
The 2019  
Fileman  
    Information  
       Management 
                       Survey 



Welcome to Fileman‘s inaugural review of the Information Management landscape within  
small to medium law firms in Australia. Our business goal is to find ways in which lawyers can 
work smarter, not harder. This survey was undertaken to get into the minds of our clients and 
the wider legal industry to better understand the pain points, priorities and what will help drive 
efficiencies so that we can continue to develop and tailor our services to best suit law firms‘ 
needs. 

By listening to our clients and the wider legal industry, we hope to bring you a service that will 
save time and money, and add significant value to your firm. 

We firmly believe in the importance of keeping client information safe and secure and 
finding ways for firms to meet legislative requirements as easily as possible, and as such 
we hope the results you see here will be an accelerator of change within the information  
management space. 

While some of the results were unsurprising, such as budget restrictions being a major block 
in the implementation of new technologies, there were some interesting results thrown our 
way as well, with nearly a third of respondents not following guidelines on destruction of client  
information.

We hope you find the results of our survey as interesting as we have, and if you have any  
questions about the results we welcome the opportunity for further discussion. 

Sean Conroy
GM - Sales & Marketing 

Introduction 

“Change is the law of life and those who look only to the past or present 
are certain to miss the future.” — John F. Kennedy
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Providing insight into the information management 
landscape in the legal industry - from those in the industry 



Key Highlights
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Lawyers are spending more and more time on non-billable work such as business development, 
employee management, invoicing and dealing with technology issues. With less than 50% of 
their day being billed to clients, there is an increasing pressure to find ways in which to improve 
efficiencies to give lawyers more time to meet the needs of their clients. 

1. 60% of lawyers bill less than four hours a day 

5. Only 37% of law firms are using an external provider for document  
storage

4. Nearly 1 in 4 respondents list technology issues as something that 
takes up a significant portion of their day

3. The biggest driver of change is improving operational efficiencies 

2. Clients expect more for their money 

The biggest driver of change is improving operational efficiencies, and it ties into every part 
of running a law firm including client expectations, increasing revenue and job satisfaction.  

By implementing systems that can improve operational efficiencies, you will have more time 
to work on client matters, increase your revenue, keep your clients happy, and improve job 
satisfaction by taking away laborious tasks that are a physical, mental and financial drain to you 
and your law firm. 

Client expectations have changed as to what and how legal services are provided, and the 
days of purely transactional engagements are long gone. Clients are increasingly expecting 
lawyers to use technology to provide a faster and more efficient service, and those who do not 
move with the wave of technology risk being left behind. 

All businesses, regardless of service output, face a potential myriad of technology  
issues when they step into the office each day. Common issues that take up time include  
systems going down, email not working, data backup issues and hardware and software issues.  

While some issues are unavoidable (internet service provider going down), by engaging with 
trusted IT service providers many businesses can minimise the disruption and leave the task of 
resolving the issues to the experts, allowing law firms to focus on what matters - billable work. 

It was quite surprising to see that only just over a third of respondents use a 
dedicated external provider for document storage. As filing, cataloguing, storing and  
destroying files is such a manually intensive job, many smaller law firms could be losing  
valuable billable time, and potentially not following the legal requirements for storage of  
sensitive client information, by not outsourcing this to a specialist provider. 



What size firm do you work at?

35%
2-4 Partners 

65%
Sole Practitioner

How many matters do you open per year?2

63% 32% 4% 1%

<300 300-1k 2k+1k-2k
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According to the National Profile of Solicitors  
Report  2016 (NPS16), 93% of all lawyers 
worked in firms with less than four partners. 
4% have 5-10 partners and only 3% of  
lawyers were based in firms with more than 11 
partners. 

While Fileman services cater to all sized firms, this 
survey focuses on the current and future state 
of smaller firms. This survey has a much higher 
proportion of 2-4 partner firms than the NPS16 
Report (35% v 19%). 

