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Hello everyone and welcome to a special episode of Law Tech talks produced in
partnership with our friends at Law. Order. My name's Jerome. Dora asami. I'm the
managing editor of Lawyers Weekly, and I'm coming to you today from Camera Eagle
Land in Sydney today. I'm very pleased to be joined in the studio by Lisa Whitehead,
who is the sales director at Law and order. Lisa. Hello.

Hi, Jerome.

It's nice to have you here now. Today we are going to be discussing the evolution of
litigation support services over the last quarter century. There's obviously been a lot of
development in that time and especially in the last couple of years and it's gonna be
good to have a bit of a look back on how far we've come in these 2 1/2 decades. You
know what we've learned in that time? And how we can look to better address some of
the challenges and trends that we are seeing right now with the ongoing tech
transformation. Lisa, before we get into all of this, tell us a little bit about yourself and
the work. That you do with law and order.

Yeah. Thanks, Sam. | have been working with law and order for about 14 years now
and just over 14 years, surprisingly enough did not come from a legal background. So
my focus has been in the sales team the entire time I've been there, but | came from a
hospitality and customer service background. So still a really important element to me in
what we do. | started as a business development manager, moved along and eventually
became sales enablement manager. So working with all our processes and have been
the sales director for the last 2 1/2 years. So run a team of about 10 salespeople across
the nation. So where we we look after clients, government, corporate and legal.

Yeah. No. So and what is it about the legal tech? Place that is motivating for you to get
out of bed in the morning.

| think it's that it's different everyday it's ever evolving and you know we're we're able to |
guess address different client needs with that space so. So you know things that come
up every day that we didn't experience the day before or the week before. So | think
that's what it is. And it's always interesting.

Yeah. So notwithstanding the fact that you said you've been with law and order for
about 15 years, I'm curious to go back a little bit to the turn of the century and talk about
what the state of affairs was like. Then when it came to some of these support services
and litigation and what the legal tech landscape looks like. So yeah, would you mind
sort of casting us back?



Shut up.
To to that time. To reflect, yeah, reflects on where we.

That's the early 2000. Were yeah, absolutely. So it's perfect timing because we actually
the business was started in 1999. So right at that turn there. So really what was
happening at that point was very, very much document heavy still in that paper space.
So you know, we started purely to address that. Issue of that document heavy area of
paper printing, copying, scanning, that sort of thing. And it was very much print room
heavy, but really it was where the time when data was starting to explode. So emails,
databases, all of that side of things. So from a litigation point of view, really it was about
finding solutions and helping clients with dealing with that new explosion of data and
also changes in the. Legal landscape as far as court proceedings and new practise
notes that we're integrating.

Yeah. And what were some of the biggest pain points that legal teams were facing at
that time?

So one of the areas | guess was the ediscovery space, so there were limited tools. At
the time and there were limited tools that collaborated across different areas. There was
also a lack of experience within the legal space within law firms themselves, and there
was also the fact that, | guess the paper side of things and collaborating, putting
together the documents was not a billable time for them as well, so. For us, that was
sort of where we saw the pain points and where law and order was. Were to help in
those areas, but also listen to the clients and see what was. Coming.

We talk a lot these days about evolving client expectations as it pertains to artificial
intelligence and how clients expect their lawyers to be able to do things a lot faster
because they can use various Al tools. But I'm guessing that at the turn of the century,
there were similar expectations being forced upon lawyers by clients because they
would have seen, oh, you know, you've got these new. Email tools and you're able to
better use computers and all of that, so you should be able to respond to my queries
yesterday. Was that kind of how it was.

Yeah, absolutely. | mean, from our point of view.
Who?

You know clients, we're giving that expectation to the law firms and the law firms were

then passing that expectation on to us. So we were absolutely seeing that that is a an

area and you know, that's why we implemented things like 24/7 urgent requests to part
and parcel of the legal space. So no, that part. Hasn't changed. It's more, | guess what
we're looking at.



And sort of looking over the last 25 years, tell us a bit more about the evolution of
litigation support services and the tools that have become indispensable. Over that 2
1/2 decades.

