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The MPF Webinar Series: The Law Firm of the Future
Your Firm’s Post-Pandemic Workplace Model: 
How to Find the Right Balance for Your Organization
An MPF Webinar with Rob Mattern

April 7, 2021 – 2:00-3:00pm ET

• National Law Firm Practice Leader, 

Risk Strategies Company

• Prof’l Liability, Cyber, EPLI, Employee Benefits, 

Property and Casualty Insurance Plans  

The Managing Partner Roundtable

• Speaker:

American Bar Association

Association of Legal Administrators

Managing Partner Summit

MPF Annual Conference 

Law Firm Networks

• Education: 

BA – Yeshiva University

Uri Gutfreund
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• President, TheRemsenGroup

• President & CEO, Managing Partner Forum

• Strategic Planning, Marketing/Business Development, Firm 

Retreats, COO/CMO Search

• Fellow, College of Law Practice Management

• Speaker:

American Bar Association

Association of Legal Administrators

Legal Marketing Association

MPF Annual Conference 

Law Firm Networks

• Education: 

MBA – University of Virginia

BSBA – University of Florida

John Remsen, Jr.

• MPF Webinar Series – First Wednesday @ 2pm ET

• MPF Virtual Conferences 

The MPF Law Firm Leadership Survey – May 6

Women in Leadership – June 17

• MPF Listserv and Conference Calls

• The MPF Weekly – Friday mornings 

• MPF Website – www.ManagingPartnerForum.org

• The MPF Fall Symposium – October 7 in Chicago

MPF PROGRAMS IN 2021
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• Introductions

• Registrant Survey Results – 187 firm leaders

• Today’s Topic – Finding the Right Balance

• Live Audience Polling 

• Your Questions

• Next MPF Webinar – Wednesday, June 2nd

TODAY’S WEBINAR

• President and Founder, Mattern LLC

• Market leader in law firm operations consulting

• 500+ law firm engagements, including 70 of the AmLaw 200 

• Frequent speaker

TR’s Law Firm Leaders and COO Forum

ALA Annual Conference

PwC Law Firm Services Global Forum

• Frequent author

Wall Street Journal

Law Technology News

Legal Management

• Education: 

MBA – Drexel University

BA – Villanova University

Rob Mattern
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AUDIENCE POLLING QUESTION #1

How many lawyers are with your firm?

15%

13%

26%

17%

26%

No

Just getting started

In the midst of it

Almost there

Yes

REGISTRANT QUESTION #1 
Has your firm determined its near-term RTO policies?

7
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15%

51%

17%

14%

No

Not Yet. Discussions underway.

Yes. More virtual/hybrid model.

Yes. Return to office full-time.

REGISTRANT QUESTION #2
Has your firm determined its longer-term remote workplace model?

4%

14%

15%

39%

27%

Strongly opposed

Somewhat opposed

Neutral

Somewhat in favor

Strongly in favor

REGISTRANT QUESTION #3 
What are your personal feelings about remote working for your firm?
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POINT: 
LAW FIRMS 
RUN BEST IN 
PERSON

RETURN TO OFFICE IS CRITICAL 

• Firm Culture

• “Office Buzz”

• New Hires/Onboarding

• Productivity

• Collaboration/Teamwork

• Mentoring/Training

• Marketing/Business Development

• Social Responsibility

11
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COUNTERPOINT: 
HYBRID IS 
THE FUTURE

THE TRADITIONAL LAW OFFICE IS DEAD

• Law firm evolution acceleration caused by COVID-19
• Technology and cybersecurity investment will continue to increase
• 30% to 50% reduction in office space
• Travel costs down significantly
• Hybrid remote workplace
• File-less, paperless and automated
• 100% cloud-based remote environment
• Focus on efficiency – some meetings could have been an email
• Centralized administrative services

13
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IMMEDIATE & LONG-TERM IMPLICATIONS

• Obsolescence has become apparent
• Cyber breach/ransomware attack heightened risk

• Addressing data security necessary to stay competitive and retain client 
trust

• Culture/morale and training/mentoring challenges
• Marketing and business development strategies have shifted
• Law firms will evolve into quasi-technology firms
• ALSPs and AFAs will see continued growth
• Non-lawyer headcount will rise
• Remote work implemented within business structure
• Erosion of licensure jurisdictional boundaries

1%

22%

49%

26%

1%

Significant Decrease

Moderate Decrease

About the Same

Moderate Increase

Significant Increase

REGISTRANT QUESTION #1 – March 3, 2021
How has COVID-19 impacted the overall productivity 
of the PARTNERS of your law firm? 

