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W           elcome  to the new issue of Legal Operators. 

             In this magazine we share insights, information and 

knowledge from experts, thought leaders and connoisseurs 

from around the world.  

This issue  

In this issue, Legal Operators’ Dawn-Marie Vaughan speaks 

with Sagi Eliyahu, serial entrepreneur and founder of 

Tonkean about the evolution of no-code workflow automation 

technology and how it applies to the legal sector. Thought 

Leader Mark Cohen talks about learning from each other and 

Fostering Intergenerational Collaboration, and Legal Analyst 

Ari Kaplan interviews Vincent Liu of Level Legal about mea-

suring the success of an e-Discovery project. Eve Vlemincx, 

Strategic Advisor, Advisory Council Member for Harvard 

Business Review and is a Course Facilitator at Stanford Grad-

uate School of Business writes about The power of human 

skills, and we've asked our Legal Ops Chat GPT bot to tell us 

more about the Future of Legal Operations. And last but not 

least we present Colonel David M. Rozelle, Keynote Speaker 

at our upcoming Summit by the Sea and a truly inspirational 

icon if I might say so. 

Become a household name in the industry 

With its backbone in the Legal Operators Community, the 

magazine is a perfect medium to share your expertise, claim 

leadership, and increase your brand awareness throughout 

the industry.  Make yourself heard, increase engagement and 
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let us help you to share your message thru eZines, eBooks Whitepapers, Webinars, and 

events. 

The Community 

If you’re interested to learn more about Legal Operations I’d like to invite you to join 

the Legal Operators community . In this community you can  connect with your peers 

across the legal industry, discover innovative solutions, learn about upcoming events, 

etc.  

Furthermore your feedback, suggestions, and ideas are warmly welcomed as we build 

specials and future editions of the magazine that are tailored to the topics and people 

you want to read about. Please send me a message at colin@legaloperators.com to let 

me know what you think.  

I hope you enjoy this third edition! 

In community spirit,  

Kind Regards, 

Colin McCarthy, CEO 
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Tonkean - Revolutionizing 
Workflow Automation 
An Interview with CEO & Co-Founder of Tonkean Sagi Eliyahu 

Today we had the opportunity to chat with 

Sagi Eliyahu, CEO & Co-Founder of Tonkean, 

touted to be “trusted by the world’s most inno-

vative teams”. We wanted to speak to him 

about the evolution of no-code workflow au-

tomation technology and how it applies to the 

legal sector specifically. We wanted to ask him, 

what is no-code exactly? And will AI take over 

the world? Because the humans don’t seem to 

actually like all the rules and constraints 

around using software applications! How do 

you solve for a problem like that? 

Sagi Eliyahu is Co-Founder and CEO at 

Tonkean. An entrepreneur, innovator, and 

https://www.tonkean.com/
https://www.tonkean.com/
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tech guy, Sagi is passionate about building 

products that solve real problems. His abili-

ty to look at the big picture while zooming 

into a product’s most minor technical and 

design details has made solving “unsolv-

able” problems what Sagi does best. 

Introduction: In today’s fast-paced and 

technologically advanced world, businesses 

are constantly seeking ways to streamline 

their operations and maximize efficiency. 

Workflow  automation has emerged as a 

powerful solution, allowing companies to 

automate repetitive tasks and optimize pro-

cesses. Tonkean, a leading workflow or-

chestration platform with a no-code ap-

proach, has been at the forefront of this au-

tomation revolution. In this article, we dive 

into the world of Tonkean and gain insights 

from its CEO, Sagi Eliyahu. 

Tonkean - A Brief Overview: Tonkean is a 

cutting-edge no-code process orchestration 

platform that empowers organizations to 

automate complex business workflows 

without the need for extensive coding or IT 

involvement, by applying the no-code 

methodology. Tonkean's Process Experience 

Platform seamlessly wraps around existing 

policies and systems, allowing internal ser-

vice teams to do more with what they al-

ready have as well as build process experi-

ences that are personalized for each re-

quester. Unlike traditional workflow au-

tomation tools, Tonkean leverages artificial 

intelligence and machine learning to create 

a human-centric approach to automation. 

The platform seamlessly integrates with 

various systems and tools, empowering 

teams to work more intelligently and col-

laboratively, by connecting people, process-

es, and tools across functions. Founded in 

2015, Tonkean is headquartered in Palo 

Alto with R&D in Tel Aviv. 

Legal Operators: What was the initial in-

spiration behind starting your company? 

“The essence of why I started Tonkean was 

my previous experiences that enterprises 

are not leveraging software correctly. Busi-

ness processes are about people, but soft-

ware is about data,” Sagi said. Sagi realized 

that ROI should not only be measured for 

https://Tonkean.com
https://www.tonkean.com/blog/how-to-safely-use-ai-and-automation-in-legal
https://www.tonkean.com/blog/how-to-safely-use-ai-and-automation-in-legal
https://Tonkean.com
https://www.tonkean.com/blog/how-to-safely-use-ai-and-automation-in-legal
https://www.tonkean.com/blog/how-to-safely-use-ai-and-automation-in-legal


the company but also for the individuals us-

ing the tools. The technology needed to be a 

leverage point for humans, not a detractor. 

Legal Operators: Explain that a little more, 

what exactly is the challenge here? 

Sagi provided a little history, dating back 

when SaaS was at its peak in 2015, and the 

proliferation of software tools, integrations, 

and access to data was transforming the 

business landscape. There was a disconnect, 

though. Business processes are not solely 

about data but are fundamentally centered 

around people. Enterprise software was de-

signed with a focus on data and efficiency, 

neglecting the importance of personalization 

for individual users.  

One of the significant challenges faced by 

software lies in the lack of user adoption. 

Compliance requires high adoption; adop-

tion requires a great experience. Sagi ex-

plains, “people don’t like the process; they 

were never involved in the decision making 

on user experience or how their workflows 

best suit their needs. There wasn’t collabora-

tion, and the time to implement, train, sup-

port and deploy were time consuming and 

expensive. “And guess what, no one is using 

it.”  

The solution, he argues, lies in providing a 

user experience that aligns with consumer 

technology principles, where simplicity and 

personalization drive adoption. 

“The sad truth about this all, they also don’t 

use it because they just don’t care.” 67% of 

employees routinely skip legal procedures.  

Sagi continues, “What I mean is, why would 

a salesperson care about learning a new tool 

now when all they want is to get a resolu-

tion.” 

Sagi further explains if there’s pressure that 

the deal “has to happen, or if it’s a massive 

risk, they may consider going around it.” Un-

fortunately, the reality is, people will cir-

cumvent the process.  

Sagi suggests it should be a priority for 

companies to improve the end user experi-

ence. This will result in higher process adop-

tion, which is critical, because “without the 

adoption, you’re not going to get compli-

ance, and you’re definitely not going to get 

efficiency.” 

Legal Operators: So how do we get people 

to “care” about using software and fol-

lowing required processes? 

“Personalization is key to increasing adop-

tion,” Sagi said. “Firstly, we need to be 

proactive in our approach and offer tools 

and processes at the right time. Secondly, 

we should leverage existing context and 

data to simplify the user experience. Lastly, 

change management plays a crucial role. 

Instead of forcing people to change their 

behavior, we should focus on providing a 
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good reason for them to adopt new tools 

and processes.” 

“The user experience should be designed to 

eliminate unnecessary complexity and align 

with consumer technology principles. We 

automate processes by leveraging existing 

data and context, reducing the need for 

manual form filling and data entry. Addi-

tionally, we focus on change management by 

providing a user-friendly interface and 

avoiding the need for users to switch be-

tween multiple tools.” 

Tonkean acts as an orchestration layer that 

sits on top of existing systems, streamlining 

workflows, and providing a cohesive user 

experience. 

Sagi’s realization led to developing a plat-

form that prioritizes personal ROI – the val-

ue of technology to individuals using it – 

alongside the company’s ROI. By facilitating 

human-centric processes and understanding 

the specific needs of users, Tonkean seeks to 

bridge the gap between technology and peo-

ple, ensuring technology acts as a leverage 

to enhance human productivity and experi-

ences. People often resist adopting new tools 

or processes because they find them compli-

cated, time-consuming, or not aligned with 

their preferred way of doing things.  