Yeah, absolutely. So | mean, you know, it's back in the early 2000's, the litigation
support tools were previously paper. We then moved on to E Discovery platforms. And
from there, what we've seen from the litigation support side is the development of those
tools, also new players coming into the marketplace looking at where you know best of
breed technology sits, but also firms implementing their own and developing their own
technology and platforms coming into the more recent times. Is the Al side of things.
Then utilising tools that give you the ability to summarise, create chronologies data
extraction is another large area that we're seeing as part of the evolution of litigation
support, but also knowledge. So knowledge is one of the big parts | guess from a
consulting point of view and the lawyers themselves.

And given where the litigation landscape is at right now, how inextricable are all of these
tools and services for litigators? | mean, could they do the job you know, without utilising
these tools properly?

| don't personally believe so | think given the size of data these days and the matters
that we. Seeing it could be done, but it's certainly going to be at a cost to, you know, the
courts, to your clients. It's not the most efficient way of doing things. So if law firms
wanting to be competitive and you know bringing clients, business development is a big
part of law firms these days, they need to have those options there for their clients and
clients are expecting them.

And how well are litigation teams doing right now when it comes to meaningfully and
effectively using these tools? Are are all of them pretty on top of things or are they sort
of falling behind? What's your general sense?

Yeah, | think it's varied. You still have teams out there who haven't used E discovery
tools, but maybe because they haven't had the option or they're not dealing with those
sort of matters. But in general, there is a general sense of knowledge out there and
understanding of how things. Work, but there's always new elements to the tools
coming out every day, so continual learning is really.

Important and how has you know the introduction and adoption of all of these sort of
different tech services and platforms, | guess changed the nature of litigation as well. |
mean, I'm guessing a litigator of today looks very different to what they were in 2000.

Yeah, | believe so. | think it's really. About the tools have allowed them to give their
clients a step up, and that's really what what it's about. These tools should only be used
if they are there to make your matter better and better for your clients. So yeah, that's
definitely what we're.



Seeing we were talking a little bit earlier about client expectations, you know, in the
wake of. New technologies and obviously so much of legal practise is is client driven
and I'm curious to know how much client expectations have shifted, not just in the last
decade, but in the last quarter century and how that kind of then changes how litigators?
Not only manage those clients, but then how they interact with technology as well.

Yeah. So | think some of the biggest changes, one is definitely the speed and efficiency.
| mean, platforms like Amazon and all those sorts of things, people get responses
almost immediately now and so they expect that in almost all areas. And that includes
litigation. So that's a big part of what has changed. And we see that some of the other.
Parts that | would say have changed and definitely that sort of pricing structure and
transparency, people know what is out there when it comes to tools to a degree. And
they're expecting the litigators to use them and to be able to provide them with those
efficiencies.

So in the face of such expectations, if not demands from clients, you know when you
speak to law firms and in-house teams, what are they most in need of right now?

They're definitely in need of tools that are going to allow them to do their work more
efficiently. So really the tools should allow them to focus on the legal side of things as
opposed to what would traditionally. May be classified a little bit more as administrative,
not totally administrative, but areas that you might have you know more junior lawyers
looking after. So really it's about learning to use the tools and that's what's going to be
be better for them, yeah.

And how are they triaging the urgent priorities? Are they most looking out for efficiency
and speed or are they most concerned about security? Does it depend on what team
you're speaking to?

It does depend on the team. You know, we've worked with a number of clients where
the litigation team is predominantly concerned about the speed and the efficiency. Also
the accuracy. It's very, very important to them and the quality assurance process. Just
and then we tend to be dealing on a second level then with IT and security teams within
the firms whose obvious the main concern is the security.

And how are litigation teams managing those client expectations? Generally speaking,
do they find that they're just constantly reacting to whatever clients are asking for or are
they able to be a little bit more proactive and kind of manage expectations a bit better?

We are finding that some teams seem to be more proactive and that's within the
conversations we're having with them. But a lot of what we see is that reactive work, but
we don't also see a lot of the stuff behind the scenes before.



That, yeah, must create a lot of challenges and potentially some headaches for litigation
teams to have to be navigating that.

