human work. This fear of the possibility that machine will take over human work was highlighted by respondent 4 and 5. However, as seen in respondent 4 and 6, the two lawyers rightfully claim that just because machine is introduced in law firms does not mean lawyers will have a shortage of work. On the contrary, they will have more time to do more work. 


	Respondent 1
	“I wouldn't be a huge fan of the billable hours, but you're tied to it and it influences everything in the law firm. It's the number one thing underneath every decision and everything are people's billable and need to abide them… Someone might be given a piece of work whereas it be done more efficiently with two people. And the incentive is to keep that piece of work for yourself and get your own billable”.


	Respondent 2 
	“The billable hour is heavily ingrained in our industry and it is going to be very hard to get away from it. Do I think it stifles innovation and tech? No, I don't think so because at the end of the day we're in a customer service industry. We can call it a practice if we want to we're really no different from any other customer service business. The name of the game for us is client retention”.


	Respondent 3 
	“It [does come in the way of efficient working] and there are other billing models where they may just say we'll do this work for you for this lump sum of this. Then the goal is to get the work done before you exceed the amount of time that would have generated that final dollar amount”.


	Respondent 4 
	“I mean that was one of the main things that stood out to me when I started working in a law firm, billable hours. It was funny one of my senior managers said to me, “recording your time is one of the most stupid concepts ever and it shouldn’t even exist…that just tells you how outdated this model of business is and it needs to go away I will go away”.


	Respondent 5
	“I understand the billable hour. I think it's a bad press. It is at least a recognizable metric of paying for work. This is what it costs per hour for me to do my job. The only problem is why is it taking you so long to do your job, but it's not the worst way of quoting for a piece of work if you don't have an extension to your house”.


	Respondent 6 
	“There's no shortage of legal matters. There's an ocean out there for law firms and if they can target the higher value matters and sort of offload the simpler ones using automation technologies, that's in their interest, I would argue”.


	Respondent 7 
	“You know I think it obviously depends on one position in the market and sort of how busy you are and all that sort of thing. I can only speak for our firm I think there's no concern about people not being busy enough let's put it that way, really ever very rarely, so I think we primarily view technology from like a performance enhancement type of lens t's about being able to deliver better faster, higher level of service”.



Table 4.9: Respondents Quotes on the Billable Hour 

	Moving on, the next culture is the internal organization’s characteristic by which Table 4.10 will be referred to. An area that was compelling was the idea that characteristics of the internal organization would influence the adoption of technology namely “age, education and cosmopolitanism” (Ching & Ellis, 2004). A couple of respondents have pointed out the influence age and education had on the adoption of technology. Respondent 1 and 3 have said the younger lawyers are more comfortable and more welcoming to technology in the firm. Respondent 1 mentioned senior lawyers and how they did not want to move towards using technology and remote working. Respondent 5 expresses “these working practices, being built up through terror of making a mistake over the years”, this could be considered education because this is a practice that has been taught to lawyers in the field for years. In addition, skepticism towards risk could also be considered education because being risk alert is a mindset that is taught to lawyers for years. Respondent 2 had effectively expressed this point and claimed that although law firms are skeptical of change and technology, it’s healthy and that’s the nature of the industry. Finally, Ozanne & Churchill Jr. (1971) claim that a decision maker who is “younger, better educated and open-minded” would be more apt to adopt technology into the firm. Judging from the interviews one could infer that respondent 1 believes seniors in the firm are as forward thinking as the younger lawyers; however, there is not much information that would lead the research to employ that this is true.  



	Respondent 1 
	“It's generally the younger partners that are more forward thinking or into this stuff… generally the more senior ones are in charge and they're the ones who ultimately have the power”.


	Respondent 2 
	“I mean the legal industry is slow to change. I don't think any lawyer would deny that but with that being said I think skeptical is the wrong word actually because lawyers were taught to be skeptical but it's a healthy skepticism. It's not antagonistic”.


	Respondent 3 
	“There are some people who have maybe been around in the industry for a while that are frustrated by technology and rely on others to do that work because they're just not either comfortable with the technology or there's a certain amount of training and patience that go into learning how to use the tools. We're seeing the lawyers coming out of law school with a higher level of comfort in using technology. I think is just a given that this is going to be part of your world”.


	Respondent 5 
	“I don't think it necessarily means that the billable hour stops people engaging new technology, I don't think it is much of an issue because clients will pay for technology if it's making sense however, the model in terms of the way that partners train juniors associates this way of operating. These working practices, which are being built up through terror of making a mistake over the years”.



Table 4.10: Respondent Quotes on Internal Organization’s Characteristics






[bookmark: _Toc81603789]4.3.2 Change 

The first change is changing the business strategy. Tidd & Bessant (2018) had introduced the Lean-Start Up strategy which pushed for short fast experiments rather than a carefully executed big project. Judging from the interview there were divided opinions on this matter. As seen in Table 4.11, respondent 6 had claimed the “most successful deployments are those that start small” and this will permit firms to experiment with small changes, evolve and reduce unnecessary investments where it doesn’t go to plan. Respondent 7 didn’t say to start small but to start with picking a problem that can be solved through technology and during this process collaborate with an expert in the field.  However, respondent 7 also claims that any small changes could be disruptive as “law firms, at least in the big firms, have so little time and capacity to devote to anything other than just doing their job”. One gets the impression that although it is crucial to start small and conduct bite size experiments realistically lawyers are too busy to give their time to anything other than their work. In support of respondent 7’s statement respondent 1 expresses “you can never get the balance right”. One realizes that the load of work that is keeping law firms from making these small changes to gradually adopt technology is because of the billable hour. The metric consumes lawyers’ time. However, a counter argument to the lack of time and capacity law firms have for a digital transformation is cross-collaboration. Law firms could hand over the majority of development work to an expert in the field while still being a part of the process, respondent 7 related this to an architect and client relationship. Respondent 7 states, “[it is] really sort of like hiring an architect to do a renovation on your house. You need this person who can get really deep with you on what you're looking to achieve, understand the goals, understand the problem but also has the sort of technical capability to go off and actually, at least on a first draft basis, propose a solution”.

	Respondent 1 
	“You never get the balance, right. You're always chasing more because the associates are chasing their targets. Then you end up having too much work. You never get that balance right I feel like”


	Respondent 6 
	“Start small. There is so much out there and the most successful deployments that I've constructed for my clients we start small. We pick one solution that we need maybe it's document management, maybe it’s workflow routing, maybe it's AI features and we implement that.  In the IT world, this is called agile methodology basically that means just hit the ground running with one little thing and grow from there and evolve over time from there”.


	Respondent 7 
	“Lawyers, at least in the big firms, have so little time and capacity to devote to anything other than just doing their job any change even small change is disruptive. They want to minimize the frequency with which they have to even engage with change at all”.



Table 4.11: Respondent Quotes on Strategy

The second change is understanding risk of privacy, Table 4.12 will be referred to. Gobble (2018) highlights firms should accept that digital transformation is risky. The respondents have expressed that there is risk to privacy; however, they generally don’t view technology as high risk. Both respondent 3 and 7 have spoken about their law firm’s policy on putting data on an encrypted drive in order to minimize the risk of privacy. Further, respondent 7 states that clients will use cloud services but won’t allow their law firms to use them creating a disconnect because “the people who negotiate outside counsel guidelines at the client organizations tend to be risk averse”.  Further, respondent 4 claims leaving documents lying around in an office would seem riskier than having it in the cloud. He also argues when more advanced technology is adopted so can advanced security. Respondent 6 resonated with respondent 4 in saying that keeping paper files in an office is riskier nowadays. Moreover, respondent 5 stated that once technology is understood the fear of privacy risk begins to lessen. Technology is risky; however, like respondent 2 stated it should be simply seen as an evolution and not as risky. Furthermore, respondent 2 related technology used in law firms back to technology used in people’s day to day lives. This is interesting because technology is used every day and people are aware of the risks; however, once one learns how to employ safe usage the fear starts to dissipate. Finally, Lamb (2012) was of the opinion it was crucial to hire lawyers with qualities such as risk taking, this opinion did not resonate with numerous respondents.  Respondent 5 had claimed there needs to be a “safe space” to welcome people who are risk takers. In relation to risk takers, respondent 2 and 3 claimed there was simply no correlation and respondent 2 puts emphasis on the fact that lawyers are taught to be skeptical so there is clash there. 

	Respondent 1 
	“I suppose the tradition in law firms is that they're just extremely conservative. Whereas business generally would be about taking risks. Lawyers by their nature are, are advising against risks. So, you're constantly advising clients against risks and our firm tend to be quite conservative on that front. So, the culture is conservative and when they're employing someone, if someone seemed to be a risk taker, they might not want that”.


	Respondent 2
	“I think what people said what they mean when they say digital transformation is we're going to the cloud. Why is that risky? All it is, is an evolution of what we've always been doing. We went from paper to working on PCs. You know we used to send physical paper documents around town, via posts. Now we send them by email. Instead of doing that we're just going to post it somewhere and people can go in and get it whenever they want. I don't see why that's risky”.


	Respondent 3
	“We had this policy in place where no data could be put on a drive that wasn't encrypted but then we have certain courts that won't accept an encrypted drive. So, we have a firm-wide policy about client data, if that client document turns into an exhibit that has to go to a court and the court says give it to me on a flash drive, that’s not encrypted but our policy says it has to be. That gets to be difficult discussions and some frustrated lawyers and that brings challenges for sure”.


	Respondent 4
	“Now that you're using more advanced technology, if anything, you can also use more advanced security, to make sure you're keeping all the information that you've got safe… How can you argue with technology because of ethics and safety when you've got boxes lying around here where anyone can break into the building or the building could catch fire and all your documents would be gone?”.


	Respondent 5
	“Understanding where the data is, what it is, and then putting things in place to make sure you're mitigating against that risk. For me, I'm less much less scared about data and privacy than I used to be because I understand it better than I did seven years ago. I know what to do to make sure that it has kept us safe as possible”.


	Respondent 6
	“They could be stolen, there could be a break in, there could be a fire or a flood. Paper files in a safe at your office is probably one of the riskier things nowadays”.


	Respondent 7 
	“I think the law firms themselves understand the benefits of the cloud and on some level frankly the clients do as well because all the clients in their own organization leverage various cloud services but for whatever reason there remains this kind of disconnect where you know the clients use them but they don't want their law firms to use them. They're not quite comfortable or I should say, the people who negotiate outside counsel guidelines at the client organizations tend to be risk averse”.



Table 4.12: Respondent Quotes on the Risk of Privacy 

Finally, the third change is utilizing social media by which Table 4.13 will be used. When it comes to social media before the interview there was this idea that social media was a fascinating concept that has brought a lot of firms’ attention and clients; however, this was not the case. Kumar et al. (2013) claimed that social media would be essential for customers, in this case clients. When social media was brought up in the interviews the lawyers simply expressed their firms have social media mainly LinkedIn and Facebook. Respondent 2 and 3 claimed it was a good idea to have social media but that it didn’t really affect the client retention or had an impact on their success during the pandemic. 


	Respondent 2 
	“I mean I've got nothing wrong with it. I just don't know that that is the way that they want to do that right now. It just depends on who they are… If I was starting up my own firm tomorrow I'd be all over social media but it depends on the type of law you're doing… I mean I've got nothing wrong with it. I just don't know that that is the way that they want to do that right now. It just depends on who they are”.


	Respondent 3
	“I think our marketing group does use social media, mostly LinkedIn. I don't know that other platforms are really used. I think we have a Twitter account, I think we have those things but I don't know that they're super active. I mean social media is such a big thing out there, a lot of our clients use it so I think it's a positive thing”.



Table 4.13: Respondent Quotes on Social Media

[bookmark: _Toc81603790]4.3.3 Process 
	
In addition, Courter (2021) had highlighted three points when adopting technology which were working with the IT team, putting the clients first and adopting technology that is curated for the firm. To start with clients, the majority of respondents under table 4.14 have highlighted the importance of their clients and thinking about them every step of the way during a digital transformation. Respondents 1, 2, 3,4 and 5 have expressed some of the clients’ needs in the industry and the ways in which they can be brought along on the journey of a digital transformation. Respondents 1 and 4 both highlight that there is a dire need to move towards a fix fee cap instead of the billable hour. Respondents 3 and 5 essentially determines it mandatory to involve the clients in the beginning stages of the transformation. Nonetheless, respondent 2 goes a step further and claims clients should be engaged every step of the way.  In addition, Respondent 6 addresses Courter’s key factor which was to adopt a technology which is suitable for the law firm. Respondent 6 emphasized on the fact that “all firms have their own unique needs and primary issues”. Finally, respondent 7 addresses the key factor of cross collaboration, collaborating with an expert in the field. 

 

	Respondent 1
	“Well a radical thought on that is I think they should get rid of the billable hour. A lot of clients want fee cap, they'll insist on a fee cap”.


	Respondent 2 
	“With clients, you have got to ask them and ask them consistently. Like you don't just ask them at the start of the matter what they want. I think when the matter closes, you absolutely should do a post-mortem. Teams will internally speak to each other about what went right, what went wrong, which you absolutely should include the client in that. You can say to them “this is what you said at the start you wanted, these are the pitfalls and things that came up in the middle during the deal, what do you think now? How can we be better next go around and what did you think about what you said at the start? We do that for our matters, but we also do it with some of our knowledge management stuff, legal technology stuff, like we constantly and consistently engage with them”. 


	Respondent 3 
	“Make sure you do your research in what technology you're planning to implement make sure you know, what your audience is and your audience's needs are. There are some really great tools out there that come with a very hefty price tag and they're very impressive but if your client's work doesn't require that kind of work you know you don't want to be investing in those huge ticket items”.


	Respondent 4 
	“The clients want lower rates and if they can get that from another top hundred law firm they're not going to be that loyal to you when they can save a considerable amount of time. If they know that firm is able to save money on this project now they're doing something right and they're going to be able to save more money on other projects in the future so law firms that are resisting to move away from the billable hour will eventually just die out and lose business”.


	Respondent 5 
	“Go to your clients and say what it was your 10 biggest bunk bares about the way we supply, understand what their needs are, understand what you want to supply and at that point working out a better process for delivering that and a strategy for delivering that is number one thing you do. Then you pick the most appropriate technology to enable that better process driven through your strategy to be in place.  The worst thing you can do is say is “we do a lot of this so let's buy something which helps us do a lot of that”, that’s not the way to do it”.



