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In today's dynamic business environment, selecting the right software 
can significantly influence your operations, productivity, and ultimately, 
your profitability.  

Traditionally, many organizations have favored established market leaders, drawn to their 
long-standing presence and perceived reliability. However, there are compelling reasons to 
explore innovative software solutions such as Fulcrum GT’s Upfront™, particularly concerning 
implementation flexibility, support services, and customer-centricity.

Taking Charge: Tailored Implementations for Your Needs:

One of the primary benefits of adopting a cutting-edge software solution is the opportunity to 
collaborate closely with your provider for tailored implementations. Unlike industry giants that 
often employ rigid, one-size-fits-all approaches, newer solutions like Fulcrum GT’s Upfront™ offer 
greater adaptability. By overseeing your implementations in partnership with your software 
provider, your business gains the ability 
to configure the software according to its 
specific requirements and scale more 
efficiently.

Personalized Assistance: Direct 
Support from Experts 

In times of trouble, having direct access 
to support from the creators of the 
software can prove invaluable. As a 
pioneering software provider, Fulcrum 
GT’s Upfront team is committed to 
delivering personalized assistance. This 
stands in contrast to larger providers that 
may outsource support or rely on 
generic, automated responses. With in-house product support from Fulcrum GT, your business 
can anticipate faster issue resolution and a deeper understanding of its unique challenges.



Until relatively recently, this was fine, but increasing cost pressures are now pushing law firms to be ever 
more efficient to maintain profits and attract the best talent. Suddenly, the classic ‘white glove’ service looks 
expensive, and best practices are extremely important to remaining competitive.

If we factor in the effects of globalisation, ESPs have another advantage: being compliant with the 
ever-increasing regulations around doing business internationally. ESP providers invest heavily in making sure 
their solutions are secure, scalable, compliant and certified. This eliminates a major issue with multiple BoBs, 
which are typically provided by specialist vendors that may not have the capacity to keep pace with global 
developments in tax, privacy and reporting. The very real and terrifying prospect of a data breach is also 
substantially reduced by using a certified, secure platform.

Additionally, one by-product of globalisation is the prevalence of law firm mergers. Firms that merge, don’t 
actually ‘merge’ if using BoB. In contrast, ESP allows for a firm to operate as one, unified business.

It’s a convincing argument, yet many law firms stick with the BoB approach, perhaps because adopting best 
practices means changes, which is difficult to manage. As the mantra goes, “Change management is not 
about making people happy – it’s about managing their anger”. But the benefits are tangible and significant.

Many organisational decisions are data-driven and can involve predictive analytics, a prerequisite for which is 
high-quality, real-time data. In an ESP, data is all in one place, and so is relatively easy to apply analytics to. 
That includes historical and predictive data, as well as to data providing valuable insights into past and future 
trends. With BoBs, this process is much more challenging and relies on the regular, error-free synchronisation 
of data from multiple sources.

The case for ESP seems strong, so why aren’t more firms adopting this approach? There is a lingering 
perception that ESP projects always take longer, cost more, and ultimately don’t deliver. Years ago, ESP 
projects would begin with a blank sheet of paper and involve lots of customisation and development. That is 
no longer true – there are ‘model firm’ solutions that meet 90-95% of requirements on day one, and remove 
the uncertainty of an unproven solution, while allowing the flexibility to connect to third-party tools through 
modern interfaces and APIs. This means that projects can be delivered in compressed timeframes with cost 
certainty and low risk.

The main case for BoB is, typically, that the individual solutions are very feature-rich, but does any firm really 
need all the functionality of these custom solutions? In practice, many of the features that looked so good in 
the selection process are rarely used. Even MS Word, the lawyer’s daily tool, is rarely stretched to capacity. 
Perhaps a car analogy is appropriate here. Good ESPs are like Range Rovers – fast, 
comfortable, safe, able to carry up to seven passengers and very capable off-road as 
well as on. The much more expensive option would be a fleet of specialist vehicles 
and the associated overhead of managing them. Plus, if conditions suddenly 
change, the Range Rover can adapt quickly, and in many cases automatically,  
to the challenge. SUVs 
are the most popular 
vehicles in the market 
today – maybe that is  
a clue!
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Customer-Centric Philosophy: Responsive and Adaptive 

In the pursuit of market dominance, some software providers may become complacent, resulting in a 
gap between the company and its user base. However, innovative software solutions like Fulcrum GT’s 
Upfront™ thrive on user feedback. We prioritize active listening, swift adaptation, and continuous 
improvement, ensuring a customer-centric approach. This philosophy translates into more agile and 
responsive software solutions that closely align with the evolving needs of your business.

The Dangers of Market Monopoly: Stagnation and Inefficiency

While market leaders may have initially enjoyed success, there is a risk of complacency setting in over 
time. Some entrenched providers have become stagnant, outsourcing implementations and support to 
cut costs. Consequently, they lose touch with the evolving demands of their users, resulting in 
outdated features and lackluster customer service.

Conclusion: Embracing Innovation and Technological Empowerment 

In the ever-evolving landscape of software solutions, the appeal of cutting-edge alternatives has never 
been more evident. Opting for an innovative software solution like Fulcrum GT’s Upfront™ NBI & 
Conflicts Management tool offers the promise of greater customization, personalized support, and a 
relentless focus on customer 
satisfaction. While market leaders 
may enjoy the advantage of being 
early movers, it is crucial to assess 
whether their entrenched position 
has led to a decline in innovation 
and dedication to their users. By 
embracing a forward-thinking 
approach, your business can 
position itself as a trailblazer in 
innovation and technological 
advancement.


