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Legal Operations & Technology
Why, how and what’s in it for me?



Three buckets
of solutions

Personal 

efficiency 

habits

Continuous 

improvement at work /

Legal Operations

Technology: at 

work and 

everywhere
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Why is this important?
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Why should I care what others are doing?
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The right kind of work

Value

Risk

Cesspit of 
Misery

Playground of 
Happiness
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?
So, how do you 

get started?
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Personal 
habits of 
efficiency
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Quick wins ... 
what you can get started on now (and for free) 

To do list in calendar

Notifications

Email

Be ruthless about meetings 
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Legal 
Operations 
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Can an in-house legal team be like a Formula 1 pit crew?



| LODlaw.com

Document contents
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Hatch in-house legal team was actually a Formula 1 pit crew - circa 2013!
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Use a framework to help you think 
about CI and generate ideas

Define Measure Analyse Improve Control

Empathise Define Ideate Prototype Test

Concept Inception Iteration Release Production Retirement

Lean

Design Thinking

Agile
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Our 10 KPIs for leading in-house legal teams

aligned

documented 
strategy

right people, right 
culture, right time, 
right price

people

don’t sweat 
the small 

stuff

knows clients’ 
needs vs wants

systems

capture & analyse
data to improve

automated 
documents & 
processes

optimum use of 
systems

processes

great templates, 
forms & 
precedents: “Best 
in Class 
Contracting”

reduced legal spend 
& issues costs

as a % of
turnover

documented 
way of 

working & 
sophisticated 

risk mitigation



| LODlaw.com

“TIM WOOD” Identifying waste

Talent
Wrong person for the task 

Inventory (WIP/info)
Incomplete, undelivered work

Motion
Wasted movement of stuff

Waiting Over-production
Doing more than is needed 

at the required time

Over-processing
Effort that doesn’t add 

value

Defects
Errors, mistakes, re-work… on info, people etc
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Breaking apart processes

21 3 4

Kindergarten 

Walk to 
Executives

Year 9

Negotiating

Law degree

Formatting

Law degree

Drafting 
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What should you focus on?

Perform it 
efficiently and 

effectively

Directly align work to 
organisational strategy

Empower clients to take 
predictable, sophisticated risks

Spend more time creating 
value & less time protecting it

Prioritise “important” work
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Key elements to address

Empower your 
clients 

Understand 
the 

organisational 
risk profile

Legal strategic 
plan

Organisational 
priorities 
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At home
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War on contracting

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

Interruptions by Idiot Features

Gumpf

Admin

Advice
 (non-contract based)

Contracting

3%

12%

15%

25%

45%

Time Spent

Unnecessary

50%
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How can 
legal tech 

help?
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5 guiding principles for selecting legal tech

1.
Your starting point should not be a tech vendor who may try to sell a 

solution to problems you may not have or that are not a priority.

2.
Clarify the key problem(s) to solve e.g. info/doc management or 

automation. Be clear on the ‘use case’ in your organisation.  

3.
Consider whether there are any low-tech options using systems you 

already have that are being under-utilised.

4.
Capture the data you need to be able to compare current vs future 

state and continuously improve.

5.
Be prepared to run a pilot or develop a proof of concept – a short 

term pivot will save you in the long term.
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A typical sequence

02

01 Fix your 
Documents

Fix your 
Processes

Template review

Process/workflow mapping

Technology Solutions03 Fix your Systems
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Legal Tech
Using Legal Design Thinking to implement legal tech 

Develop a deep 
understanding 

of the 
challenge 

Brainstorm
potential 

solutions, select & 
develop your 

solution

Clearly 
articulate the 
problem you 
want to solve

Design a 
(series of) 

prototype(s) to 
test all or part of 

your solution

Engage in a 
short-cycle 

testing process 
to refine and 
improve your 

solution

Define

Empathize Ideate

Prototype

Test
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Happier 
lawyers & 

clients=

What does success look like?

SystemsProcessPeople + +

right People doing the right Work

optimal use of the right Systems

streamlined, efficient Processes
+
+



Design Thinking for In-House Legal Services

➢ About Hatch 

➢ In-house legal context

➢ What is Design Thinking 

➢ Design Thinking in Action



Who we are

Copyright © Hatch 2016. All Rights Reserved.



