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An opportunity
to reimagine
Creating a distinctive client
experience is key to building and
maintaining trusted relationships
and a solid reputation for your firm.
And it’s more important now than
ever before.

But this has become harder to deliver
because the bar has been raised and
the world around us is changing rapidly.
The challenge of increasing revenues,
improving balance sheets, and reducing
costs are only getting tougher.

Your organisation can:

The client experience has become harder
to deliver because the bar has been raised
in a rapidly changing world.

Deliver a differentiated
client experience,

Clients now expect great transparency,
faster responses, and more collaboration.
Staff want to embrace modern ways
of working and need to be able to stay
connected wherever they’re working from.
Competitors are introducing new disruptive
business models and innovative ways to
service client needs.
These changes mean law firms need
to compete and win in a different way.
And with over 10,000 firms in England
and Wales alone, the market is fierce.
What worked yesterday won’t
work tomorrow.

Yet, there is an opportunity to enrich the
client experience by pairing human expertise
with modern technology to truly transform
your legal practice.

Improve employee experience
with modern ways of working,
Respond quickly to new
client needs,
Reimagine the law firm,
Enrich the client experience.
What can Microsoft Dynamics 365
and Microsoft Power Platform
make possible for you?
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80%

of top 10 law firms identified
technology as the key challenge
to growth in the next 2-3 years.
PwC: Annual Law Firms’ Survey 2019
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Addressing
the challenges

This guide explores how law
firms can transform the way
they deliver value to their
clients with the support of
data-driven technology.

How to gain 360-degree visibility of
what’s going on in your practice to
make timely, informed decisions?

The key to creating exceptional
client experiences is to build better,
smarter relationships that are enabled
by digitised, intelligent, automated
processes. To do this means using
technology to answer some of the
legal sector’s biggest challenges.

How to empower your people with
information whenever they need it?

Enrich the client experience
with Microsoft

Microsoft Dynamics 365 and Microsoft
Power Platform allows you to enrich
every aspect of the client experience,
differentiating your service, reducing
costs, and increasing your revenues.

How to break the silos—without
having to replace your whole
legacy system?

How to enrich the client experience,
simplifying and improving interactions
with your organisation, and making
every client interaction count?
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The pandemic has forced many legal
professionals into remote working,
servicing clients from a distance,
and significantly reducing in-person
communication. Now is the time to
rethink the approach to client service.

The way to make every
client interaction count
To rise to the challenge, firms are using
technology to support dynamic new ways
of working; supporting staff, servicing
clients, and driving the practice forwards.
Firms are exploring ways they can
empower their people with data visibility
to streamline key workflows and drive
new levels of efficiency.

By doing so, you are able to create
that much-needed differentiated client
experience. An experience that is faster,
more responsive, and more familiar
to your client base.
The future is here, now.
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INTRODUCING

Microsoft Dynamics 365
Coupled with a powerful legal layer, Dynamics 365
is a comprehensive solution helping you deliver the
best experience across every facet of your firm.

The suite of applications
covers all the critical
areas of your law firm:
from marketing, business
development, and finance,
through to operations.

This detailed 360-degree
view of your practice
and your clients helps
you unlock competitive
advantage and supports
innovation and growth
within your firm.

Dynamics 365 delivers
real-time insights that
uncover new opportunities
and ultimately deliver
the differentiated client
experience you’re seeking.
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INTRODUCING

Microsoft Power Platform
With Power Platform, you can intelligently automate
and quickly build custom applications, enabling
informed, data-driven decisions. The people closest
to your clients could collaborate with IT to build
applications that solve real business problems fast—
in hours and days—without the need to write code.

Bridge divisional and
system silos, helping
you to discover and
explore insights from
your data.

Empower your people
with new applications
and insights to boost
productivity whether
working from home
or from the office.

Automate and streamline
manual tasks and reduce
administration, freeing
your employees to focus
on what matters most.
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71%

of top 100 law firms said they were
“somewhat concerned” or “extremely
concerned” about cyber security
PwC: Annual Law Firms’ Survey 2020

A reputation for innovation
improves your chances of
business success.
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Trust and security:
the foundations
of every law firm
“ 56%

of all legal leaders state
that process automation
such as business intake
compliance is a top three
technology priority.

