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Executive summary

Pandemics bring the world to a standstill. All economies are based
on confidence, yet during and after a pandemic, uncertainty and fear
abounds. The entire professional services sector the world over — which
includes law firms, accounting firms, brokerages, consulting firms, etc.
— are cash-based, people-centric, and relationship-driven businesses.
The rapid changes to relationships — both professional and personal —
caused by a pandemic are structural and deep.

The definition of “business as usual” is altered, and all professional
services providers need to adapt and change quickly to respond to
the new ways that employees, clients, and everyone else will behave,
communicate, buy, and use their services in the future. The speed at
which information travels will not slow down.

This book is split into two parts — the first deals with the immediate
effects of the COVID-19 pandemic in 2020 and the ways in which is
immediately transformed — and is continuing to innovate — the delivery
of legal services. The second looks to the future, examining how business
development will change in the new legal ecosystem that will follow.

Our opening chapter, by Julie Savarino, chief client experience and
value officer at Business Development Inc, contains a plethora of imme-
diately usable and actionable information gathered throughout the early
days of the COVID-19 pandemic, with lessons to be learnt from the
2020 global economic crisis.

Chapter two then explores the concept of distance development —
how to develop an in-person feel to your business development efforts
in a time of extended physical distancing. Even when restrictions are
lifted, it will be some time before firms allow and clients will want to
engage in in-person meetings, conferences and social activities. How
do you overcome these barriers to maintaining relationships and,
more importantly, developing new business? This chapter, by Michelle
Murray and Yolanda Cartusciello, explores the combination of social
media, video technology, and content developed for various points in



Executive summary

the potential client’s journey, to help firms create a stronger distance
business development strategy.

Chapter three looks at the business development cornerstones that
we've honed over many years pre-COVID-19, and how these will remain
valid in our new legal ecosystem — if we change the delivery mecha-
nisms. Sally Dyson identifies the services that clients want and need
now — noting the importance of client listening to keep up to date, as
well as the continuing role of relationships to drive loyalty and repeat
business and how to continue to nurture those relationships — from
personal approaches such as picking up the phone to the value of a
properly populated and used CRM system. Providing value for money
at a time of great financial pressure is essential, so Sally gives examples
of creative ways of structuring and pricing services, and demonstrates
how we can deliver differently at a time when we have to be physically
distant, including the need to re-examine the customer experience to
identify the pain points and opportunities to please.

Asmany have written over the past few months, our business world will
likely never be the same. Specifically for legal, the COVID-19 pandemic
has spurred change at an unprecedented rate. However, tracking and
measuring business development efforts, cash flow, or intangible costs
— all to identify the ideal client — is now more important than ever. In
chapter four, Mary Juetten, founder and CEO at Traklight, discusses
how human nature is flight or fight in response to crisis. Today, we
have firms of all sizes fighting for business, from individual attorneys
to large firms. Even for those types of law that expand in an economic
downturn, like bankruptcy, not all clients are of equal value, nor ideal
from a business point of view. The old adage, “what gets measured, gets
managed” applies across all businesses, and legal is no exception. The
message is crystal clear — without a systematic approach to measuring
prospective clients’ value, lawyers may not take on ideal clients for their
firm. Developing a quantitative approach for ideal client identification
sounds daunting, but by adopting a few basic principles, individual
attorneys or law firms of any size can put together a system or set of
filters to evaluate business development efforts, including pricing.

The voice of the client is an essential component of all successful busi-
ness development initiatives. In chapter five, Nat Slavin of Wicker Park
Group analyses brand new research undertaken in conjunction with
ALM Intelligence, on the needs of in-house counsel during COVID-19,
revealing what is new, what is different and what remains true in client-
facing business development programs. The chapter explores the habits
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of the most successful rainmakers, why the habits they have developed
over time remain effective today, and how they are tweaking their
pitches, service offerings, and value propositions in the new normal.

When youre working virtually or your future workplace routine is
not known or subject to change, it's hard to assess how you're supposed
to network and naturally connect with professional contacts. It’s also
hard to know how to be visible to colleagues and clients with whom
you are working or hope to be working. Chapter six, by Debbie Epstein
Henry, explores what outreach is appropriate to pursue in an uncer-
tain climate and what is the best approach. Debbie outlines thoughtful
and effective communication and how to make sure you are striking
the right balance, revealing ways to use your online presence, writing,
and speaking to maximize your visibility, impact, and success in this
uncharted territory.

This new environment has taken several tools for business develop-
ment off the table for many lawyers. Live meetings, attending conferences,
meals with clients — all have been put on hold, perhaps indefinitely,
but the show must go on. New prospects must be developed, existing
contacts must be nurtured, and new referral sources must be uncov-
ered, which means lawyers and leaders must employ new approaches
to attract work in this virtual world. In chapter seven, David Freeman,
CEO of David Freeman Consulting Group, shares practical tools and
tactics for building your network and strengthening relationships, all
without having to be face-to-face. In fact, David argues, some of these
approaches can create stronger connections than the methods lawyers
have traditionally used in the past. Using virtual meeting technology,
phone, email, text or media (traditional and social), David presents
upward of 20 techniques for developing and deepening relationships
with high potential clients and referral sources.

What does networking, virtual or physical, mean for lawyers? How
does virtual networking change capabilities? In chapter eight, Pam Loch
of Loch Associates looks at the implications of virtual networking for
women, including boundaries, corporate and personal brands, self and
authenticity, security, empowerment, and choice, concluding that when
it works well virtually it ends in real life experience, personal and busi-
ness growth.