15
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3%

39%

37%

17%

4%

Significant Decrease

Moderate Decrease

About the Same

Moderate Increase

Significant Increase

REGISTRANT QUESTION #2 – March 3, 2021
How has COVID-19 impacted the overall productivity 
of the ASSOCIATES of your law firm? 

4%

48%

38%

9%

1%

Significant Decrease

Moderate Decrease

About the Same

Moderate Increase

Significant Increase

REGISTRANT QUESTION #3 – March 3, 2021
How has COVID-19 impacted the overall productivity 
of the SUPPORT STAFF of your law firm? 

17
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AUDIENCE POLLING QUESTION #2

At the present time, how many days per week on 
average do the LAWYERS at your firm work in the 
office?

AUDIENCE POLLING QUESTION #3

And where do you see that in 12 months?

19
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AUDIENCE POLLING QUESTION #4

At the present time, how many days per week on 
average do the SUPPOPRT STAFF at your firm work in 
the office?

AUDIENCE POLLING QUESTION #5

And where do you see that in 12 months?

21
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of lawyers prefer to work remotely

Source: 2021 State of the Legal Profession
Thomson Reuters/Georgetown Law
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FINDING
THE RIGHT  
BALANCE

RETURN TO OFFICE: YES, NO OR MAYBE?
Unique Decision for Every Law Firm

• Firm Culture

• Firm Size/Demographics

• Geography/Office Location

• Productivity Concerns

• Types of Practice Areas

• Types of Clients

• Mentoring/Training/Onboarding 

• Current Lease(s) Situation

• Technology Infrastructure

27
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RETURN TO OFFICE: YES, NO OR MAYBE?
Unique Decision for Every Law Firm

Decisions that you make over the next few months will 
set the tone for how work will be done in the future, 
impacting the relationships that firm owners and 
employees have formed and their emotional connection 
with the company. These decisions should be made  
carefully, deliberately and strategically.

Managing Partner Forum
Workplace Model Considerations  
April 7, 2021

• Law firm operations 
consulting

• Provide unbiased strategies 
for measurably improving 
the efficiency and cost-
effectiveness of their in-
house and outsourced 
administrative, office 
services and 
records/information 
governance 

29
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Confidential ©2021 Mattern - All Rights Reserved

Factors/Challenges to Consider in Deciding on Workplace Model 

Technology 
 Digital based workflow 

 Cybersecurity  

 Cost Recovery 

Administrative Services 
 In-House or outsourced?

 Same location or remote?

Opportunities 
 Reduced expenses - rent, 

travel and marketing  

 Digital marketing strategy -
evens the playing field 
against the big guys 

 Get rid of the paper!

Physical
 Current and future lease 

status 

 Access to work, status of 
public transportation 

 What will the space be used 
for – clients?, attorneys?, 
staff? 

 Hoteling 

FIRM CONSIDERATIONS

• Size and jurisdictions

• Leases

• Security 

• Insurance Considerations

• Technology infrastructure

• Back-office operations

• Bar rules and regulations

31
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CLIENT CONSIDERATIONS

• Practice mix

• Client mix

• Location

• Business v consumer

BUSINESS PARTNERS

• Bank

• Health care providers

PEOPLE CONSIDERATIONS

• Partners

• Associates

• Support Staff

• ASK!

• Online surveys, 1-1 conversations, 
research, other firms

• Case-by-case basis?

33
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FINDING THE RIGHT BALANCE 

• Now is the Time 

• Look Forward – Ride the Wave

• Can’t Make Everybody Happy

• Be Thoughtful and Deliberate

• You Don’t Have to Lose Talent

• Association of Legal Administrators (ALA)

• National Assn of Law Firm Placement (NALP)

• Society for Human Resources Management (SHRM)

• MPF ARTICLE: Survey for Attorneys and Staff

• ARTICLE: Reimagining the Post Pandemic Workforce - McKinsey & Co.

