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Robyn Weisman

0LNH�6KDQQRQ�VD\V�WKDW�HI¿FLHQF\�
has been a priority since he started 
his tenure as Dechert CIO a decade 
DJR��)RU�H[DPSOH��6KDQQRQ�VD\V�WKDW�
Dechert uses videoconferencing more 
WKDQ�PRVW�ODZ�¿UPV��³:H�GR�DERXW�����
PXOWLSRLQW�YLGHR�FRQIHUHQFHV�SHU�PRQWK��
and it makes sense because our law-
yers might have to be in three different 
SODFHV�LQ�D�JLYHQ�GD\�´�KH�H[SODLQV��

(I¿FLHQF\�PRWLYDWHG�'HFKHUW�WR�
RXWVRXUFH�LWV�¿UVW�OHYHO�KHOS�GHVN�
services to Chicago-based legal tech-
QRORJ\�VHUYLFHV�SURYLGHU�.HQR�.R]LH��
Dechert began outsourcing its help 
GHVN�WR�.HQR�.R]LH�LQ�WKH�VXPPHU�RI�
������DQG�.HQR�.R]LH�KDV�DOUHDG\�
resolved an average of 80 percent of 
KHOS�GHVN�FDOOV�

³:H�QHHG�WR�KDYH�D������KHOS�GHVN�
because the sun never sets on the 

'HFKHUW�HPSLUH�´�TXLSV�6KDQQRQ��
DGGLQJ�WKDW�WKH�¿UP�KDV����RI¿FHV�
WKURXJKRXW�WKH�8�6���(XURSH��DQG�
$VLD��³7KH�FDOO�H[SHULHQFH�DW���D�P��
EST should be no different than at 2 
S�P��(67��<RX�ZDQW�WKH�VDPH�OHYHO�RI�
H[SHUWLVH�DW�DQ\�WLPH��LQFOXGLQJ�WKH�
ZHHNHQGV�´

6WDI¿QJ�DQG�PDLQWDLQLQJ�DQ�LQ�KRXVH�
FRWHULH�RI�KHOS�GHVN�H[SHUWV�LVQ¶W�
IHDVLEOH�RQ�HLWKHU�D�FRVW�RU�WDOHQW�OHYHO��
DFFRUGLQJ�WR�6KDQQRQ��.HQR�.R]LH�
has been providing legal help desk 
and other legal services for over 20 
\HDUV��³7KH\�GR�QRW�IROORZ�WKH�W\SLFDO�
HVFDODWLRQ�SKLORVRSK\��ZKHUH�FDOOV�DUH�
¿UVW�DQVZHUHG�E\�¿UVW�OHYHO�VXSSRUW�
WHFKQLFLDQV�´�VD\V�6KDQQRQ��³$OO�FDOOV�
are routed to the senior members of 
WKH�WHDP�WR�PD[LPL]H�¿UVW�FDOO�UHVROX-
WLRQ��7KLV�KDV�UHVXOWHG�LQ�RXU�¿UVW�FDOO�
HI¿FLHQF\�H[FHHGLQJ����SHUFHQW�DQG�
)&5�UDWLRV�FORVH�WR����SHUFHQW�´

TESTinG THE ExPErTS
%HIRUH�GHFLGLQJ�RQ�.HQR�.R]LH��6KDQ-
non and a few Dechert colleagues 
ZHQW�WR�&KLFDJR�WR�YLVLW�.HQR�.R]LH¶V�
IDFLOLWLHV��³:H�GLGQ¶W�ZDQW�WR�JHW�VROG�
on a sales pitch [but] on real analysts 
VXSSRUWLQJ�UHDO�ODZ�¿UP�DSSOLFDWLRQV�
OLNH�$XWRQRP\¶V�L0DQDJH�DQG�6DJH¶V�
&DUSH�'LHP��:H�DVNHG�WKHP�WR�JLYH�
us three analysts so we could ask 
HDFK�RI�WKHP�VDPSOH�KHOS�GHVN�FDOOV��
VXFK�DV��µ+RZ�GR�\RX�GR�WKLV�LQ�>L0DQ-
DJH@"¶�RU�µ+RZ�GR�\RX�VW\OH�WKLV�:RUG�
GRFXPHQW"¶�7KHQ�ZH�FKRVH�WKUHH�
UDQGRP�DQDO\VWV��ZKLFK�PDGH�>.HQR�
.R]LH@�D�ELW�QHUYRXV��EXW�WKH\�GLG�IDEX-
ORXVO\��WRR�´�6KDQQRQ�VD\V�

6KDQQRQ�VD\V�WKDW�WKH�DQDO\VWV¶�H[-
pertise in all the applications Dechert 
XVHV�VROG�6KDQQRQ¶V�WHDP�RQ�.HQR�
.R]LH¶V�FDSDELOLWLHV��³0\�OHYHO�WZR�
help desk manager can trip up some 
JRRG�DQDO\VWV��EXW�KH�KDG�D�KDUG�
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WLPH�WULSSLQJ�XS�>WKH�.HQR�.R]LH�
DQDO\VWV@�´

$FFRUGLQJ�WR�6KDQQRQ��.HQR�.R]LH�
hires analysts with ample experience 
HLWKHU�ZRUNLQJ�LQ�ODZ�¿UPV�RU�VXSSRUW-
ing them and then provides them with 
LQ�GHSWK��KDQGV�RQ�LQVWUXFWLRQ�IURP�
SURIHVVLRQDO�DSSOLFDWLRQ�WUDLQHUV��,Q�DG-
GLWLRQ��.HQR�.R]LH�DQDO\VWV�JHW�PRUH�
VSHFLDOL]HG�WUDLQLQJ�ZKHQHYHU�WKH\�MRLQ�
D�VSHFL¿F�FOLHQW�WHDP�DQG�DV�DSSOLFD-
WLRQV�DQG�WHFKQRORJLHV�HYROYH�

)RU�H[DPSOH��DOO�RI�.HQR�.R]LH¶V�
DQDO\VWV�HLWKHU�KDYH�0LFURVRIW�2I¿FH�
6SHFLDOLVW�&HUWL¿FDWLRQ�RU�DUH�LQ�WKH�
SURFHVV�RI�JHWWLQJ�WKHLU�FHUWL¿FDWLRQ��
³7KHUH�DUH�VR�PDQ\�QXDQFHV�LQ�:RUG�
ZLWK�UHJDUGV�WR�WDEOHV��IRUPDWWLQJ��DQG�
VR�IRUWK�WKDW�LW¶V�GLI¿FXOW�WR�OHDUQ�WKHP�
DOO�´�VD\V�6KDQQRQ��³7KH�>DQDO\VWV@�DW�
.HQR�.R]LH�XQGHUVWDQG�WKH�VSHFL¿F�
ZD\�'HFKHUW�VW\OHV�LWV�GRFXPHQWV��

DQG�.HQR�.R]LH�DQDO\VWV�DUH�H[SHUW�
with the use of styles and know our 
VSHFL¿F�QHHGV�´�

Shannon says it helps that Keno 
.R]LH�LV�D�IXOO�VHUYLFH�ODZ�¿UP�VXSSRUW�
RUJDQL]DWLRQ�WKDW�LQFOXGHV�HQJLQHHU-
LQJ�VWDII��&LWUL[�VSHFLDOLVWV��GRFXPHQW�
PDQDJHPHQW�H[SHUWV��DQG�DGYDQFHG�
DSSOLFDWLRQV�VXSSRUW��³.HQR�.R]LH�
has a depth of legal technology 
experience that cannot be easily 
IRXQG�LQ�RWKHU�VXSSRUW�RUJDQL]DWLRQV��
When complex calls come into the 
KHOS�GHVN��WKH�VXSSRUW�DQDO\VWV�KDYH�
extensive resources and experts that 
they can consult with or bring onto 
WKH�FDOO�LQ�VXSSRUW�RI�XVHUV�´�H[SODLQV�
6KDQQRQ�VD\V�

TraCKinG THE iSSUES
.HQR�.R]LH¶V�WHFKQRORJ\�LQFRUSRUDWHV�
a fully integrated incident management 
V\�VWHP��D�FRQWDFW�URXWLQJ�V\VWHP��

DQG�UHDO�WLPH�UHSRUWLQJ�WKDW�6KDQQRQ¶V�
WHDP�FDQ�DFFHVV��³>,W@�HQVXUHV�WKDW�DOO�
>'HFKHUW@�FRQWDFWV��ZKHWKHU�E\�SKRQH��
H�PDLO��RU�ZHE��DUH�LPPHGLDWHO\�URXWHG�
WR�WKH�SURSHU�DQDO\VWV��DXWRPDWLFDOO\�UH-
corded in the incident management sys-
WHP��DQG�DUH�DYDLODEOH�IRU�WUDFNLQJ�LQ�WKH�
UHDO�WLPH�UHSRUWLQJ�V\VWHP�´�6KDQQRQ�
VD\V��³7KH�PHWULFV�DUH�DOVR�LQWHJUDWHG�
LQWR�>.HQR�.R]LH¶V@�SKRQH�V\VWHP��ZKLFK�
LV�ZKHUH�ZH�JHW�RXU�DQVZHU�WLPH�´