Part IT - Business development in the new normal

They say we live in uncertain times, but one thing is certain when it
comes to your business — the need for solid decision-making. Surviving

Vii
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(and even growing) as a legal practice in this new post-COVID-19
reality requires making the right decisions about practice manage-
ment, client services, marketing, and human resources. But, as Nika
Kabiri says in chapter nine, uncertainty brings stress and the need for
control, which leads us to think and behave differently than we do
when life is predictable. The coping mechanisms that the human brain
relies on to deal with our current scary circumstances also push us
to make bad choices, and it’s all happening under the radar — which
could mean trouble for your practice. This chapter draws on deci-
sion science principles to explain common pitfalls that lead to poor
decision-making under stress and uncertainty. Using insights from
behavioral economics, psychology, sociology, and medicine to explain
the sources of those pitfalls, Nika discusses how mental shortcuts,
biases, and social influences can sway our rational thinking, offering
solid tips for making sure that the choices you face regarding your
practice are made with confidence.

The COVID-19 pandemic forced an increasing amount of intro-
spection on the part of law firm partners as they attempted to unwind
what the next norm will be like. As the pandemic unfolded it became
obvious to those of us watching the trends in the legal marketplace that
clients are seeking greater collaboration, predictability and innovation
from their outside law firms. These ideas shine a bright light on strate-
gies which can yield new business — even with targeted non-clients. In
chapter ten, Merry Neitlich of EM Consulting explores ways in which
firms can innovate the delivery of their services.

Chapter 11 then looks at how to incorporate your clients’ needs into
your post-pandemic business development strategy. Incorporating recent
feedback from in-house counsel and other clients, Yolanda Cartusciello
and Bob Robertson discuss how to create strategy that takes advantage
of your strengths in meeting your clients’ short-, medium- and long-term
needs during and post-pandemic.

Chapter 12, by Natasha Innocenti of Macrae Inc., looks at antitrust.
Government investigations, white collar criminal defense and antitrust
are expected to become busy post-COVID-19. These partners often
market internally so that their partners know how to recognize a need
with their client and pitch that practice area. This chapter looks at how
to integrate into a new partnership, and build internal relationships to
become successful. With literally trillions of dollars being poured into
companies by governments worldwide, there is inevitably going to be an
uptick in fraud investigations.
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The recent expansion in the number of lawyers, as well as the impact
of COVID-19, means that many careers will need to be rethought and
reinvented. How should you do this? Should you remain in law or do
something else? As an in-house lawyer, there may be options to go and
work in the business but it is a very different world and a career choice
that needs careful thought. Or do you stay with law but widen your
remit and your approach? How do you adapt to a changing world where
there may be less for lawyers and a greater requirement for AI? How can
you stand out from the many other lawyers in the same positions? All
these questions and more are conveyed in chapter 13 by lan White, a GC
looking back over his career and what he might have done differently.

Chapter 14, by Rachel Khiara, looks at law firm constitutions in the
post-pandemic era, including adjustments to partner profit sharing arrange-
ments, deferral or reduction of profit shares, capital calls and financing
options, and new working arrangements. Responding to client needs and
adjusting staff and partner levels in certain departments will be essential,
as will making amendments to LLP deeds and management powers.

Developing business requires much more than proving an attor-
ney’s subject matter expertise and skills. Today, landing new business
requires lawyers to demonstrate their creativity and ability to deliver
new solutions and services. Chapter 15, by Lucy Bassli, reviews some of
the approaches lawyers can take to offer new value to clients.

Long before the COVID-19 pandemic, consumer expectations about
legal services were changing. Consumers have been seeking fixed pricing,
mobility, ease of use, and instant response, and demand for these delivery
methods grew significantly during the pandemic. That demand is likely
here to stay. Lawyers must promptly and fully adapt. Legal service plans
have long been focused on consumer expectations. In chapter 16, Keri
Norris, chief legal officer for legal service plan, LegalShield outlines the
consumer expectations it has carefully monitored for over 45 years,
including during the pandemic, while servicing over 1.7 million families
and businesses in North America. Wayne Hassay, managing partner of
Maguire Schneider Hassay LLP, whose firm has a contract to provide
legal services for LegalShield members, spotlights how the insights and
strategies the legal plan provides are valuable tools for the development
of business in the post-pandemic world.

Our final chapter takes a look at who is actually in the new legal
ecosystem. Bearing in mind that this includes everyone that plays a role
in the doing and delivery of legal work and business processes that serve
clients, smart lawyers are adding business expertise to their client teams.
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In chapter 17, Catherine Alman MacDonagh discusses firms that have
introduced client-facing professionals from their firms to their pros-
pects, clients, and referral sources. From sales, process improvement,
and pricing professionals to human resources, 1T, and KM resources,
there’s no better time to bring a cross-functional team to the table. It’s
well established that clients want to work with lawyers and firm that
will be their business partners. A diverse business development team
positions the firm for greater understanding, deeper and broader rela-
tionships, and delivering even greater value than ever before — ideal for
times of uncertainty, and looking to the future.
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consultant. Ian now works as a consultant, coach, trainer, and facilitator.
His previous in-house experience has led him to develop an expertise
in corporate governance, working with boards, leaders and lawyers on
effectiveness, enhancement and performance. He spends much of his
time reviewing and advising boards and management teams on struc-
ture, dynamics, and how they can excel in leading their organizations.
While his main focus is on FTSE 100/250 and major private companies
he also works with professional services firms, public sector bodies and
a number of charities and other not-for-profit organizations. lan also
works with lawyers, both in-house and in private practice, on working
more closely and effectively with their clients, encouraging lawyers to
think of themselves as businesspeople first and lawyers second. As a
coach and facilitator, Ian is careful to listen and listen again in order
to really understand clients and their objectives, challenges and aspira-
tions. lan is a keen writer and has written widely on the legal profession
and on business generally.
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