Your clients are trusting you
to help them—but not to
the detriment of their data.
Data security and privacy have become
more complex to maintain. And threats
are becoming more sophisticated, so
clients need assurance that, while they’re
in your safe hands, their data is secure too.
We understand that your fee earners
hold the client’s most sensitive
information. Becoming a gatekeeper
for such high net worth client data is
an important job, so you need a solution
built on a platform that you can rely on.
Microsoft Business Applications are built
on Azure, the most secure and trusted
cloud available. It’s a solution trusted by
97% of the Fortune 500 and leading law
firms across the world to protect their
most critical and valuable data.

With cybersecurity at the forefront of
your mind, you can remove the need to
worry about password security. Firms can
take advantage of Azure’s single sign-on,
which means there’s no longer a need for
individual passwords, employees can log-in
with an organisational password instead.
With a cloud platform like Azure, you’re
also equipped with a global reach—no
matter where your employees work from.
But Azure isn’t just about security, it’s an
integrated cloud platform that enables you
to modernise at your own pace. Building a
path towards modernisation doesn’t have
to be an all or nothing process, and digital
transformation isn’t about building at scale.
It’s about building at a pace that suits your
firm’s needs.

“

HSBC: Annual law firm strategy
and investment survey, 2020
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UNLOCKING DATA, AUTOMATION, AND AI:

The key to differentiation
Data silos are holding
your firm back.
Silos are preventing law firms from
gaining a true 360-degree view of not
only their firm, but also of their clients.
Silos obscure potential opportunities
with existing clients, and hide
potential risk.

The benefits of a single
integrated platform

Intelligently powered
by AI and automation

Technology designed
to increase productivity

One platform means everything is
accessible through a single solution,
wherever you are.

To streamline your processes and deliver
enriched client experiences, you need an
intelligent solution fit for your evolution.

With Microsoft Business Applications
you can empower everyone in your firm
with instant access to insightful data
whether they’re working from home
or the office. Resources are accessible
anytime, anyplace, anywhere, and on
any smart device. Whenever you are,
you’re always in the know.

What if the people closest to your clients
could inform the building of problemsolving low-code no-code applications
in hours rather than months or years?
With Power Platform you can become
a smarter, more digitally agile, and
efficient legal practitioner.

The platform supports a more flexible
way of working. The addition of agile
business processes and efficiency
gains help staff become more
effective and reduce overall manual
administration time. You can say
goodbye to re-keying data.

To stay ahead of the competition, you
need analytics that can predict the next
best action. Let your firm be guided by
intelligent AI-powered solutions that help
you sustain a competitive advantage.
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Delivering a
personalised
client experience
More value. Deeper insights. Better interactions.

Knowing more about your client gives you an insight like no other.
And with knowledge comes power—and enriched client relationships.

Know your clients better

Personalise your clients’ experience

Assess your current solution

Consider your touch points

By learning which queries and questions
crop up time and time again in keyword
patterns, you can be equipped to pre-empt
your client needs. You want your clients to
stay with your firm and avoid them going
to tender. To do so, you need to understand
them better than anyone.

Customer insight enables your lawyers
to develop meaningful relationships with
their clients. If you don’t know what they
want, you’re unlikely to deliver the client
experience they’re looking for. They came
to you for help and, if you can’t adequately
help them, why should they stay? Modern
technology allows your firm to personalise
the clients’ journey through your services
and beyond.

Over time, technology systems too often
create data silos and inefficiencies. So now
there are too many systems, too many
log-ins and passwords to remember—
which not only makes your processes
long-winded and unnecessary, but it
opens you up to cybersecurity risks.

Data is something that helps you across your
services, your employees, your clients—
everything. And it should be informing every
decision from first point of contact to long
after the dotted line. Data-driven know-how
is what can set your firm apart from the pack.
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Enabling an enriched
way of working
€

Finance director
Cost savings from consolidation
• Financial benefits from
consolidation of multiple onpremise systems into a single
world-class cloud platform—
reduces the need for specialist
and expensive support, upgrade
and maintenance resource
• Improve Opex control and reduce
Capex through a cost-effective
and easily predictable
subscription model
• Easily scale across multiple
geographic locations for greater
control and consistency globally

IT director
A secure, trusted platform
for everyone
• A world-class trusted platform
used by 97% of the fortune 500
that’s scaleable, simplifies your
technology estate and reduces
the maintenance costs and risks
from existing legacy solutions
• Deliver specific law firm solutions
with the Power Platform’s
low-code no-code functionality
• Extend the value of existing
Microsoft investments; bring new
capabilities through Dynamics 365
and Power Platform

