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Partnerships

My KTP Journey
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Background

Skills & Education Current Role
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 Engineering « Management

« Tangible « Intangible

« Reductionist « Holistic

« Hard systems thinking « Soft systems thinking

« Mechanistic « Human-centric



Law firm operations

Low
Degree of
Labour
Intensity

High

Degree of Interaction & Customisation

Low

Service Factory
Airlines

Hotels
Recreation

AN

High

Service Shop
Hospitals

Auto Repair

Other Repair Services

< 4

D

Mass Service
Retailing
Wholesaling
Schools

Retail Banking

Professional
Service

Lawyers
Doctors

Accountants
Architects

Source: Schmenner (1986)



Challenges in legal sector

Services

New generation of
online purchasing
clientele

Inefficient processes
and procedures




Understanding status quo

Understand Culture Design a suitable intervention

°u0”"°"'°~4(

CHange contEX'

Source: Balogun & Hope Hailey (2008) Source: Clegg (2007)
High Volume - Low Variety y

Road Traffic Wills and
Accident Claims Probate

Commercial Property

General Corporate
Litigation Services

Low Volume - High Variety

Source: Hayes & Wheelwright (1984)

Deliver improvements in 5 departments
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An On-Going
Dispute

has been
registered by a

Private ) Company
Claimant

provides

Legal

contracts arguments
g IPR

evidence and documentation

profe.ssional Shareholder
negligence problems

received
by

Dispute Resolution

Claimant’s Dispute Resolution Solicitor aims to reach a Settlement

Scene 1

Process Oriented Holonic (PrOH) Modelling

(Clegg B.T, 2007)

injunction agreed with
out of court settlement

payment plan

Barrister

Defendant(s)
Team

co-manages

Court Hearing

Post Dispute
Activities
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An On-Going
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overall
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Claimant’s Dispute Resolution Solicitor aims to reach a Settlement Scene 3
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Claimant’s Dispute Resolution Solicitor aims to reach a Settlement Scene 5
An On-Going
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Change Levers

Focus Groups Action Teams

Agile Development of Innovative Tools



Innovative tools delivered

Working Prototypes

Client Engagement Model

(Commercial Property)

Helps align the clients’ and lawyers’ unique
perspectives in 4 areas: price, value,
responsiveness and legal knowledge.

Budgeting Tool

(Dispute Resolution)

Enables lawyers to accurately scope cases,
prepare budgets and agree price with clients.

Scope Change Indicator

(Corporate)

Helps in calculating the scope creep and its
impact on the initial fee estimate.

Fee Seesaw

(Corporate)

Enables lawyers to effectively communicate
any variations to agreed fee and renegotiate
with clients at various stages in the case.

& Case Assessment Radar
' (Dispute Resolution)
Helps manage client expectations and costs
throughout the progression of the case.

Frameworks

Client selection and on-boarding
methodology (Commercial Property)
Helps win new clients and focus on
building long term relationships.

Work Allocation Procedure
(Commercial Property)

Provides guidance for lawyers on
managing workload and handing over
clients to colleagues.

Administrative Protocols

(Corporate)

Enable lawyers and secretaries to
delegate and turnaround work seamlessly.

Best Practice Guide (Litigation)
Provides an overview of all the
administrative procedures for managing
litigation matters.

Life Cycle of a Business Client
(Corporate)

Provides an overview of all key activities
from first client contact through to
transaction completion and post completion
activities.



Impact on business

2014
International FUTU RES

recognition as a CoNFERE
role model for

Innovation

O Y
% 22 Service

improvement
workshops

15

invited speeches
& presentations

165

client
interviews

6 figure
impact on

Staff trained :
profit

Positive %

growth in profits
and revenue




Awards and Recognition

Finalist “The Lawyer

Received Management Awards” 2013
“Outstanding” Grade

: i — THE LAWYER
Received “InnovAction Paesnos manne g RERT

CONFERENCE+AWARDS

Award 2014 T

This is to certify that the Knowledge
Transfer Partnership between

2 O 1 4 Aston University and Higgs & Sons was
awarded the highest grade of
FUTURES " vl FINALIST
B

C O N FERE N C E . ‘ i : N & ) Excellence and/or innovation

R (= B p— s-' Finalist EFMD
’ 1 “EiP Awards” 2014

Finalist KTP
“Best Partnership” 2014

——
—

Glyn Morris was shortlisted for UK

“Finance Director of the Year” Growing K f’/
Business category in March 2014. et 57 tho 505t 2o T

Krishna was shortlisted for KTP “"Business o Universty 5 Krisnna Baithu
Leader of tomorrow” October 2013.