Based on our internal data, the response to this question accurately reflects the reality of small 
to medium law firms in Australia. The overall average across all firms was 230 matters per year, 
which includes all types of matters including but not limited to criminal, family, wills & probate, 
property, business and POA. 
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What state are you based in?

51%

12%

25%

4%

3%

1%

0%

4%

3

The results of our survey reflect an accurate distribution of practicing solicitors as shown in the 
National Profile of Solicitors 2016 Report, prepared by the Law Society of New South Wales. 

Just over half our respondents reside in New South Wales, followed by Victoria then  
Queensland. Our results have a slightly higher average for Northern Territory (3% v 0.7%) while 
slightly lower averages for WA (4% v 7.6%) and SA (1% v 5.2%). 
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51%
of respondents 

live in NSW 



What are the biggest drivers of change for law firms?4

57%

47% 45% 43%

38%
34%

17%

7% 5%

Improving  
operational 
efficiencies 

Cost  
reduction

Pricing 
pressure 

from clients

Increased 
client 

expectations

Cyber 
security

Increased  
competition

Greater  
flexibility

AI Internal  
pressure

While improving operational efficiencies came out on top, it‘s important to look into why law 
firms have this front of mind. 

With tighter budgets across Australia, law firms are looking at how to do more with less, and 
with increased pricing pressure and expectations from clients to get more for their money, 
law firms need to look at their internal processes. By finding areas that can be optimised 
through automation or outsourcing, you can reduce costs and improve operational efficiencies,  
giving you more time to focus on billable work and meeting clients increasing requirements. 

Surprisingly, given there has been such a strong global emphasis on the protection of personal 
information, only 38% cited cybersecurity as a major driver of change within the industry. 
With significant updates to the Australian Privacy Principles and the General Data Protection 
Regulation (GDPR) coming into effect across Europe in May 2018, data security and protection 
of personal information has taken centre stage with a majority of governing bodies and it is 
crucial that all businesses, especially law firms, take this seriously to protect not only their 
clients‘ information, but their reputations as well.  
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respondents could choose more than one answer



 

5 What are the biggest challenges for your firm?
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Increased competition24%

41%

Increased client expectations

Implementing new technologies

Increased compliance

Inability to respond to volume of requests

Increased workload

Tighter budgets

47%

40%

38%

36%

33%

2% Other

Once again client expectations have risen to the top, with just 
under half of respondents citing this as a key challenge. 

Implementing new technologies was a concern for 41%, which 
is not surprising for smaller law firms surveyed, as a majority do 
not have a dedicated IT resource. Lawyers are legal experts, 
not technology experts, and there is an immense amount of 
pressure to choose and implement technologies being placed 
on employees not equipped with the appropriate knowledge to 
make these decisions, which can result in delays in decision 
making and deployment of these technologies. 

It is positive to see that 40% of law firms acknowledge the  
growing importance of meeting the ever increasing demands 
of compliance. While the GDPR is not relevant to a majority 
of law firms in Australia at present, it is only a matter of time  
before these changes are reflected in our policies and so it is 
important to be ahead of the game in compliance to reduce the  
pressure on your firm when inevitable changes are made to the  
Australian Privacy Principles. 

respondents could choose more than one answer



 

What are your key technology priorities in 2019?6

63%

54%

34%

39%

18%

13%

5%

4%
Big data

AI

New practice management

Improving mobility

Improving information security

Systems for implementing a paperless office

Automating manual processes

Technologies that increase revenue through improved processes

Keeping in line with 
previous  responses,  

nearly two thirds of law 
firms are looking to improve 

their operational efficiencies  to  
minimise running costs and increase 

revenue. The starting point for this is 
usually  automating manual processes, 

which 54% of respondents stated they would 
be making a priority. 

39% of respondents have listed implementing a  
‘paperless‘ office; however, what many people fail 

to realise is that it is not enough to just scan files and  
destroy the physical copies, law firms need to ensure that all 

information they keep is defensible and true to the original. 