This is especially true in legal. Legal work-

flows often involve very specific steps and 

requirements, which can be perceived as 

rigid and not aligned with the natural work-

flow of individuals within the organization. 

This misalignment between processes, tools, 

and individual preferences can hinder user 

adoption and result in circumvention of es-

tablished procedures, leading to inefficien-

cies and compliance issues. 

Tonkean’s approach to personalization and 

orchestration addresses these challenges. 

The platform empowers users by integrating 

with existing tools and systems, allowing in-

dividuals to work within their preferred en-

vironments while ensuring streamlined pro-

cesses and collaboration. By utilizing au-

tomation and intelligence to provide contex-

tualized information and by eliminating un-

necessary complexity, Tonkean enhances the 

user experience and encourages adoption. 

Tonkean also utilizes AI and machine learn-

ing to understand and learn from user be-

havior. The platform is equipped with intel-

ligent features that enable it to adapt to 

changing circumstances and make informed 

decisions. Tonkean can analyze data, detect 

patterns, and proactively suggest improve-

ments to workflows. By continuously learn-

ing from user interactions, Tonkean 

becomes smarter over time, allowing busi-

nesses to optimize their processes and make 

data- driven decisions. 

Legal Operators: From a legal ops’ execu-

tive perspective, it sounds like Tonkean 

offers a powerful solution for addressing 
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Magazine for Legal Operation Professionals• �9



some of the organization’s pain points 

without disrupting the entire workflow. 

The ability to start small and iterate 

gradually is appealing. However, I’m also 

curious about AI applications in the legal 

tech space. How does Tonkean leverage 

AI, and what extraordinary applications 

can it bring to legal operations complex 

processes? 

Sagi predicts: “AI is indeed a game-changer 

in the legal tech space, and Tonkean has 

recognized the immense potential it offers. 

With the advancements in AI technology in 

the past six months alone, we can expect 

even more remarkable developments in the 

future. Contrary to the misconception that 

AI will replace lawyers and legal teams, its 

impact will be more transformative and 

complementary.” 

Tonkean’s AI Front Door is a prime example 

of how AI can enhance legal operations. By 

combining GPT and Large Language Models 

(LLM) with Tonkean’s powerful process au-

tomation capabilities, you can bring a 

seamless and intuitive experience to legal 

operations. It revolves around the concept 

of intent rather than just self-service. 

Sagi described a new AI front door feature, 

“it looks like a Google search bar, which is 

very familiar and user friendly.”  This fea-

ture enables users to ask questions or send 

emails to legal departments through vari-

ous platforms like Slack, Microsoft Teams, 

or email. Instead of having to navigate a le-

gal portal or search through policies, users 

can simply inquire about their needs,  and 

then it will reply to you based on the policies 

in place. AI Front Door understands intent 

and can guide users to the appropriate work-

flows or forms based on their queries. 

This approach also allows legal departments 

to be involved earlier in the process, ensur-

ing that important matters are addressed 

proactively and preventing last-minute fire 

drills. It simplifies the interactions between 

legal teams and other departments, making 

it more efficient and effective for both par-

ties.  

In summary, Tonkean’s AI Front Door offers 

a significant advancement in how legal 

teams can interact with the rest of the orga-

nization, making the process smoother, 

faster, and more accurate. 

Legal Operators: What types of workflows 

can Tonkean automate for legal sector use 

cases? 

Sagi: “Tonkean’s LegalWorks platform, 

launched in May 2023, is capable of au-

tomating a wide range of workflows across 

different industries. From intake and matter 

lifecycle management, categorizing and re-

solving requests, to operations and customer 

support, Tonkean can handle complex work-

flows involving multiple systems, data 

sources, and stakeholders.  
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https://www.tonkean.com/blog/tonkean-and-gpt-4-how-to-best-leverage-ai-in-business-process-automation
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https://www.tonkean.com/blog/tonkean-releases-ai-front-door-bringing-gpt-to-your-companys-everyday-processes
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Our platform also integrates with popular 

business applications, such as Salesforce, 

Slack, and Jira, enabling seamless collabo-

ration and data synchronization.” 

Legal Operators: How does Tonkean dif-

ferentiate itself from traditional legal 

sector software solutions? 

Sagi: “We’re not in the business of innovat-

ing new legal operations software solutions. 

Tonkean takes a different approach by inte-

grating with tools rather than replacing 

them.”  

The Tonkean team recognized that busi-

nesses have different needs and prefer-

ences, creating a platform that sits on top 

of existing systems, over 1,000 compo-

nents, orchestrating processes and ensuring 

frictionless collaboration. Tonkean aims to 

provide an intelligent and adaptive solution 

that maximizes efficiency while giving users 

the flexibility to choose the tools that work 

best for them. 

Legal Operators: What experience have 

you had with the legal ops professionals 

and how would you rate their technical 

prowess? 

Sagi commends legal operations teams for 

their strong understanding of operations, 

people, and processes. However, he also 

notes a common mental blockage among 

these teams, where they tend to expect 

poor software and may not realize the po-

tential for improvement and better user ex-

periences. 

One aspect Sagi highlights is the need for 

legal teams to recognize their impact on the 

organization beyond just cost-saving met-

rics. He encourages in-house legal leaders 

and GCs to measure their impact based on 

metrics related to revenue generation and 

risk reduction. By thinking of themselves as 

a central business unit and understanding 

their influence on other areas of the orga-

nization that rely on legal support, which is 

very significant, they can leverage technol-

ogy and efficiency to create a positive rip-

ple effect throughout the company. 

Sagi emphasizes the importance of looking 

beyond the immediate cost-saving implica-

tions of improving legal efficiency. Instead, 

he urges legal teams to consider the broad-

er impact on business processes and opera-

tions. By resolving legal matters faster and 

more efficiently, other departments can 

benefit and make more informed decisions 

promptly, resulting in significant improve-

ments in overall business outcomes. 

Moreover, he points out that other depart-

ments in the organization have already rec-

ognized the value of attaching data to a 

bigger narrative, showcasing the wider im-

plications of their work. Sagi suggests that 

“Legal operators should adopt a similar 

mindset and connect their efforts to the  
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organization’s strategic goals and long-term 

success. It’s an entire team effort from the 

entire organization and the legal department 

touches them all in some way or another.” 

Overall, Sagi is optimistic about the positive 

trends he has observed in the legal tech and 

legal operations space over the past few 

years. The growing focus on leveraging 

technology to drive efficiency is paving the 

way for transformative changes in the legal 

industry. 

When asked what recommendations he 

would offer to Legal Ops teams, Sagi pro-

vides valuable advice from a technology per-

spective. 

• Embrace the Role of Product People: Sagi 

believes “legal operations teams are essen-

tially product people, even if they may not 

realize it yet.” They should focus on under-

standing their stakeholders and customers, 

which, in this case, are the various de-

partments and individuals within their or-

ganization. By understanding their needs 

and behaviors, legal ops can tailor their 

processes and solutions to be more effec-

tive and efficient. 

• Adopt an Iterative Approach: Sagi takes 

the perspective that, “Like product devel-

opment, legal operations should embrace 

an iterative process. Building a solution is 

not a one-and-done task. It requires con-

tinuous evaluation, validation, and im-

provement.” Sagi recommends that it is 

crucial to regularly talk to stakeholders 

and build relationships and trust, gather-

ing feedback to ensure that the processes 

and technologies in place are meeting the 

organization’s evolving needs. 

• Foster Innovation: Sagi encourages legal 

operations teams to be innovative in their 

approach. “Rather than merely being effi-

cient with existing tools, they should be 

proactive in seeking out new technologies 

and solutions. By staying curious and ex-

ploring the latest advancements in legal 

tech, teams can identify opportunities for 

improvement and drive positive change 

within the organization.” 

In summary, Sagi sees legal operations teams 

as pivotal players in shaping the efficiency 

and effectiveness of legal processes within 

an organization. By approaching their role 

with a product mindset, knowing “their cus-

tomer”, embracing iterative practices, and 

fostering innovation, legal ops teams can 

make a significant impact on the organiza-

tion’s overall success. 