	Respondent 6 
	“We pick one solution that we need maybe it's document management, maybe it’s workflow routing, maybe it's AI features and we implement that.  In the IT world, this is called agile methodology basically that means just hit the ground running with one little thing and grow from there and evolve over time from there…Every firm is unique and they all have their own unique needs and primary issues”.


	Respondent 7 
	“You need this person who can get really deep with you on what you're looking to achieve, understand the goals, understand the problem but also has the sort of technical capability to go off and actually, at least on a first draft basis, propose a solution, design and or work with people who can who can design it and guide the process forward and just sort of,  much like an architect in a construction project, kind of have an oath on the both on the business side but also on the technical side and understand the needs and sort of translate between the two sides and just guide the whole process I think that's the key having sort of that person it's a lot of these projects in my experience”.



Table 4.14: Respondent Quotes on the Process of Technology Adoption
	 

[bookmark: _Toc81603791]4.4 Conclusion 

	Overall, the interview provided this research with a lot of industry insight. The interviews have established that the pandemic had pushed most of their firms to see the importance of certain technologies such as e-signatures which have become a staple practice for firms now. The pandemic has also shown a lot of firms that operating online is not as overwhelming as it was perceived to be prior to the pandemic. 

This interview has shown that the United States effectively do have more advance technologies with tools that will offer a lawyer the likelihood a particular judge will give the lawyer a favorable outcome, encrypted drives and more. However, the majority of the law firms were affected by remote working and automating the normal lawyer’s day to day activities. The interviews exposed that in England and Ireland law firms are still slowly welcoming technology but are still highly on the fence. 

Finally, the qualitative data had proven some of the arguments made in the literature review such as cross-collaboration being necessary. In addition, short fast experiments and tackling one problem at a time is better than planning everything out at once. There was a unanimous agreement amongst all lawyers that there needs to be a shift in culture before technology can be implemented. This means establishing fixed fees for clients, educating the industry that implementing technology does not mean less work for lawyers, educating the industry on risk management and the benefits that technology can provide to mitigate risk and more. 









































[bookmark: _Toc81603792]5 Concluding Thoughts on the Contribution of this Research, its Limitations and Suggestions for Further Research 

5.1 [bookmark: _Toc81603793] Introduction 

By way of recapitulation, the research question in this dissertation is “how can making a technology pivot in law firms allow them to survive a pandemic?” 

Further, the objectives were to first identify the challenges that law firms in the United States, Ireland and England have faced during the pandemic. Secondly, to identify the impact the implementation of technology has on the survival of law firms during the pandemic in terms of opportunities. Thirdly, to develop a framework which will set out how law firms can overcome challenges caused by the pandemic and seize available opportunities with an updated form of legal technology. Finally, to make recommendations to legal firms on the most effective use of technology. 

The dissertation followed an interpretivist philosophy. The research strategy was a collective case study by which qualitative data was obtained through interviews. There were seven respondents for firms namely DLA Piper, Thomson Reuters, McCann FitzGerald, Zelle LLP, Addleshaw Goddard and a leading New York firm.  The analysis method used in this dissertation was the in vivo coding.


5.2 [bookmark: _Toc81603794] Implications of Findings for the Research Questions 


	The billable hour should be eradicated. 

	Law firms should switch to fixed fees.

	The paranoia around risk of privacy should decrease.
	Law firms should be educating lawyers on the security and policies that help mitigate risk.


	There needs to be expert guidance. 
	Law firms should work collaboratively with an IT team for instance.


	Client value should be raised.  
 
	Law firms need to involve their clients during every step of the process.


	A digital transformation needs to start small. 
	Law firms should stop planning out everything before they begin anything. Pick a problem and work on a solution. 


	Decision makers need to get rid of the conservative culture in the firm. 

	Law firms should be educated on the importance and benefits of innovative technologies. 



Table 5.1: Implications

The findings section disclosed a lot of habits that law firms have adopted because of the way in which the legal sector has operated for years. The first roadblock to technology is the billable hour. Ultimately judging from the interview responses, the metric of the billable hour should be eradicated. Respondents have voiced that clients are asking for fixed fees; therefore, law firms should mirror this.  Stemming from the billable hour, the paranoia that lawyers have around machines taking over human work indirectly stifles innovation as they fear the adoption of technology could potentially replace them. Judging from the responses on the debate of machine vs. humans, lawyers predict technology will merely get rid of the tedious tasks lawyers have to do making way for more matters to be resolved. Further, lawyers should be educated on the security measures that are implied with the adoption of technology in order to lower the risk of fear. 

Moreover, collaborating with an expert in the field will alleviate law firms from the paranoia as they will be educated throughout the process of the implementation of updated forms of technology. In addition, the party that will be affected positively or negatively due to the use of technology is clients so they have to be involved every step of the process. Lawyers deliver a service to their clients, technology can render the delivery of the service quicker and more accurately or may cause friction so it is important to obtain the opinions of their clients. Aside from involving clients curating a technology for the firm should start small with one problem and one solution and evolving from there. Ultimately the findings have shown that there needs to be a solid foundation before constructing a strategy for the adoption of emerging technology. Where the culture is conservative and not open to the changes that technology seeks then building a strategy around this will be not be sustainable. Respondent 1 has voiced that McCann FitzGerald has tried putting in place technologies such as contract express but because the internal organization either doesn’t like to engage with technology or doesn’t have the habit of utilizing it, it doesn’t get used often. To avoid this, lawyers need to be educated on technology, the paranoias need to decrease, concepts such as the billable hour need to be eradicated even before suggesting technology solutions. 

5.3 [bookmark: _Toc81603795]Contributions and Limitations of the Research 

[bookmark: _Toc81603796]5.3.1 Contributions 

	Theory
	Similarities and Discrepancies

	Billable Hour: Duncan (2012) states that “the hourly billing detracts from efficiency”.

	All respondents had a similar opinion apart from respondent 2 stating the metric doesn’t stifle innovation and law firms are in a customer service industry. 

	Internal Organization Characteristics: 
Ching & Ellis (2004) claims “the characteristics of the internal organization would influence the adoption of technology namely age, education and cosmopolitanism”.
	Respondent 1 states younger lawyers are more modern thinking. Respondent 3 also acknowledged younger lawyers are more open to technology. 

Respondent 1 had acknowledged a conservative culture which relates to cosmopolitanism. 

The majority of respondents have stated lawyers are taught be risk averse which would relate to education. However, this was considered healthy skepticism. 

Therefore, although Ching & Ellis’ theory was similar to how the respondents have felt about the internal organization characteristics’ influence on innovation this was not necessarily viewed as negative. 


	Lamb (2012) Risk taking is a crucial quality when hiring. 

	Most of the respondents had seen no correlation between risk takers and the adoption of technology in a law firm. 

	Privacy Risk: Gobble (2018) states “digital transformation is risky”.

	All the respondents have either stated technology permits data to be more secured and adopting innovative technology is not riskier than the way in which law firms have already been operating.  


	Process: McDonald et al (2021) suggest a “three-step approach to adopting a digital edge. Firstly, understanding how implementing digital technology will raise value for the clients. Secondly, selecting the edge that is right for the company. Getting outside insight to build from within”.

	This was widely agreed with amongst all respondents highlighting the first step as most important. 

	Tidd & Bessant (2018) expressed “short fast experiments rather than a carefully planned and executed big project”.

	This was agreed with amongst most of the respondents; however, respondent 7 mentioned any small changes can be disruptive as “law firms have so little time and capacity to devote to anything other than just doing their job”. 


Table 5.2: Similarities and Discrepancies between Interview and Theories

The aim of this dissertation is to assess the digital transformation implemented by legal firms in the United States, Ireland and England as a result of the pandemic. Reflecting on Table 5.2, there seemed to be a gap between lawyers acknowledging that technology in the legal sector is beneficial and the implementation of such technology. In an attempt to fill this gap, I proclaimed that the pandemic could be the underlying trigger to filling this gap. I attempted to prove that the pandemic had instilled a lightbulb moment in the legal industry to resort to a channel, technology, that would allow them to operate outside of office. By doing so, law firms would ultimately realize the benefit of technology and it would start a snow ball effect by which the vast majority of law firms will start implementing technology at a more rapid paste. In order to pursue this information, I had to go straight to the source which were lawyers themselves. By conducting an interview with the seven respondents I obtained all of their sentiments on technology in the legal sector by which they confirmed that technology is necessary, it has been a contributing factor to the survival of remote working and to the future of the legal sector. Although the pandemic has boosted the use of technology, the culture in the legal sector is very conservative and ultimately digital transformation in the industry will be a slow progression. 

	Objectives
	How it was reached

	1. Identify the challenges that law firms in the United States and Ireland face during the pandemic.

	Research Question 3 

	2. Identify the implementation of technology has on survival of law firms during the pandemic in terms of opportunities. 

	Research Question 11

	3. Develop a framework which will set out how law firms can overcome challenges caused by the pandemic and seize available opportunities with an updated form of legal technology 

	Research Question 12
Literature Review 


	4. To make recommendations to legal firms on the most effective use of technology 

	Corrales et al. (2019) 
Interview 6  


Table 5.3: How the Objectives were Reached 

	Furthermore, in order to tackle the first objective, I simply asked the respondents the third research question which was the challenges their law firm has faced during the pandemic. This exposed that remote working was the biggest challenge because they had to change the way they complete transactions which lead to the adoption of e-signatures which for the majority of the Irish lawyers this was a new adoption. Further, in order to complete the second objective, I asked the eleventh research question, “how do you envision the growth of legal technology in the industry?” The reason why this question was asked was to determine how important the respondents deem technology to be. Most of the respondents have expressed it will be a skill that all lawyers will have to obtain because it goes without saying how crucial technology is for the future of the legal sector. It is essential for the survival of the pandemic because that would mean the biggest challenge, remote working, would not be a problem as in a couple of years’ time the legal sector will be in the cloud. Moreover, in order to build the ICI Framework, as seen in Figure 5.1, I asked the respondents what advice they would give to a firm that wanted to start implementing technology. Along with this, the literature review served as a tool to support the advice given from the respondents. Finally, I selected the most important advice that was synonymous to theory made under chapter 4.2.8 and created the ICI Framework. The final objective was to recommend the most effective use of technology. It became apparent after respondent 6’s interview that most effective use of technology for the survival of a pandemic would be software technology. Respondent 6 claimed software technology is “where you can essentially automate amendments to your agreements or automate new vendor contracts to respond to those types of situations”. He claims automation technology is very useful to employ “for crisis situations like an economic shutdown”. This respondent is an expert in the field and this insight could be essential to combat an economic shutdown like the pandemic. In addition, making use of PETs would be beneficial in order to help mitigate the risk of privacy and lower the risk of litigation against the breach of privacy. 

[bookmark: _Toc81603797]5.3.2 Limitations and Recommendation for Future Research 


	Limitations
	Future Research

	Qualitative data was only interviews 

	Mix of interviews and surveys 

	Small sample size   

	Larger sample size 

	Sample profile 

	Vary in gender 

	Interview questions 

	Questions on specific technologies utilized



Table 5.4: Limitations and Future Research

Table 5.4 discloses the limitations of the study and subsequently what this means for future research. Starting off with the type of qualitative data that was chosen. The interviews allowed the respondents to talk about their opinions on the area of technology in the legal sector as well as provided the research with recent changes the pandemic has brought to the use of technology in the legal sector. Further, in order to build a framework, the research could have benefitted from a ranking of elements in terms of their importance. For instance, to what extent does the billable hour stifle the adoption of technology from 1 to 5, 1 being “not at all” and 10 being “without a doubt”. 

Further the sample size allowed for a good collection of data; however, more interviews would mean more information and a better analysis on the theories stated in the literature review. In addition, the sample profile ranged in law firms and age but not in gender. There was only one female perspective out of seven interviews and the interview could have benefitted from more female opinions. Finally, the research could have benefited from questions on the specific technologies that were found to be crucial during the pandemic. A couple of specifics legal technologies were brought to light during the interview such as Bryter, Kira, Doorfront and more. These are platforms that could facilitate the transition of legal technology and this dissertation could have benefitted from more. 

[bookmark: _Toc81603798]5.4 Recommendations for Practice 

The third objective in this dissertation was to develop a framework which will set out how law firms can overcome challenges caused by the pandemic and seize available opportunities with an updated form of legal technology. I have decided to curate a framework that will give law firms a guide in which they can use to implement effective technology unique to their firm. The framework is called ICI. The first step requires law firms to have a self-reflection period. This step has been named the interrogation stage. Down below under Table 5.5 are questions that decision makers in law firms should ask themselves before implementing an emerging technology. Further, on the right are questions to further guide and clarify the reflection process. 

	Ask Yourself

	Think

	What is the problem? 

	What needs to be restructured for a more efficient work environment? 


	What market are we in? 

	What do we sell?

	Who are our clients? 
What are their needs?
	This could be done by asking your clients what are the 10 biggest downfalls of the firm’s service?


	Do you understand the innovation you want to implement? 

	Do you understand why it is important and how this is going to benefit the firm? 

	Do you understand the investment you are making? 

	Does your investment match your client’s needs and what you’re trying to achieve in the firm? 


	How will you combat the challenges of data privacy with this innovative technology? 

	Will you implement new policies, enforce existing regulations and/or make use of privacy protection technologies and approaches such as ESI or PbD? 


Table 5.5: Interrogation stage

The following stage is the culture stage which will be looking at the culture in the firm. There needs to be a change in culture in order to welcome the technology that is being employed. This is stage is bringing the interrogation stage to the rest of the lawyers in the firm making sure that they are aware of why the technology is being implemented, they understand why this investment is being made, they understand how its beneficial to the firm and their clients and so on. Finally, the firm as a whole need to understand that there might be friction as technology is not perfect but efficient. Once the firm understands why and how the innovative technology is being implemented this could positively affect its adoption into the firm. Technology needs to be accepted by the majority of the firm for there to be a solid ground for adoption so involving the internal team in the process is essential. 

	The final stage would be the implementation stage essentially giving the firms advice on the initial steps of making that digital step, this includes starting small. Determine what are the pros and cons of the current set up and pinpoint a problem. Then collaborate with an expert to find a solution for this problem with the expert guiding the firm along the process of change. In Table 5.5, the left column would be areas law firms would like to improve and on the right lies possible legal technologies solutions.

