Perspective
Setting out their wares
Legal professionals from around the world descended on India’s capital of outsourcing at
the end of last year to swap views on the most keenly debated issues in the sector. We report
on who came and why, and then two outsourcing providers, Sakthivel Venkataraman and
Rahul Shah relate their impressions of this booming field

O

utsourcing stirs a
variety of responses
and emotions among
lawyers, but there is
probably no practitioner on
the planet that doesn’t have
an opinion on the matter.
Illustrating how seriously the
subject is taken by those who
advise the legal profession,
KPO Consultants organised
the 2010 Global Legal Process
Outsourcing Conference in
Delhi, laying on an environment
in which delegates could
come face to face with service
providers from countries
across Asia, Africa, the US, and
the UK.
More than 100 delegates
from across the world attended
the India event, including
buyers, vendors and government
bodies. Delegates rated
networking and industry-tailored
programmes as the key reasons
for attending.
A unique feature of the
conference was a round of
exclusive one-to-one meetings
between buyers and vendors.
It provided an opportunity
for buyers to gauge vendor
capability through initiatives
such as commissioning pilot
projects, organising office tours
of outsourcing providers and
free webinars.
A raft of topical issues came
under the conference spotlight,
including analysing buyer
requirements and assessing
whether the performance or
quality of outsourced services
meets expected standards of
management and consumer
expectations. The long-term
future of the LPO sector was also
addressed and a programme of
case studies analysed.
This year’s conference is
scheduled for 2-3 March in
London.
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Persepective
How well do we
understand clients?

There is no secret formula to
understanding clients; it is a
combination of many factors –
quality, security, service delivery,
turnaround times, cost savings.
Service providers need to have
a thorough understanding of
client requirements,
Sakthivel Venkataraman
and they must
document and conform
to those requirements.
Not doing so runs the
risk of losing good
will and ultimately a
business opportunity.
Clients come to
service providers
for specific reasons.
We do not work for
them, but work with
them – only then we
will understand their
requirements.
Quality is about
various tools and
techniques, for
example, complying
with standards as set
out by the International
Organisation for
Standardisation and
using the business
management strategy
Six Sigma tools for
service delivery. Training,
process excellence, client
satisfaction through various
other components are all
essential in project delivery.
Process controls help us to look
at the macro level before we
break down the project into
simpler objectives and focus on
the micro level.
Adequate security measures
include non-disclosure and
confidentiality agreements, as
well as the adoption of stringent
policies pertaining to physical
premises. This approach should
also include security around
technology infrastructure.

The underlying
values remain
mutual respect,
mutual trust,
and mutual
benefit

Client comfort
When a client recommends a
specific platform for document
review, we will adopt it –
even though we may have
arrangements with various other
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providers – as we want the client
to be comfortable. This approach
means that our technology
teams must be aware of the
latest industry developments.
Security audits also include the
drafting of a business continuity
plan. We need answers on how
to support our clients, prioritise
work and keep them informed in
case of a disaster.
All these processes, tools and
technology are nothing without
people. It is people who execute
the plans and operate the
technology. From an operational
perspective, we need to develop
a team and identify leadership
skills. We need an open environment that encourages people to
produce their best plans.
Often projects are delayed
not because people are unable
to work or because of technical
snags or client issues, but

because we complicate
matters by using too much
jargon. We need to keep
procedures simple by defining
processes, eliminating the
root cause of problems, taking
corrective action, evaluating and
following up.
It is thought that as much
as 80 per cent of work comes
from a business’s top 20 per
cent of clients. Service providers
must learn from mistakes and
be extremely confident about
working with clients. It is all
about taking relationships to
another level and understanding
requirements.
The underlying values remain
mutual respect, mutual trust,
and mutual benefit.
Sakthivel Venkataraman is
managing director of operations at
India and US-based Cobra Legal
Solutions

Technology transformation
The global legal profession
is experiencing tremendous
changes as it enters a crucial
phase of re-discovering itself
by jettisoning some of the
traditional notions of how law
offices should work or what
partnerships they need to form
to deliver value to clients.
Technology-led
transformation can bring
significant benefits that lead to
new efficiencies in the way law
firms and legal departments
work. Look at some of the
technology advances that
have become imperative for
lawyers to adopt for example,
automation and centralisation of
contracts ensures that businesses
are able to deliver on all their
commitments on time and to
high standards. Obtaining a
contract management system
no longer requires a huge
investment.
Similarly, a long-standing
problem relating to legal research
is knowledge management
and an inability to automate
updates, but there are now tools
on the market for the automatic
updating content.
Technology solutions can

Rahul Shah

result in huge business benefits,
improving productivity,
increasing accuracy, reducing
turn-around times and bringing
cost efficiencies. Technology
enhances transparency in
business operations, freeing
senior resources to focus on
core value work and eliminating
human errors, thereby increasing
accuracy and resulting in
reduced audits.
Rahul Shah, Associate Vice
President and Head, Legal Process
Outsourcing, Infosys Technologies
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