RESOURCES
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CONTACT US

Uri Gutfreund
212.826.9744
uri.gutfreund@risk-strategies.com

Rob Mattern
610.459.7750
rmattern@matternassoc.com

John Remsen, Jr.
404.885.9100
jremsen@theremsengroup.com

The MPF Webinar Series: The Law Firm of the Future
Your Firm’s Post-Pandemic Workplace Model: 
How to Find the Right Balance for Your Organization
An MPF Webinar with Rob Mattern

April 7, 2021 – 2:00-3:00pm ET
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The Law Firm of the Future 
Back to the Office or Work at Home? 
Survey for Lawyers and Support Staff 

 
Are your lawyers and support staff completely fed up with working from home or do they like 
the flexibility? Now that the lockdown measures are gradually easing, law firms are determining 
their approach to the post-corona way of working. Satisfaction about working from home varies 
widely, yet “hybrid” working culture is gaining ground for all non-vital professions: a balance 
between office and remote working. 

But how exactly does that work? Research has taught us, for example, that a hybrid culture 
offers opportunities to boost enthusiasm and connections with colleagues again. However, 
scattered communication flows and lack of structure pose a risk. Now is the time to ask the right 
questions! 

This survey can be utilized to help you assess the right balance for your firm. We suggest that 
your firm deploy separate surveys for partners, associates and support staff to learn where 
attitudes and opinions may vary. 

________________________________ 

Welcome Page 
 
Your feedback is extremely important, and we are requesting that all members of the firm 
respond to this brief survey. We will use your responses to prepare for a smooth and phased 
return to the office as state and federal orders allow us to do so. As well, we are considering a 
more hybrid workplace model, allowing for more flextime and work-from-home arrangements 
on a permanent basis. 
 
Thank you for your time and your assistance in developing a strong and healthy plan for the 
future. 
 
 
About You 
 
In which office location are you based? 
In which practice group do you primarily work? 
In what age range are you? 
<30 30-39 40-49 50-59 60-69 70+  
 
 
 
 

 
 
 

404.885.9100  -  www.TheRemsenGroup.com 



The Managing Partner Forum 
Back to the Office or Work at Home? 
Survey for Lawyers and Support Staff 
Page Two 
 
 
Your Work Preferences 
 
Please answer “yes” or “no” for the following ten statements. 

Overall, my home working environment is comfortable. Y/N 

When I work from home, I am more motivated to do my job than in the office environment. Y/N 

When I work from home, I experience a healthier workload than in the office environment. Y/N 

When I work from home I experience just as much a sense of fulfillment from my work as I do in 
the office environment. Y/N 

When I work from home, I know exactly what is expected of me by my colleagues and co-
workers. Y/N 

When I work from home, I experience a better work-life balance than in the office environment. 
Y/N 

When I work from home, I feel more energetic than in the office environment. Y/N 

When I work from home, I have more focus to do my job than in the office environment. Y/N 

When I work from home, I can work just as well with colleagues as in the office environment. 
Y/N  

When I work from home, I feel connected to my colleagues. Y/N 
 
What has been your single biggest challenge working remotely? 

General anxiety  
Social isolation 
Keeping regular schedule 
Childcare/schools 
Staying motivated 
Too many distractions 
Inadequate staff support 
Technology 

 
 
 
 
 
 
 



The Managing Partner Forum 
Back to the Office or Work at Home? 
Survey for Lawyers and Support Staff 
Page Three 
 
 
What is the single most important “soft skill” that you currently need to improve? 

Virtual communication 
Time management 
Stress management 
Empathy/emotional intelligence 
Sharing/teamwork 
Embrace change 

 
On a permanent basis, what percentage of your typical work week would you prefer to work 
remotely? 
0 10 20 30 40 50 60 70 80 90 100 
 
How days per week would prefer to come into the office in a typical work week? 
0 1 2 3 4 5 6 
 
 
 
About Firm Issues 
 
What can the firm do to make you more efficient/productive when working remotely? 
Office furnishings/equipment 
Technology 
More staff support 
Better intake and billing system 
Better document/forms library 
Online resources (LN, TR) 
Other 
 
Since COVID-19, how well have we been communicating within the firm? (1-10 scale, with 10 
the most important) 

From firm leadership  
Within practice groups 
Among offices 
Among partners 
Among associates 
Among support staff 

 
Do you have any specific recommendations to improve our internal communication within the 
firm? 
 