	Data Storage 
	Electronic discovery


	Remote Working 
	Document automation such as Templafy 


	Contract Management 
	Contract express 


	Electronic Signatures 
	DocuSign and Adobe signing 


	Data Privacy 

	Privacy Enhanced Technologies and Privacy by Design 



Table 5.6: Legal Technologies 

[bookmark: _Toc81603799]5.5 Final Conclusion and Reflection 

	I have learned so much about conducting research. First of all, the research needs to be planned out by sections. Often times I doubted the potential of this dissertation because I did not know in what direction the research was going to go. Only once the interview portion was completed the dissertation started coming together. In addition, I realized you don’t necessarily know about your study without involving the primary people concerned. The interview was crucial in order to give substance to the literature review and support the majority of the arguments made. 

	Further, my perception of information and data has changed as they don’t necessarily mirror one another. The information that is presented in the literature review is information based on facts and data is information in real time. The information presented in the literature review might have evolved, not been employed or was not found beneficial to certain respondents. For instance, I realized that when lawyers employ the term culture it really means the paranoia around technology, the routine and habits that come with lawyering, the sudden fear of the unknown, whereas in the literature it revolved around the characteristics of the internal organization. 

	I enjoyed conducting research on this topic, I have found an area of law that I find intriguing and want to continue to learn more about even after the dissertation. Due to this research study and talking to lawyers I realized that technology will play a huge part in the legal sector in the future and the pandemic has only sped up the urgency of technology. The nature of the legal sector is conservative and even after the pandemic there is still a division of opinions on legal technology. However, the pandemic has started the wheels turning for a lot of law firms pushing them to lay the foundations for the integration of legal technology because it is considered vital for the industry’s evolution. 
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	1
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	Zoom 
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	Associate Solicitor at McCann FitzGerald (MF) 

	Interviewer 
	Agnes-Clara Dikoum (ACD) 



(ACD): Good morning. Thank you for accepting to participate. I wanted to do a dissertation on the future of technology in the legal sector because during the pandemic I have seen so many companies and a lot of them have been able to sustain their business during the pandemic because of it whereas a lot of more traditional businesses were having to grapple with the challenges of the pandemic. I wanted to know if implementing technology in law firms will help them survive a pandemic. 

(MF): Since the pandemic hit I transitioned really into a number of secondments. So, for the last year and a half, I spent much more time on secondments with various clients than actually in the law firm. However, I've been back and forth and I can speak about this comment as well. What's the state of legal technology? I think it depends, the law firms I work in tend to be like a number of many law firms within a larger firm and it's broken down along partners or teams. Some teams and some partners would embrace technology. I know others are much more reluctant to take it on or to go with it.

(ACD): I've seen that quite a bit. Law firms are quite reluctant and I think for a very long time and a lot of researchers have said that it's because of their traditional business model. They're paid for the work that they put in and not how efficiently they do their work. The billable hour apparently   comes in the way of efficient working. 

(MF): Yeah, I wouldn't be a huge fan of the billable hours, but you're tied to it and it influences everything in the law firm. It's the number one thing underneath every decision and everything are people's billable and need to abide them. You never get the balance, right. You're always chasing more because the associates are chasing their targets. And then you end up having too much work. You never get that balance right I feel like. 

(ACD): You get stuck in this thing of if I work more hours I will get paid more.

(MF): Yeah, that's it. I mean producing a quality piece of work for the client almost come secondary. Someone might be given a piece of work whereas it be done more efficiently with two people. And the incentive is to keep that piece of work for yourself and get your own billable. Whereas, you know, obviously two heads are better than one and it tends to happen that way. We're more efficient today in my firm. They have embraced it to the extent that they experimented with AI technologically but it's a long tedious kind of process for reviewing documents basically for relevance. And they've experimented with using AI programs that can kind of do this work they call it contract express. This is something that I'm supposed to use more. Basically, instead of someone asking us to draft a document, let's say, virtues agreements as part of a transaction, you go to precedent bank and you take out the precedent and you start there and then you make it be spoke to the transaction and everything. They’ve tried to bring in this way of doing it, it's called contract express. It's a series of drop-downs and it generates that first draft. There wasn’t a huge buy-in for me and there wasn't really a huge buy-in from some of my colleagues, because we've learned to do it the old way, and you tend to kind of just keep that way. And there are limitations, like there's only so much information you can put into a drop-down. These things are always different, every transaction. So, it's kind of as fast to just take the precinct and draft it ourselves. They put a good bit of effort into that and they want us to try and embrace it. And as I said I haven't been in the actual firm over the last year and a half so maybe people are embracing it more.

(ACD): That's interesting. So, it is really just referring back to the traditional business model. Like People don't even want to step out of that realm.

(MF): Yeah there are more modern thinking and it's generally the younger partners that are more forward thinking or into this stuff. But yeah, generally the more senior ones are in charge and they're the ones who ultimately have the power. 
(ACD): I have a question on that. Do you think that the internal organization has a big part to play? For example, if you're hiring someone, wouldn't you rather hire someone that's a risk taker because digital transformation is risky. So, creating a culture where one they're younger, like you said, two, they're risk takers and they're willing to change and adapt to the changes of technology.

(MF): You know I suppose the tradition in law firms is that they're just extremely conservative. Whereas business generally would be about taking risks. Lawyers by their nature are, are advising against risks. So, you're constantly advising clients against risks and our firm tend to be quite conservative on that front. So, the culture is conservative and when they're employing someone, if someone seemed to be a risk taker, they might not want that. We might go for the more traditional person but they have brought in a technology specialists, they have tried what you're saying. But my team hasn't been impacted like the AI and the contract express, and we haven't embraced it maybe as much as they were hoping, but they have tried. Maybe it's just the culture is resistant to it. 

(ACD): Very interesting. What are the challenges that the law firm has faced due to COVID-19? Do you know of any?

(MF): Yeah so, the big one is the work from home. So, it was remote working in our firm and the other challenges where I think the big one initially was executing documents. Nobody knew how to do it, we had to revisit the legislation and it was unclear but we got it in the end. Now it's all done electronically, it was pretty seamless. There are the ones in relation to board meetings and how to hold the remote filings and dealing with government bodies and all of that. A lot of it has worked itself out. A bit of it is still easier in person, but yet the big one was work from home. In McCann, they were ahead of the curve they had introduced the work from home policy. They had rolled out laptops. And within maybe the six months prior to the pandemic everybody had a laptop and they were trying to implement this policy. No one was doing this. It's back to the culture, the more senior people weren't on board with this. The pandemic then pushed them to do that. So, we had to do it and everything just started working. And people realized that it worked. And I guess now actually the challenge they have is holding bodies, holding staff because people want it, like people want some form of blended working at the very least. There are senior group of partners that aren't into it and fight against it. I know the younger partners are into it so there is an internal kind of political struggle and ultimately, they're losing staff.  On secondment interestingly they've done surveys and in the various places, it's close to 80, 90% want to have that blended mode of working. 

(ACD): Can you talk to me more about secondments, what is it exactly? 

(MF): So, it's basically, you know, we have obviously various clients in the firm, what they might do is they might ask the firm during a busy period, or when they might be down bodies leave or whatever, and can the firm send someone out. I did it for Vodafone last summer for nine months. And after that I kind of decided actually, this is what I want to do. So, when I came back, I said I need to build up a bit more experience in-house as it is much more general and practice is much more specialized. So, I've done yet two others since I've worked at a company called origin enterprises and now, I mean, the MTMA, which is the national treasury management agency.

(ACD): Okay and how would legal technology be beneficial for a lawyer's day-to-day operations?

(MF): Legal technology such as DocuSign, Adobe signing and such are all essential. Like, that's just the way things are done at the moment. I've noticed in the last few years that lawyers are not doing due diligence on deals as much as they used as other specialist firms are engaged to do that. So that's one less technological landscape that we're involved in. We don’t really utilize it as much as it could be and that's similar in-house as well, like specific legal technology programs are just not used as much as you might think. This could be because there are internal kind of surveys and assessing these things where a question would come out to the legal team to list which programs they are using regularly and it's often very sparse.

…

 Like absolutely if we were closing a deal before and someone said we'll do it electronically there was always a pushback you might add to the initial stages, it would be very common to have a physical completion in the offices where you have all these papers, all these signature pages collected and it can be an extremely inefficient process. You can be building up these signature pages for days and you'd have a room on the top floor which is packed with pages and someone else's associate level like me would come over then you'd have to read everything which is extremely inefficient. In the pandemic, we couldn’t do that and now it's done by DocuSign and it's just quicker. But like you say, those hours aren't built and they would have been built even though it's almost admin type work which would be overseen by associates. I don't know how much the resistance comes from or how much it just comes from people being stuck in their ways. 

(ACD): I think it's a bit of both as well because I feel like if they're sending out surveys, then obviously they want to make sure that is being implemented, but if people internally are not implementing it, then it's really hard to get everybody on board with that. 

(MF): Absolutely. 

(ACD): What would you say is the difference between legal technology and a digital transformation? Because I feel like it's used interchangeably, but I don't think a digital transformation is synonymous with legal technology.

(MF): Has there been a digital transformation? Generally, yes there was with the DocuSign, work from home, that's digital transformation, something you didn't do before. Before the focus would be on specific programs like contract express and AI but now it is on facilitating the new environment that we’re working in. This is not necessarily legal technology it's zoom, Microsoft teams, everything.

(ACD): It’s everything together that is a digital transformation. 

(MF): Yeah, exactly. 

(ACD): You said before that it's about the hours that you work and not necessarily putting the clients forward, how do you think a firm could increase their client value?

(MF): Well a radical thought on that is I think they should get rid of the billable hour. A lot of clients want fee cap, they'll insist on a fee cap. They’ll ask for estimates, to the extent you're going over the fee cap then they renegotiate. But I think like eradicate the billable hour to work actually as a team. They don't have billable hours in house because they are the client. So people are much more collaborative and people put the heads together. In practice to call into someone's office and ask them a question you're always wondering do I need to give them a matter number so they can put their time down, it’s ridiculous stuff. The polite approach is to do that, to come in and say, look can I catch you for five minutes? And they can put it down and they might not put it down, but it's like that. Obviously in-house there's none of that. You just ask someone a question and they could talk to you for 20 minutes. You're not

(ACD): Stressed 

(MF): Yeah! But all these things they do come from London and the US we just follow in Ireland what they pass. Yeah. My firm particularly is probably one of the last of the big five Ireland firms. We’re one of the last ones to get on board and make changes.

(ACD): And that's another thing with law firms I feel like it follows other law firms. And one of the research that I was doing it said that some law firms don't want to implement legal technology because so many other law firms have not done it. Essentially, they don't know how to work with it.

(MF): Yeah, absolutely. They do tend to follow each other. Even the way they approached the pandemic. They're all sitting, watching each other and seeing what the other firms that do. No one wants to be first. That’s probably another reason why they're slow to implementing technology. 

(ACD): Definitely. Also, law firms don’t spend much money. It's low capital investment. So, somebody can just open up a law firm, regroup a couple of lawyers and they don’t have to invest so much money on technology and other things.

(MF): Yeah. The value is in the employees. Yeah, absolutely. There are barriers to setting up law society, regulatory requirements, and probably the biggest thing that would stop people setting up themselves is the profession practice insurance. The other big thing is probably the corporate firms suck up a huge number of new lawyers and the corporate firms then tend to specialize you. So by the time someone is at the stage where they think right, I could set up now myself, they're too specialized. Sorry, that's a tangent. I get the point you're making the focus is on the knowledge that they bring.
…
Another thing is any sort of technology that's introduced like contract express, AI and such it all has to be checked as well and so you're creating one efficiency, but there’s always going to have to be a human there, pushing the buttons or making sure the machine is doing something. Something just occurred to me that a big thing in the law firms, really big in McCann, is the reputation. It’s a very competitive market to win business from the clients so they try and provide this unbelievable customer service to the clients where everything is checked twice, three, four times that might be four sets of eyes on a document before it goes out. So, they don't even want a typo there. That's probably another reason why people are reluctant when it comes to technology. You know there could be typos or there could be just things the machine doesn't get. So, then the machine might create one efficiency, but it all has to be reviewed by humans and then that's kind of creating an inefficiency. 

(ACD): That's a really good point. How do you see the growth of legal technology in law?

(MF): See, I'm not very technologically minded. I don't embrace it so much. They were talking a few years ago about AI being a big thing but so far it hasn't been, and it all depends on the US and the UK and if they embrace it and they start getting on board with fantastic legal technologies then Ireland will try and follow in its own way. 

(ACD): That’s why I've picked the United States and Ireland for the interview process just to see what they think because the United States might say, oh, we're also influenced by this country and so on. That's very interesting that you say that because I noticed when you're learning law a lot of it is influenced by English law.

(MF): Yes. You'll know yourself from learning, it's similar to the UK. We just got our companies act which kind of latches on to their companies act, you know. We have a few divergences and we make a big deal about them. We're much more similar than different to the UK. The US and the UK are probably more different but they do influence each other. 

(ACD): The final question, so say a framework was to be constructed. What would be the important elements to address? For example, hiring, I'd say risk takers, getting rid of something, for example, billable hours, or, driving your focus to maybe customer value. 

(MF): I would say if you want some really great legal technology, it has to go hand in hand with a change in the culture. Let's say, getting rid of the billable hours and then you could probably create some technology to estimate what work should cost and set out. But yeah, I I'd say the most important thing is culture. Then the technology kind of comes after that the culture blocks, the changes with the work from home. 

 (ACD): So, it's changing the internal before actually implementing the technology, getting people that's actually going to adopt it rather than having the people that are here now having to deal with it.

(MF): Yeah, exactly. I don’t know how you do that because the people who are more senior are the ones who bring up the associates and the trainees and everyone in there. But that's definitely an issue we’ve faced like when they have tried to roll out these things and they're telling us use contract express, we want you to use it and everything. And then in the during a transaction, you just don't use and you tie it back to what you know. So, I guess culture is probably the main thing. 

(ACD): That was very interesting. Thank you so much for your time.

(MF): I am happy to help. I was just going through it all at one time as well. 

(ACD): It was good. Your insight was synonymous with the research that I've done a lot of critics think the same way as you like billable hours is a huge element that needs to be eradicated. They think clients should be most valued and the thing that gets in the way of that is the billable hours. So, everything is just connected to this traditional form of working. So yeah, I think that supports a lot of the arguments that I've already made in my dissertation. Thank you so much. I'll get back to you with all the responses.

