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Introduction
"Firms that outsource various back office/administrative functions report
that cost savings, better service and efficiency, and improved processes
and

procedures

in

those

areas

are

benefits

achieved

through

outsourcing. These findings have remained consistent over our five-year
survey period."
– Trends & Opportunities in Law Firm Outsourcing survey, conducted by
Sandpiper Partners LLC and commissioned by Williams Lea Tag
If you're an administrator or managing partner at a law firm, chances
are you've at least considered outsourcing some of your day-to-day
responsibilities. Also, you're likely motivated by the desire to free up
more time to pursue your firm's broader initiatives. And you probably
have questions about how outsourcing works as well as the impact it
could have on your firm's culture, processes and profitability.
You're not alone. Every decision-maker at every law firm had similar
questions and concerns about outsourcing before they tried it. But in
most cases, the benefits and value of outsourcing became abundantly
apparent. In the Law Firm Outsourcing survey cited above, the numbers
were striking:
73% of firms reported cost savings.
60% had improved service and efficiency.
58% had improved processes and procedures.
43% enhanced their firm's expertise.
35% reduced their workforce.
33% gained access to new technologies.
10% enhanced their data security.
Moreover, in the wake of such positive experiences, nearly half of survey
respondents reported they were considering additional outsourcing
initiatives.
In this e-book, we take a deeper dive into the specifics of outsourcing
and the ways it can benefit your firm, while also addressing questions,
challenges and limitations. We conclude with a step-by-step guide for
getting started.

Chapter 1:
WHICH FUNCTIONS ARE LAW FIRMS OUTSOURCING — AND
WHY?
At both bigger law firms and smaller ones, the motivation
to try outsourcing can be summed up in a single word:
Help! You become so overwhelmed with deadlines and
details that you're no longer able to focus on your core
purpose. And you begin to feel desperate to get some of
those responsibilities — including, in some cases, highvalue functions — off your plate.
But which specific responsibilities can you realistically
expect to offload? Let's start by breaking it down into the
five primary areas of need that are ripe for outsourcing:
1.Firm management: If this is your area of greatest need,
then obviously you should look for an outsourcing partner
that can provide expertise in all areas of managing a law
firm, including strategic planning and execution. You will
want versatile performers who can fill a variety of roles —
chief of staff, executive director, owner/partner liaison —
and provide leadership as well as oversight. Look for a
team with the experience and interpersonal skills to work
closely with your managing partner, management team
and/or executive committee to help implement the firm's
strategy and meet your strategic goals.
2.Financial management: Budget development and
reporting. Weekly cash flow management and forecasting.
IOLTA and trust account management. Accounts
receivable. Expense and accounts payable management. If
these things are taking up a disproportionate amount of
your time and attention, you need an outsourcing partner
that, at minimum, can keep your finances in order. But why
stop there? Look for a firm that can also offer insights that
will help you grow your practice.

3.Human capital management: This one is particularly
beneficial at growing firms. With the help of an experienced
HR specialist, you can offload day-to-day employee
management and also get support for recruiting,
onboarding,
the
offer
process,
payroll,
benefits
management, performance management, employee
recognition and more. So in addition to getting the support
you need to recruit new talent, you can focus on retaining
your best employees — and optimizing their performance.
4.Operations management: Are organizational efficiency,
technical support and cybersecurity threats areas of
serious concern? If so, you'll need a partner that can
provide a range of support services, including IT, facilities
management, office services oversight and vendor
management, as well as risk mitigation through strict data
security best practices. Sleep better at night, knowing you
have a partner that has top privacy protocols in place.
5.Sales and marketing management: You know your firm
is good. And you wish you were better at promoting that
fact to prospective clients. But you're not a salesperson or
marketer. With the right outsourcing partner, you don't have
to be. An outsourced marketing team can spread the word,
generate more business and convert more prospects
through services such as website management, digital
marketing,
referrals
and
professional
networks
management, events planning, and sales pipeline
management. Once you have established a system to
keep your firm in front of prospects — and, just as
important, ensure measurable results — you can have the
firm you always envisioned.

Chapter 2:
ADDITIONAL BENEFITS OF OUTSOURCING
One concern some law firms may have regarding outsourced support services is cost. However, as with so many
other aspects of business, it's important to weigh the investment against the return. And in many instances,
outsourcing can yield an overall cost savings. Here's how:
Reduced labor costs and overhead
The math is pretty simple: Every function you outsource adds up to one less thing you have to pay a salaried
employee to do. The cost savings extend beyond salaries. You also save on onboarding costs, employer taxes and
benefits, and paid time off for vacations and holidays. And if you're able to outsource enough tasks to an offsite
partner, you can even reduce rent and utility costs by downsizing to a smaller office.
Optimizing partner time
In many situations, attorneys are spending their nonbillable time on firm management. Partners may be devoting
four hours or more each week to this and other administrative tasks, taking them away from their client work and
practice development. Let's quantify these four hours at an hourly rate of $350. That would equate to more than
$72,000 a year per attorney involved. This number would rise even higher if the partner is involved in back-office
decisions. By outsourcing firm management, you can keep the needs of your clients at the core of your practice.
Increased efficiency
A further benefit is that outsourcing is a right-size solution — you pay only for the services rendered. Hire someone to
provide those same services in-house, and you might end up paying a full-time salary for what is effectively a parttime position. Outsourcing provides economies of scale not just today, but also as your firm grows. On a related note,
many outsourcing organizations stress continuing education in law firm management and support, so they can
adapt to the evolving needs of the industry and the specific requirements of your firm.
Access to skilled resources
Experienced outsourcing partners have skilled, fully trained professionals immediately available to fill your area of
need. Don't underestimate the importance of this. Recruiting, training and managing staff members in sufficient
numbers to meet your firm's obligations can be an enormous drain on your time and energy. With as-needed
access to highly skilled specialists, you can raise your sights and grow your firm with confidence.
Ability to focus on core business processes
The right outsourcing partner can continually streamline all back-office functions while keeping management fully
informed through status reports. And that results in the kind of firm you always imagined: one in which attorneys and
senior staff are free to focus on what they were trained to do.
Risk mitigation
Recruiting, onboarding and training are only part of the equation when it comes to employee costs. The other
component is employee attrition. What happens when an employee quits or underperforms to the point where you
need to terminate them? Under the traditional employment model, you have to go through the recruiting, training
and onboarding phase all over again. With outsourcing, the provider assumes all staffing responsibilities.