Sagi Eliyahu’s insights regarding Tonkean’s 

approach to orchestration can provide valu-

able context for addressing the challenges 

related to enterprise platform customization, 

integration, and deployments in legal opera-

tions: 

The interviewer raises the concern that en-

terprise platforms like Salesforce require 
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extensive customization, support teams, and 

consultants to keep up with updates and in-

tegrations with other enterprise software. 

This complexity can be a major pain point for 

legal operations. 

Sagi responds by acknowledging the overuse 

of the term “no-code” and warns against tools 

that claim to simplify complexity by just visu-

alizing code without fundamentally address-

ing the underlying issues.  

He highlights the importance of true integra-

tion and the challenges that come with con-

necting systems with different underlying 

structures and data formats. 

Tonkean’s approach to integration is more 

than just connecting APIs; it involves a 

process called ETL (Extract, Transform, and 

Load) to properly transform and load data. 

But the key difference lies in Tonkean’s focus 

on understanding the use cases and treating 

them as business functions, rather than mere-

ly wiring together APIs. 

Tonkean has built enterprise components that 

recognize common concepts in different sys-

tems, such as ticketing, projects, and statuses, 

and wraps them in workflows to provide a 

seamless user experience. This orchestration 

approach enables workflow actions and needs 

to drive the workflow, instead of just forcing 

components together. In essence, Tonkean 

acts as an assembly line in a factory. Sagi 

likens it to how “humans and machines are 

integrated into the workflow, and a manufac-

turing engineer reviews the process to identi-

fy areas for manual handling and adjustments 

for greater efficiency.”  

This approach allows legal operations to 

leverage technology effectively, stay compli-

ant, reduce risk, and ensure smooth collabo-

ration between different systems, all while 

enhancing user experience and overall suc-

cess. 

By understanding Tonkean’s orchestration 

philosophy, legal operations can expect a 

more streamlined and efficient integration 

process, with a focus on business needs and 

actions, from removing time-consuming 

manual tasks to ultimately improving the 

adoption and effectiveness of technology in 

their workflows 

Legal Operators: Now, turning our attention 

to a Senior Legal Operations Manager’s 

role specifically, how would you define 

their responsibilities and what key skills 

do you believe are essential for someone 

in this position? 

Sagi: “Legal Ops Managers play critical 

roles in legal departments, and in my view, 

one thing to be more successful is if they 

apply the perspective of a product owner 

of  their  tech stack.” Sagi suggests, there 

are three main responsibilities:  

I. Understanding and Serving the Cus-

tomer: As a legal operations manager, 

AN INTERVIEW WITH SAGI ELIYAHU
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• to understand the needs and behavior of 

their stakeholders and customers within 

the organization. This understanding al-

lows them to adapt and develop processes 

as “products”, driving behavior by cater-

ing to the personas and needs of their 

customers and developing solutions that 

align with their requirements and the 

policies that are in place. 

II. Embrace Iterative Process: They need to 

internalize the concept of continuous iter-

ation and improvement. Building and de-

ploying solutions is not a one-time task; it 

requires constant validation, reevaluation, 

and user testing. The true impact and 

success come from actively engaging with 

customers and making improvements 

based on their feedback. 

III.Cultivate Innovation: Legal operations 

managers should be innovative and open 

to exploring new possibilities. They need 

to ask questions, identify challenges, and 

stay curious about the latest technologies 

available in the legal tech space. Being 

technically efficient with existing tools 

and understanding the unique situation of 

their organization enables them to come 

up with creative and effective solutions.  

In addition to these responsibilities, the key 

skills essential for someone in this position 

include: 

• Agile Methodology: Familiarity with Agile 

project management principles, which 

emphasize iterative development and con-

tinuous improvement. 

• Technical Proficiency: Being knowledge-

able about the existing legal tech tools 

and technologies to efficiently work with 

them and integrate new solutions. 

• Innovation and Curiosity: Having a proac-

tive attitude towards exploring new tech-

nologies and finding innovative ways to 

improve legal operations. 

By adopting these responsibilities and honing 

the necessary skills, legal operations man-

agers can excel in their roles and make a sig-

nificant impact on the efficiency and effec-

tiveness of legal operations within the organi-

zation. 

Legal Operators: How important is change 

management adoption within the legal in-

dustry, in-house or firms? Is there a lag 

compared to other industries? 

Sagi feels, “There has been a shift in the past 

few years, as the pandemic forced a lot of 

change because of remote working, and it 

definitely had a significant effect on every-

thing to do with legal departments. However, 

historically, law firms had systems in place 

they were happy with and didn’t feel the need 

to change. And to me that was the biggest 

barrier of innovation, the actual change.   

And so, if you want to embrace innovation, 

you need to understand how to reduce the 

change, so it’s a manageable thing.” the big-

gest barrier of innovation, the actual change. 

And so, if you want to embrace innovation, 
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you need to understand how to reduce the 

change, so it’s a manageable thing.” 

Legal operations leaders often measure their 

impact based on metrics related to revenue 

or risk reduction. However, Sagi points out 

that legal efficiency is not just about saving 

billable hours; it’s about creating leverage 

across the organization and understanding 

the broader impact of improved legal pro-

cesses on other areas dependent on legal. 

Shifting Leadership Narrative: There has 

been a positive trend in the legal tech and 

legal operations space, with a changing nar-

rative of leadership. Legal operations teams 

are now seen as more central business units, 

and there’s a growing recognition of their 

significant impact on the organization’s 

business and operations. 

Sagi acknowledges that the legal industry 

has faced resistance to change, especially 

from lawyers and law firms. Lawyers often 

prefer traditional tools like Outlook and Mi-

crosoft Word and may be reluctant to em-

brace new technologies. This resistance pos-

es a challenge in change management. 

Sagi sees Tonkean as a solution to help over-

come the resistance to change. Tonkean al-

lows organizations to retain familiar tools 

and processes while still achieving massive 

improvements in efficiency and workflow. 

This approach allows legal professionals 

who prefer to stick to their existing ways to 

do so, while still benefiting from the en-

hancements brought by Tonkean’s au-

tomation and integration capabilities. 

Legal operations leaders are calling for an 

Innovation approach, where different tools 

and technologies can be integrated in a way 

that fits the organization’s specific needs. 

This approach promotes flexibility and 

adaptability, reducing the barriers to inno-

vation and change. 

Sagi underscores that the biggest barrier to 

innovation is change itself. To foster inno-

vation, organizations need to find ways to 

reduce resistance to change and make it 

more manageable. This involves shifting 

from the perception of change as insur-

mountable to seeing it as something that 

can be effectively managed with the right 

tools and strategies. 

By understanding the impact of efficiency 

improvements, adopting flexible and user-

friendly tools, and managing change effec-

tively, legal technology operations can 

make significant strides in enhancing work-

flows and overall performance. “Additional-

ly, we focus specifically on change man-

agement by providing a user-friendly inter-

face and avoiding the need for users to 

switch between multiple tools. Tonkean 

acts as an orchestration layer that sits on 

top of existing systems, streamlining work-

flows, and providing a cohesive user expe-

rience.” 
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Legal Operators: What sets Tonkean apart 

from other workflow automation plat-

forms?  

Sagi Eliyahu: “Tonkean’s uniqueness lies in 

its ability to bridge the gap between human 

and machine. We firmly believe that au-

tomation should not replace humans but 

rather augment their abilities. Our platform 

is designed to be intuitive and user-friendly, 

allowing non-technical users to easily cre-

ate and manage complex workflows. 

Tonkean understands that not all tasks can 

be fully automated, and that’s why we em-

phasize the importance of human decision-

making and intervention when necessary.” 

Legal Operators: What does the future 

hold for Tonkean? 

Sagi envisions “a future where Tonkean be-

comes an integral part of every organiza-

tion’s workflow automation strategy.”  

Their focus is on continuous innovation and 

enhancing the platform’s capabilities to 

meet the evolving needs of businesses and 

expansion into the legal sector.  

“We are investing in research and develop-

ment to further harness the power of AI 

and machine learning, enabling even more 

intelligent and adaptive automation.”  

Tonkean plans to further personalize and 

optimize legal workflows using AI and ma-

chine learning. By empowering organiza-

tions to leverage technology in a human-

centric way, it will provide an effortless au-

tomation to drive compliance, efficiency, 

and positive user experiences.  