The Methodology

‘ ‘ ) Understand status quo

Method:

Build a holistic picture

Method:

Process modelling

Technique: PrOH modelling

(‘

Factor in client expectations

Method:

Enable creative thinking

Method:

Telephonic interviews

Technique: SERVQUAL

Interviews and focus groups
Technique: Change kaleidoscope

Service improvement workshops
Technique: Storyboarding using PrOH

5 )

Design & deliver through action teams

Method:

Cross-functional teams

Technique: Standing meetings and prototyping

o5 (5
improvement is helping
legal businesses build...

- better relationships

Briefing magazine published a case study
on our project highlighting our
methodology as unique in the industry!

Issue:
October,
2014

Developing Leaders magazine published
an article about the importance of
change in the legal industry and Higgs’
contribution as an early innovator.

DevelopingLeaders

Quarterly

The Future of Work Changing Yourselt ~
Othors

Devoloping Global Leaders The Power of Relationships

for a Complex World

C?reafin=gl,$hapimg]
Game Strategies

ts from: Astd
e of Fashiol
Gallen, UC]

in

Issue 19:
2015



Towards a Higgs Service Suite

- Experian-
HIGGS
&S0NS
E‘ Law & More. =EE )
£ Work Division Callcredit
& « Project team Due diligence
- « Scoping

Lawyer Profile
« Referrer « Past Projects
« Client » Ranking

« Suppliers « Testimonials

CLIENT
TESTIMONIALS

Enquiry Handling Pitch Documentation
+ Protocol .
+ FAQs .
« Brochures .
+ Welcome Pack .

Fast track pitching

Pitch team

Follow up procedure
Client case study articles

« Project plan

1= ) § - e
Fhm e
C I ] 1
-l L
mm e
o
pe
s

Client Selection and
On-boarding

Client’s guide to service

Client
Journey

Middle

Evidence/ Capability/ Knowledge.

.J__L =
Agreeing billing
methods

Pricing based on
work breakdown

Agreeing Assumptions

Communicating
scope change

Managing changing
expectations

. . S fee
= =)
= _ B
£=
HA A

Quantifying impact and
communicating value

Time Recording

Monitoring WIP
and Fee estimates

} Monitoring debt

Other Data

End

m ﬂ y « Social media
+ Higgs events

+ Seminars

Keep in Touch

&:‘!’ :’&
,“_7 = @l \d)

Business life cycle and

various touch points Cross Sell

Post Completion



Key lessons

Create initial successes and establish credibility

Innovation doesn’t require massive investments

* People are key in change projects

Quantify the benefits

« Communicate your findings to wider audience



True role of KTP Associate

Not just a Manager but a Leader
Not there to simply Execute the plan but to Innovate
Both Researcher and Consultant

Both Product Developer and Sales Man



Quintessence of KTP Associate

Associate

| am capable but
need a lever &
fulcrum

Strategic Issue

A boulder
needs moving

KTP Project
resources

Innovation

(9 SONS Aston University
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“Give me a place to stand and with a lever (and fulcrum),
| will move the whole world”

Archimedes







Glyn Morris Ben Clegg Krishna Balthu
glyn.morris@higgsandsons.co.uk b.t.clegg@aston.ac.uk krishna.Balthu@higgsandsons.co.uk



mailto:glyn.morris@higgsandsons.co.uk
mailto:glyn.morris@higgsandsons.co.uk
mailto:b.t.clegg@aston.ac.uk
mailto:glyn.morris@higgsandsons.co.uk

Mark Smith

Director of Enterprise and Employability

BIRMINGHAM CITY UNIVERSITY




Awards

Presented by Jose Freedman and Russ
Bromley

Categories
Posters:

[0 Best early - mid stage KTP poster
[0 Best established KTP poster

Presentations:

00 Best presentation h

e o




Professor Paul Maropoulos

Pro-Vice-Chancellor, Research and Knowledge Exchange

ASTON UNIVERSITY
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Thank you for attending the
KTP Associates Conference 2017!

f’?ﬁﬁ}l UNIVERSITYOF BIRMINGHAM CITY o
43/ BIRMINGHAM University Aston University