Interestingly, big data and AI were not seen as a priority at all for  
smaller law firms. This is likely because larger firms tend to be the  

early adopters of new technology as they have the money and resources to  
implement them. Smaller firms usually sit in the ‘late majority‘ stage of technology  

adoption, implementing once these technologies have been tried and tested by  
others with a proven benefit to their business and an increase in support available. 
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respondents could choose more than one answer



What is preventing adoption of new technologies in your firm?7

52%

32%

27%

23%
18% 18%

14%

Restricted  
budget

Integration  
concerns

Lack of  
experience

Unsure 
where to  

start

Compliance 
concerns

Difficulty  
measuring 

ROI

Internal 
resistance

According to the 2018 IBISWorld legal report, a fall in divorces, criminal activity and housing 
transfers from a declining market will lead to an expected revenue reduction of 2.5% across 
the legal industry in 2019. With this in mind, it is unsurprising that just over half of respondents 
cited restricted budget as a roadblock to technology adoption. 

Just under a third of respondents mentioned their concerns around integration, indicating that 
technology providers who take the time to create offerings that can easily integrate into current 
environments will benefit. 

27% of respondents mentioned a lack of experience and 23% were unsure where to start 
on their technology transformation. This mirrors the response with regards to the biggest  
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respondents could choose more than one answer

challenges law firms face, as lawyers are not equipped with the knowledge 
to make decisions, and in smaller firms are less likely to have a dedicated IT 
resource assisting them. 

Given lawyers are typically pegged as resistant to change, only 
14% of respondents cited internal resistance as a barrier to  
implementation which is a positive sign that lawyers are seeing how  
technology can improve services. 



What technologies drive the best efficiencies?8

77%

46%

34%

27%

20%

14%

0%

Automating manual tasks

Better system integrations

Improved information searchability

Improved mobility

Cloud based solutions

Increase in headcount

Blockchain

A common theme running through our survey centres 
around automating processes to improve efficiencies, 
reduce costs and increase revenue, and this result is no 
different. A huge 77% of respondents said that automating 
manual processes drives better efficiences, which can 
be seen from the introduction of PEXA and the influence 
this technology has had on the conveyancing market. 

The efficiency of technology is also relative to how well it 
integrates with existing systems, to allow for a seamless 
transition with minimal disruption, as is the case with  
Fileman. With our direct integration into practice
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WORK 
SMARTER 

NOT  
HARDER!

respondents could choose more than one answer

management systems such as LEAP and Practice Evolve, the ease in which 
you can disburse and close matters means less work for you and your firm, 
giving you more time to focus on billable work. 

The ability to easily search information in systems was also cited by 34% of respondents as a 
driver of efficiency. Data in itself has no value unless it can be utilised, so by structuring data in 
a way that can be fully searchable, you will be able to search through information much faster 
and easier, saving time on the reproduction of existing documents that can‘t be found. Going 
one step further, by making closed files fully searchable, your firm can ‘unlock‘ a huge wealth 
of value in what was previously ‘dead‘ data. 



What are the biggest technology risks for law firms?9

Cybersecurity  breaches 

Hackers / Malware

Interception of emails

Accidental destruction/deletion of client information

Not complying with legislation

Poor uptake of implemented technologies

Unauthorised access to client information

Incorrect use of technologies

Malicious destruction/deletion of client information

64%

59%

57%

36%

16%

14%

12%

12%

3%

Cybersecurity comes out on top as the biggest technological threat to law firms, which is 
consistent with other survey data and suggests this is a real and persistent concern. 

According to cybersecurity experts NUIX, most breaches of data are not the result of meticulously 
planned attacks, but as a consequence of poor IT infrastructure. With data sets growing 
exponentially across platforms and formats, it‘s become nearly impossible to know what is 
stored where and how (and if) it‘s protected. 

