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the UK, a good indicator that legal department efficiency is  
becoming more of a focus outside the US. 

While 43 per cent of the FTSE 100 had legal operations staff, 
the amount of time spent across FTSE 100 legal departments 
on improving legal operations and service delivery was fairly 
low, with 72 per cent focusing only 10 per cent or less of their 
time on operations improvement and 79 per cent saying lack  
of time is the biggest hindrance to implementation of  
improvements in legal operations and legal service delivery. 

More recognition that legal operations professionals add value 
will result in increased legal operations headcount and therefore 
more time for operations focus.

One message is clear. Time spent on operations initiatives 
yields positive results. Proactive outside counsel management is 
perceived as having a positive impact, with 32 per cent saying it 
is very successful in reducing cost. Measures such as technology 
or process improvement are recognised as adding value, but only 
9 per cent considered these initiatives very successful and 74 per 
cent somewhat successful. This may be because implementing 
new processes and technology can be challenging and, as the 
market is relatively nascent, there are few seasoned consultants 
to assist. This will change over time but in their absence  
industry-leading best practices are few and far between, and 
returns are not being maximized. 

On the technology side there is room still for basic  
infrastructure improvement. Matter management and e-billing 
are seen as foundational technologies for legal operations  
programmes and best practice for cost control. In the Consilio 
US survey matter management was implemented or planned  
67 per cent of the time, with e-billing at 60 per cent.  The FTSE 
respondents in contrast declare usage at 57 per cent for matter  
management and 38 per cent for e-billing. This delta does 
not look too bad at first blush but the Consilio survey had a 
respondent pool with many more small companies. FTSE 100 
companies are large and we would expect to see higher results. 

In conclusion, there is a lot of good evidence in The Lawyer’s 
survey that the legal operations function is facilitating change 
and having a positive impact on the industry in the UK. The 
operations industry is adding value, enabling innovation and still 
has plenty of room to grow. 

By Drew Macaulay and Robin Snasdell,  
both managing directors, Consilio

T
he legal industry is evolving rapidly and  
some would argue that Legal Department  
Operations professionals are the principal  
catalysts of change. It makes sense – those 
tasked with improving legal department  

operational performance are those who have the time, energy, 
focus and charge to enable positive transformation. 

Accomplishing significant change in a legal department’s  
operating model means overcoming the inertia of the old 
paradigm whereby in-house lawyers rely on relationships with 
external counsel for most of their support needs. Law firms have 
little incentive to change their longstanding hourly billing model 
despite all their press releases about investments in AI or low-
cost nearshore/offshore service centres. Against this backdrop it 
is hardly surprising that only the legal departments that truly  
dedicate resources to transformation actually achieve results. 

A professional approach
Enter the legal operations professional. Freed of the need to 
protect relationships to ensure business-as-usual continues, this 
person can join the dots between the needs and desires of the 
chief financial officer or procurement team and the legal service 
delivery model. Suddenly, the gloves are off and light is shone. 
Every element can be examined. Who are we using for what? 
Are they the right resource at the right price? Can we better 
leverage skillsets, aggregate tasks or automate processes? What 
areas are amenable to insourcing or outsourcing? 

So how far have the UK’s largest legal departments  
progressed on this journey towards a more efficient operating 
model? This year’s survey by The Lawyer of FTSE 100 legal  
departments provides some interesting insights. Big picture – 
legal operations initiatives in the FTSE 100 are real, delivering 
value and here to stay. 

In the details, less than half of surveyed departments have 
started on their journey, all have plenty of ground to cover and 
all lag their US colleagues (as compared to a recent Consilio 
survey). Change, especially that driven by increased use of  
technology, is the dominant constant. 

While 43 per cent of those surveyed by The Lawyer stated that 
their legal departments have operations professionals on their 
team, the Consilio 2017 survey, consisting primarily of US-
based respondents, answered at 80 per cent. This is not a huge 
surprise as legal operations focus groups such as Corporate 
Legal Operations Consortium (CLOC) and ACC Legal Ops 
are primarily active in the US. 

CLOC’s membership numbers have swelled substantially over 
the past few years and the ACC Legal Operations Committee 
is not far behind. Both organisations are now planning events in 

The legal operations function is already facilitating positive change in the UK, but much more  
investment is needed if this is to match the impact it is having in the US 
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