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A Compass 
for Connections

Charting Your 
Firm’s Course
Post-Merger

Starting almost 30 years ago, the notion of “connectedness” 

began creeping into the corporate business world. Fueled by vast 

advances in technology, this trend has grown exponentially and is now 

playing a major role in how businesses operate today. It also has a heavy 

influence on the expectations businesses have of their outside counsel. 

The arrival of online networks, data analytics and mobile devices has 

created expectations for constant connectivity and instantaneous replies 

even when “disconnected” from the traditional office setting. 

For an industry accustomed to a collegiate and deliberative culture, 

the speed with which these changes have arrived is disorienting, and at 

times difficult for law firms to grasp. How have successful firms charted 

the course and created more connections?
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IT STARTED WITH CORPORATE MERGERS
To thrive in the face of these challenges, many 

firms have turned to mergers and acquisitions 

as a means to transform their culture, 

technologies, practices and client connectivity. 

However, starting in the early 1980s, it was 

corporations that entered into an era of 

massive technology-driven expansion. This 

generated major revenue opportunities for 

large law firms.Merging corporations were 

diligently focused on delivering shareholder 

value through continuous revenue growth 

and increased profitability. To accomplish 

this, they invested heavily in technology 

and continuous improvement methodologies 

such as Six Sigma, Lean and kaizen, which 

facilitated the rationalization of resources 

and market execution. 

This period of corporate M&A activity 

created unprecedented growth for the 

legal industry, as capacity grew to meet 

demand. Both corporations and law firms 

rode this wave of expansion for almost 30 

years — right up to the Great Recession. 

Post-recession, however, corporate growth 

and productivity — and thus the demand 

for outside counsel — have flatlined. Today, 

corporations are striving to be lean and 

productive, and they are implementing 

new technologies to support these growing 

efforts. These factors, along with a surplus 

in capacity, have led us to witness the 

transformation of legal services from a 

seller’s market to a buyer’s market. 

Predictably, these market pressures 

have led to a new round of merger activity 

within the legal services sector. As firms 

struggle to gain the efficiency needed to 

cost-effectively support a global customer 

base and compete globally against peer 

firms, others are finding advantages in scale.

NAVIGATING DIFFICULT TERRAIN
Once a merger or acquisition is confirmed in 

the legal community, the firms face three key 

connectivity challenges:

• Client and employee connectivity

• Process connectivity

• Analytics connectivity

CHALLENGE ONE
CLIENT AND EMPLOYEE CONNECTIVITY
Law firms undergo mergers to achieve 

the goals of driving additional revenue, 

improving profitability and increasing their 

total number of client relationships. However, 

poor merger planning and execution can 

lead to a decrease in client service and 

an overall deterioration of hard-earned 

relationships. Some law firms have learned 

the hard way that “more” isn’t always better 

for clients. If a firm is not successfully 

structured post-merger, they will not be able 

to properly service their new or existing 

client relationships. Key to this is creating 

an effective intake and conflict process that 

connects the collective experience of the 

firm and increases the speed at which new 

matters can be opened safely.

Of equal importance, merging 

firms face the challenge of not only 

rationalizing and optimizing employees 

but also the more subtle process of 

combining cultures to create a unified firm. 

Merging firms can greatly benefit from 

investing in technologies and processes 

that promote collaboration, interaction 

and visibility among their employees. 

APPLICABLE TOOLS AND RESOURCES

• Integrated Social Media Marketing: 
Savvy firms are learning how to 

navigate the world of social media to 

increase engagement with clients, to 

broadcast their expertise via knowledge 

sharing and to build brand awareness. 

By building marketing strategies that 

incorporate social media into their 

integrated, multichannel marketing 

campaigns, firms can broaden their 

client connectivity.  

Example: Combination of Twitter, 

LinkedIn, company website, print, 

Facebook

• Social-Enabled Portals: Newly joined 

firms have turned to social portals as 

platforms where clients and internal 

staff can interact, share knowledge 

and increase engagement. These 

resources help firms build deeper, more 

personalized connections with clients, 

which can differentiate the firm during 

increasingly metric-driven selection/

retention reviews. Examples: Yammer/

SharePoint, HighQ, Jive

• Sales Forecasting and Pipeline 
Management: Today, firms are 

not only competing more fiercely 

for business, but they are also 

pitching increasingly complex global 

engagements to clients. As a result, 

many newly merged firms have 

realized a need for traditional sales 

management tools, such as a more 

robust CRM system or technologies 

that will allow them to be better 

connected for monitoring sales 

pipelines and revenue forecasts.  