While there is no one solution that is 100% effective, by building your IT landscape holistically,  
as opposed to using multiple programs each completing one task, you make it much harder 
for hackers to be effective. 

What is interesting to note with these results is that only 16% are concerned about the potential 
legal implications of using technology, which would indicate that there is a certain degree of 
confidence in legal technology to meet legislative requirements. 
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respondents could choose more than one answer



How many hours per day do you bill on average?10

60% of those surveyed who complete billable work, bill less than four hours per day. This is 
particularly concerning given the average working day for a lawyer is closer to 9.5 hours per day 
instead of the traditional 7.5 hours in other industries. 

Lawyers, especially those in small to medium law firms who are expected to wear a number of 
“hats“ on a daily basis, are spending more and more time working on an increasing number of 
non-billable tasks such as employee management, invoicing, business development, consults 
for potential clients and dealing with technology issues. 

With less than 50% of their day being billed to clients, there is an increasing pressure to find 
ways in which to improve efficiencies in these areas to give lawyers more time to meet the 
needs of their existing and potential clients and increase revenue and profitability.  
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29%
4-6 hours

6%
6-8 hours 

5%
8+ hours

26%
1-2 hours

34%
2-4 hours



What activities take up most of your day?11

Client management

Reading and responding to emails 

Drafting documents

Managing and coordinating staff

Billing and financial tasks

59%

59%

50%

36%

29%

25%

23%

20%

14%

13%

11%

11%

5%

5%

4%

2%

Maintaining a relationship with your clients is the most important task undertaken each day, 
afterall, if you didn‘t have clients, you wouldn‘t have a business! 

When looking at these responses, approximately half of these activities are not billable tasks, 
which further illustrates why lawyers on average are billing less than half their working day. 

By embracing technology and putting the appropriate processes and programs in place, you 
could significantly reduce the amount of time you are spending on tasks relating to physical and 
electronic file management, such as filing, archiving, storing and destruction. By outsourcing 
these tasks, you can then use that time to more effectively service your clients. 
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Returning phone calls

Dealing with technology issues

Business development or marketing activities

Responding to queries from potential clients

Organising physical and electronic workspaces

Electronic file management

Preparing for and appearing in court

Physical file management

Transferring information between locations (email to files, etc.)

Identifying implications for cases from legal precedents

Other

respondents could choose up to four activities



How long does it take you to find a physical file?12

The good news is that 81% of lawyers were able to locate a physical file in under five minutes. 
The bad news is that means that nearly 20% of employees are spending valuable time looking 
for something that should be easy to find, and for those 4% of employees taking 15-20min to 
find a file, this could cost up to $75 in lost time - just looking for a file! 

This highlights the importance of information being easily accessible and searchable to minimise 
the loss in billable time.
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81%
<5min

12%
<10min

2%
<15min

2%
I outsource this to my team

4%
<20min



How do you currently manage electronic files?13

Over 60% of respondents reported that they use a 
practice management system, with a further 21% using 
CRM or cloud based solutions to manage their electronic 
files. 

With approximately 40 million malicious emails sent 
worldwide every single day that can infiltrate a computer 
in one click of a button, it is critical for all businesses, but 
especially those that deal with sensitive client information, 
to ensure that this information is held securely. 

When thinking about how you manage your electronic 
files it‘s important to ask a few key questions: 

• Is my client information encrypted?
• Is it accessible by anyone in your firm?
• Are the files password protected?
• Are your backup files held in a secure location free of 

risk from theft or loss?
• Can the information be redacted or easily deleted 

when no longer required?

If you are not completely confident that your client 
information is being held in a secure environment, it is 
advisable to engage with an IT vendor who can assist 
you in ensuring you meet compliance, which in turn takes 
the responsibilty away from you, giving you more time to 
focus on billable work. 
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Practice  
Management 

System

Email OneDrive or 
other cloud 

based solution

CRM or ECM 
System

Excel Other

61%

14%
12%

9%

2% 2%



How do you currently store physical files?14

Holding sensitive personal information in any location other than 
a secure facility significantly increases your risk of this information 
being lost or accessed by unauthorised persons. 