Yeah, absolutely. | think that's why knowledge once again is key. It's rapidly changing.
There's so much out there. There's a lot of platform. We have the same same thing. We
need to look at what is best to breed. We develop our own tools, we partner with others.
So it's really about finding what is going to address the pain points of the law firms and
for them their.

Clients. Yeah. So with all that in mind and given what we've been speaking about so far,
Lisa, what do you see? Has been the biggest hurdles for litigators. To be managing right
now, yeah, | mean, there's so many different things that I'm sure you could point to, but
you know, given how far we've come, given what the state of affairs is right now, what
are you sort of most concerned about for litigation teams in, you know this financial year
and beyond?

| think what I'd be most concerned about is getting too overwhelmed with what's out
there. It seems to be changing. So rap. Sadly, | don't know that it's necessarily a big
concern. | think that there is a concern there because it can be overwhelming along with
all of the other things that they're doing. But the other areas that need to be watched out
for and that are the main concerns are the cybersecurity issues and any of that sort of
data governance with such large data sets that are happening.

Tell me a bit more about the sense of overwhelm. Is this something that you're seeing
right across the board? Is it more scattered? Because | think you know from speaking to
lawyers on the ground myself, you know, some seem, you know, pretty empowered and
on top of things and others are like, | don't know where I'm gonna find the. Hours in the
day.

Yeah, it's varied. It really is. | think there's some sense of and | think this goes across Al
in a lot of areas that it's just going to be the push of a button and things will, you know
the world will change completely and. You know, Al is going to take over everything, but
there is a sense that you also need to be knowledgeable about it. And | think it's the the
people who are aware of that that are possibly, that's where that overwhelm is coming
in, because they're being presented with different options constantly.

And separate to these challenges, or perhaps you know on top of them, what do you
see as being the biggest opportunities? The litigators and and and their teams. Right
now, as we sort of look into the into the great unknown.

| think the biggest opportunities for them is to be able to really work collaboratively with
their clients. If they can give them the options. And have an effective suite of options
that can impact their clients chances and how they work with them. Then that is an A
really big opportunity and it puts them ahead of those that don't have those options. Al



might seem like it's something in legal technology that is not really people driven it's
machine, but what it's going to do is allow them to build those relationships with their
clients. And become real trusted advisors in that space, so. | do believe that is one of
the biggest areas that they'll have some benefit.

From. Yeah. And certainly they seem to be willing to make the investment of, you know,
their time, their labour, their costs in order to retain that competitive advantage. You
know, some of them are are perhaps doing it a little bit reluctantly or but others do
seem, you know, very motivated to do so. The one thing you mentioned Al. You know,
one thing | wanted to touch on was outsourcing and how much that has shifted in the
last 2 1/2 decades and certainly it Al seems to be having a real impact on sort of
outsourcing and what it looks like. Can you walk us through? That a little bit.

Yes. Absolutely. In the early 2000s, it was very much about the paper based
outsourcing and even outsourcing. The running of print rooms while still in there. So
what we've seen is that the outsourcing is still there. It's obviously just shifted through to
legal technology and now the Al component, it's generally about finding outsourcing that
is going to then collaborate with whatever. Instance they have in place, so a lot of
teams, litigation teams do have those systems in place already, practise management
systems etcetera. And really what we're seeing is that need to have something that is
either. Going to integrate easily or is something that can be used on an ad hoc basis
that won't impact negatively what's already there.

And so, Lisa, when we sort of look at just how much has changed, you know, in
outsourcing over the years, you know, how can these litigation teams ensure that they
are what we know what they are doing constitutes best practise and they're not, you
know, sort of stuck in. The old ways.

Yeah, | think it's really about partnering with people who have the experience. Who
have been doing this for quite a while. | mean, elements of it are new such as Al, but it's
really about finding an outsource provider that is a trusted advisor that can really work
with you to tailor solutions that are going to work for you, the firm and the clients. It's
really important to have that relationship and I think that's where. Whilst technology can
do amazing things, Al is fantastic without that sort of guidance, then yeah, you can very
easily fall into mistakes.