Chapter 3:
POTENTIAL CHALLENGES OF OUTSOURCING
Bringing an outsourcing partner aboard is a big step and one that deserves serious consideration. Let's address
some of the concerns you might have, including:
Perceived loss of control
This is the flip side of wanting to offload certain responsibilities. The reason you ended up overseeing those
responsibilities in the first place is that you wanted to ensure they were handled appropriately and on time.
Surrendering those responsibilities to an outside provider can understandably create some anxiety.
An experienced outsourcing partner recognizes this and will be completely transparent in implementing agreedupon processes so that decision-makers are kept informed and involved to a degree that meets their comfort level.
This can be accomplished in a variety of ways, such as through weekly check-in meetings, activity summaries or
whatever your firm finds most convenient. The key is to establish criteria at the outset while also providing for
revisiting processes throughout the relationship and revising as needed for ongoing improvement.
Need for change management
A good service provider recognizes that concerns about outsourcing extend beyond the immediate point of contact.
"This is how it's always been done" syndrome can extend throughout the firm, which can make implementing change
difficult.
An experienced service provider understands how to tailor their approach for different audiences within the firm, but
with a consistent message: The goal is to create a culture of continuous improvement while pursuing the client's
goals.
One particular element of change management that can take some getting used to is a more structured
communication process. For example, shorter, more focused meetings with a defined agenda can be an abrupt
change at firms where the norm is a combination of informal one-on-ones and cumbersome organization-wide
gatherings that tend to devolve into free-form discussions. An outsourcing partner with a skilled communications
facilitator can implement a protocol for more efficient meetings that cover agenda items while also capturing topics
that need to be addressed at a later time and allowing flexibility for ad hoc meetings as necessary.
Cybersecurity and privacy risks
This might be the area of greatest concern among law firms that are considering outsourcing. It is also the easiest to
address. Any credible outsourcing partner will use secure portals and email. This simple step amounts to a valueadd: By implementing secure protocols, the outsourced service provider makes sure your firm's external
communications meet state regulations as well as your clients' expectations.

Chapter 4:
FINDING THE RIGHT OUTSOURCING PARTNER

So, how do you find that credible outsourcing partner? Good question. You need to look for four things:
Referrals
A law firm is like any other business. If they have a good experience with a vendor or service provider, they're happy
to share that knowledge with others in the industry. If a prospective outsourced law solutions provider is up to your
standards, they should have no trouble providing referrals.
Credentials
Again, these shouldn't be difficult to verify. A certain baseline level of legal knowledge is required to provide law firm
support, along with specialization in your particular field.
Background
You don't want to exchange an inexperienced staff member for an equally inexperienced service provider. Be sure
your outsourced law solutions provider has both the experienced staff and the network of contacts you require.
Expertise
"Law" is an amorphous term that covers a wide range of specialties. It's important to choose an outsourced law
solutions provider that has a level of expertise that matches yours.

About Kolibri
Kolibri Law Support Solutions provides a comprehensive suite of business support services that are
fundamental to running a successful law firm. We understand the unique needs of law firms and will take
work off your plate so you have more time to practice law and manage clients. As a Kolibri client, you will
have a dedicated team that works remotely and serves as part of your internal team. Choose from a
menu of services spanning firm, financial, human capital, operations, and sales and marketing
management. Count on us for tailored solutions, implementation and continuous oversight to help you
run a lean and efficient law firm.

Request a Consultation With Kolibri
What to expect …

Step 1: Educate. At our confidential initial consultation, we will:
Learn about you and your business.
Understand your needs, wants and challenges.
Explain in greater detail the five areas of management and support we offer.
Step 2: Explore. Based on what we learn at our meeting, we will:
Develop a customized proposal for your consideration.
Align our services with your needs.
Break down the pricing for our services.
Step 3: Engage. Upon your agreement to work with Kolibri, we will:
Become your strategic partner.
Be a member of your team on a month-to-month basis.
Bring our areas of expertise to your practice — we can't wait to take items off your plate!
Please contact us to schedule a complimentary call so we can learn more about your firm's unique
needs and goals.