Examples: Salesforce, Microsoft 

Dynamics

• Proposal Management Systems: 

Many merging firms have multiple 

legacy proposal styles and labor-

intensive manual processes for 

responding to RFIs. To streamline this 

process and promote consistency 

across departments, merging firms 

are investing in proposal management 

systems. These systems ensure 

consistency across firm templates while 

automating the creation of proposal-

related documents and presentation 

materials. Proposal management 

systems ensure firms always put 

their best foot forward during critical 

business development interactions with 

prospective clients.  

Examples: Qvidian, xInovation

 
CHALLENGE TWO
PROCESS CONNECTIVITY
Many law firms are merging because of 

rising pressures to deliver increased value 

to clients at lower costs. To gain efficiency 

and control operational costs internally, 

firms are pursuing ways to better connect 

their business processes and third-party 

relationships. To achieve this, firms must first 

review their existing technologies, policies 
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and business practices to identify areas for 

improvement. Most successful merging firms 

have sought information about industry best 

practices to serve as a guide as they review 

and implement their new processes. 

APPLICABLE TOOLS AND RESOURCES

• Process Mapping and Refinement 
(BPM/Document Assembly): It is 

long overdue for business process 

management (BPM) and document 

assembly to gain traction more 

broadly in firms beyond business 

intake. When combined with legal 

project management (LPM) practices, 

tremendous efficiencies can be 

gained from automating the standard 

components within a matter.  

Examples: K2, Microsoft, HP, OpenText

• Matter Mobility Management: 
As the pace of incoming laterals 

and mergers speeds up, there is an 

increasing need to transfer client files 

into and out of firms. However, at 

most firms, this is a labor-intensive 

manual process as staff searches for, 

reviews, packages and transfers client 

documents (both paper and electronic). 

Matter mobility solutions help automate 

much of this process and free staff 

to work on higher-value, revenue-

producing activities.  

Examples: Prosperoware, Pathway

• Information Governance Analytics 
and Automation: Information 

governance technologies are 

increasingly a necessity as opposed to 

a consideration. Firms should greatly 

consider the key benefits of these 

technologies, which include automation 

of classification and management 

processes, a decrease in content 

volumes and storage costs, increased 

resources for attorneys, notable 

reductions in discovery risks and a 

decrease in HIPAA/security breaches. 

Examples: Nuix, HP ControlPoint, 

OpenText Auto-Classification

 

CHALLENGE THREE
ANALYTICS CONNECTIVITY
Perhaps one of the biggest challenges faced 

by newly merged firms is a substantial 

increase in metric and analytic oversight. 

Firm leaders must face the challenge of 

organizing these analytics in a meaningful 

way to drive business efficiencies and 

increase proactive decisions and actions. 

With an ever-increasing amount of data and 

analytics available, firms must determine 

which analytics should be a core focus and 

how they can utilize those data points to 

better align their decisions with broader 

strategic business objectives.

APPLICABLE TOOLS AND RESOURCES

• Expense Management Analytics: 
When a merger takes place, firms 

find themselves with new third-party 

vendors and contracts, which increase 

the volume of data and relationship 

connections that must be serviced. As 

a result, merging firms are pursuing 

technology solutions to better manage 

their oversight of supplier relationships 

and rationalize operating expenses. 

More specifically, firms are demanding 

technology solutions that are platform-

agnostic, i.e., tools that will allow them 

to collect data from each merging party 

to ensure they are able to identity 

overlapping suppliers and pinpoint 

potential areas for cost reduction. 

Examples: Chrome River, SpendConnect

• Matter Analytics: As firms are 

increasingly held to alternative fee 

arrangements and not-to-exceed 

agreements, the ability to have real-

time insight into matter budgets, 

performance of actual to budget and 

other key performance indicators 

is critical. In addition to traditional 

technical and business systems, 

there are several new entrants into 

the market offering practice-facing 

dashboards to enable better decision-

making.  

Examples: Helm360, TARGIT, Veritas

• Predictive Analytics: Data scientists 

are looking at the practice of law 

to find areas where algorithms and 

quantitative analysis can predict 

outcomes and probabilities. Some firms 

are using consultancies with specialty 

knowledge in quantitative analysis 

to help with reviews of their patent 

processes or business plans, and others 

are turning to start-up technology 

companies with packaged offerings. 

Examples: Judicata, Lex Machina, Nuix

CONNECTIONS AHEAD!
Whether a merger is on your firm’s horizon 

or not, connectedness should be on your 

future course plan. Read more about these 

technologies and consider how they could 

support your firm in becoming better 

connected to each other, your clients, your 

processes and your future success.
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