(MF): Okay. No problem. Best of luck. Bye.
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(ACD): Good morning. Thank you for taking the time to participate. What would you consider to be your profession? Tell me about your journey with legal technology. 

(MF): Yes, I worked in knowledge management legal tech in that firm for about four and a half, five years. Um, I then did my traineeship with the firm and started practicing as a commercial litigator. I did that for three years before returning to legal tech and knowledge management and innovation and any of the other buzz words that you want to throw around the industry. What I am? I guess by trade I'm a lawyer as that is what I'm trained to do specifically litigation. Um, but what I do now and what I, what I have done, I guess for most of my career is really not knowledge. Like I call it knowledge management other people call it innovation it's all the same thing. Mainly my role right now is being a bridge between 

…
Mainly my role right now is being a bridge between the business and IT figuring out what sort of technologies will help the practice and either in terms of profitability or efficiency or both, vetting those technologies and vetting their use and then implementing them for the firm and also for our clients, it's a client facing role. So, I engage with our clients around the host of different process improvement and technology projects. 

(ACD): Interesting, so you’re very knowledgeable about legal technology then?

(MF): Like it's hard not to be when you’ve done it for this long and the community is actually relatively small and even globally. So, I sit on the international legal technology associations, TM and marketing coordination teams for our global membership. While we have a ton of members, I think it's like over a hundred thousand lawyers globally, the people involved are all kind of the same people. There's a relatively small number of us and then on this side of the pond it's even smaller. I work with the UK legal technology association. I know a bunch of people over in London, in London firms and again it's the same people cropping up between UK LTA the artificial lawyer. If you're in the space you are going to be kept up to date because you kind of know everybody, sort of like Ireland, like you can’t bump into somebody without them knowing somebody who you know.

(ACD): If we were to give a definition to legal technology how would you define it? 

(MF): Anything that you use in practices is legal technology like this is legal technology *proceeds to show me his keyboard*, anything that touches the practice. Legal technology isn't new. It's just a new word. We went from typewriter to word processors, to personal computers to Dictaphones all that sort of stuff is all legal technology by definition because you're using it in the practice of law. The buzzwordy sort of stuff that's come out now. I mean, if you want a definition for that you can't really define it because it's constantly changing. There's new pieces of software coming out that are being designed for lawyers a lot of them by lawyers. It's not that I don't like the term legal technology I just think it's sort of just a buzz word that's sort of flashy in the industry right now. Everything is legal technology. 

(ACD): I found that with research as well. I think it was Engstrom that said anything from substitution to complimenting legal practice is legal technology. Like, there's no way to define it. 

(MF): Yeah, if you have to use it to get your work done as a lawyer or paralegal or a law clerk or legal secretary or anything like that it's legal technology. 

(ACD): Exactly and so what are the challenges that the law firm, that you work with, has faced during COVID 19?

(MF): During COVID-19? I expect this the same as everybody else. One of the things that we grappled with was e-signatures during the pandemic because obviously we couldn't be physically present with each other. However, the law doesn't stop, people still need to get deals done and certainly on the transaction side of things we were really busy and to get transactions executed you need to sign. So, you know, when people don't have access to their offices to print stuff e-signatures was the way to go. It’s something that we implemented and got our heads around, and that was a challenge because anything that you're doing in tight timelines where you're unsure of what the law says you have to get your head around, it's a challenge but nothing that we couldn't overcome. Now its parcel over practice in our day.


(ACD): When you’re talking about e-signatures are you referring to DocuSign? 

(MF): We use DocuSign but there are a ton of providers such as Adobe sign. There's one that I saw that was really clear which was a robotic pen that you can leave on your desk. So, if you're anywhere around the world, you can actually log into your robotic pen and have it signed on your behalf so it is actually a wedding signature. You can use it anywhere and it’s called signify.


(ACD): Oh, that's interesting. I like how they found something, well, I guess it's always been there, but I feel like law firms were more reluctant to use these types of technologies before.


(MF): I mean the legal industry is slow to change. I don't think any lawyer would deny that but with that being said I think skeptical is the wrong word actually because lawyers were taught to be skeptical but it's a healthy skepticism. It's not antagonistic. Like I hear what you're saying, and that sounds good to me but prove it like show me the work. I know that you got there, but show me how you did it. There's nothing wrong with that. You know, an awful lot of legal tech vendors fail because of that, because they can't show the work. The ones that are successful and the ones that stick around for a long time are able to prove their use case and they have them documented, the lawyers can verify that for themselves and they don't have any problems with that. 

(ACD): That's true. What would you say is the perception of technology in the industry? Like, is it easily adopted or is it presented as risky? 

(MF): It depends on the tech you know, Microsoft Word is an outlook and PowerPoint, Excel, all that sort of stuff taken for granted but only maybe 20 or 25 years ago every law firm in the world was using Word. So there was actually a massive transition into work that, you know, like I wasn't around for it I'm not that old. You know at one time Microsoft word wasn't the incumbent for law firms that was difficult change. 

(ACD): Now what if you’re using technology, say AI, how is that perceived? 

(MF): We're all using AI. We're all using AI in our personal lives every day. I have run into lawyers who have been skeptical around do we want to use AI? Is it effective? Is it accurate? What are the concerns ethically around that? Well, you're using AI every day in our personal life is the first thing I would say to you. I think every firm in town and every large commercial forum in San has some form of AI we use it on a e-discovery for example, and we use it on contract analysis. We don't use AI in automation, but we use pretty much close to it. When people say AI, they think of Sci-fi and Androids, AI is not certainly not in legal it's not all that sophisticated. It’s really good at doing a really defined task but as soon as you ask it to go outside of that it's not very good. 

(ACD): Yeah. It is kind of like a drop down, but you can't get into the details. 

(MF): It is what it is, it'll do this one thing and it'll do it really, really well. You can repeat that over and over again and you will have to do it every matter that's your own transactional or in litigation you're going to have to do this all the time and it'll do that really well it'll help your matter and your results will be more accurate. It'll help you be more efficient and your client will be happier because you're getting the work done quicker and more accurately but it is just that one time. 

(ACD): True. How do you feel about using marketing strategies such as social media? For attracting more clients for instance. 

(MF): I mean it depends on who your clients are. It’s not that I don't think it will work. I think if I was starting up my own firm tomorrow I'd be all over social media but it depends on the type of law you're doing. If all my clients are on Instagram then yeah, I have to be on Instagram. It also depends too on what you want to say, right? Like there's no point in creating stuff for the sake of creating stuff. Instagram, Facebook, Snapchat and all those social media platforms are good for defined things. If my clients were on there, if that's the way they want to consume content from us as a firm then sure. I mean I've got nothing wrong with it. I just don't know that that is the way that they want to do that right now. It just depends on who they are. 

(ACD): Who they are and the purpose of it. Do you also believe that the traditional business model of law firms restricts them from utilizing more innovative legal technology, for example, billable hours? What’s your stance on that? 

(MF): The billable hour is heavily ingrained in our industry and it is going to be very hard to get away from it. Do I think it stifles innovation and tech? No, I don't think so because at the end of the day we're in a customer service industry. We can call it a practice if we want to we're really no different from any other customer service business. The name of the game for us is client retention. We want to not only get new clients, but we want to retain them. We want them coming back to us. The billable hour as a concept it doesn't stifle that because if we want our clients to give us more work we have to be the best value we have to be efficient. They have to feel like they're getting good service at a price point that is reflective of the quality of work that we're putting in. 

…

Now, is it unhelpful? Yeah, of course it is. Of course, it's unhelpful, but if you look at what clients are demanding for in the industry they're asking for fixed fees, putting the risk back on law firms. I think last year it was like 60% of matters in a survey that they did with the membership are now on a fixed fee basis. So if you're doing a fixed fee matter, if you want to be profitable you have to come in under budget, you have to come in under the fee. So it's totally on us as a business. We have to decide then whether or not we want to be efficient and profitable. So your question around internal billable, targets and that sort of stuff. Well, yeah, but it becomes a question of profitability for the business so we need to adapt. If you look at what's going on in the states we're probably about five years behind and that’s because clients in the states tend to be much more aggressive with respect to fees. 

(ACD): And do you think law firms are heavily influenced by what the Americans do and the English too? I know English, yes. But yeah. 

(MF): I mean we're a relatively small market, right? When you look at the deals that are being done internationally, my firm deals an awful lot of those big global deals but we would serve a part of it. Like we would serve the Irish part. A lot of that work could be coming from the states from multinationals or it could be coming from the UK in London and those clients have concerns that would be entirely different to one of our domestic clients, because they're looking at it from the lens of a multinational that is based in a different jurisdiction. I wouldn't say we're influenced, I'd say that we're adaptable. We can adapt to service the client based on the specific needs that they have. 

(ACD): What is the best way to get information on what the client needs? Do you guys conduct surveys? 

(MF): Ask them, I mean, it's not rocket science. With clients, you have got to ask them and ask them consistently. Like you don't just ask them at the start of the matter what they want. I think when the matter closes, you absolutely should do a post-mortem. Post-mortem is actually an industry term for when a matter is done, teams will internally speak to each other about what went right, what went wrong, which you absolutely should include the client in that. You can say to them “this is what you said at the start you wanted, these are the pitfalls and things that came up in the middle during the deal, what do you think now? How can we be better next go around and what did you think about what you said at the start? Are they the same? Do your goals match up?” We do that for our matters, but we also do it with some of our knowledge management stuff, legal technology stuff, like we constantly and consistently engage with them. Then we try to anticipate, we watch what our clients do. We have all the information because we service them. We use that information to then try and forecast what they might need from us and how we can help them. 

(ACD): Digital transformation could be considered risky. But do you think that in order to adopt this type of strategy hiring needs to change a little bit? There was a critic that said hiring risk takers, for example or people that are willing to adapt to the changes of technology would be better to hire as a lawyer. 

(MF): Is it risky? Everybody talks about digital transformation. I would say it's just the buzzwords, quite frankly. What do they mean when they say digital transformation? Do they mean putting their services in the clouds? Do they mean, you know having a network on which their users can collaborate with each other? Like, what do they mean by that? Digital transformation is a catch-all for a lot of things. I think what people said what they mean when they say digital transformation is we're going to the cloud. Why is that risky? All it is, is an evolution of what we've always been doing. We went from paper to working on PCs. You know we used to send physical paper documents around town, via posts. Now we send them by email. Instead of doing that we're just going to post it somewhere and people can go in and get it whenever they want. I don't see why that's risky. I see it as- 

(ACD): An evolution 

(MF): Even evolution sounds too grande. It’s a natural, incremental, safe step that every other industry has already taken. When we talk about risks where's the risk? Tell me what the risk is. Then to your other question around hiring risk taker why are they better? When you look at hiring it's about subject matter or expertise and whether or not they're a good fit. Will I be happy to see you every day? will we get along? At the end of the day law firms are social structures. You’re going to spend so much time working in the firm that you have to like the people that you're working with and you'll get the best out of each other. Whether or not somebody is a risk taker, I don't think it's a pro or con. For me it's about what do I need, do I need somebody who's great at document automation, do I need somebody who can talk to clients and build trust in a plain language way while understanding what their pain points are and understanding the underlying technologies and laws to be able to help, I would hire accordingly based on that. We're in the cloud you know we've got lots of people internally who are risk takers, who are risk averse, who sit somewhere on the fence, in the middle on. I don't think that we've ever looked at the hiring strategy for anything that we do around legal technology based on whether they are a risk taker or not. It's all about expertise, about quality, if a client comes in tomorrow, are they going to be able to help them? 

(ACD): True. Thank you so much for this interview. I think that was very informative and insightful. 

(MF): No, no, it's all fun. If you need anything else, just give me a shout.

