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The Decline of On-
Demand Document
Processing in Law
Firms.

A Shift Toward Dedicated, Secure
& Customized Services.

As law firms face mounting pressure to deliver faster, more secure,
and more consistent client service, the traditional on-demand support
model is falling short. This document explores why centralizing legal
support isn't just a trend, but a strategic shift that unlocks firm-wide
visibility, standardization, and the ability to scale excellence across
every client touchpoint.
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making, and institutional knowledge
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Workflow Leadership Report, 75%

of firms are actively moving toward

Introduction

In today’s legal landscape, where
efficiency, compliance, and client

expectations are all increasing in
complexity, law firms are moving
decisively away from on-demand
document processing and admin
support models. This shift is not just
a reaction to regulatory pressure
and security concerns, but it reflects
a broader operational evolution.
On-demand support services, once
viewed as flexible solutions for
overflow work, are increasingly seen
as liabilities: difficult to manage,

inconsistent in quality, non-compliant

with client guidelines, risky, and
invisible to firm-wide analytics and
planning.

In their place, firms are embracing
centralized, dedicated support
models, structures that allow for
seamless integration with firm
systems, data-driven decision-

centralized support models, and 90%
have introduced or restructured their
support teams in the last 12 months.
The direction is clear: the future of
legal document support is embedded,
accountable, and aligned.

75% of firms are moving to
centralized support models,

and the shift is accelerating.

2025 Legal Workflow Leadership Report,
Big Hand



From Risk
Management
to Strategic
Relationships

The earliest drivers behind this trend
were compliance and security. Law firms
operate under strict confidentiality and
data integrity obligations. On-demand
services, often freelance or third-party
vendors using personal or unmonitored
systems, introduce unnecessary risk.
These arrangements make it difficult
to track document provenance, enforce
secure file handling protocols, or
maintain consistency in metadata and
formatting across systems.

Shared resources can also pose a
conflict of interest. A proofreader
cycling through work for multiple firms
could inadvertently expose or overlap
confidential content. These scenarios
can potentially jeopardize client
confidentiality and breach the firm's
ethical obligations. The risk is significant
enough that firms are increasingly
unwilling to take the chance.
Centralized services operating within
firm-controlled environments eliminate

Freelance support introduces unseen risks, embeded

this concern. They ensure that every
document is handled on firm-owned
equipment, within firm firewalls,

and through known user credentials,
minimizing exposure and maximizing
audit readiness.

Beyond risk mitigation, centralized
support offers operational value that
on-demand models simply can’'t. A
dedicated team becomes fluent in firm's
unigue workflows, preferred formatting,
branding standards, and attorney-
specific preferences like knowing

how a partner wants their pleadings
paginated or how certain practice groups
structure exhibits. This deep operational
understanding ensures higher-quality
output, reduced rework, and smoother
collaboration.

teams ensure client data security.



Confidential client data can’t afford to live
in unprotected inboxes or pass through
unmonitored hands.

As compliance requirements grow stricter,
law firms must ensure every document
touchpoint is secure, controlled, and
conflict-free—something only embedded
teams can guarantee.

From Risk
Management
to Strategic
Relationships



Operational

Intelligence: Data,

Cost Control,
and Workflow
Integration

Centralized support structures offer
another major advantage: visibility. With
standardized intake systems, document
workflows become trackable units of
business. Every request, whether it's a
last-minute brief or a batch of closings,
becomes part of a measurable
ecosystem. Turnaround times, utilization
rates, volume by request type, and
rework incidents can all be captured
and reported. This allows firm leadership
to optimize resources, forecast staffing
needs, and track ROI.

By contrast, on-demand document jobs
often exist outside of these ecosystems.
They're treated as exceptions, billed
separately as overtime or “special
projects,” and don't integrate into firm-
wide workforce planning or budgeting.
This lack of visibility not only

inflates costs but also limits the firm's

ability to evaluate support staff efficiency

or identify bottlenecks. As a result,

strategic improvements become reactive

rather than proactive.

Furthermore, firms using centralized
teams can integrate support budgeting
into their standard headcount models,
offering cost predictability and resource
planning, rather than unpredictable
spikes and extra approvals. According to
recent research, 70% of firms
implementing centralized models
reported at least three measurable
improvements, including better attorney
productivity, increased utilization, and
stronger cost control.

If it's not measurable, it's not manageable.
Centralized support brings visibility to
performance, efficiency, and cost.




If you can't measure your support costs,
turnaround time, or request volume, then
you can't improve them.

On-demand services operate in the
shadows of firm analytics, whereas
centralized support builds a foundation
for transparency, accountability, and
optimization.

Operational
Intelligence: Data,
Cost Control,

and Workflow
Integration




Workforce

Structure: Beyond

Freelancers to

Embedded Teams

The final, and perhaps most important,
differentiator is the structure of the
workforce itself. On-demand services
function like freelancers: tapped per
task, unconnected to the firm’'s internal
systems, and often unfamiliar with

case context or partner preferences.
There is little to no continuity, minimal
institutional memory, and no pathway to
improve performance over time.

Dedicated outsourced teams, by

contrast, are embedded into the fabric of
the firm. They are trained in firm-specific

SOPs, maintain consistent quality, and,
over time, become an extension of the
legal teams they support. Their work

is anticipated and evaluated just like
internal headcount, enabling consistent
service levels and deeper trust between
attorneys and support staff.

This continuity results in faster execution,
fewer errors, and the ability to proactively
make judgment calls on formatting

or document assembly based on past
experience. It's a level of service that
simply can't be replicated by one-off
engagements or transactional freelance
arrangements.

On-demand teams deliver tasks.
Embedded teams deliver insight, intuition, and trust.



Brand consistency, attorney preferences, and
formatting standards aren't “nice-to-haves”,
they define your firm's credibility.

Dedicated teams cultivate deep institutional
knowledge, enabling them to consistently
produce high-quality, on-brand work as part of
their standard operations.

Workforce
Structure: Beyond
Freelancers to
Embedded Teams



The legal industry’s shift away from on-demand proofreading and document
processing services is not merely about eliminating risk, but it's about unlocking
operational value. Centralized, dedicated teams provide law firms with the
structure, data, and continuity needed to scale their operations while maintaining
control and quality. They bring institutional memory, brand alignment, cost
transparency, and measurable results.

As client demands continue to rise and hybrid work models evolve, firms that cling
to outdated, fragmented support structures will struggle to deliver the seamless,

responsive service their clients expect. On-demand support may offer convenience,
but dedicated embedded teams deliver excellence.