Ultimately, Tonkean wants to empower or-

ganizations to focus on high-value work 

while the platform handles the rest. 

In conclusion, Sagi Eliyahu’s insights shed 

light on the critical need for a human-cen-

tric approach to enterprise software devel-

opment. By prioritizing personal ROI, fo-

cusing on personalization and change man-

agement, and providing a seamless user ex-

perience, Tonkean strives to optimize effi-

ciency, compliance, and user satisfaction in 

an increasingly digital and interconnected 

world.  

Tonkean’s commitment to bridging the gap 

between humans and automation sets it 

apart in the realm of workflow orchestra-

tion platforms. By harnessing the power of 

AI and machine learning, Tonkean empow-

ers organizations to automate complex 

workflows intelligently while emphasizing 

the importance of human decision-making.  

As businesses continue to seek ways to op-

timize their operations, Tonkean stands at 

the forefront, revolutionizing the way we 

approach workflow automation… 

… Effortless and frictionless! 
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This Interview was conducted by Dawn-

Marie Vaughan (dmv), Founder of Spring-

board Ventures a PortCo and start-up con-

sulting practice. She’s also a Board Member 

of Legal Operators and an early investor. 

Dawn-Marie is an experienced executive 

who's developed an extensive skill set over 

20 years as a practitioner and leader. Moti-

vated by complexity and applying critical 

thinking to challenges, she has successfully 

retained clients for years and illustrates in-

dustry knowledge across a diverse range; 

including cybersecurity, Federal Government 

(DoD), financial services, venture capital/

private equity, healthcare, telecommunica-

tions, e-Discovery, entertainment, retail, 

technology, supply chain and transportation. 

Furthermore she conducted due diligence 

analysis and investigations on behalf of fi-

nancial institutions, venture capital and pri-

vate equity firms, and organizations consid-

ering businesses to acquire. Evaluations in-

cluded financials, human capital, asset vali-

dation, business operations, customer sup-

port & success, and leadership qualifica-

tions/capabilities. Led/participated in suc-

cessful acquisitions of over $4Billion in in-

vestments. 
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Learning From Each Other: 
Fostering Intergenerational 
Collaboration 
By Mark A. Cohen

People try to put us d-down (talkin' 'bout my 

generation). Just because we get around 

(talkin' 'bout my generation). Things they do 

look awful c-c-cold (talkin' 'bout my genera-

tion). I hope I die before I get old (talkin' 'bout 

my generation) This is my generation. This is 

my generation, baby - The Who, “My Genera-

tion”  

Generational divides are common intra-famil-

iarly as well as in the workplace. That is noth-

ing new, but never in modern history has the 

workforce comprised five generations as it 

does now. Longer life expectancies, the high 

https://www.youtube.com/watch?v=EzK02LDkpIc
https://www.youtube.com/watch?v=EzK02LDkpIc
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cost of living, and technological advances 

that have morphed offices into laptops and 

smartphones have extended the work lives 

of many seniors. “Retirement” is more than 

Barcaloungers and bingo; the Boomer and 

silent generations are still well represented 

in the workforce. The convergence of chang-

ing demographics, declining birthrates, The 

Pandemic, The Great Resignation (a/k/a 

Great Reshuffling), talent wars, digital trans-

formation, geopolitical instability, climate 

change, mass migration, and other socio-

economic forces have changed workforce 

dynamics. The rapid, widespread shift to 

remote work in response to COVID-19 and 

the sociological, psychological, and ideologi-

cal changes it has produced are profound. 

Paradoxically, the workforce is perpetually 

connected even as many feel more detached 

and isolated because of the shift from the 

physical to virtual workplace. 

Technology has elevated-not minimized- the 

importance of humanizing the workplace, 

human contact, and empathy. 

For millions, “jobs” have become “gigs,” 

“side hustles,” and a fluid view of where, 

when, how, and why they work. “Careers” 
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are no longer linear paths to retirement. 

Most in the workforce—legal professionals 

included—can expect to have multiple jobs/

gigs and, perhaps, transition to another sec-

tor. These and other dynamics have altered 

the meaning of work and how it is balanced 

with other facets of life.  

Millennials, middle-management, and those 

in the midstream of their work lives are par-

ticularly struggling. They had anticipated a 

smooth glide path to advancement, then re-

tirement. That is no longer the norm. In-

stead, they are caught in the shorthairs of 

automation, generative AI, data platforms, 

blockchain, quantum computing, and other 

technological advances that threaten to 

marginalize or make them redundant. Most 

lack the context to see the opportunity that 

these changes can provide—the creation of 

new jobs for those “skating to where the 

puck will be.” They are too stressed to look 

beyond the day-to-day grind to up-skill, and 

open their minds to new ways to do things 

that better serve the end-users of their ser-

vices. They tend to resist change even as 

their recalcitrance casts the redundancy die. 

The challenges of managing a five genera-

tion workforce are legion but so too are the 

opportunities. Spoiler alert: culture, human 

behavior, and adaptation—even more than 

technology, data, and process— are the keys 

to intergenerational collaboration, cross-

functionality, and enterprise-wide resources 

and tools necessary to solve complex chal-

lenges as well as to seize opportunities. An 

organizational culture that respects individ-

uality while aligning a holistically diverse 

workforce has created a solid foundation for 

a successful, sustainable digital enterprise. 

Digital transformation is about people and 

their ability to embrace a common purpose, 

collaborate to advance it, and utilize new 

tools in a fit-for-purpose way that benefits 

the enterprise, customers, and society. Inter-

generational collaboration is an important 

element of this process. 

A Spectrum Of Generational Talent But 

Scant Collaboration 

Multigenerational workforces may be com-

monplace, but collaboration among them is 

scarcer. A 2020 Study by The World Eco-

nomic Forum found that employing multi-

generational workforces can create a signifi-

cant competitive advantage by generating a 

stronger pipeline of talent, improving work-

force continuity and stability, and assisting 

the retention of knowledge. It also found 

that mining the potential of a multigenera-

tional workforce is a challenging process 

that few enterprises have mastered. 

A Deloitte study on Global Human Capital 

Trends found that corporate leadership as-

cribed a high level of importance to multi-

generational workforces but only 6% of 

companies are equipped to lead them effec-

tively. The Living, Learning, and Earning 

Longer Collaborative Initiative survey found 

more than 80% of corporate leaders said 
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multigenerational workforces are key to 

growth, yet 53% did not include age diversi-

ty in their DEI initiatives. 

“Multigenerational” and “intergenerational” 

are not synonymous; the distinction goes 

well beyond semantics. A multigenerational 

workforce is one that spans different genera-

tions. (i.e., Gen Z, millennials, Gen X, baby 

boomers and the silent generation). Multi-

generational refers to generational charac-

teristics that too often become stereotypes 

(e.g., “Gen Z’ers are ‘difficult.’). 

Generational differences are forged by so-

cial, technological, geopolitical, climatic, and 

other changes confronting those coming of 

age and entering the workforce. Stereotyp-

ing individuals of a particular generation is a 

societal and workplace challenge. The indi-

vidual’s character, ability to collaborate, cu-

riosity, empathy, and ability to earn and ex-

tend trust are core qualities whose impor-

tance far eclipses generational categoriza-

tions. 

“Intergenerational” describes the impact of 

the interaction between/among different 

generations. Intergenerational collaboration, 

like other forms of diversity, has intrinsic 

and extrinsic value. It promotes an agile, 

cross-functional, team-oriented approach to 

problem solving. It is conducive to forging 

important human connections that promote 

physical and emotional well-being. This is 

especially important in remote workforces 

that are geographically dispersed, culturally 

diverse, segmented by business line and/or 

function, and rarely convene in-person. 

Intergenerational workforces are fostered by 

organizational cultures that value humanity, 

promote common purpose and teamwork, 

invest in the health, well-being, up-skilling, 

and career progression of its workforce. Se-

nior leadership are, ideally, the talismans of 

enterprise culture. Good leaders insure that 

they are not the sole champions of organiza-

tional culture. They recognize multiple lead-

ers within the organization and task them 

with ensuring its values are well understood, 

practiced, and reinforced across the enter-

prise. Trust, respect, shared purpose, cus-

tomer-centricity and social responsibility are 

among those core values. 