(ACD): Thank you so much. Okay, I'll keep in touch.
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(ACD): Thank you so much for joining me on this interview. My research title for this dissertation is how can making a technology pivot in law firms allow them to survive a pandemic? The reason why I picked this was because we've seen during the pandemic a lot of companies have gone through digital transformations and we've seen a huge surge in revenue due to that. I wanted to know was this possible for law firms as well and could we expect this for the future? So, my first question for you would be, how would you define legal technology?
(ZL): Legal technology. Well in my particular world legal technology is really used to define the applications and the processes that go into like the e-discovery side of litigation of the legal world. Obviously, there are so many other areas of legal that require technology and automation, you know finance billings, IT of course which is a big umbrella over all of that. Legal technology in my world is really the e-discovery side, the litigation side and the tools that we use to help our legal teams get through that whole discovery phase and there's rules, like the courts have rules about how things have to be collected, how they have to be preserved, how they have to be processed and then produced to the other parties and things like that. So, it's necessary to comply with rules. 
(ACD): I feel like in the United States it is well-developed actually because you said there are rules of how you go about these things and here in Ireland I think that it's not as developed and not a lot of companies have actually introduced a large amount of technology and have gradually implemented it because of the pandemic, for example e-signatures they only started really implementing that because of the pandemic.
(ZL): That was interesting. 
(ACD): What are the challenges that your law firm has faced due to COVID-19?
(ZL): Well, I would say we were really one of the fortunate ones. So, we have 10 offices one in London and then nine throughout the US and we have people who are able to work remote but we weren't sure what that was going to look like for our total firm to be accessing our servers at the same time. So, we did a test and it worked out really well. We are very fortunate that our work has not only stayed steady but we have increased, we have hired over I think 12 lawyers over the pandemic. So significantly added and a lot of that work we do insurance defense work and so a lot of that work is COVID related. So, we've been fortunate and other than the need to purchase some additional equipment to make people's work from home as convenient as possible. I think some additional laptops were purchased for like staff at the office who maybe didn't work with laptops before and now they needed something for home. So I think there were some costs that went into that which would be a challenge I guess in your terms but technology wise I don't know that we really ran into any big problems because of the change to remote works.
(ACD): What would you say is the perception of legal technology? Would you say it’s easily adopted? 
(ZL): That's really an interesting question because there are some people who love it and embrace it. There are some people who have maybe been around in the industry for a while that are frustrated by technology and rely on others to do that work because they're just not either comfortable with the technology or there's a certain amount of training and patience that go into learning how to use the tools. We're seeing the lawyers coming out of law school with a higher level of comfort in using technology. I think is just a given that this is going to be part of your world. We see like typically in a law firm environment there's an assignment of an LAA (legal administrative assistant) to an attorney and we're seeing that the ratio of attorney to LAA is growing. We can have fewer LAAs supporting more attorneys because the attorneys are able to do so much of the technology work themselves which is kind of interesting. That's kind of a trend we've seen happening over the last however many years. I think legal technology is viewed as necessary, there's some great tools that are out there the work that we can save our legal teams by using technology in hours and hours and hours and what that equates in costs to the client are there. It's huge. 
(ACD): Well there's also the argument of billable hours comes in the way of efficiency. When you introduce technology, it makes a lawyer’s day to day work and time more efficient rather than when you are paid by the hour. Would you say that comes in the way of efficient working?
(ZL): It does and there are other billing models where they may just say we'll do this work for you for this lump sum of this. Then the goal is to get the work done before you exceed the amount of time that would have generated that final dollar amount. There's costs that go into having that technology for sure. If you get a client that is interested, has done a lot of that kind of work they understand that there's costs that go into it and they say you can get us through this discovery phase for $4 million instead of paying hourly some are happy to do. This is because it's a known quantity. There's no questions that there's going to be big surprises anywhere.
(ACD): So it would just depend on the client's wants.
(ZL): It does and clients are getting so comfortable with this and they understand it's not a big of a battle to explain to them why technology is important, it's needed, what the benefits to them will be by using it, that kind of thing. They're just getting smarter all the time. 
(ACD): And do you know if there was a restructure in the business model during the pandemic for the company and how did legal technology influence that, would you say?
(ZL):  I don't believe there were any significant changes.
(ACD): Just working remotely mostly?
(ZL):  Right. I think there is a bigger worry about culture, the cultural differences that we would start to feel than any other technology struggles. I think that was a bigger concern. I have to just make sure I'm clarifying that I'm really only speaking my piece of the pie at the firm relating to e-discovery. If there were any of those things happening in a different are I am really not aware of all of that. I'm part of a manager's group so we do all get together and talk. We did make a change in some software that affected everybody across the firm and that was a little bit of a pain but that had nothing to do with the pandemic other than it was scheduled to happen. 
(ACD): Okay and how would you feel about using marketing strategies? Using social media to grow the number of clients that you have, or do you already utilize social media?
(ZL):  I think our marketing group does use social media, mostly LinkedIn. I don't know that other platforms are really used. I think we have a Twitter account, I think we have those things but I don't know that they're super active. I mean social media is such a big thing out there, a lot of our clients use it so I think it's a positive thing.
(ACD): Interesting. So, digital transformation could be considered risky because of privacy. When you're in a law firm you're obviously dealing with people's sensitive information and so do you think that hiring more risk takers would be key? 
(ZL):  I'm not sure I follow. What do you mean by hiring more risk-takers?
(ACD): Some sources say that the internal organization should be able to adapt to the changes that come with the technology when implementing it. Sometimes risk-takers, critics have mentioned, would facilitate the adoption of legal technologies where there are barriers for law firms.
(ZL):  I do know that security is a huge thing for our firm and any firm I've ever been with the fact that we are working with client data and having to transfer that data back and forth, you know, there's always greater risks of that with more people. If you're defining a risk taker as a new lawyer who comes in who's a little bit more shoot from the hip kind of thing, we do have those challenges. You really have to do what you can to reign those people in and make them understand what the rules are and this is much more on at IT level than in my department but we do work very closely with them. We had this policy in place where no data could be put on a drive that wasn't encrypted but then we have certain courts that won't accept an encrypted drive. So, we have a firm-wide policy about client data, if that client document turns into an exhibit that has to go to a court and the court says give it to me on a flash drive, that’s not encrypted but our policy says it has to be. That gets to be difficult discussions and some frustrated lawyers and that brings challenges for sure.
(ACD): That legal technology actually brings to the business, I see how it could be challenging. 
(ZL):  Does that answer your question?
(ACD): Yes, another lawyer I interviewed actually said that there was no correlation, he doesn't see any correlation between risk takers and adopting legal technology into a firm. Your response is perfectly fine. The next question is in relation to client value. Do you think that the billable hour comes in the way of client value?
(ZL):  You mean their value to the client?
(ACD): Like sometimes they'll do surveys and asking clients feedback on how the firm can improve just to bring more value to client.
(ZL):  Right, yes. So I think legal technology is one of the best ways we can offer value to the client. Just an example we use an e-discovery review tool that works with all electronic documents, paper documents that have been scanned, etc. It's got analytics involved that we can go through and let's say we've got 10,000 email that came from a client and say 12 of the people at that company that worked on this particular project we can take all of their email and throw analytics at it. In the past, someone would have had to go through and review all however many half a million emails. Now we can go in and we can duplicate that email as it comes in so that the attorneys, the review team have to only review one copy of that email. Then we can run email threading against it and someone can take a look at and let's say, you and I were emailing each other back and forth and then we threw in a third person and then a fourth person, someone can actually take a look after that analytics has been run and see what's the most inclusive email and the end of that thread so that these 14 emails don't have to be read. You can comfortably read this last email and it will contain these 14. Then you can determine if you need to give the other side just that one all-inclusive email or do they really need to see all 14 of them? And so just cutting those kind of
(ACD): Just gives more clarity and it is much more succinct.
(ZL): Much more efficient. It's got something called active learning where again, 500,000 documents in this collection and we know what some of the important ones are already because we know what the case is about. So, we can take this 200 really, really important documents and we can feed that into the review tool and it will start learning and identifying other important, similar documents to the seeds that we just fed in and it'll start bubbling all that important stuff up to the top and help you get to that important stuff more quickly and more efficiently. As opposed to however many years ago when people had to start at document number one and go through 500,000 in a one year review that's just not very efficient. So those are a few examples of how technology can really help. 
(ACD): That is so interesting, thank you for talking about some of the tools used. The final question is say, a framework has to be constructed what would be the most important elements to address when a company wants to adopt more legal technology into their firm? Some would say, get rid of the billable hours, some would say raise your client value. So, any advice that you have. 
(ZL):  I guess where I was going before you gave me your examples would be you know, make sure you do your research in what technology you're planning to implement make sure you know, what your audience is and your audience's needs are. There are some really great tools out there that come with a very hefty price tag and they're very impressive but if your client's work doesn't require that kind of work you know you don't want to be investing in those huge ticket items. That's just one example, but yeah. So really do your research and knowing what your audience is and what the needs are.
(ACD): Yes, because I think people aren't really understanding what it means to adopt legal technology and they've sort of try to copy what other law firms are doing but there's such a lack of firms that are actually implementing it. I think United States is very evolved right now and another lawyer said that they're kind of waiting for the big changes to happen in the United States and England in order to change what's going on here and to influence that. Thank you so much for this interview. It was really, really insightful.
(ZL):  Yes. You're welcome. I wasn't sure I was going to be able to add much value. If you got a little bit out of something that's great.
(ACD): You definitely value to my research. Thank you so much. 
(ZL):  Good luck with your project. Thank you. Bye.
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(ACD): Hi, how are you doing?

(AG): I'm good, thanks and yourself? How is your research going? 

(ACD) It’s going good! Talk to me about yourself. What's your profession?

(AG): It’s interesting for me actually because it's been changing for the past six to nine months, it's changing again. I did an LLB undergrad then started to do the LPC LLM last September then by around Christmas time I started getting interested in legal technology. The more I started looking into it I started thinking it could be an alternative career path. So then I left that course and I started on MSc in legal technology and around the same time, same month that I started my course I managed to get a job as legal technologist at Addleshaw Goddard (AG). I was very lucky they have a really fast-growing team in law firms and since being at AG I looked more and more into technology, and one of our vendors are Bryter. I started getting really interested in their work and I did one of my assignments at university on their platform. I decided to apply to join them and I will be joining them in a few weeks now.

(ACD): That's interesting. So, you’re quite new to this. 

(AG): Yes and I decided I don't want to qualify anymore. I had a vacation scheme with AG as well and by the end of that, I just let them know I don't think it's right fit for me. It was interesting like around this time last year I was really desperate and wanting to qualify and just pursue that traditional path but now I'm joining the sales team in a legal technology company. 

(ACD): That’s really good. How would you define legal technology? 

(AG): It can be split in two parts to be honest, you can either say it is utilizing technology that already exists and utilizing that within the legal industry context and using that to your benefit but you also get technology platforms like Kira or Bryter that are made exclusively for the type of work that is carried out by law firms or professional services. 

(ACD): Good point. What are the challenges that Addleshaw Goddard have faced during the pandemic?  

(AG): Yes, I believe they did face challenges and their clients faced challenges and that was monitoring the work of your team when you are all working remotely and you don't have as much, day to day contact. So that was one of the biggest challenges I believe most law firms are facing as well. The legal technology team created a platform called Legal Doorfront which then they started actually providing some of their clients. It was like a data provider, and it would just give you a breakdown for example with the legal team what methods they're working on, which stage of the work each matter is at. So, whoever was in charge of them could just love onto that platform and get a really good idea of what's going on.

(ACD): That's interesting. How was working from home?

(AG): I didn't mind it. I've been working from home since last September, so I didn't mind it since I started working full time after university I only mainly work from home. My new job is also completely remote so I don't know if I will get a taste of the office life, anytime soon. I've been going into the office at my current job a few times, it’s mainly with law firms that put emphasis on working in the office really most other companies they are moving towards working from home but even at AG they do want people to start going back one or two days a week. I think everyone is more comfortable working from home because then work doesn't become their whole life.

(ACD): Other lawyers have said that they were quite resistant to working from home like if they weren't forced to do it they weren't going to do it at all because of transactions and signatures, now they've had to switch to e-signatures.

(AG): Yeah, I mean DocuSign. 

(ACD): I mean now they find it a perfect solution but before they thought it was a bit risky and didn't want to go into that.

(AG): That is why legal technology has boomed as much as it has throughout the pandemic because before this law firms especially more traditional law firms didn't have to adopt the technology so they didn’t because that is the attitude with law firms. Whereas now they've had to move towards options out there and see how this technology thing can actually save us money. If it's saving us money we can provide better rates to our clients keep more clients. I think it has a sped up the transition but still going to take a while.

(ACD): That makes sense and what would you say is the perception of legal technology in the legal industry?

(AG): It's a bit tricky for me because I've only worked in one law firm and the law firm that I have worked at has luckily been one of the most forward-thinking ones. However, saying that, even in this law firm I have spoken to some partners where as soon as you mentioned legal technology they’re like “legal technology will never replace lawyer, you can never replace lawyer, it will never do the human work”. No one's even trying to say that but even in our firm it has already replaced quite a bit of the work that paralegals do and a considerable amount of the work that lawyers do. 

(ACD): I would assume that paralegal jobs would actually be in peril.

(AG): Funny enough, I was on a panel for a talk that we were involved in with some potential new recruits who wanted to know more about paralegal jobs, and legal technologist jobs. One of them asked me, “do you think the way paralegals work will remain the same?” I said to be honest I don't think so because a lot of the work that legal technologists are doing is automating all of those tasks a lawyer wouldn't want to which they pass down to paralegals and that is the job of innovation department is to try and automate that and make them as efficient as possible, but that doesn't mean you're going to be some the firing your paralegal legal team.
…
I think what would end up happening is since you’re becoming more efficient you’re also going to be getting more work. The law firm may train paralegals to become legal technologists and teach them how to do this type of work. There will be those lower level type of work that you can start from. You don't need to be a tech expert to join an innovation team. 

(ACD): How do you think technology would be beneficial for the day to day of a lawyer?

(AG): I'm not sure if you've worked closely with lawyers before but for me it was the first experience at AG. We’ve all heard in law school that working at a commercial firm can be crazy intense, working weekends or late nights. I thought some of that must be exaggeration, surely it's not a miserable life. It's that bad. It's as bad and as miserable as you can imagine and that was really eye opening to see. If a firm like this, the life of a lawyer is so intense then I can't even imagine what someone’s life somewhere in a firm in the US is living with all the time zone being different as well. I think this can save their lives to actually be able to pursue a legal career, and also have an actual life on the side because at the moment it's either have a legal career or have a life, you have to sacrifice one. It will help them to be in a position where they don't have to stay late at work every single night or every weekend because they can automate a lot of their work. A lot of the time they may need to be available on the weekends in case something happens, whereas, for example with technology you can create chat boxes, or you can automate process so if something does happen, your client, or your colleague just access a platform that will let them know your decision-making process and tell them what they need to do. As much as lawyers are against it, it will eventually make their lives easier.

(ACD): That actually leads me to my next question, do you believe that the traditional business model of billable hours is what makes them so busy and makes them more reluctant to adopt legal technology.

(AG): It's crazy. I mean that was one of the main things that stood out to me when I started working in a law firm, billable hours. It was funny one of my senior managers said to me, “recording your time is one of the most stupid concepts ever and it shouldn’t even exist and he was a senior manager in the law firm so that just tells you how outdated this model of business is and it needs to go away I will go away. The clients want lower rates and if they can get that from another top hundred law firm they're not going to be that loyal to you when they can save a considerable amount of time. If they know that firm is able to save money on this project now they're doing something right and they're going to be able to save more money on other projects in the future so law firms that are resisting to move away from the billable hour will eventually just die out and lose business. 

(ACD): Exactly, I interviewed a lawyer that works in a firm in the US she said that they're getting rid of it.

(AG): I think because of the pandemic, legal technology is booming there as well and I think they've seen the impact of moving away from billable hours but it's a crazy concept I've
only done client work and I had to record it so we could charge clients on that basis and it was just the most absurd thing. How are they agreeing to this?

(ACD): It just varies so much.

(AG): Yeah, it's an insane concept. I couldn't believe this industry has managed to get away with and that's why now they are so threatened by alternative business structures and by the Big Four and by any other business like the DWF.  They are not a law firm and they don't want to operate like one.

(ACD): I could see why they think that machines will come and take over their work because they're so used to working this way and doing so much work to get paid more.

(AG): Yeah it is probably where it comes from but I think because of the pandemic specifically it's going to come around a lot quicker than expected for many people in a good and for many firms in a bad way. Similar to the retail and e commerce we saw how many retailers are starting to shut down all their stores because no one is going into their stores. Unlike 7,8,9 years ago, these guys saw the e-commerce emerging but they decided no we want people to come in and have that experience. People don't care about that experience, they care about their comfort so if you can provide a service to your clients, without getting them into your office and give them better prices, they're going to move to you. 

(ACD): That’s why I came up with this dissertation topic, I just wanted to know is it even a possible for law firms to go digital. I don't think it could ever go completely digital as court trials will be in person. 

