Case study:
Innovating legal service delivery
models at Allen & Overy

Background: Innovating service delivery models to maintain market share and strengthen brand
reputation
“Magic Circle” law firm Allen & Overy (A&O) was concerned about the rise of new entrants into the
legal market offering services to its clients using radically new delivery models. These entrants
posed a potential threat to A&O’s market share. The firm was also concerned that new entrants
may fundamentally recalibrate clients’ expectations about price, service and quality which would
lead to pressure on future profitability.
A&O needed clarity on the best strategic response to address the changes it saw in the market, and
to build confidence and acceptance within the partnership for this strategy. The firm decided to
partner with Meridian West to understand the changing needs of buyers of legal services, to explore
how the appetite for new legal service delivery models would evolve over the medium term and
assess the impact for A&O. The senior leadership within A&O wanted robust market data to
support their hypotheses about the opportunities for growth in the legal sector, and to gather
insight about the firm’s market positioning which would give an independent view of how well they
were positioned to capitalise on the potential opportunities ahead.

Innovation insights: In-depth interviews with senior buyers of legal services
In order to gain a comprehensive understanding of the factors influencing clients in A&O’s key
markets, Meridian West conducted interviews with more than 200 general counsel and heads of
legal services at multinational corporates and banks around the world. These conversations covered
a range of themes, including:
 The legal issues impacting their organisation and its legal function over the medium-term;
 The kind of legal service provider they would look for to address these issues;
 Their experience of using alternative legal service providers and their likelihood to use
these service providers in future;
 Opportunities for Allen & Overy to innovate its legal delivery models and how this could
integrate with A&O’s existing offerings; and
 The impact on A&O’s brand and reputation for innovating its current approach.
Interviewees had the ability to benchmark their views against their peers. Getting a first look at
trends shaping the legal market was a powerful incentive to encourage individuals to participate in
the research.

Using client views to gain internal buy-in to change
Insights from Meridian West’s research were shared at Allen & Overy’s partner conference to
support a motion for investing in new service delivery models. The clients interviewed gave a clear
steer that they would like to see a firm like A&O innovate its service delivery model and that this
would position the firm well next to the new disruptors entering the market, and ahead of
traditional competitors.

Meridian West helped A&O to turn the findings of the research into a
thought leadership report Unbundling a market, a dedicated microsite
and video content featuring perspectives from members of the A&O
partnership discussing the implications of the research for A&O’s
clients.
The thought leadership insights were shared with the firm’s account
management and business development teams so that they could
understand the relevance for the firm’s clients. Meridian West
presented at an internal ideas sharing session so that account teams
quickly got up to speed with the key messages for their clients and
build the confidence needed to talk knowledgeably about the key
themes in their next interaction with clients.
Unbundling a market struck a chord with its audience. It became one of the most downloaded legal
briefings ever on www.legalweek.com. Using the detailed insights from Meridian West’s research,
A&O launched a range of new service delivery models including Peerpoint (a contract lawyer
service) and aosphere (an online legal service).

Working with Meridian West: The A&O view
“I felt confident in Meridian West’s ability to deliver. They took control of the project from the outset,
and were able to advise us thoughtfully along the way. They were incredibly responsive at all times and
delivered on time and to budget. They formed a good working relationship with the A&O team and
gained the respect of the A&O partner involved. I was impressed by their analysis and interpretation
and the final outputs they produced.”

Jonathan Jackson
Executive Advisor, Allen & Overy