Not only is this an ideal environment for in-

tergenerational collaboration, but it is also 

one that attracts, advances, and retains 

holistically diverse talent. It is also good for 

business. A Gartner study revealed that a 

highly inclusive environment can improve 

team performance by up to 30%. Another by 

McKinsey & Company suggested that com-

panies with the most diversity outperform 

those with the least by 36% in profitability. 

Creating an intergenerational workforce is 

neither a simple nor quick process. Its suc-

cess is grounded in humanity, collectivity, 

and agility that enables adaptation. Agility 

applies not only internally, but also with  
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customers as well as society. This is a fluid, 

ongoing process, one designed to adapt to 

change in real time. It benefits from the col-

lective skills, expertise, cultural awareness, 

and mutual trust of a diverse workforce. 

Organizations that create a culture built on 

diversity and collaboration across functions, 

generations, supply chains, and other facets 

of business have laid a solid digital founda-

tion. That includes employees of different 

ages, backgrounds, skillsets, and mindsets 

learning from each other (a/k/a “reverse 

mentoring”. The organization cannot man-

date this; teamwork must be a core element 

of its culture—in hiring, indoctrination, 

evaluation, and advancement. Organiza-

tions must hone their ability to identify the 

skills and strengths of each individual in 

the workforce and identify how best to en-

gage with them as well as identify strengths 

that can be leveraged to advance team 

goals. 

The Challenges Of Legal Culture 

Law is an analog function in a digital 

world. Its culture is the principal cause. 

Legal culture derives from the myth of legal 

exceptionalism manifest in its worldview of 

“lawyers and ‘non-lawyers.’” The industry 

operates on the premise that “lawyers know 

best.” It is self-regulated, self-selective, 

(read: homogeneous), and self-contained. 

Its legacy stakeholders—law schools, legal 

providers, regulators, and the judiciary—

continue to operate as a guild. They cling to 

stasis in a world where change has become 

one of its few constants. 

Law’s hierarchical structure impedes collab-

oration in a variety of ways. The workforce 

is segmented by rank—usually conferred by 

seniority. Expertise is, likewise, often associ-

ated with years of practice, not aptitude, ex-

perience, results, professional judgment, or 

leadership skills. Performance, especially in 

law firms, is measured by input, not output. 

The larger the law firm, the farther removed 

most attorneys and legal professionals—es-

pecially younger ones— tend to be from the 

client. This affords them little context for 

what the overriding strategy is, how their 

work fits into it, and what the client’s objec-

tives are and the process of meeting them. 

This piecemeal approach to tasks virtually 

eliminates the opportunity to collaborate 

with those that fashion the strategy or to 

learn by observing them. Conversely, seniors 

tend to pursue approaches that may have 

worked in the past but may not be so effec-

tive now. They can learn from younger gen-

erations that are often in the vanguard of 

change. 

Remote working, high turnover (especially 

among firm associates), limited mentoring 

opportunity, and a tactical, short-term ap-

proach to systemic challenges are hardly fer-

tile ground for harvesting intergenerational 

knowledge sharing. That’s why valuable “re-

verse-mentorship” programs created by a 

handful of corporate legal teams and law 
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firms are a rarity. Those that exist—Reed 

Smith is an example— provide an opportuni-

ty to exchange perspectives, experiences, 

knowledge, and no-how. Equally important is 

that these programs build trust, shatter 

stereotypes, promote team building, bridge 

generational language barriers, and advance 

mutual respect, understanding, and empathy. 

Humanizing the legal sector would help ad-

dress its health, well-being, performance, and 

sense of purpose. 

What can the legal industry do to cure its 

legacy cultural hangover? How can it create 

an environment that is more attractive and 

welcoming to the multidisciplinary, holistical-

ly diverse, collaborative, curious, agile emo-

tionally intelligent, learners-for-life, cus-

tomer-centric, socially aware, and compas-

sionate workforce required to meet the 

changing needs of business and society-at-

large? Is this a mirage? 

Here are several recommendations for foster-

ing a culture that defines itself by those cpre 

values and qualities. The points below apply 

not only to intergenerational collaboration 

but also to diversity, equity, and inclusion 

(DEI) and the enterprise-wide digital journey. 

1. Andrew Carnegie defined teamwork as 

“the ability to work together toward a com-

mon vision…(and) to direct individual ac-

complishments toward a common vision. It is 

the fuel that allows common people to attain 

common results. The legal function must jet-

tison its zero-sum mindset in favor of col-

laboration, teamwork, and holistic diversity 

in pursuit of common goals and a shared 

purpose.” 

Nota Bene: legal stakeholders. 

2. The generations have a great deal to 

learn from and teach each other. This is 

emblematic of the value of diversity more 

broadly. Law’s lack of diversity, knowledge-

sharing, and misalignment with its clients 

and the wider society have contributed to 

an erosion of public trust in lawyers, the 

legal system, and the rule of law. Without 

it, democracy as we know it will be in the 

rearview mirror. 

It’s past time to reverse that trend and to 

create a more humane, diverse, customer-

centric, socially responsible, efficient, 

transparent, accessible, affordable, scalable 

legal function that is far less lawyer-centric 

and far more multidisciplinary. All five gen-

erations of legal professions, together with 

legal consumers and those with unmet need 

for legal products and services should have 

a voice in this process. 

3. The legal industry must focus more on 

the health and well-being of its workforce. 

Humanity is a good place to start; the legal 

industry undervalues it presently. Intergen-

eration collaboration will help. It provides 

intrinsic and extrinsic value to individuals, 

the wider workforce, enterprise, and its 

customers. 
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4. In September 2021, Bloomberg Law’s At-

torney Workload and Hours Survey reported 

that nearly half of all lawyers surveyed said 

they were actively looking for new jobs or 

open to offers. This suggests that money 

alone cannot solve the profession’s well-be-

ing, health, and lack-of-purpose issues. 

5. While there are no panaceas for these in-

terrelated challenges, they clearly emanate 

from a common source: an industry culture 

whose values no longer resonate with many 

in its workforce, business, and society. This 

is both a long and short-term issue for the 

legal industry. The can cannot be kicked 

down the road much longer. 

6. Younger generations need hands-on expo-

sure to those that have “been there and done 

that.” They have much to teach their elders, 

too. Seniors benefit from collaboration with 

younger generations in a legion of ways—

not least of which is remaining relevant and 

continuing their own evolution as profes-

sionals and human beings. Those in mid-ca-

reer can benefit from exposure to the gener-

ations they sandwich. They are the bridge 

between what was and what will be; that is 

valuable context for the need to adapt and 

forge a mindset and professional course cor-

rection. 

7. Intergenerational collaboration addresses 

one of the legal sector’s long-term chal-

lenges: how will the next generation(s) ob-

tain the hands-on experience to lead the or-

ganization in the future and earn the trust of 

colleagues and clients? Intergenerational ini-

tiatives will enable current leadership to 

mentor and vet leaders of the future. Con-

versely, younger generations will have a 

“safe place” to offer their elders counsel de-

signed to make them better leaders and 

communicators, especially with younger 

workforce members. 

8. Intergenerational collaboration should not 

only be fostered between/among licensed 

attorneys; it should also be multidisciplinary 

and cross-function as well. This derives from 

an enterprise culture that values a holistic, 

agile approach to problem solving uncon-

strained by rank, seniority, or the politics of 

internal fiefdoms. 

A digitally mature enterprise is one that 

breaks down traditional barriers to collabo-

ration and recognizes that complex chal-

lenges require a multiplicity of skillsets, per-

spectives, and experiences to solve. Legal 

delivery, for example, requires the collabora-

tion of legal, data, IT, HR, design, opera-

tions, customer relations, and other disci-

plines to be effective. Likewise, the legal 

function is not self-contained; to proactively 

identify and defend against risk, it must col-

laborate with other functions within the en-

terprise. This is the application of Carnegie’s 

definition of teamwork. 