Global Operations
Highlighted Hatch Global
Delivery Centres



In-House Legal  Context

By Reuters Photographer / REUTERS - https://stock.adobe.com/ee/editorial/haitian-security-police-line-up-to-contain-mob/146542311

Hatch is difficult to 
deal with….

https://stock.adobe.com/ee/contributor/206948512/reuters-photographer-reuters?load_type=author&prev_url=detail
https://stock.adobe.com/ee/editorial/haitian-security-police-line-up-to-contain-mob/146542311


It doesn’t have to be this way…



Legal Problems are Human Problems

Image: https://www.amazon.in/Westinghouse-0344300-Trans-Amber-Incandescent/dp/B000HJBDU0.

https://www.amazon.in/Westinghouse-0344300-Trans-Amber-Incandescent/dp/B000HJBDU0


Source: IDEO: https://www.ideou.com/pages/design-thinking

IDEO Design Thinking Framework

https://www.ideou.com/pages/design-thinking


Design Thinking in Action… 



1. What’s one thing you observe?
(Don’t interpret, just describe)

2. Why might this be happening?
(Interpret in terms of unmet needs and 
motivations)

3. What solutions come to mind? 
(Think new/changed services that could meet 
needs )



Ted Talk - What can we 
learn from short-cuts?
https://www.ted.com/talks/tom_hul
me_what_can_we_learn_from_shor
tcuts

‒ Q: What short-cuts 
(adaptations / workarounds) 
do people make at work 
(save money, save time….)

‒ What does the short-cut tell 
you about people’s needs?

https://www.theguardian.com/cities/2018/oct/05/desire-paths-the-illicit-trails-that-defy-the-urban-planners

Short-cuts – physical or otherwise…. 

https://www.ted.com/talks/tom_hulme_what_can_we_learn_from_shortcuts
https://www.theguardian.com/cities/2018/oct/05/desire-paths-the-illicit-trails-that-defy-the-urban-planners


Aligning with corporate strategy 



Going Visual…



Rethinking contracts….

“The way the law is largely 
practiced, invites lawyers 
to solve problems by first 
making them bigger and by 
then aggressively holding a 
position until a decision is 
imposed or a compromised 
based on brinkmanship is 
reached.”

Anne-Marie Rice, 2018 WLAQ Lawyer of the Year “Why Tired Matters” 
https://www.ricemediations.com.au/wp-
content/uploads/2018/10/WLAQ-acceptance.pdf

40
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Getting buy-in… (empowering and enabling)



Industry buy-in…



What success looks like…

Copyright © Hatch 2016. All Rights Reserved.

*reproduced with permission



Ongoing journey – identifying opportunities

Margaret Hagan http://www.lawbydesign.co/en/legal-design/

http://www.lawbydesign.co/en/legal-design/


Next 
steps

Hatch’s Legal Operations Journey 

New Shared 
Document 

Management 
System

Additional legal 
tech that adds 

value to the 
business

KPIs and data

Continuously 
consider 

improvements 
& new ideas

Self-Service tools 
on SharePoint



2019 ACC Value Champions Hatch & Lexvoco

“Knowledge management is not easy. 
This team put together a visually 
pleasing self-service solution and drove 
adoption. The project is replicable; 
similar user interface would be of 
interest to law departments of any size.”

From the Judges of the 2019 ACC Value Champions 
Source: https://www.acc.com/2019-value-champions-hatch-lexvoco

https://www.acc.com/2019-value-champions-hatch-lexvoco


Hatch Global Legal Information Sharing Platform 

‒ User-focused

‒ Multi-
disciplinary 
collaboration

‒ Self-service in 
own time and 
remote access

‒ Visual tools



Engage Legal Email 

‒Receive better 
instructions

‒Reduces no. of 
emails/phone 
calls 

‒Clients also own 
the issues
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Internal Legal Newsletter

‒Regular updates on 
legal topics of 
interest

‒Also serves purpose 
of:

‒ a “How to Guide”

‒ reinforcing use of 
the SharePoint site 



Next steps for our SharePoint site

‒Use as a training platform 



Impact of Self-service Tools

‒ Reduction in routine requests

‒ Positive feedback & imitation

‒ Site Usage Data 



Next 
steps

Next steps - Hatch’s Legal Operations Journey 

New Shared 
Document 

Management 
System

Additional legal 
tech that adds 

value to the 
business

KPIs and data

Continuously 
consider 

improvements 
& new ideas

Self-Service tools 
on SharePoint



For more information,
please visit hatch.com

Thank you.
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Contact Name
Contact Number
Contact Email

Contact us


