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Executive Summary

The legal sector is facing demanding times, and there is little room for
failure. More than ever, law firms must look to build on their successes
and boost, or maintain, their overall performance.

Lawyers are no strangers to performance metrics: from billable hours
to PEP statistics and hours billed. However, firm-wide performance
metrics are hard to tackle — not only are the numerous aspects often
intangible and difficult to measure, but they can differ between firms,
practice areas, and individual roles.

The often-quoted maxim of management expert Peter Drucker that
“you can’t manage what you don’t measure” rings particularly true for
this issue. The legal business environment is putting more pressure on
firms to keep profits high, ensure client intake is continually growing,
and embed a culture of high performance within their workforce.
But with the wealth of ever-changing, unquantifiable, and potentially
sensitive nature of information concerning performance, how can a
firm understand if it is on a route to success, how far individuals are
contributing to the overall success of the firm, and whether they are
maintaining a healthy work-life balance?

Measuring and Managing Performance for Law Firms offers an overview
of the metrics and key performance indicators (KPIs) that firms can
employ to effectively measure and manage their workforce and firm-wide
performance. With contributions from experts and consultants working
in the legal sphere, the book covers a range of thought-provoking topics,
from metrics that stimulate innovative thinking to effectively managing
high-performance teams and dealing with stress in the work place,
and implementing “balanced scorecards” and “opportunity scoring
assessments” to track firm performance and effectively utilize internal
information resources.

In Chapter 1 Tony Brown, owner of AGB Legal, gives an overview of
what law firms should be measuring to properly track overall perfor-
mance. Brown outlines the reasons for needing accurate, real-time
management information (MI) and the six “must haves” for effective and
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useful MI (including accurate cash flow forecasts and rolling profit and
loss figures).

In Chapter 2 John Sterling, founding partner at Sterling Strategies
LLC, runs through the best approach to effectively utilizing the balanced
scorecard in law firms, an integrated system for aligning the firm’s objec-
tives, plans, and near-term metrics with its overall long-term goals and
strategies. The benefits of this system are then explained, including a
closer link between PEP and the process- and human-focused aspects of
the business, such as value perception and service delivery.

Chapter 3 features Patrick Fuller, vice president of business develop-
ment at Neota Logic Inc., presenting the case for the Opportunity Scoring
Assessment — a system of quantifying a firm’s internal knowledge and
information resources to ensure they are correctly and efficiently applied
to day-to-day business.

Moving into Chapter 4, Barry Wilkinson, founder of Wilkinson
Read and Partners, discusses practical and implementable strategies
for improving the firm’s cash flow. Arguing that improving cash flow
is closely tied to firm-wide culture, Wilkinson outlines how improving
cash flow is dependent on the workforce understanding their set targets
and metrics, and knowing exactly how well they are performing. This
can be achieved through simple reports detailing the current status of
the firm, MI forecasts, and carefully set output- and process-based KPIs.

Moving to focus more closely on KPIs, Jill King, consultant and former
global HR director at Linklaters, explores effective KPIs for measuring
intangible, unquantifiable, or otherwise “unmeasurable” aspects of the
firm and its workforce in Chapter 5. Arguing that the most effective KPIs
are outcome-based rather than input-based, King outlines methods KPIs
designed to gauge a firm’s people strategy, including the quality of new
recruits, overall investment in knowledge, and workforce diversity.

Keeping with the idea of non-standard KPIs for tracking firm perfor-
mance, Chapter 6 sees Patrick J. Mckenna, internationally recognized
author, lecturer, strategist, and seasoned advisor to the leaders of premier
professional service firms, outlining five unusual metrics that a law firm
can implement to boost innovative thinking and action within its work-
force. From measuring the time management spends on exploring new
business opportunities to the effectiveness of meetings — these metrics
aim to reframe how a firm and its workforce perceive performance and
success.

The last chapters of the book focus on effectively managing a firm’s
talent and teams to boost performance — whilst avoiding the negative
effects of stress, pressure, and burnout. In Chapter 7 Nick Jarrett-Kerr,
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member of Edge International, a leading global consultancy to law firms,
offers insight into the best methods for channeling the creative tension
that culminates in members of high performing teams into something
positive — especially dealing with antagonistic or otherwise difficult
individuals. Jarrett-Kerr emphasizes that leaders should aim to give
space for multiple perspectives, get everyone involved on board with a
decision, and learn to effectively resolve disagreements.

In Chapter 8, Christopher Smith, managing director of Bath
Consultancy Group, a division of GP Strategies, discusses how to effec-
tively create an ethical high-performance culture within a team. The
priorities that leaders should focuses on are addressed, along with how
to properly deal with bad behavior, and how alignment of a reward
system to said behavior can make a real impact.

Jill King returns in Chapter 9 to give an overview of effective stress
management techniques. King explains that whilst eliminating stress
entirely is not possible, firms can take steps to minimize the negative
effects, and to bring a reasonable balance between performance and
health for their talent. The chapter runs through the physiology of stress,
the impact that it can have on firm-wide results, and how to build a
culture that highlights and promotes stress management and coping
strategies to employees.

The book finishes with Jeremy Snape, founder and director of
Sporting Edge, outlining in Chapter 10 the best steps to creating a “resil-
ient” mindset within a high performance team, leading to overall better
performance whilst mitigating the negative effects of stress. Encouraging
physical wellbeing amongst your staff, building and maintaining “team
spirit”, and instilling a real sense of purpose into the individuals within
that team are all key to ensuring that your talent will continue to thrive
and grow amid the inevitable pressures of a legal environment.
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