(AG): The courts operated digitally during the pandemic actually I don’t know how that was carried out because I have not worked much with litigation but it shows that it can be done, but the legal system just wanted to not adopt the technology because they just didn't want to just like they wanted to do billable hours just because they wanted to. I always I compared like legal industry to like a spoiled kid that's always got what they wanted and now that they have to change they're just trying to push back but the firms that don't adapt to it they will just lose their business, for example Debenhams you would have never thought that Debenhams would go out of business. 

(ACD): Do you believe that digital transformation could be risky in terms of privacy?

(AG): So interesting you say that now because the module that I'm doing now for my masters is technology ethics and my coursework is looking at how law firms transforming and utilizing technology what risks that's bringing in terms of information. I think that's not going to be more than what it was before because law firms were already using technology to some extent, they were already working on computers they were already using emails because you had to use it to some extent. However, now that you're using more advanced technology, if anything, you can also use more advanced security, to make sure you're keeping all the information that you've got safe. I'm pretty certain if you take all your information online you can keep them safe more than you would leaving them lying in a box which some firms still do. I remember doing work experience in South Wales three years ago at this small regional firm and it was crazy. It was like they were back 20 years ago they just had big boxes of documents lying around the office. I was like how can you argue with technology because of ethics and safety when you've got boxes lying around here and anyone just breaking in the building or the building could catch fire and all your documents would be gone.


(ACD): What about customer value there's one lawyer that was saying, because of the billable hours they're not even giving clients the best of their potential like they're not giving them as much value.

(AG): Yeah, of course. It's so simple if you look at it, it’s conflict of interest. The study of law works on logic and common sense but nothing about the practice make sense. It’s in your interest to take longer to do a project because you will get more money out of it so even if you told the client the work will cost them four grand to six grand they're already prepared to pay six grand. If you're doing a product then there's actually pressure on you to say okay we are only getting paid five grand for this project we need to make sure our costs that we are paying our employees working on this project is at maximum three grand so we will make some profit on this project. You're really going to push your team and if at the end of the day you get it done earlier than expected good for you, you don't have to pay any money back and you can keep anything that you've got left. If you get it done later then you're taking that hit right on your client having to pay you more. In this day and age, you do not need to work on that billable hour basis. 

(ACD): Completely agree. 

(AG): Lawyers like to think of themselves as a lot more valuable than they actually. It took it took me working at a law firm to realize this and interacting with lawyers. In our team, we have associates that specifically work on tech projects and I would say one of the smartest associates on the team he is now resigned from a role of a lawyer and he is just operating as senior manager because he saw the work, the culture and the type of model of working of a lawyer conflicting with someone who wants to actually utilize technology and increase the use of technology. I think that just shows that the traditional way of doing that job is just very outdated, like the whole working of a lawyer needs to change. 

(ACD): Let's say there was a framework that needs to be constructed, because that's essentially what I'm doing, what are the elements that you would say are really important to implement? For example, someone said get rid of billable hours like that would be an element that they would introduce, so advice that you have.

(AG): Yeah, I think best way to measure and be able to give product price is using technology because once you've used technology for a period to start with then you get a lot of data based on roughly on a good day we're spending this much time on this type of work. So, we can see if we go with this price to the client then we know we're in a good place and if we push ourselves we can make even more profit, and if we don't then it's our lost. Just trying to actually utilize technology in every way possible because that's the only way that you can actually get data from the work you're doing which would then allow you to create products rather than saying, “hey, we’re thinking it would take us X amount of hours which we're going to charge you at hundreds of pounds. There is no limit. The sky's the limit for the firm to make money for the clients to spend the money. Whereas if you are using technology maybe at first you may not see the benefit and the results because it will take some time for that technology that you’re using to look at the work and measure the work that you're doing to provide you with the data you need. It takes the firm to make that initial investment and be patient to see the benefit and the data that they're getting from technology.


(ACD): That was a really good thought out answer. Thank you so much for this really insightful. 

(AG): Thank you for having me, good luck. 




































[bookmark: _Toc81603806]Appendix E – Interview Transcript 5

	Interview Number 
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	Agnes-Clara Dikoum (ACD) 



(DP):  Hi. How are you doing?

(ACD): I'm good, how are you?

(DP): I’m okay.

(ACD): Tell me a little bit about yourself, what would you consider your profession to be? 

(DP): I'm the senior legal technology manager DLA Piper so I lead the legal technology unit, the international business. My job is to take advantage of the new legal specific technologies which are allowing us to deliver matter work in a faster, more efficient or to deliver new work or volumes of work which we were otherwise unable to do before the technology.

(ACD): Perfect and how would you say it has evolved over time because I know it's quite recent?

 (DP): This job didn’t exist at DLA before six years ago. So essentially, you had people in other areas of business so for example I was in knowledge, I ran research teams who were kind of eating at the way of the edges of this. Then the growth in cloud platforms, distributed networks, the extra power those gave. About six or seven years ago there's a slew of new technologies which came about mainly I think due to the fact that cloud computing meant that the people who worked in law either practitioners or technologists who spotted an opportunity were able to rent a little bit of space on an online platform. [This means] maybe hire a developer for small amount of time, and quickly build out new products whereas before that you've had to hire a bit of office space you would have to take people on, etc. That was a real barrier to entry for these niche products and so about seven years ago this kind of role came into being and differentiated itself from operation IT due to its proximity to the actual matter delivery. 

(ACD): So how would you define legal technology? 

(DP): I would define it as technology which is specific to the legal industry, it's not applicable to lots of different industries. It solves legal specific problems. Word, for example, is technology. Contract automation is legal technology 

(ACD): Okay, so anything, any technology that is used for the purpose of carrying out a legal and practice.

(DP): Yeah.

(ACD): What are some of the challenges that your firm has faced during the pandemic.

(DP): Moving from face to face contact to online environments. So that's very much about how people work together and collaborate. Internally, that is meant that a partner can no longer give it to the person just outside the glass door. They've had to be more aware of their wider teams and wider networks. It’s also meant that the barriers to client delivery have broken down so what. Where you might have had a meeting with clients every three months where they'd be down we would be in a meeting room, got coffee, all came in and shook hands and then there's a few hours of meetings and then they go back again. It's much quicker and easier to spin up a Skype. Meetings are shorter, more to the point and gradually the way the meetings have been run have wrapped around screen sharing, document sharing. 

…

That's a number one, I think that's in terms of collaboration, both internally and with clients but secondly, the certain things which didn't happen before because of a lack of uptake. So for example, take electronic signatures, it's all technology. However, when it comes to law, which is different kind of model really where you've got sort of high value low volume contracts there was no impetus to use electronics before so those have obviously increased exponentially over the course I think it was 1,600% in four or five months at DLA. Those firms who understood that technology before and had it in the business in some shape or form I think were able to very quickly and rapidly mobilized to take advantage of that, whereas those who are seeing it for the first time struggled a bit more. It’s driven by necessity; certain things happen in a certain way. Land registry would never have looked electronic signatures in a million years without abandonment. What I haven't seen yet is a brand-new type of technology or a brand-new way of working as a result of the pandemic it's always been an uptake of existing technology. 

(ACD): Interesting because the point of this dissertation was to see if a “brand new way of working” was possible. So many companies have done digital transformations during the pandemic and they found out that they can do brand new ways of working. However, I have come to find that this was not the case in law firms, it was essentially taking the legal activities that already existed and made them more efficient with technology. 

(DP): Exactly, what it has done is it speeded up the pace of change. It's always been an evolution of an existing technology, often improvements, or a drive to suddenly say right we're going to have to do what we wanted to do for years ago, but really haven’t focused on it but we know we need to be doing it now. 

(ACD): What would you say is the perception of legal technology in the industry?

(DP): The industry is a wide term, I think the industry is a mixture of law practitioners, and their clients who 95% of the time we're all law practitioners. It’s a really weird industry in that we sell to our own. A lot of time most 95% of GCS were lawyers in private practice. So, there's a bit of Stockholm Syndrome, we kind of all reinforce each other's behaviors. I would say you have got a mixture of people who are extremely enthusiastic who wants to try everything and then there is the world in between which consists of people who are too afraid because they've not been enabled to do it, they've not been given the authority to do it.
…

In terms of client, clients are different kettle of fish so clients. They say you can get massive efficiencies with this but A. I don't understand it because I don't have legal technologists explaining it to me so I'm relying on the law firms to explain it to me and B this is supposed to be improving so come my bills aren’t duck down. I think there's a bit of healthy skepticism, a bit of hope, and also a bit of nervousness because everyone feels they're missing a trick because if you're a GC you've got to explain to your CEO, why your budget is so massive and when the CEO is reading all the time that tech revolution in law is changing everything just doesn't seem to be changing it for cheaper option. 

(ACD): Would you say that the traditional business model gets in the way of adopting legal technology for example billable hours? 

(DP): Absolutely. I mean, I understand the billable hour. I think it's a bad press. It is at least a recognizable metric of paying for work. This is what it costs per hour for me to do my job. The only problem is why is it taking you so long to do your job, but it's not the worst way of quoting for a piece of work if you don't have an extension to your house. I think the billable hour if you speak to most practitioners they don't want to do rubbish work.

(ACD): Yeah.

(DP): If they can do the work in half time because they're not having to check every single page of a 120-page contract to make sure that what they're looking for is in it, they're quite happy to do less crappy work even if their hours are less reduced because you can always apply your extra hours to other type of work. If your client wants to check the risk in their contract they’ll give you 100 contracts out of their 1,000 well if you can do twice as many for the same amount of money, they'll give you 200. I don't think it necessarily means that the billable hour stops people engaging new technology, I don't think it is much of an issue because clients will pay for technology if it's making sense however, the model in terms of the way that partners train juniors associates this way of operating. These working practices, which are being built up through terror of making a mistake over the years, it's very hard to do that and if you think from an associates point of view say we're very tech savvy associate. The conversation would go like this, “right I think we should use X to do this because of Y”, and the partner says, “you're the one who's taking the risk if you want to use it and if it goes wrong, this is all on you, feel free to explore”. That is not a message which encourages the uptake of not just technology but any new way of working at all. There has been a move in the industry towards looking at the profits built in matter rather than remuneration based on hours worked. 

(ACD): Right, fixed fees.

(DP): Yeah. So, the idea is if a partner 5-10 years ago said I’ve done X amount thousand hours you’ll pay me based on that and it doesn't matter if none of that work is profitable.

(ACD): That’s crazy. 

(DP): You’re basing my reward on the amount of hour and my bonuses all come from having done an extra number of hours. 

(ACD): … and it's not necessarily the work that's been done it's the hours.

(DP): Exactly. And the way that you know the reward for client work is divided up amongst partners and senior partners against the guy who does the work. It's messy. Remunerating people in that way drives behavior in a very focused way which is, if you're paying me for them as well as many hours as I possibly can. I've got no incentive at all and plenty of disincentives to do it.

(ACD): That's interesting. Also with legal technology a lot of lawyers who said that it'll take specific work and do it correctly, and just that piece of work correctly. It does one work really well but then once you ask it to do something else it's not, it's not really efficient that way.

(DP): Yeah, exactly, that's my least favorite argument from any lawyer. It’s like a woman that goes to the shop and she walks there and back every day back. Then you give her a bike and you say, “this is going to speed up the whole process”. She goes to the shop and says, “why doesn't this stuff get magically put in the basket?” Well it doesn’t do that it just gets you there. Or even worse washing machine syndrome. Say I’m in my village and I take my sheets down to the stream then I go back home and somebody drops a washing machine in my kitchen and they say, “this is a washing machine and it's going to change the way you do things”, and I go “oh my god this is the best thing I've ever seen in my entire life. Five years later you’re like “look at the bloody washing machine it's it just not quite as white as they used to be stupid bloody washing machine”. 

(ACD): I know we always want more. 

(DP): So, I'm very big on products which take a particular thing speed that up and do it really well, the fact that it doesn't also make you dinner I don't care, you know that's an improvement.

(ACD): I absolutely agree. Would you consider digital transformation risky? Would you say that this is also why it hasn’t been easily adopted and when I say risk I mean in relation to privacy. 

(DP): It is. I mean 6-7 years ago we all rushed to the cloud. It was that was a hallelujah moment we'll run it, and then GDPR about six months later and all the ramifications of data and not just European but Germany is different, Spain is different, UK is different and we all did a massive retreat. Essentially the promise land is not the promise land. So it does have an impact but as long as you’ve got your ducks in a row in terms of your data policy it shouldn’t make a difference. Your data profile is your data profile. As long as you understand it, and you put in all the things that you need to do to keep them safe, and I don't see that that's a problem, right, real risk in digital transformation is under estimating the change process, and the amount of resource and investment you need to do to keep them safe. The worst thing you can do is take a bad process and slap a technology on top of it because then you've got a tech enabled terrible process. That is the bit which is the most terrifying about digital transformation.

(ACD): Okay, so the importance is understanding the process behind that.

(DP): Yeah. So, if you think about digitization, in law it's taking paper and making it digital so I want to store my contracts in a contract lifecycle management system because I now understand that not only can I have them in an electronic format which is great because now I understand them. They're not sat in a set of drawers completely impenetrable to you and I but also it means I can put them in some workflow in there which says that I can generate them from scratch, with a template I can send them to the other side I can put in negotiation process and then I can get them executed electronically and stored automatically. And I captured data points in there which tells me something about them give me actionable data like where's the renewal coming up, kind of thing right. That's brilliant so you've looked at you think this is amazing, but you don't think then about is what it means in terms of changing your process you might have hard upfront work that goes to take this to that. That’s the terrifying bit, because the skill set to do that is quite particular. 

(ACD): Right and legal technology is only really booming now.  You would need a lot of people that are specialized that can really help that process as well. One of the lawyers were also saying even if the documents were stored somewhere in an office that doesn't mitigate the risk of like privacy like that also could be a detriment of privacy.

(DP): It is. The big firms will have people whose job it is just to nail that stuff down. Most law firms will have at least one expert in data protection and it's just a risk profile. Understanding where the data is, what it is, and then putting things in place to make sure you're mitigating against that risk. For me, I'm less much less scared about data and privacy than I used to be because I understand it better than I did seven years ago. I know what to do to make sure that it is kept us safe as possible.

(ACD): I found sources that have said that the biggest problem is just understanding technology. I think a lot of lawyers just don't understand how it works and that's why they're so fearful of it.