9. The legal industry should embrace more 

flexible work arrangements to leverage its 
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flexible work arrangements to leverage its 

knowledge-based workforce. Presently, most 

firms, corporate legal teams, and other 

providers take an “all in or out” approach to 

more flexible working arrangements. They 

are losing valuable talent at a time when it is 

desperately needed. Professionals under-

stand that flexibility does not relieve them of 

the obligation to meet deadlines and do 

what they commit to. 

The industry should invest in multidiscipli-

nary and intergenerational programs de-

signed to promote personal engagement, 

shared learning, and other collaborative ac-

tivities. 

10. Investment in the workforce should be a 

cultural cornerstone, not a tag line. It is part 

of a long-term strategy designed to adapt 

and respond to the rapidly changing needs 

and expectations of business and the wider 

society. It involves its entire multigenera-

tional workforce, not just a designated few. 

It is essential to organizational sustainability. 

11. Many large corporations have estab-

lished close ties with universities and col-

leges to “custom design” curricula and expe-

riential learning programs that better pre-

pare students for the marketplace and, for 

some, employment in the sponsoring com-

pany. This is a “win-win” process that the 

legal function should adopt. It should go be-

yond collaboration with law schools and also 

include: business, computer and data sci-

ence, engineering, and other areas that in-

tersect with legal delivery. 

12. Legal providers and others in the sector 

should include intergenerational collabora-

tion as part of their DEI strategic plan. It 

should also be a part of succession planning 

as well as overall strategic planning. 

13. Culture is a reflection of group self-iden-

tification and its core values. Intergenera-

tional collaboration helps bridge the genera-

tional divide by expanding learning while 

finding common ground. A cohesive multi-

generational workforce is better equipped to 

meet current challenges and to anticipate 

new ones. In the longer term, it promotes 

corporate sustainability by advancing suc-

cession planning and identifying young 

leaders across the organization. 

14. Culture may emanate from senior lead-

ership, but it requires leaders throughout the 

organization. Legal culture has frowned 

upon mercurial rises and bold, young lead-

ers. It would be prudent to reconsider its 

hardline stance. For example, senior man-

agement should consider having one or 

more “young leaders” (e.g. under 30) to 

serve in leadership, perhaps on a rotating 

basis. This will send out a signal that the or-

ganizational elders do not have a monopoly 

on good ideas or a stranglehold on leader-

ship. While experience is certainly an ele-

ment of leadership, lack of it should not hold 

back those who have demonstrated “the 
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right stuff” to solve problems, inspire others, 

lead by example, and show compassion 

while being passionate. 

Conclusion 

Creating an organizational culture that is 

holistically diverse in its composition, uni-

fied in its purpose, and team-oriented, cus-

tomer-centric, and socially committed in its 

orientation is a recipe for digital success. 

This blend is ideal for tapping into the latent 

potential of a multigenerational workforce 

to drive positive impact to individuals, the 

enterprise, its customers, and society. 

Generations reflect the societal shifts that 

helped to shape them. Empathy, emotional 

intelligence, critical thinking, intellectual 

agility, curiosity, grit and teamwork are 

among a short list of character traits that 

transcend generational, cultural, socio-eco-

nomic, and other differences. When these 

traits are leveraged, everyone benefits. 
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Measuring the Success of an 

E-Discovery Project 

Ari Kaplan speaks with Vincent Liu, senior project manager at Level Legal, a provider of  

e-discovery managed services. 

MEASURING THE SUCCESS OF AN E-DISCOVERY PROJECT
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Ari Kaplan 

Tell us about your background and your role 

at Level Legal. 

Vincent Liu 

I began my career in e-discovery in 2002 at 

Valora Technologies, where I was responsible 

for document coding. I then held various se-

nior project management roles with several 

other vendors before joining Level Legal in 

January 2023. 

Ari Kaplan 

How does your team measure the success of 

an e-discovery project? 



Magazine for Legal Operation Professionals• �29

Vincent Liu 

One of the reasons why I came to Level 

Legal was because of its core values. The 

team really believes and practices them, 

which are: give a damn; get it done right; 

show respect; and, deliver delight. As long 

as we do all four of those core values, the 

customer is happy, we've produced every-

thing on time, and everything is accurate, 

that is a successful project. We also hold a 

post-mortem or retrospective on every 

project, where we review the experience 

with the customer to identify ways that we 

can improve on the next matter. It is a col-

laborative effort and a key to our success. 

Ari Kaplan 

What are some best practices for manag-

ing an e-discovery project cost-effectively, 

but also while maintaining quality and 

completeness? 

Vincent Liu 

Start at the left of the EDRM to under-

stand how you are collecting documents 

and from how many custodians to ensure 

that you are not over-collecting. It is also 

critical to deploy the proper technical ex-

pertise to effectively manage the project. 

In addition, segregate chunks of your data 

into your reviewable set and prioritize 
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deduplication. At Level Legal, we focus on 

dataset reduction while also tracking every 

record in the dataset to maximize account-

ability. 

Ari Kaplan 

What is the role of artificial intelligence now 

and how do you see that role changing in e-

discovery? 

Vincent Liu 

I am fascinated with AI. Of course, it is early 

everywhere, but it will definitely play a part 

in the industry. I do not, however, see it as a 

replacement for attorneys or even technolo-

gists. Rather, it will be more of an enhance-

ment and create new jobs in the form of 

prompt engineers, for example, who can help 

teams maximize the use of this technology. 

Ari Kaplan  

As the market continues to change, what 

skills and experiences are necessary for suc-

cess as an e-discovery project manager? 

Vincent Liu 

Technical expertise is paramount. Project 

managers need to be expert users of their re-

view platform of choice. Communication 

skills are also essential. Being clear, concise, 

and coherent in your communications with 

your team and clients is important for trans-

parency and in creating a seamless experi-

ence. It also helps with anticipating problems 

before they arise. In fact, that is closely con-

nected to our core values of delivering de-

light. So rather than simply answering a 

client’s question, I ask about their ultimate 

objective and both address the immediate 

need and anticipate future challenges to ad-

dress them in advance. Finally, analytical 

skills and the ability to think creatively are 

critical. Understanding how something works 

is helpful, but successful project managers 

can evaluate unique problems and help their 

clients develop solutions rapidly and with 

confidence.  

Ari Kaplan 

How do you see e-discovery evolving? 

Vincent Liu 

E-discovery will remain heavily tied to tech-

nology. AI will, of course, be a significant fac-

tor in the development of this field. As a re-

sult, rather than fear technology, profession-

als, especially project managers, need to em-

brace it and use it to benefit their clients. 

About the Author 

Ari Kaplan (http://www.AriKaplanAdvisors.-

com) regularly interviews leaders in the legal 

industry and in the broader professional ser-

vices community to share perspectives, high-

light transformative change, and introduce 

new technology at http://www.Reinventing-
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Click here to listen to his conversation with 

Vincent Liu.

 � • Magazine for Legal Operation Professionals30

MEASURING THE SUCCESS OF AN E-DISCOVERY PROJECT

http://www.AriKaplanAdvisors.com
http://www.AriKaplanAdvisors.com
http://www.ReinventingProfessionals.com
http://www.ReinventingProfessionals.com
https://www.reinventingprofessionals.com/measuring-the-success-of-an-e-discovery-project/
http://www.AriKaplanAdvisors.com
http://www.AriKaplanAdvisors.com
http://www.ReinventingProfessionals.com
http://www.ReinventingProfessionals.com
https://www.reinventingprofessionals.com/measuring-the-success-of-an-e-discovery-project/


Click on the cover(s) to read the eBook

LEGAL OPERATORS MEMBERSHIP PERKS

Magazine for Legal Operation Professionals• �31

Free Perks for Readers

https://peterconnor.legal-

businesslibrary.com/index-

h5.html?page=1 https://pe-

terconnor.legalbusinessli-

brary.com/index-h5.html?

page=1 https://petercon-

nor.legalbusinesslibrary.com/

i n d e x - h 5 . h t m l ? p a g e = 1 

https://peterconnor.legal-

businesslibrary.com/index-

h5.html?page=1 https://pe-

terconnor.legalbusinessli-

brary.com/index-h5.html?

page=1 https://petercon-

nor.legalbusinesslibrary.com/

https://jelleoorebeek.legalbusi-

nesslibrary.com/index-h5.html?

p a g e = 1 h t t p s : / / j e l l e o o r e-

beek.legalbusinesslibrary.com/in-

dex-h5.html?page=1 https://

jelleoorebeek.legalbusinesslibrary.-

c o m / i n d e x - h 5 . h t m l ? p a g e = 1 

https://jelleoorebeek.legalbusi-

nesslibrary.com/index-h5.html?

p a g e = 1 h t t p s : / / j e l l e o o r e-

beek.legalbusinesslibrary.com/in-

dex-h5.html?page=1 https://

jelleoorebeek.legalbusinesslibrary.-

c o m / i n d e x - h 5 . h t m l ? p a g e = 1 

https://jelleoorebeek.legalbusi-

https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://peterconnor.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1
https://jelleoorebeek.legalbusinesslibrary.com/index-h5.html?page=1


THE POWER OF HUMAN SKILLS

 • Magazine for Legal Operation Professionals32

The power of human skills: 
Breaking the notion of soft 
skills 
By Eve Vlemincx, Strategic Advisor, Advisory Council Member for Harvard Business Review 
and is a Course Facilitator at Stanford Graduate School of Business. 