 
 
 
 
 



The Managing Partner Forum 
Back to the Office or Work at Home? 
Survey for Lawyers and Support Staff 
Page Four 
 
 
 
What concerns, if any, would you have if went to a more remote situation? (Select all that 
apply.) 

Impact on Culture 
Collaboration 
Mentoring/training 
Social isolation 
Lost productivity 

 
Which statement best describes your feelings about permanent remote working policy for our 
firm? 

Strongly favor full-time return to office  
Prefer RTO, but recognize the need to adapt 
Strongly favor hybrid/remote working model 
Not sure 

 
How important is it to you that the firm provide flexible remote working arrangements on a 
permanent basis? 
(1-10 scale, with 10 the most important) 
 
 
Question about RTO Protocols 
Vaccines, masks, self-declarations, testing, distancing 
 
 
© 2021, TheRemsenGroup 
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JRemsen@ManagingPartnerForum.org. 
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LJN LAW JOURNAL
NEWSLETTERS 

Accounting and Financial 
Planning for Law Firms 

An ALM Publication October 2020

It's 2025: What Did We Do to Successfully 
Shift Law Firm Operations?
By Rob Mattern

When the pandemic of 2020 hit, our firm, 
like most others, vacated our flagship mid-
town Manhattan office along with our 
other domestic locations and, began the 
process of working and collaborating from 
home. Initially it was chaotic, but we 
learned to Zoom, work remotely, and the 
billable hours which decreased initially, 
came back and we ended up close to 
budget. Payments from clients were slow 
through 2020 but rebounded in 2021.

About 80% of the attorneys and staff at 
our NewYork location elected not to 
return to the office on a full-time basis, 
and about 50% of the attorneys and staff at 
our other locations decided the same.

When several vaccines were developed 
and things reverted somewhat back to 
back to normal around 2021, we found 
ourselves as a firm with too much space, 
too much equipment (and not the right 
kind), an underutilized administrative 
staff, and a fragmented, patchwork 
approach to the “New Normal.” 

As a firm, we decided that our operational 
plan moving forward was to develop an 
operational strategy that could withstand 
any kind of disruption, including new 
pandemics. The operational strategy we 
developed, therefore, was based on the 
following priorities:

1.
2.

Safety of employees and clients 
Maintain excellence in the legal 
services we offer

3. Flexibility/scalability over services,
costs and staffing even if there was a
premium that had to be paid

Real Estate 

We were fortunate that our lease in 
Manhattan was expiring in 2025 and 
provided a strong negotiation position. 
Since 50%-80% of our attorneys now 
maintain home offices, we had an 
opportunity to redo our space to reflect the 
new workflow.

We downsized our office space by 60% and 
set-up a hoteling concept for the 20%-40% 
of our attorneys who will be in the office at 
any one time. We also downsized our 
conference floor since, quite frankly, 
people are still reluctant to meet in person 
even with the vaccine. This had a ripple 
effect on reducing the need for hospitality 
staff as well and so we also outsourced the 
set-up for coffee/meals to a service 
provider located in our building.

We designed our office space to provide 
separate offices for each attorney, secretary 
and paralegal; widened all hallways to allow 
people to socially distance; set-up one-way 
corridors to reduce congestion; and 
reduced gathering spaces throughout the 
firm by creating more coffee/output 
stations.

In our other offices where we had a longer 
lease commitment, we created a similar 
plan to decrease space either through 
subletting or at lease renewal.

Servicing the Home Users

Half or more of our workflow is now 
home-based and this, we realized, would 

require help desk assistance, and output 
support. We elected to standardize all 
our staff with an “office in a box.” This 
included a color multi-functional printer 
(MFP) with scan, print, copy functions 
including a cloud-based cost recovery 
tool. As part of this rollout, we also 
negotiated a national break/fix contract 
for service. We piggybacked on to this 
contract all consumables for output 
(toner/paper) so everyone in their 
home-based offices would be 
standardized which made help-desk 
assistance much more streamlined.