(DP): Yeah, I think that's a that's quite a big thing and it's the job of people like me and probably our greatest failure to properly explain what technology does and how it will help people. I was demonstrating an AI driven contract review platform to one of our lawyers, she knew what she was doing and a really sharp lawyer. However, when I showed her how this worked she said in the end, “when I take a lease normally, when I finish reading that page I draw a line through it, can I do that with this platform?” I said, “No, you can't do with that platform”. I thought, there's no arguing with that and then I though actually it's a fair point because everyone's got their own way of doing deals, it’s that thing that lawyers all have in the back of the head saying how do we make sure that I haven't missed something. So, one of the next product features I asked can we put a bookmark and just to say pages have been read a flag somewhere to deal with that particular fear. It’s those little ways of working which really, I think, makes a difference you’ve got to really walk the path with them really understand what the concerns are.

(ACD): I’m just realizing that there's actually a psychological aspect to this as well. There’s this whole tedious process and doing your work a certain way and then now they're asking you to do work more efficiently you have this fear that you're missing steps. You still have this urge to make sure that everything is correct and precise. 

(DP): Yea it’s an absolute paranoia, which is why it's so hard to step outside of the way you've been taught, you're told not to miss anything out. So much time lawyers spend with their checklist. Practice notes and checklists. 

(ACD): Is it really efficient if you're using technology to use your time efficiently but you have to then go back and check everything again it ruins the whole point of efficiency.

(DP): Yeah, exactly. Many years ago, I taught someone how to use a pivot table. I said, “from now on you need to do it like this”. I caught them one day they've done it all in Excel and then they open their drawer because they had a calculator in there. I said, “What are you doing? I can’t believe you’re doing”. Then I realized at the end of the day this guy was checking the main figures. I couldn't take it away from him because the impact on his quality of life

(ACD): Depended on it 

(DP): Exactly. 

(ACD): Going back to the billable hours, you're paid for the amount of time that you work on the matter but it's not necessarily about how well you carry out the work. One of the lawyers have said that the client value is not as good as it should be sometimes because they're just so focused on getting a lot of work done. What’s your advice for increasing client value?

(DP): Oh, well, I do think that most of the technology that is out there at the moment the technology does not replace people, it does not replace what they do. It's an augmenter, it will make the quality better. If you're looking back to those contract review platforms none of them tell you what the assignment clause means but they will tell you where it is. It’s just making sure that it's the human and machine that makes it a better-quality process and the best technology does that, I think. Some clients get better value because they get a better-quality product as part of it.  There no answer to the question of what does client value mean in a relationship between the lawyers and the clients because that's a metric they set up themselves. 
…
A lot of clients don't want to pay for it but you still need it done because they need someone to sue if it’s screwed up. The client value conversation goes like this, “I want you to do this due diligence and it is absolutely important that we get this right but I don't want to pay for it”. Those two things don’t go together. It’s like, you look at the safety people at big events. You say that they’re absolutely crucial but you pay them the least amount of money out of anyone at the either thing but you say that their role is crucial that doesn't make sense. 

(ACD): The final question is say I was making a framework for the implementation of legal technology what is some advice that you would give for that implementation?

(DP): You don't start with the tech, never start with the tech. So the first thing you need to do is ask what do we sell, who do we sell it to and how do we make that better? What market are we in? Go to your clients and say what it was your 10 biggest bunk bares about the way we supply, understand what their needs are, understand what you want to supply and at that point working out a better process for delivering that and a strategy for delivering that is number one thing you do. Then you pick the most appropriate technology to enable that better process driven through your strategy to be in place.  The worst thing you can do is say is “we do a lot of this so let's buy something which helps us do a lot of that”, that’s not the way to do it, 

(ACD): Or this firm does this let's just do what they’re doing and talk to you 

(DP): Exactly, “we should be in this market”. Well why? Understand your investment because you know how much volume you've gotten and you know how much margin you can improve. It's a numbers game with that. Other firms are not in the volume game they’re in the quality so if you're in the space, how do you get a strategy which is tech enabled to promote that quality of your work? Also, never ever underestimate the difficulty in change. You need experts in translating that position to this piece of technology or this new process and making that work because that's not something which is naturally in a lawyer’s expertise. 

(ACD): What do you think about hiring risk takers.

(DP): In which areas of the business?

(ACD): There was a lawyer that said when he is hiring he looks for people that are willing to adapt to the changes of technology like and are risk takers, they want to take that leap and then other lawyers say well that's just not in the nature of lawyers to do that.

(DP): So a small percentage of lawyers, definitely do want to do that. A smaller percentage of lawyers are working in institutions where they are given the chance to do that. So it’s about giving those lawyers who are risk takers a safe area to be able to explore things and to be able to A reward it and B not punish it I think is a key thing because there is a certain percentage of lawyers who are risk takers that want to do it in a different way. You need a balance though.

(ACD): Thank you for this interview I found it so insightful and a lot of the information that you have provided supports a lot of the arguments that were already made in the dissertation. 

(DP): No problem 

(ACD): I will stay in touch, bye. 








[bookmark: _Toc81603807]Appendix F – Interview Transcript 6

	Interview Number 
	6

	Platform 
	Zoom 

	Respondent 
	Legal Technology and Contract Express Consultant at Thomson Reuters (TR)

	Interviewer 
	Agnes-Clara Dikoum (ACD) 



(TR):	Hi Agnes, how are you?
(ACD): Hey, I’m alright. Thank you for finding my topic interesting and finding the time to do this interview. So, tell me a little bit about your profession. What would you consider yourself?
(TR): I'm a licensed attorney in the state of Pennsylvania. I have been since about 2011. I was a corporate in-house counsel at FedEx for about seven years. Then I left that profession because it got a little boring. I left that profession and now I do technology consulting for Thomson Reuters. So, I help law firms and corporations build out technology stacks to leverage these types of technologies to basically make their practice of law more efficient and more effective.
(ACD): That's very interesting. I feel like everyone uses Thomson Reuters.
(TR): Oh everyone does. 
(ACD): Everyone does for law school especially. How would you define legal technology? 
(TR): A very general definition of it, I think would be any technology that supports a better practice of law, but that's a very generic description in the industry it's kind of in two different silos. So there is what we call content industry and those are products like Westlaw and Lexis Nexis that keep track of the changes of law. Then there's another industry that we refer to as software and software covers a large gambit of things. This could be automation technology where you're literally creating documents without lawyers. That's really where I got my start in the industry. It can also be artificial intelligence where we use technology to predict outcomes of cases. That's a really neat area of the industry where you can literally see the previous records of different judges and things like that and predict how likely you're going to have a favorable outcome in court using our AI capabilities. Then also there's a lot in the industry and the software silo related to workflow and contract and matter management, just trying to make the practice of long-term matters more efficient doing all that utilizing those technologies.
(ACD): That's interesting. I don't think AI is utilized as much here. You were talking about predictions of cases from what I have heard that type of technology is not really utilized here. That's very interesting that in the US they would use it and be that advanced.
(TR): Yeah, it's pretty neat. So, there are actual people on the ground that keep track of the decisions of different judges and then using algorithms. You're able to essentially input fact patterns of pending cases and protect the percentage likelihood that that particular judge will give you a favorable outcome or not. It’s particularly used to determine which venue you would like to bring your matter to. So that’s where it's most effective.
(ACD): Interesting. So what are the challenges that some law firms have faced during the pandemic? You said you worked with a lot of big companies.
(TR): Yeah. So I actually did a webinar on this very topic. You know, actually before I get into that, I was curious, did you just find me like by LinkedIn and just kind of searching for tech lawyers?
(ACD): My research question is how can we make a technology pivot in law firms and how can that help them survive the pandemic? I think that a lot of companies have started going digital over the pandemic and we've seen that has really worked for them and some of them didn’t revert back to the tradition way of working. I wanted to know if that was possible in law firms. So that is why I was looking up different legal tech experts on LinkedIn.
(TR): Okay, great. Just wanted to double check that you're not someone from my company. 
(ACD): No I’m not, definitely not. 
(TR): So you're graduating from law school in Ireland, right?
(ACD): Yes 
(TR): Oh, very Cool. Do they have a bar exam like we do and all that stuff? 
(ACD): Here it's split into two different types of lawyers. You have the solicitors and barristers. Barristers are the lawyers that are in court fighting client and they work for a number of solicitor firms. On the other hand, you have solicitors that are the first point of contact in the office. They kind of liaison with barristers. I want to be a solicitor and I would have to do the law society exams. So yeah, it is a law school essentially.
(TR): Oh, very cool. Do you have a particular field of interest? Are you criminal or?
(ACD): Oh no, I would like to be in the field of corporate law. 
(TR): Oh so just like me. So for your question so law firms represent clients, right? Clients you know, lost their minds during lockdowns and things business interruption and liability issues. If somebody gets sick at my venue, my place of business, am I liable or not?  These are the types of questions that law firms were getting, you know, does force majeure cover pandemics or state enforced lockdowns and things like that. Can I sue or ask insurance for results and in the technology space we provide two opportunities for law firms in both silos, content and software. So on the content side many tech leaders have entire libraries and teams of lawyers that would create language that could benefit their clients in the form of paragraphs of updates to clauses. So we provide that. Then particularly during a crisis situation like economic shutdown and things like that, you have to react quickly and that's where the software component comes in. And that's where you can essentially automate amendments to your agreements or automate new vendor contracts to respond to those types of situations.
(ACD): Okay. So, I think it's the software part that's essential when it comes to pandemics and reacting quickly, is it?
(TR): I would agree. So for example, let's say I'm mega Corp Ireland Inc. I reach out to a law firm and I say, “Hey I have a hundred thousand contracts with facilities all over the world and I'm worried about economic shutdowns or the risk of getting sued for being sick, what do I do?” I would suggest that they recommend deploying automated technologies to update all of those vendor contracts. So for example, let's say we needed to update 10,000 facility warehouse relationships with new force majeure language automation technology can help facilitate and effectively and quickly react to a changing situation.
(ACD): That's very interesting, wow yeah, many lawyers have claimed people are still very reluctant to use automated technology. 
(TR): 	Lawyers are afraid of tech. 
(ACD): I was actually going to ask what's the perception technology in the legal industry?
(TR):  So I would say there's kind of a cultural divide I think law firms are more resistant to what I call legal enablement technology. Law firms are more traditional, they're a little bit more resistant but they also have the urgency to remain competitive. So that's often a good selling point of technology is that your competitors will be utilizing tech so you should as well. Corporations seem to be much more open to utilizing technology. I don't know why it's just kind of a cultural difference between corporate and law firm. Then ultimately what we do is we try to explain to them that there is a return on investment to utilizing it. For example, if you're a big company and a law firm represents you in the law firm, this is actually typical. Law firms will often implement technology on behalf of their corporate clients as a paid service. So they become experts in a new skill set and it becomes kind of a new service offering for so that's another kind of neat sort of trend in the industry.
(ACD): That's interesting. So, the clients would ask specifically to use technology, is that it?
(TR): Yeah. So let's say that a law firm has an automated document portal where their clients can log in, answer a few questions and it spits out a completed document for them automatically using a business logic that has been pre-programmed in the background and their client will say, wow, that's really cool that you can do that, can we do that in house? Then the law firm might then implement a type of solution like that as a payed service.
(ACD): How would you say that this is beneficial for the lawyer’s day-to-day? What are some of the automated technologies that they do utilize? 
(TR): So day to day for lawyers, there's a couple of different technologies that provide a couple of different opportunities for them. Let's say document automation first, you are given the ability to offload work. So, let's say that you pre-program a template, an automated template that uses logic to assemble a document for you based off of the fact pattern that you plugged into it that saves you time and money, right? Maybe the paralegals are doing that. Maybe non-lawyers are doing it and you're just reviewing it. So it frees you up maybe to focus on more complex matters, maybe more negotiation or more litigation kind of matters so there's one benefit there. Another benefit of generally speaking technology from the content side is you're seeing what other lawyers are doing and what is the recommended language and approaches to various situations from the content side.
(ACD): That’s so true I had never thought of that benefit. 
(TR): Then returning back to software you can think about DMS systems, contract management systems, matter management systems, all of these can just impact the day to day productivity of your legal staff. One interesting application as well is a lot of law firms and also a lot of companies have policies and procedures and best practices that they're trying to follow and you can turn those into automated workflows using these technologies. For example, let's say all high value matters in one particular jurisdiction needs to go to the general counsel of a company whereas all things that don't meet that criteria they go to the junior attorneys of that company, you can automate that workflow. So it will actually go to the right subject matter expert under the right fact pattern automatically so you can cut out a lot of the administrative burden as well.
(ACD): It’s really just making the work just a lot more efficient and cutting down tedious jobs. 
(TR): Yeah, when I was practicing law in the corporate space, there was literally somebody that would hand you a folder and just say, who does this go to? A bunch of files? 
(ACD): Do you think that the traditional business model of, for example, billable hours restrict technologies in the practice?
(TR): That's a funny question. Lawyers are generally adverse to because tech makes it efficient and therefore they think that they can't bill as many hours as they used to that's the perception. However, I would say that you have new offerings. You can facilitate your clients with tech as an additional offering and free up your own staff to maybe focus on the more complex things that you can bill at a greater rate would be my counter argument to the tech adverse.
(ACD): No, that's good because some lawyers have said that the billable hour consumes the life of a lawyer and they want to like take on as much work as possible when two people can realistically get the job done. It seems to be that this concept has sort of driven the law firms a little crazy but with technology that frees up space for you to do other things that doesn't mean that it'll cut down work for you.
(TR): Yeah, there's no shortage of legal matters. There's an ocean out there for law firms and if they can target the higher value matters and sort of offload the simpler ones using automation technologies, that's in their interest, I would argue.
(ACD): Agreed. What are some of the ways that you can increase customer value or client value through technology?
(TR): Facilitation of the relationship is a big one. In the US I'm sure it's similar in Ireland you have an ethical duty to communicate and respond to client interactions, provide good service, respond quickly and efficiently to their concerns. Technology can facilitate that and they're happier, they're more satisfied clients at the end of the day. For example, if they log into a portal and they can see the status of their matter and all the documents related to their matter they feel more in control. They feel more satisfied, which is just good service in the end.
(ACD): What would you say to the argument that bringing in technology would increase the risk of privacy? 
(TR): Well, yeah, I get that a lot. Lawyers are afraid of the cloud. You know is there a potential for a hack where a breach of confidentiality there my argument is Microsoft servers know better than you how to protect data, right? If you're keeping everything on a local hard drive, that's riskier than utilizing maybe something like the Azure cloud that Microsoft uses. So that would be my argument, leave it to the security professionals not your in-house team. 
(ACD): Exactly. One of the lawyers said that it's better than just keeping a bunch of files in a room, locked away what happens if the building burns down or gets robbed, files can easily get stolen. 
(TR): Oh, that’s tremendously risky. Okay. They could be stolen, there could be a break in, there could be a fire or a flood. Paper files in a safe at your office is probably one of the riskier things nowadays. 
(ACD): That's interesting. And so how do you envision the growth of technology in the legal industry as a whole?
(TR): I think we're moving into a new space called analysis. This is driven by AI and AI is a bit of a misnomer. It's not really artificial intelligence. It's just big data machine learning. it's not like Skynet from the terminator so that's a bit of a miss characterization of the term but they call it AI. Where I see the space moving into is lots of law firms, lots of corporate clients have tremendous volumes of previously executed documents, leases and service agreements or pleadings, whatever it might be and where the industry is going to is sort of a bulk upload of that document and being able to analyze the risk that is presented based off of these large relationships mergers and acquisitions, massive leases across an entire country, that kind of stuff. So what you do is you sort of batch upload all of your documents related to a particular matter and the AI engine will analyze all of this and essentially facilitate the risk review of that particular engagement. That's where I see the more immediate trend in the industry.
(ACD): High-Tech
(TR): Yeah, it's pretty neat. 
(ACD): That's interesting to see where the technology is sort of going.
(TR): I think one of our headquarters is in London. So, UK isn't that far behind, I would say.
(ACD): That's good. So say a framework is to be constructed. What would be the important elements or advice that you have for a legal firm that's trying to implement technology.
(TR): Great question. Start small. There is so much out there and the most successful deployments that I've constructed for my clients we start small. We pick one solution that we need maybe it's document management, maybe it’s workflow routing, maybe it's AI features and we implement that.  In the IT world, this is called agile methodology basically that means just hit the ground running with one little thing and grow from there and evolve over time from there. What too many law firms get afraid of is the opposite of agile is waterfall and waterfall is where they want to plan out everything before they begin anything. That's a recipe for disaster cause there's so much out there and it's, and it's ever changing. They'll never do it and being lawyers they're a little scared of agile methodology. They want to plan everything ahead of time but my recommendation is just start small, pick one need that you might have and then just build and evolve and expand from there.
(ACD): A lot of the research that I have done it says that a lot of law firms know that technology is a necessity, but they don't understand it and they don't know how to implement it because not a lot of law firms have already done it. They're sort of in this mindset of, okay, well we’ll do what the other law firms are doing and not really think of how their company needs it specifically.
(TR): Every firm is unique and they all have their own unique needs and primary issues, you know? Let’s just hypothetically say that a law firm is involved with lots of mergers and acquisitions maybe you start with the analysis kind of technologies where you can, maybe that's your primary need. Or maybe a law firm struggles with administrative paper so they just have tons of folders and files everywhere. Maybe a document or a contract management system might be the first thing that you start with and a lot of these technologies are modular, which means you can turn on or off different features as you become more comfortable with it so that's another thing that they can do.
(ACD): That's so interesting I didn’t know that. Thank you so much, Alex for your insights on this research topic. I'll definitely be in contact with you more because you definitely know a lot on this topic. 
(TR): Happy to help a fellow law students. Feel free to reach out at any time it’s my pleasure. 
(ACD): Sounds good, we'll keep in touch. Bye. 



