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Case Study: Running a 
conveyancing firm 
during the Crisis


presents Karen and the team 
with their biggest challenge: 
how do you continue to 
deliver an excellent client 
service with only two staff 
members to manage 
operations?



“We’ve had a great transition 
to operating remotely and we 
simply would not have had 
this good of an outcome if we 
didn’t have Legl’s tools. 



During this crisis all of the 
administration related to 


Law firms across the market, from the top-100 to high street practices, are changing the way they 
operate to meet client demand during the Covid-19 crisis. RG Law, specialists in conveyancing, wills 
and probate, use Legl’s online payments tool to keep operations running smoothly with reduced 
staff numbers. 



We speak with Karen Marsh, Director at RG Law, on how technology has been their lifeline.


Prior to Coronavirus the team 
at RG Law didn’t think it was 
possible to do conveyancing 
from home. Overnight this 
changed. “We’ve been 
operating remotely since the 
crisis began. Two staff 
members alternate going into 
the office and the rest of the 
team works from home. We’re 
more paperless than we’ve 
ever been”, explains Karen.



RG Law continues to be very 
busy. Every day they receive 
more requests from 
prospective clients, and this  


client payments has fallen to 
myself and one other staff 
member. 

Technology as a lifeline


“I just wouldn’t be able
to cope if we didn’t have 

Legl’s online payments tool. 

Before, I wasted hours 

calling, chasing and 

following up with client 

payments.”
– Karen Marsh, Director, RG Law

This period would have been a 
lot harder if we didn’t have the 
right technology.”
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“One of the best parts about 
Legl is that for every client 
payment there are full 
receipts. When a client pays 
they get a receipt confirming 
payment and we also get 
notified via email. 




And it’s not just the ease of 
use of the system, it’s the 
documentation which enables 
RG Law to run their processes 
smoothly during these 
challenging times. 

RG Law specialises in 
conveyancing, and despite 
lockdown has seen a number 
of new client requests come 
through their website. “We 
now rely more heavily on our 
website to generate quotes 
for prospective clients, and we 
rely heavily on Legl to get 
paid and maintain cash flow.” 
Every quote RG Law 
generates is accompanied by a 
Legl payment link for clients to 
pay money on account. 



client payments. For example, 
I sent a chaser email to a client 
including their Legl payment 
link nudging them to pay 
money on account (and 
explaining that until they’ve 
done so they haven’t 
instructed us). And without 
any other comms or chasing, 
the new client paid us over 
the weekend simply by 
clicking the “Pay now” button.” 

Legl’s technology has had a 
wider impact on RG Law. “It 
has changed some of our 
processes, especially chasing  

“We personalise each 

link. Using Legl we can input 

the client’s name, address 

and payment amount 

meaning it’s even easier for 

clients to pay.”

“Legl joins up all the 

dots and makes the entire


payment and accounting 

process more professional.” 

I know, in real-time, when a 
client has paid and I’m easily 
able to track payments. This 
makes my job of keeping 
operations running smoothly 
that much easier.” 


Easier than you think


One of the biggest surprises 
for Karen throughout this 
process is just how easy it is. 
“Before Covid I was the one 
who helped set up Legl’s 
online payments tool - I could 
clearly see the value - but I 
had my doubts on how easy it 
would be to use. I have to 
confess, I thought I was too 
old to learn to use new 
technology! I was so wrong! It 
is so easy to use!”. When 
you’re running your team at 
reduced staff numbers, having 
easy-to-use tools is key to 
operating remotely and 
without additional hassle. 
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“I think we’ll do flexible 
working hours after lockdown 
measures have eased. We’ll 
introduce a more 
comprehensive working from 
home policy and we will 
actively seek to become 
paperless.”



 

One of RG Law’s biggest 
successes of this process has 
been how the team has 
adapted. “We are all working 
remotely but still feel like 
we’re together. We have 
conference calls every 
morning, the staff who are 
furloughed are keeping in 
contact. We still feel like we 
are all in this together even 
though there are only a 
handful of us.”



Moving forward, Karen thinks 
some things will stay changed. 




Looking forward

Legl gives law firms the tools to grow and succeed in a 
digital-first world. From digital client onboarding to better 
payment options, Legl’s easy-to-use software helps law firms 
give their clients a great experience while modernising manual 
processes. 



Top-100 UK law firms use Legl to engage with thousands of 
clients and process millions of pounds in payments. Legl has won 
the LexisNexis Award for Legal Supplier Innovation (2020), the 
Modern Law Award for Business Growth (2019) and was chosen 
by the leading law firm network, LawNet as a Preferred Supplier. 



About Legl

Like all forward-looking law 
firms, RG Law are constantly 
looking at ways to deliver a 
great service to their clients - 
and having good data is at the 
heart of that. “With Legl, we 
get access to all of the data 
and analytics on client 
payments. For example, I

can see how many clients pay 
outside of office hours. This 
sort of information is 
extremely valuable when 
we’re assessessing how we 
can do things better.” 

“We still feel like we are 

all in this together even 

though there are only a 

handful of us.”


