Outsourcing | Development

The Rlse and Fall of the.SlngIe-_j"
(Outsourcing) Provider: HeIIo

Flexible Sourcmg

......

The pandemic has permanently changed
how organizations outsource. Competi-
tion for talent and the great resignation
reached unprecedented intensity during
and following COVID while at the same
time supply chain disruptions forced new
ways to source services regionally and
locally. The typical cost reduction drivers
that are the bedrock of outsourc-ing
became overshadowed by the ability to
deliver the right skillset at the right time in
the right market.

Historically, outsourcing providers for law
firms have grown their relationships by
constantly adding new services to their
core contracts and bundling them



together as one package deal. Providers take these
bundled services, then figure out the best delivery
models--onsite, near-shore, or off-shore.

Service ‘bundling’ had the benefit of providing
economies of scale, lower overheads, a single point
of contact and a single invoice at the end of each
month.

However, the bundling of services also created a
single multi-service provider that may now be
hurting firms as they transform operations post-
pandemic and require specialized offer-ings that
did not exist prior to the pandemic.

In fact, flexible sourcing models, with inter-
changeable or multiple service providers, is now
becoming the mainstay for most client sourcing
strategies. This outsourcing trend has been
consistent over the past two years, with clients
describing their strategies as “multi-vendor” and
“multi-sourced.”[1]

How does this look in a law firm?

In the beginning (30+ years ago), outsourcing at law
firms started with low value non-core services such
as facilities, security, and switchboard. Quickly, other
onsite services such as the reception, mailroom,
print and copy center, records management, and
admin-istrative support services also were out-
sourced. Today, Litigation Support, IT, Fi-nance,
Marketing, and HR all have access to mature
outsourcing offerings. In fact, the market estimate
for global legal process out-sourcing is estimated to
rise by over 30% per year from now until 2027. [2]

Over time, outsourcing providers have added on-
shore and off-shore Business Processing Outsourcing
(BPO) centers to leverage global wage arbitrage and
specialist skills. They have developed technology to
assist with informa-tion and document workflow,
launched alter-native legal service offerings, and
continue to work their way into increasingly complex
ar-eas of the law firm operations.

During the pandemic, these off site BPO cen-ters
grew exponentially as law firms grasped the
opportunity to leverage the ‘remote work era’,
and shift more administrative tasks to low cost,
high quality off-site service centers. At the same
time, the core onsite services were paired back as
there was a reduced need for onsite support when
everybody was working from home.

However, now in the return-to-office (RTO) phase,
many firms are seeking more sophisti-cated on-
site services and amenities that did not exist prior
to 2020, and in fact, are looking for a competitive
advantage in the ongoing tal-ent war. These niche
services are often highly specialized offerings.

Not only are specialized onsite services taking
center stage as firms attract talent, but they are
also a means to increase attorney time in the
office [3]. Traditional outsourcing providers
servicing the largest law firms have moved so far
up the value chain, however, it is difficult to see
them reinvesting and reinvigo-rating their low
margin, lower value onsite of-ferings.

Outsourcing and Niche Offerings Like
Workplace Experience

Finding and keeping the right talent with the right
skills at the right price is more elusive than ever.
Executives reported talent acquisition as the top
internal challenge for their organizations. 62% of
executives say they are ill-prepared to address the
causes and impacts of poor em-ployee retention
and 71% of CEOs expect the global talent shortage
to continue. [4]

This revolving door effect, coupled with new
remote working options, creates an opportuni-ty
for service providers to deliver solutions for
outstanding talent problems.



With law firms moving dangerously close to losing a
quarter of their attorneys, it is clear that there is a
dramatic divide between what attorneys and
staff want from their law firm versus what they are
actually receiving.

Many firms understand the significant toll that the
pandemic has placed on attorneys and staff which is
why, as partners are creating re-turn-to-office plans,
many have tried to reimagine the office with social
and recre-ational activities—and a percentage of
leader firms have taken this to the next level by
creat-ing and implementing workplace experience.

Workplace experience is a hospitality-based, high
engagement, white glove service that transforms
your office into an experience that is better than
home. It is like the Ritz Carlton has come to
transform the law firm office into a delightful
experience—a very particular workplace experience,
that is, that is a highly specialized outsourced service
unlikely to be offered by a traditional global
outsourcing provider.

The Multi-Sourced Approach

Service models are always evolving. Clients are
increasingly seeking providers who can elevate the
way they do business, enable them to be more
flexible, and help them leverage the lat-est services,
technologies and workflows.

Understanding providers’ strengths is critical to
deploying the right mix of large and niche providers
to achieve the desired outcomes—but what is clear is
that most organizations are moving toward a multi-
sourced approach when it comes to outsourcing, and
rightly so.

When it comes to workplace experience, the skeptic
may wonder, is this such a specialized service that it
should be unbundled from, say, your document
processing provider?
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In a word, yes. Just like the experience of the Ritz
Carlton is vastly different than the experi-ence of a
Super 8 Motel, the purpose and model of each are
different because they serve different purposes.
The purpose of workplace experience is to attract
and retain law firm tal-ent onsite, the number one
challenge and risk faced by firms in 2023.

Employment choice is in large part driven by the
experience professionals have while in the office.
By adding a layer of 5-star hospitality services and
creating concierge roles staffed with people who
have experience working in 5-star hotels like the
Ritz Carlton or Man-darin Oriental, the law firm
office can become better than working from home.
It can be-come a destination that attracts
professionals back into the office voluntarily,
sustaining vital collaboration, innovation,
mentoring and training while eliminating the risk
man-dates bring of losing attorneys. That’s brand-
ing, that’s culture, that’s loyalty—outsourced.

FRKKXXXK

About Forrest Solutions Legal

Forrest Solutions Legal is a division of Forrest
Solutions, the nation’s leading onsite outsourcing
and staffing solutions provider with over 48 years
of demonstrated leadership providing enterprise-
wide people solutions and the market leading
provider of outsourced onsite workplace
experience (WPX™).

Workplace experience is next level hospitality, a
high engagement, white-glove service that
transforms the law firm office into a destination,
helps attract and retain top talent and makes a
hybrid workplace efficient and productive.
Forrest Solutions Legal is division of Forrest
Solutions, the nation’s first and leading onsite
outsourcing and staffing firm with over 48 years
of experience providing enterprise-wide people
solutions.
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