Introduction 

In an age defined by digital transformation, 

the legal industry is undergoing a signifi-

cant shift. While legal expertise has long 

been the foundation of success in this field, 

the emergence of human skills has proven 

to be a game-changer. Often overlooked, 

these interpersonal competencies are now 

essential for motivating legal teams, deliv-

ering exceptional client experiences, and 

adapting to the demands of the digital 

landscape. In this article, we delve into the 

profound relevance of human skills in the 

legal industry and highlight their transfor-

mative power. 
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The changing landscape of legal skills  

Traditionally, the legal profession placed a 

heavy emphasis on hard skills, such as legal 

research, drafting contracts and courtroom 

advocacy. While these technical proficiencies 

remain critical, the digital era calls for a 

broader skill set. Human skills, including 

communication, collaboration, empathy, 

adaptability, and emotional intelligence, 

have become indispensable in navigating the 

complex legal landscape and engaging with 

clients effectively. 

Within law firms and legal departments, ef-

fective teamwork and communication are 

vital for success. Today, legal professionals 

often collaborate on cases across different 

offices, time zones, and even jurisdictions. 

By cultivating strong human skills, such as 

active listening, clear communication, and 

empathy, legal leaders can inspire their 

teams to excel. Motivated and engaged pro-

fessionals are more likely to contribute inno-

vative solutions, enhance productivity, and 

foster a supportive work environment. 

Clients seeking legal services increasingly 

expect a personalized and tailored experi-

ence. Human skills are pivotal in creating a 

positive client journey. Professionals who 
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possess exceptional communication skills 

can convey complex legal concepts in a 

clear and accessible manner, ensuring 

clients understand their options and feel 

supported throughout the process. Empathy 

and active listening enable legal profes-

sionals to genuinely understand clients' 

concerns, build trust, and deliver superior 

client experiences. 

The digital revolution is transforming the 

way legal services are delivered. Amidst 

these changes, human skills become even 

more valuable. Lawyers who demonstrate 

adaptability and a willingness to embrace 

technological advancements can leverage 

these tools to enhance efficiency, streamline 

processes, and deliver services that align 

with clients' evolving expectations. Human 

skills empower legal professionals to navi-

gate the evolving digital landscape with 

confidence and resilience. 

Rather than categorizing these essential 

competencies as "soft skills," the legal in-

dustry must recognize their true signifi-

cance. By reframing the conversation and 

highlighting the transformative power of 

human skills, we can foster a culture that 

values emotional intelligence, collabora-

tion, and adaptability. It is time to embrace 

these competencies as "essential skills" and 

integrate them into legal education, train-

ing programs, and professional develop-

ment initiatives. 

Conclusion 

Digital transformation is not just about the 

next tech thing. To be succesful the impor-

tance of human skills cannot be understat-

ed. Beyond legal expertise, lawyers and le-

gal professionals must possess effective 

communication, empathy, adaptability, and 

collaboration skills to thrive in this dynamic 

landscape. By prioritizing the development 

and integration of human skills, the legal 

industry can elevate client experiences, fos-

ter innovation, and empower legal profes-

sionals to navigate the complexities of the 

digital era with resilience and confidence. 

About the Author 

Eve Vlemincx is a strategic advisor with ex-

pertise in a wide array of areas including 

legal digital transformation, innovation and 

leadership.  

She serves as an advisory council member 

for Harvard Business Review and is a 

Course Facilitator at Stanford Graduate 

School of Business. Eve is highly sought af-

ter as a keynote speaker and guest lecturer 

in various professional settings. Notably, 

she has been honored as a five-time recipi-

ent of the Stanford GSB LEAD Award. 

Operating at the dynamic intersection of 

legal and business, Eve holds certifications  
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from esteemed institutions such as Oxford, 

Harvard, Kellogg and Stanford Graduate 

School of Business. Additionally, she brings 

substantial experience as a seasoned lawyer 

specializing in corporate law and restruc-

turings. 

Eve's guiding philosophy is centered on 

working smarter, not harder, as she helps 

individuals and organizations navigate the 

complexities of today's rapidly evolving 

landscape. 
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Keynote Speaker at Summit by the Sea 

Colonel David M. Rozelle, 

More than an inspiration  
By Colin McCarthy

SUMMIT BY THE SEA KEYNOTE SPEAKER
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It is with immense honor that I get to an-

nounce one of the most extraordinary human 

beings to be the keynote at Summit by the Sea 

this Sept in Santa Barbara, California with Le-

gal Operators!  

Some of us are very fortunate to live good and 

somewhat interesting lives but Colonel David 

M. Rozelle is a different cup of tea altogether.  

Here goes - I was looking for someone to de-

liver a speech on resilience. Somebody who 

lived through the wars and has all the scars to 

prove it. Somebody despite the scars and 
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wounds, hold their head high and rush 

back into battle because they have a 

higher purpose.  

After being introduced to David by his 

high school football team mate Jason 

Smith, I soon realized that I was dealing 

with one of the most inspirational people 

I’ve ever met. David has lived 10 life 

times in this single life. I’m so excited to 

introduce him to our legal operations 

leaders this September in Santa Barbara. 

This will be an inspiring and unforget-

table experience for you!  

Colonel (Retired) David Rozelle is an in-

spiration and icon among Military Am-

putees over the last twenty years, and re-

cently completed over twenty-six years of 

honorable service in the Army. David 

served primarily as an Armor/Cavalry Of-

ficer and led Soldiers in three tours in Iraq 

and one in Afghanistan. David lost his 

right leg below the knee to a land-mine in 

Iraq in June of 2003, during his first de-

ployment. Stationed at Fort Carson at the 

time, David found outdoor recreation to be 

the best therapy during his recovery and 

worked with several charities to improve 
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opportunities for returning veterans. By re-

turning to Iraq, he became the first military 

amputee to return to command on the same 

battlefield as amputation since the US Civil 

War. In 2005, David published a “NY Times 

Bestseller” book, Back in Action, which de-

tailed his injury and return to command in 

the Cavalry. In 2006, while delivering the 

Military Advanced Amputee Training Cen-

ter at Walter Reed, David further inspired 

the country by qualifying for and then win-

ning his division in the Ironman Champi-

onship in Kona, Hawaii. Despite his retire-

ment to South Carolina, David continues to 

serve as an executive leader for the State of 

South Carolina Department of Veterans Af-

fairs. In his free time, he remains active in 

supporting his fellow military injured. 

Only 7 weeks to the summit! and I will be 

dropping speakers and topics on LinkedIn 

over the next few weeks. This year is going 

to be something special!  Click here to order his book 

********

SUMMIT BY THE SEA KEYNOTE SPEAKER

https://www.google.com/books/edition/Back_In_Action/WAHnAgAAQBAJ?hl=en&gbpv=0&kptab=overview
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ASK LEGALOPS OPEN AI  

Tell us more about the Future 
of Legal Operations? 
Powered by Legalops ChatGPT (based on GPT4) 

ASK LEGELOPS OPEN AI

The Future of Legal Operations: A Look 

Ahead 

The legal industry is evolving at a rapid pace, 

and with it, the role of legal operations pro-

fessionals is becoming increasingly vital. Le-

gal operations professionals are responsible 

for managing the business side of law firms 

and legal departments, including everything 

from financial management to technology 

implementation.  