Transforming key roles
within your practice
Microsoft Business Applications and
Microsoft Power Platform can propel
transformation and profitability
cross-department across all roles.
Consider the following examples:

Practitioners
Get work done wherever you are
• Single sign-in and one place to
get work done efficiently and
effectively
• An interface that’s easy-to-use,
familiar, and seamlessly integrated
across Microsoft Teams and
Outlook including Dynamics 365
and Azure
• Reduce manual data entry through
automation and built-in intelligence,
and free up your time
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The benefits
of an enriched
client experience
GAIN A COMPETITIVE ADVANTAGE, LOWER
YOUR RISK, AND BECOME FUTURE-FACING

Increase competitiveness

Better fit for the future

• Increase client retention by delivering
a differentiated client experience

• Faster to respond to client needs and
provide new services for emerging
client needs

• Provide opportunity for client revenue
growth through sharing insightful data
and the ability to act on this quickly
• Get a 360-degree view of your clients
through AI-powered intelligence

Lower your risk

• Familiar operability enables quicker
adoption and employee satisfaction
• Flexible ways of working means that
whatever happens, staff can stay up
and running, delivering a great
services to clients

• Protect your sensitive client data
in the Azure cloud with world-class
security used by central banks and
global organisations
• Reduce the risk of cybersecurity
threats with a single, secure log-in
for all employees
• Avoid reliance on ageing legacy
systems that may struggle to integrate,
making it harder for your firm to get
data visibility, and to collaborate
more effectively
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Why choose Microsoft & sa.global?
97% of the fortune 500 use Microsoft
Dynamics for their critical business
applications infrastructure.¹
Microsoft is the recognised leader in
business intelligence in the cloud, with
more than 25 million models hosted
on the service, and 12 million queries
processed each hour.
In addition, we are supported by
our innovative Partner sa.global, with its
years of experience in the professional
services industry, In October 2020,
sa.global launched evergreen—an
end-to-end connected legal platform for
law firms.

Our products and services run on trust

You’ve got full visibility of your data

Automation will save your law firm time

• We offer customers a holistic platform
built on decades of industry-relevant
experience

• Your firm can unify the silos of data that
have been sat in multiple systems into
a single, unified approach

• Digitising and automating manual
processes reduces the time spent
on manual data entry

• We offer firms the ability to innovate
and evolve with security, privacy, and
transparency firmly in mind

• Unifying your data doesn’t have to
mean replacing all of your firm’s existing
underlying systems

• Automation means you can respond
faster and better to changing client
requirements and external demands

• We are a trusted software partner with
a familiar user interface that has the
size, scale, and expertise to understand
and navigate the complexities of the
legal environment

• You can instantly unlock the power
of data visibility. Anyone in your firm
can access the right information at
the right time

• With automation and intelligence built
into the Power Platform, automating core
processes becomes more accessible to
non-IT staff, empowering them to further
reduce manual data entry and automate
basic processes to free up their time
where needed

With Business Applications, Microsoft
completely changes the game for
ambitious law firms.

1 Microsoft 2019 Annual Report

015

Intelligence brings fresh insight

You have ultimate control

• Harness the power of data as
embedded AI and automation
capabilities bring fresh
analytical insight ultimately
driving differentiation

• Power Platform enables everyone
to build no-code low-code
solutions, making it easy to
deliver highly legal sector
specific applications and
better leverage your existing
technology investments

• Predictive analytics help intelligently
guide next best action, making you
powerful, insightful competition
• Shift from a simply system of
record to a system of intelligence
empowering your law firm
to increase profitability by
deepening client engagement

• Power Platform allows non-IT
people, the people closest to the
business and the clients, to build
what they need to differentiate
in a fiercely competitive market
• This legal solution gives your firm
greater control that is scalable
and consistent regardless of
geographical location
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Case in point
At Microsoft, we’ve witnessed the need for
transformation first hand—in the face of new industry
disruptors and elevated customer expectations.
We weren’t born in the cloud—but
have successfully transitioned our
business to the cloud—to deliver the
levels of agility, security, scalability,
and cost-effectiveness we need to
compete effectively. We’ve worked
to build a 360-degree understanding
of our customers, and applied AI and
machine learning to augment and
accelerate the ability of our people
to use these insights to make
informed decisions and better
serve customers.

Our transformation journey
still continues, but we’re now
in a better position to empower
our employees, engage customers,
and partners, optimise our
operations—and innovate.
We hope that our own experiences
can inspire, advise, and assist you
in your own transformation.
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