The savings alone from standardizing 
paper and toner purchases more than 
made-up for the cost of the MFP 
purchases. We already had migrated all 
our applications to the cloud, so we were 
all set in this area. In conjunction with 
this redeployment of equipment to the 
home offices, we also dramatically 
reduced the output devices (MFDs and 
printers) in all our offices.

Administrative Services

To address the administrative support 
needs throughout the firm, we 
developed an in-house administrative 



SWAT team made up of the best talent 
available. They were not centralized 
physically but were either located in 
their homes or in the firm’s office that 
they wished to be located in. We had a 
single point of contact that 
“quarterbacked” the distribution of work 
assisted by a job submission tool that 
monitored workload and productivity.

This team was responsible for handling 
the followings tasks firmwide for all 
associates, and certain partners: 

• Handling office tasks, such as
generating reports and
presentations, setting up for
meetings (including video
conferencing), and reordering
supplies;

• Making travel arrangements and
reservations;

• Preparing travel and expense
reports;

• Attorney time entry;

• Screening phone calls and routing
callers to the appropriate party;
and

• Transcribing minutes from
meetings.

Also, after an external unbiased 
assessment of our document processing 
department, we decided to outsource 
this entire function to a service provider 
that specialized in this area. After a 
Request for Proposal (RFP) process, we 
chose a provider that would service the 
firm 24/7 domestically.

Records

Our on-site records function, along with 
our off-site situation, has always been a 
mess. We brought in outside assistance 
to perform an unbiased assessment (the 
same company that reviewed our 
document processing). This company 
also developed our Information 
Governance policy with associated

2 

retention schedules and mapped out a plan 
to implement the policy.

The implementation plan highlighted four 
keys areas of improvement:

• In-house paper-based and electronic
records.

• Our off-site records storage
contracts.

• The upfront digital pathway/
workflow.

• The right structure and management
of our in-house records.

With a “remote” workforce it was critical 
we move to the “electronic records” being 
the official record of the firm and get our 
paper records in shape.

We decided to outsource our records to 
the same company that we outsourced our 
document processing to. After that RFP, 
we did a firmwide RFP on off-site records 
which brought excellent results and 
assisted us in implementing a plan to be 
out of the off-site records storage in eight 
years.

Back Office Functions

After assessing our back office function 
(copy, mail, etc.), we decided we did not 
really need it anymore with a decentralized 
workforce. The elimination of this “need” 
which was more “perceived” than “real” 
enabled us to think outside the box on 
how some key services were performed. 
We decided to implement the following:

1. We established a national contract
with an organization to scan all
incoming mail and distribute it to
the end-users electronically.

2. We established a national contract
with another provider to provide
overflow copy and finishing services.
Users were able to use this service
from their homes or the office. This

3. Lastly, for the miscellaneous
services, we established a concierge
to assist our staff.

had a side benefit of migrating a lot of our 
work from a soft-cost recovery to a hard-
cost recovery which greatly increased our 
recovery rate.

A Look Forward

In examining the goals we outlined for 
ourselves to protect the safety of employees 
and clients, maintain excellence in the 
delivery of legal services, and to shift 
operations to optimize flexibility and 
scalability, I am happy to say we exceeded 
each one. We have the ultimate flexibility 
in every service area and are delivering 
services much more cost-effectively. Our 
firm is growing, we are now more 
profitable, and our overall morale is at the 
highest level since I became managing 
partner.

With our de-centralized approach and our 
work from anywhere mentality, we are 
attracting the best talent we ever had; for 
example, our Chief Marketing Officer is 
located in Wilkes-Barre, PA 100 miles 
from our nearest office. As Winston 
Churchill said: “Never let a good crisis go 
to waste,” and that is exactly what we did in 
re-engineering the way our firm supported 
our attorneys in delivering the highest 
quality work.

Rob Mattern is President and Founder of 
Mattern, LLC, a legal business process 
consulting and cost recovery solutions 
firm. A member of this newsletter’s Board 
of Editors, Mattern publishes widely, 
including in American Lawyer, Legal 
Management magazine and Wall Street 
Journal.
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