As the legal industry continues to change, so 

too will the role of legal operations profes-

sionals. In this article, we will explore some 

of the trends that are shaping the future of 

legal operations. 

Increased Focus on Data Analytics 

One of the biggest trends in the legal indus-

try today is the increased focus on data ana-

lytics. Legal operations professionals are in-

creasingly using data analytics to help them 

make better decisions about everything from 

staffing to billing. For example, data analytics 

can help legal operations professionals iden-

tify which attorneys are most efficient and 

which clients are most profitable. This infor-

mation can then be used to make staffing  
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decisions and pricing decisions that improve the 

bottom line. 

The Rise of Artificial Intelligence 

Another trend that is shaping the future of legal 

operations is the rise of artificial intelligence 

(AI).  

AI has the potential to revolutionize the legal 

industry by automating routine tasks and pro-

viding lawyers with more accurate and compre-

hensive information. Legal operations profes-

sionals will play a critical role in implementing 

AI systems and ensuring that they are integrat-

ed seamlessly into existing workflows. 

Increased Collaboration Between Legal Op-

erations and IT 

As technology becomes more important in the 

legal industry, legal operations professionals 

will need to work more closely with IT depart-

ments. This collaboration will be critical to en-

suring that technology is implemented effective-

ly and that it meets the needs of both lawyers 

and clients.  

Legal operations professionals will need to be 

able to communicate effectively with IT profes-

sionals and understand the technical aspects of 

new software and hardware. 
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The Importance of Cybersecurity 

As the legal industry becomes more reliant on 

technology, cybersecurity will become in-

creasingly important. Legal operations profes-

sionals will need to work closely with IT de-

partments to ensure that law firms and legal 

departments are protected from cyber threats. 

This will involve implementing robust securi-

ty protocols, training employees on cyberse-

curity best practices, and staying up-to-date 

on the latest threats and trends in cybersecu-

rity. 

The Growth of Alternative Legal Service 

Providers 

Finally, the growth of alternative legal service 

providers (ALSPs) is another trend that is 

shaping the future of legal operations. ALSPs 

offer a range of services, from document re-

view to contract management, at a lower cost 

than traditional law firms. Legal operations 

professionals will need to work closely with 

ALSPs to ensure that they are providing high-

quality services and that they are integrated 

effectively into existing workflows. 

There are pitfall in succes of Legal Opera-

tions, now and in the future 

There are several potential pitfalls in the de-

velopment of legal operations. Think about: 

1. Lack of buy-in from key stakeholders: With-

out support from senior leadership, legal op-

erations initiatives may struggle to gain trac-

tion. 

2. Resistance to change: Legal professionals 

may be resistant to changes in their work-

flows or processes, particularly if they are ac-

customed to working in a certain way. 

3. Limited resources: Legal operations teams 

may face challenges in securing the resources 

they need to implement new technologies or 

processes. 

4. Data quality issues: Legal operations ini-

tiatives often rely on accurate data to drive 

decision-making, but poor data quality can 

undermine the effectiveness of these efforts. 

5. Cybersecurity risks: As legal operations 

become more reliant on technology, there is 

an increased risk of cybersecurity threats 

such as data breaches or ransomware at-

tacks. 

It is important to address these potential 

pitfalls proactively to ensure the success of 

legal operations initiatives. 

How to become a successful Manager 

To become a successful legal operations 

manager, there are several competencies 

that are essential: 

Project management: Legal operations man-

agers need to be skilled in project manage-

ment, including planning, executing, and 

monitoring projects to ensure they are 

completed on time and within budget. 

CHATGPT ARTICLE
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Communication: Effective communication is 

critical for legal operations managers, as 

they must be able to communicate complex 

legal and technical information to stake-

holders at all levels of the organization. 

Data analysis: Legal operations managers 

must be able to analyze data to identify 

trends and make informed decisions based 

on that data. 

Technology proficiency: Legal operations 

managers should have a strong understand-

ing of technology, including legal software 

and other tools that can help streamline 

processes and improve efficiency. 

Financial acumen: Legal operations man-

agers need to have a solid understanding of 

financial management principles, including 

budgeting, forecasting, and cost analysis. 

Change management: Legal operations 

managers should be skilled in change man-

agement, including the ability to manage 

resistance to change and facilitate the 

adoption of new processes or technologies. 

Legal knowledge: While legal operations 

managers don't need to be practicing attor-

neys, they should have a strong under-

standing of legal concepts and terminology 

to effectively manage legal operations ini-

tiatives. 

Teamwork: To become really successful in 

your role of Legal Operations Manager it is 

important that you understand that success 

is based on the joint outcome of your team, 

and not your output as manager. Being able 

to share information with your team mem-

bers is key in the overall succes of the team.  

Conclusion 

The future of legal operations is bright, but 

it will require legal operations professionals 

to be adaptable and forward-thinking. By 

staying up-to-date on the latest trends in 

data analytics, artificial intelligence, IT col-

laboration, cybersecurity, and alternative le-

gal service providers, legal operations pro-

fessionals can help their firms and depart-

ments stay ahead of the curve.  

The role of legal operations professionals is 

becoming increasingly important in today's 

legal industry, and those who are able to 

embrace change and innovation will be well-

positioned for success in the years ahead. 
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BROWSE TECH DIRECTORY 
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Share Your whitepaper 
with +60K Readers 
-A Unique content marketing solution by legal Operators- 

WE’ll make a professional ebook from 

your whitepaper and share it with +60K 

professionals in the legal industry 

Example

Contact us Here 

All Our products are responsive. meaning that they scale automatically to the device used (phone, tablet, ebook, kindle, desktop, laptop etc.)

mailto:info@legaloperators.com
mailto:info@legaloperators.com
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Innovation 
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INNOVATION HUB
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Artificial Intelligence 

Business Intelligence Tools 

CLM 

Consulting Services 

Contract Review 

Contract Review & Automation 

Data Governance 

Diversity 

Document & Case Review 

Document Management 

e-Discovery 

eBilling 

Enterprise Management (ELM) 

Knowledge Management 

Legal Hold 

Legal Operations Consulting 

Legal Spend 

Legal Spend Management 

Matter Management Software 

Outside Counsel Management 

Pricing Models 

Records Management & Retrieval 

Risk Management 

Subpoena Management 

Thought Leadership 

Workflow Automation  (and more) 

Educate yourself in our Innovation Hub. A collection of content organized in over 

38 different legal operations categories of interest including webinars, white pa-

pers, and expert resources. Click on one of our category listings below or search our 

Innovation Hub by Category, Resource Type and Access level at our website.

INNOVATION HUB
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GE For all devices 

Legal Operators is a responsive designed magazine. Respon-

sive design means that design and development respond to 

the user's behavior and environment based on screen size, 

device/platform and orientation. Besides a responsive flip 

book version the magazine is also published as a download-

able PDF. 

Enrichment & Linking 

To increase content value the magazine is enriched with meta 

data and linking to a variety of outside resources. Mean-

ing that you are able to access in-depth and/or sup-

porting information next to 

the articles. Video’s and pod-

casts are linked to their orig-

inal sources, and eBooks or 

eZines are most of the time 

just one click away, and di-

rectly accessible. 
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The Flipbook functions (online reader version) 

The following image shows all the features of this magazine. You may not see some of the fea-

tures, (or are disable) due to the digital rights, device, or used browser.  

Some linking examples 

Jump to the category Links in Articles Play Podcast Play Video
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Diversity & Inclusion 
For Legal Operators diversity and inclusion 

are important topics. Luckily we see a lot of 

organizations prioritizing these topics and 

starting to roll-out dedicated programs. 

However there is still a lot to learn, and why 

not learn from each other?  

Therefore we welcome everybody who is 

willing to share their experience, programs, 

what works - what not, challenges and more 

in an article published in Legal Operators 

eZine. 

Feel free to send your article, article outline, 

or idea to Colin McCarthy. 

mailto:colin@legaloperators.com?subject=Content%20Contribution
mailto:colin@legaloperators.com?subject=Content%20Contribution