[bookmark: _Toc81603808]Appendix G – Interview Transcript 7

	Interview Number 
	7

	Platform 
	Zoom 

	Respondent 
	Associate Director of Practice Technology at a Leading New York firm (NY)

	Interviewer 
	Agnes-Clara Dikoum (ACD) 




(ACD): Hi, how are you? 

(NY): Hello I’m fine yourself? 

(ACD): I’m good, for this research I was trying to find out if law firms could make a technology pivot as you've seen so many companies do during the pandemic. I just had a couple of questions for you so first of all what would you consider yourself, your profession.

(NY): Well, I am an attorney myself and I'm also an engineer. So, I’m a legal technologist I guess that’s how I would describe my current activity.

(ACD): How would you define legal technology,

(NY): Very broadly. Anything that attorneys would use in the ordinary course to deliver legal services.

(ACD): What would you say is the perception of legal technology in the legal industry?

(NY): By who?

(ACD): By lawyers

(NY): You know it's obvious I don't want to generalize, it varies but on the whole, I would say in my experience attorneys are usually preoccupied with practicing law and as long as technology can facilitate that. I think they view it positively. However, I think they have a very low tolerance for friction in technology, meaning like if the technology doesn't just work or isn't sort of in any way gets in their way or slows them down. They're very quick to abandon it and just resort to, conventional non-technical methods.

(ACD): Interesting. What are the challenges that your law firm has faced during the pandemic?

(NY): I mean I don't know that law firms are any different than most organizations regard obviously you know just the general ability to function without physical office and some of the infrastructure. The dependency on physical record keeping. In some places, obviously you know bunch of files were in a drawer somewhere in the office and no one was there.
I think a lot of that is true of any company and not just law firms definitely management issues, things like that.

(ACD): Alright and other lawyers have also said that remote working just functioning at home when you're so used to working in office was, was a bit challenging for them but they've introduced tools like DocuSign and things that facilitated transactions. Would you say the traditional business model of billable hours comes in the way of adopting legal technology?

(NY): Classic question. You know I think it obviously depends on one position in the market and sort of how busy you are and all that sort of thing. I can only speak for our firm I think there's no concern about people not being busy enough let's put it that way, really ever very rarely, so I think we primarily view technology from like a performance enhancement type of lens t's about being able to deliver better faster, higher level of service. That's a given set of inputs.

(ACD): Yeah, a more efficient way of working. 

(NY): It’s not even efficiency like sometimes just being able to do it faster is effectively better outcome in certain circumstances. You know when you're doing deals and things like that. You know better novel insights that, if you're talking about data analytics or using technology to sort of sift through data sets in a way that humans can extract real insights that aren't available otherwise. You can actually sort of substantively improve the service not just make it more efficient and cheaper.

(ACD): Right. What would you say to the argument that legal technology is not easily adopted because of the risk of privacy?

(NY): Are we talking there about the sort of aversion to cloud tools like that?

(ACD): Yes, cloud.

(NY): That’s obviously a point of tension, particularly in the US these days. You know, I think the law firms themselves understand the benefits of the cloud and on some level frankly the clients do as well because all the clients in their own organization leverage various cloud services but for whatever reason there remains this kind of disconnect where you know the clients use them but they don't want their law firms to use them. They're not quite comfortable or I should say, the people who negotiate outside counsel guidelines at the client organizations tend to be risk averse. Anyway, I'm generalizing a little bit I'm sure that there are specific edge cases where it can be a real problem. The specific hang up right now in the US is what's called the blind subpoena problem where theoretically if you've got your law firm you've got your data stored in a third-party cloud. Theoretically, under certain circumstances, at least in the US, it would be possible for certain government entities to go to court get a subpoena to go directly to the cloud provider to gain access to your data and crucially without you ever being notified at any point. That’s the blind subpoena part of it, that’s the real rub. I mean like it you know for different organizations it's less of a real thing and more of a theoretical thing because it's really only national security other types of inquiries where this can arise, but if you're just doing kind of conventional work and you're not dealing with that kind of stuff. Then it's open to debate how real a concern that is but that in the debate these days that's kind of where things have gotten stuck in the US, at least in my experience. So, there are technical solutions to that, so for example they have this idea of bringing your own encryption key

(ACD): Yes, another lawyer talked to me about encryption.

(NY): So your data is going to be stored in the cloud but it's encrypted in a way that only the firm can decrypt it and access the content. Now there's pros and cons to that means that yes you can store your data in the cloud but if it's the Microsoft cloud or Amazon or whatever. Amazon or Microsoft themselves they're not able to go into those files even in an automated fashion so you're not gonna be able to search, you’re not going to be able to use the cloud based search tools, it undermines a lot of the technical utility of the cloud, you've got this data there but the tool that you're storing it can’t actually read it. What's the point in having it there. There are theoretical tactical ways to kind of build around these problems but most vendors don't support them or it's all kind of very new and there's risks, now the law firm is responsible for managing encryption keys and if they screw that up all their data is gone forever.

(ACD): It’s gone 

(NY): You know, there's a lot of hurdles to this stuff and firms are working through it and they will get there, you know everybody understands the inherent benefits the cloud, the law firms are not resisting they're really just following their clients on this. So again, it varies, I mean this is all from my perspective, we have very large financial institutions those core clients they are primarily heavily regulated. They're the kinds of entities that are very concerned about this stuff but other smaller firms or just firms in different industries where maybe the clients aren't heavily regulated or more kind of open to this stuff. You see it, you see other large firms moving their document management system to the cloud and this kind of stuff is going on so it'll get there. It's a process and different firms go at different, different speeds. 

(ACD): Well, interviewing other lawyers they had said and first of all there's a big disconnect between the US and Ireland in terms of the use of technology. I think that us very advanced with the technology that they utilize and law firms, and some of them have said that understanding automated technology has lowered their fear and they think that a lot of law firms if they just understood how to use it why we use it, how it is efficient they wouldn't have much fear in using technology. Would you would you resonate with that?

(NY): Firstly, I practiced in London for a couple of years and I always sort of thought that the UK, maybe I don't know if Ireland, is maybe culturally different in this regard I always found the UK to be a little more forward thinking than the US, in a lot of ways.

(ACD): Really? Interesting okay. 

(NY): Sort of in a big firm segment of the market, I always found the UK firms to be pushing the boundaries on this more than the US and there's kind of structural reasons like in the UK the big firms have this concept or had this concept for a long time or professional support lawyers, PSLs. These are attorneys but they're like inward facing in there and you know their whole focus is trying to sort of improve internal process and knowledge sharing all that stuff and so they had this natural group of people who could sort of champion innovation and process improvement and new tools in a way that the practicing attorneys just don't have the bandwidth to do.

(ACD): That’s interesting.

(NY): Whereas in the US it's starting to emerge under kind of different titles and things like that but the sort of historical construct of PSL is not as prevalent in the big US firms and so it's been harder for them. It's just not feasible for the practicing attorneys themselves to do their day jobs and try and drive innovation and play with these things and get comfortable with them you know someone else needs to be kind of carrying that load for them and the firms are starting to develop roles like mine, people who are able to do that. Anyway again, just my impression. 

(ACD): Right. One of the lawyers I had interviewed he said that in his firm, DLA Piper, six years ago legal technologists in their firm did not exist and so how do you envision the growth of legal technologists in law firms?

(NY): I mean, again, I think it's already I mean it's been growing steadily sort of often under the banner of innovation. Innovation role, chief Innovation officers, knowledge management is another kind of term that gets thrown around in the space but yeah, you know, I was the first attorney technologist at my firm that they ever had we've sort of created the roll out of the air and at the time that was sort of relatively novel but just in the few years since we created the role many other firms have kind of followed suit and you're seeing an increasing number of these roles cropping up. I think in my mind I’m a little bias but I think that practice of law in certain areas at least will just sort of continue to become a more technical in depth right like what the tools will just become more necessary and inherent part of the work, to the point where like, what employers are doing all day is much more kind of technology driven than it was 15 years ago where they just use like Word and email and that was their technology. You know I think you'll just inherently see sort of a proliferation of specialized tools and different practice areas and that will just be built to become the tools of the trade and that's what it means to be a lawyer in the future is to know how to use that stuff.

(ACD): That's interesting, hopefully I'll be in that space where they use utilize it more often. Say a framework was to be constructed what are some of the advice that you would give a law firm that wants to introduce technology into their firm for the first time?

(NY): What kind of framework like living life from like a management perspective or like, like a classification perspective, what kind of framework are we talking about?

(ACD): Just for example they want to go from having loads of boxes of files in one of their offices and go digital, what's the process that they have to go through or what are the steps that they have to take?

(NY): Yeah, I mean obviously it depends heavily on what the problem is and what the solution is but I mean I think in a lot of ways it's pretty classic change management type principles, you've got to have someone to lead the initiative that person needs to have a very clear understanding of the status quo in terms of not just the fact that they're stuffing boxes but why are they in boxes, how do people use them, what are the pros and cons of the current setup, in an ideal world what would you retain in a digitized version of the status quo, you know really sort of like hiring an architect to do a renovation on your house. You need this person who can get really deep with you on what you're looking to achieve, understand the goals, understand the problem but also has the sort of technical capability to go off and actually, at least on a first draft basis, propose a solution, design and or work with people who can who can design it and guide the process forward and just sort of,  much like an architect in a construction project, kind of have an oath on the both on the business side but also on the technical side and understand the needs and sort of translate between the two sides and just guide the whole process I think that's the key having sort of that person it's a lot of these projects in my experience. 

(ACD): Perfect. Yes some people said a lot of law firms want to fix every single issue at once and they want to have the whole idea instead of taking it bit by bit, you know, changing one thing at a time and making that real concise and fitting their business model and everything, Not just taking what another law firm has done and implement it into their law firm.

(NY): I think that's driven primarily by like I said before, let me see if I can pull it up, like the classic problem of technology and law, because lawyers at least in the big firms have so little time and capacity to devote to anything other than just doing their job any change even small change is disruptive. They want to minimize the frequency with which they have to even engage with change at all. So I think they're more inclined to say, “let's do this one can do it right” rather than the sort of constant tweaking, it just doesn't quite, while in many other respects it's probably the better way to undertake these kinds of things. Sorry I'm just trying to pull this up here.

(ACD): No problem.

[image: James.jpeg](NY): No discussion om legal technology would be completed without this. Can you see that?



(ACD): Yes, okay I see. 

(NY): That there is basically legal technology. In my view, this is the fundamental problem of technology in law, you know, the idea of the comic is oh how silly of them they should stop what they're doing and they should do it the better way but I actually sympathize with the folks on the right because they genuinely you know the other analogy people use is trying to rebuild an airplane while it’s in flight. It's just not feasible, in many cases, even if they know that what they're doing its not sufficient. They know that there's a better way it's just they're not literally able to do it in some cases. So, I always mentioned sort of sums up the whole challenge right.

(ACD): Thank you so much James for your insight, it was really good information, I’ll keep in touch. 

(NY): No problem, you welcome.
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