Yeah. So let's talk a little bit about what the future looks like. We've done a bit of, you
know, reflection on the past and and the present, but now let's look to the. And I'm
curious to know, Lisa, if you have particular predictions for what the next 5 or 10 years
might look like. Obviously, as | noted right at the top of this recording, so much has
changed even just the last couple of years with, you know, the the mainstream, the
mainstreaming of artificial intelligence. And so even what tomorrow looks like could be



very different. To what today looks like, but to the extent that we can make predictions,
where do you see the landscape of litigation support headed in the next 5 to 10 years?

There, there's a lot of change. | think that's going to be coming in. Some is very, very
hard to predict. But based on what has been happening. I think you know there's going
to be a lot of changes around the generative Al space, things that are going to power
different areas such as case strategy as opposed to just the litigation. So you know,
predictive modelling, transcript management, which is an area that we're seeing more
interest in and even sort of Al powered document summaries. Yeah. So there's some
really interesting things in that space. | think one of the other areas is the virtual law
firms. We're already starting to see that in places like the UK and how that will impact.
Sort of things like contract management and review. Yeah, there's there's a lot going on
out there and. | think as well one of the areas that it will impact in the future is definitely
that sort of online dispute resolution and allowing more access for smaller claims as
well.

There's a lot of things you just listed off there, so if you're a litigator or if you lead
litigation. Team, how are you supposed to figure out the best pathway forward? | mean,
you should be trying to spread yourself thin and do everything all at once. Should you
just be homing in on a couple of those things that you predicted and trying to do them?
Well, what's the approach here?

Yeah. Well, look, I'd hate to actually tell a litigator what to do, but | | do think that it's
really about increasing your knowledge. And | think you do have to hone in on some
areas. Nobody can do every.

Hmm.

Everything and it's about finding the tools and the areas that are going to be most
effective for your practise and.

For your clients. So what does that look like then? | mean, is it about a, you know, a bit
of trial and error, a bit of experimentation and you work with a trusted advisor to figure
out what's gonna be best suited for your team?

For your business, yeah, | believe so. Yeah. Working with the trusted advisor is
definitely the best way. People who are experiencing this every single day is only going
to assist you, but it's also about finding within your firm what your firm are looking at and
what is going to work best with the tools that they're investigating. Many teams are firms
now have their own Al innovation teams, so | think it's relying on. And them as well as
working with trusted advisors.

Yeah. And law and order has been in operation for just over 25 years. Believe you said
it started in 99.



19 February 1999.

Yeah, it's amazing. So obviously you guys have been around the block and you know,
seeing a lot of these changes that we've been talking about, why is law and order well
placed to support litigation teams with some of these support services moving forward,
given the the breadth of change that you know we're seeing and and we'll continue to

see.

| think it's because we have had to evolve throughout those 25 years. So as | mentioned
earlier, we started with that copy and print sort of side of the business. We brought in
ediscovery quite early. We went on the 1st outsource litigation providers to bring in
products like relativity and we've worked throughout that. We also then saw the need for
the E trial side of things and virtual court. Rooms and in that time as well have brought
in elements of a | mean tar existed, you know 10 years ago. So Al has been around for
a long time, but not in the generative sense to the point where we, you know, |
remember going and seeing a lawyer or legal tech team and they were terrified of the
idea of Tara, that person | spoke to now works as someone who actually does that. For
their job. So it's amazing how quickly it can change. But yeah, actually. And we've also
worked in this space for so long, we've had to develop what we developed based on our
client needs. So that's why someone like Laura and order is a really good fit because
what we do is work to tailored solutions and have to evolve.

Yeah. Yeah. So for those who want to learn more about law and order, how can they?
Get in touch.

They can hop onto our website at lawandorder.com and. And. Give us a call on we
more than help to help you. We can offer demos, CPD sessions, anything that client
needs to tailor to what they need.

Awesome. Lisa Whitehead, thank you so much for your time.
Thank you for having me.

And thank you to the listener for tuning in. Thank you to law and order for its support of
lawyers weekly. We hope you enjoyed this episode of Law. Tech talks. See you again
next time.

This podcast has produced for educational purposes to give you general information
and a general understanding of the law and should not be considered legal advice. Any
advice is general in nature and does not take into account your objectives, situation or
needs. Because of that, you should seek professional legal advice before acting on any
of the content.