Shannon says that as part of its 
VHUYLFH��.HQR�.R]LH�DQDO\]HV�W\SHV�
RI�FDOOV�DQG�FDOO�YROXPH��VR�WKDW�6KDQ-
QRQ¶V�WHDP�FDQ�XQGHUVWDQG�ZK\�
Dechert employees are calling and as 
D�UHVXOW��JHW�D�URRW�FDXVH�DQDO\VLV�RI�
any problems that may be widespread 
ZLWKLQ�WKH�¿UP�RU�DUH�HVSHFLDOO\�WURXEOH-
VRPH��$FFRUGLQJ�WR�6KDQQRQ��.HQR�
.R]LH�KDV�WZR�DQDO\VWV�DVVLJQHG�WR�WKH�
'HFKHUW�DFFRXQW��RQH�ZKRP�LV�GHGL-
FDWHG�VROHO\�WR�'HFKHUW��³7KH�PDQDJHU�
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in charge of the Dechert account is in 
touch with us on a weekly basis and is 
integrated into our management meet-
LQJV��´�KH�VD\V�

,Q�DGGLWLRQ��.HQR�.R]LH�DQDO\VWV�NQRZ�
exactly who from Dechert is calling 
and can immediately access past call 
WLFNHWV�DVVRFLDWHG�ZLWK�WKDW�SHUVRQ��³,I�
,�PDNH�D�FDOO��IURP�P\�KRPH�RU�FHOO�
SKRQH��WKH\�NQRZ�LW¶V�PH��:H�KDYH�DQ�
automated feed set up so that when 
ZH�DGG�QHZ�SHRSOH�WR�RXU�+5�V\VWHP��
all of their numbers become avail-
DEOH��DQG�DOO�RI�WKH�¿HOGV�DXWRPDWLFDOO\�
JHW�¿OOHG�RXW��LQFOXGLQJ�FDOO�KLVWRU\��VR�
WKDW�WKH\�FDQ�MXVW�VD\��µ:KDW�VHHPV�WR�
EH�WKH�SUREOHP"¶´�6KDQQRQ�H[SODLQV��
adding that the reporting is so detailed 
WKDW�.HQR�.R]LH�DQDO\VWV�NQRZ�KRZ�WKH�
person on the other end prefers to be 
DGGUHVVHG�

WHaT THE nUMbErS SaY
Shannon says testing involved migrating 
RQH�RI�'HFKHUW¶V�RI¿FHV�WZR�ZHHNV�HDUO\�
WR�VHH�KRZ�.HQR�.R]LH�ZRUNHG�ZLWKLQ�

WKH�V\VWHP��³7KHQ�ZH�MXVW�ZHQW�OLYH²�
���DQG�WKH�¿UVW�PRQWK�ZH�XVHG�WKHP������
WKH\�VROYHG����SHUFHQW�RI�RXU�FDOOV��3ULRU�
WR�WKDW��ZH�QHYHU�KDG�D�PRQWK�>ZKHUH�
more than] 68 to 70 percent of calls 
ZHUH�UHVROYHG�´�6KDQQRQ�VD\V��,Q�$SULO�
������IRU�H[DPSOH��.HQR�.R]LH�ZDV�DEOH�
to solve 3084 of the 3856 calls that it 
UHFHLYHG�IRU�D�¿UVW�FDOO�HI¿FLHQF\1 of 80 
SHUFHQW�����SHUFHQW�KLJKHU�WKDQ�ZKDW�
was stipulated in the service level agree-
PHQW��$QG�WKLV�SHUFHQWDJH�WRRN�LQWR�
DFFRXQW�FDOOV�WKDW�.HQR�.R]LH�ZDV�QRW�
LQ�D�SRVLWLRQ�WR�VROYH��VXFK�DV�KDUGZDUH�
IDLOXUHV��LVVXHV�ZLWK�GHVNWRS�LPDJHV��
DQG�RWKHU�GHVNWRS�VHUYLFHV�LVVXHV��
³7KDW¶V�SUHWW\�HI¿FLHQW��HVSHFLDOO\�ZKHQ�
\RX�FRQVLGHU�WKDW�>.HQR�.R]LH@�LV�UHVROY-
LQJ�WKRVH�FDOOV�LQ�XQGHU����PLQXWHV�´�
6KDQQRQ�VD\V�

)RU�WKH�VDPH�PRQWK��$SULO��������.HQR�
.R]LH�VROYHG������RXW�RI������FDOOV�LQ�
WKH�LQLWLDO�FDOO�IRU�D�¿UVW�FDOO�UHVROXWLRQ2 
RI����SHUFHQW�����SHUFHQWDJH�SRLQWV�
higher than what was stipulated in the 
6/$��$QG�.HQR�.R]LH�ZDV�VXFFHVVIXO�

LQ�DQVZHULQJ�H�PDLO�TXHULHV�TXLFNO\�DQG�
HI¿FLHQWO\�ZLWK�DQ�H�PDLO�DQVZHU�WLPH�RI�
MXVW�XQGHU�����SHUFHQW�����SHUFHQWDJH�
SRLQWV�KLJKHU�WKDQ�6/$�UHTXLUHPHQWV�

$FFRUGLQJ�WR�6KDQQRQ��'HFKHUW�LV�SD\-
LQJ��RQ�DYHUDJH������SHU�FDOO�EDVHG�RQ�
FXUUHQW�FDOO�YROXPH��+RZHYHU��'HFKHUW�
QHJRWLDWHG�D������FDOO�SHU�PRQWK�FDS��
so that anything over that threshold 
LV�IUHH�IRU�WKH�¿UP��³,I�ZH�ZHUH�WR�¿HOG�
������FDOOV��IRU�H[DPSOH��WKH�FRVW�SHU�
FDOO�ZRXOG�GURS�WR��������SHU�FDOO�´�
VD\V�6KDQQRQ�

1RZ�WKDW�.HQR�.R]LH�LV�FDSDEO\�
PDQDJLQJ�'HFKHUW¶V�/HYHO���KHOS�GHVN�
QHHGV��6KDQQRQ¶V����SHUVRQ�,7�WHDP�
is free to work on more pressing IT 
LVVXHV��+H�HVWLPDWHV�WKDW�KLV�GHSDUW-
PHQW¶V�HI¿FLHQF\�KDV�DOUHDG\�ULVHQ�E\�
PRUH�WKDQ����SHUFHQW²DQG�JLYHQ�KLV�
REVHVVLRQ�ZLWK�HI¿FLHQF\��6KDQQRQ�
VD\V�WKDW�FKRRVLQJ�.HQR�.R]LH�KDV��
LQ�MXVW�D�VKRUW�DPRXQW�RI�WLPH��EHHQ�D�
KXJH�ZLQ�RYHUDOO�

Robyn Weisman is a freelance writer based in 
&DOLIRUQLD�

5HSULQWHG�ZLWK�SHUPLVVLRQ�IURP�WKH���������HGLWLRQ� 
RI�ZZZ�ODZ�FRP�������$/0�0HGLD�3URSHUWLHV��
//&��$OO�ULJKWV�UHVHUYHG��)XUWKHU�GXSOLFDWLRQ�
ZLWKRXW�SHUPLVVLRQ�LV�SURKLELWHG��)RU�LQIRUPDWLRQ��
FRQWDFW���������������UHSULQWV#DOP�FRP�RU�YLVLW�
ZZZ�DOPUHSULQWV�FRP�

��� )LUVW�FDOO�HI¿FLHQF\�LV�FDOFXODWHG�E\�GLYLGLQJ�WKH�QXPEHU�RI�FDOOV�UHVROYHG�LQ�WKDW�LQLWLDO�¿UVW�OHYHO�KHOS�GHVN�FDOO�LQWR�WKH�QXPEHU�RI�WRWDO�FDOOV��7KRVH�WR-
WDO�FDOOV�LQFOXGH�WKH�FDOOV�WKDW�DQ�RXWVRXUFHG��¿UVW�OHYHO�KHOS�GHVN�LV�XQDEOH�WR�VROYH��VXFK�DV�WKRVH�UHTXHVWLQJ�WRQHU�FDUWULGJH�UHSODFHPHQWV�DQG�RWKHU�
GHVNWRS�OHYHO�VHUYLFHV�DFFRPSOLVKHG�RQ�VLWH�

��� )LUVW�FDOO�UHVROXWLRQ�GHVFULEHV�WKH�UDWLR�EHWZHHQ�WKH�QXPEHU�RI�FDOOV�WKDW�FDQ�EH�UHVROYHG�E\�.HQR�.R]LH¶V�¿UVW�OHYHO�KHOS�GHVN�RQ�WKH�YHU\�¿UVW�FDOO�DQG�
WKH�WRWDO�QXPEHU�RI�FDOOV�WKDW�.HQR�.R]LH�UHVROYHV�
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