As filing, cataloguing, storing and destroying files is a 
manually intensive job, many smaller law firms could be losing  
valuable time for billable work, and potentially not following the 
legal requirements for storage of sensitive client information by 
not outsourcing this to a specialist provider. 
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As a lawyer, and in many instances also a business owner, you have a legal duty to protect 
your clients personal information from theft, misuse, interference, modification, mishandling, 
loss and unauthorised access, so it was quite surprising to see that only just over a third of 
respondents reported that they used a dedicated external provider for storage of their closed 
client files. 

37%

28%

18%

5%

5%

4%

3%

External provider

Secure facilities onsite

Filing cabinets in the office

Boxes at home

Secure facilities offsite

Other

Warehouse



How often do you destroy old files?15

While it is positive to see that 70% of respondents destroy their old client files at least monthly, 
and mostly as required, that means that 30% of law firms are not following legislative guidelines 
around destruction of client information, especially the 14% that stated they NEVER destroy 
client files!

According to the Australian Solicitors Conduct Rules “A solicitor or solicitor’s law practice may 
destroy client documents after a period of seven years has elapsed since the completion or 
termination of the engagement, except where there are client instructions or legislation to the 
contrary“.

It is vital for law firms to compliantly destroy matters at the end of their retention period. As 
this can be an onerous task, engaging with an external provider to manage, store and destroy 
old files will significantly reduce the burden on the firm and ensure that the responsibility of 
completing this lies with the experts, giving peace of mind and time back to undertake billable 
work. 
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64%

2%

4%

12%

2%

14%

As required

Weekly

Monthly

Yearly

Every 1-3 Years

Never



Fileman Services
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Fileman is an information management provider, specialising in the management, storage and 
destruction of closed files. We are a matter centric solution designed specifically for lawyers, 
and aim to make the process of managing closed matter files as simple as possible.

Our traditional service offering includes the collection, scanning, storage and destruction of all 
physical matter files. We differ from our competitors by providing our services as a disbursement, 
saving law firms thousands of dollars in ongoing storage and destruction fees.

As Fileman has grown, we have listened to our customers and evolved our offering to include 
a digital service to provide more of a value add to law firms.

Fileman Digital adds value to your closed matter files by making every word of every file 
forensically searchable. 

All information is extracted from your Practice/Document Management System or can be 
uploaded directly to the Fileman Portal where it undergoes OCR processing and converts all 
information into searchable text which can then be searched for in the portal. 

This adds structure to previously unstructured data and turns your information into a knowledge 
repository which can add significant value to your business through improved efficiencies and 
cost savings.



Fileman Services
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For a complete assessment of your Information Management environment, and to see how you 
can reduce your overall file management costs, call Fileman on 1800 820 061 to set up a free 
consultation at your convenience. 

INCLUSIONS

Scheduled file collection

Coversheet scan to PDF

System integration

File barcoding & cataloguing

Seven (7) years secure storage

Secure destruction

Back up copy created

FREE scan to PDF on retrieval

FREE document file inserts

COMPLETE scan to PDF of all 
paper files when received

FREE FOR EXISTING FILES

Collection

Processing

Storage

Destruction

All for a one-off disburseable fee of $59*

FILEMAN PHYSICAL
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4

4

4

4

4
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4
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INCLUSIONS

Data extraction

Complete OCR of all digital files 

Metadata extraction 

Adaptive Security

Unlimited cloud storage for 
complete scalability 

Files stored in PDF/A for long  
term retention

Redaction capabilities 

Annotation

Full forensic search

Full integration with partner 
platforms

FREE for all existing closed  
digital files 

FILEMAN DIGITAL
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4

4

4

4
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*Depending on package chosen



1800 820 061
sales@fileman.com.au


