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Welcome to our 5th  
Newsletter 
  
Thank you for your         Justin Phelan,  
vote of confidence!         Managing Director 

 
 

Here we are, into the second quarter and in many ways I feel as if the year has only started!  As you will read 
elsewhere in this issue, we have continued in the same busy vein as we finished last year.  We have signed up 
a number of new clients, with some quite impressive new names joining the Keyhouse club.  Welcome to 
them.  While it is obviously good news for us as a business to be signing up new customers, it is also good 
news for all of you – our valued existing customers.  This means that you can be sure that the software you 
have invested in is still commanding approval in the market and that the revenue earned will continue to be 
ploughed back into services and the all important R&D area, to which we have always given high priority. 
 
Although both our new and old clients will gain confidence from the results of our recent Client Survey, they 
won’ t be nearly as delighted as we are.  Overall, we scored an average 9 out of 10 (or 4.4 out of 5 to be 
exact) from your returned questionnaires.  We are understandably pleased with this result and, although we 
know how hard we work to supply and support you, one is always a little apprehensive when subjecting 
oneself to any assessment.  Thank you very much.  More detail on the results elsewhere in this issue. 
 
All was not completely sweetness and light and there were a few low scores and constructive criticisms and 
we are looking at these issues now.  One slightly puzzling result was the wide disparity of marks given to 
manuals – ranging from 1 to 5.  Everyone gets the same manuals!  We will be following this up. 
 
In early March, we were pleased to be profiled in the Irish Times.  It was a complimentary article focusing 
mainly on the wide range of software and services we provide especially for solicitors and on the depth of 
our experience.  We would be happy to send a copy to anyone who didn’t see it.  Just e-mail a request for 
same to me at the address below.  It’s not often a small company like Keyhouse gets the opportunity to blow 
its own trumpets in this way so I hope you’ ll forgive us for trying to make the most of it. 
 
During the first quarter we welcomed two additional team members – Martina Winters and Gavin Molony, 
both very experienced in accounts software and bringing our compliment to 20.  I still sometimes find it hard 
to grasp that what we started out as a two-man band, has managed to grow to this size while specialising in 
such a tiny market.  It scares me every month when I see the salary bill!  But I guess we must be doing 
something right. 
 
The main article in this newsletter addresses the question as to why IT is important for solicitors and does so 
in quite plain and simple terms.  We find that often IT is regarded by solicitors as a necessary evil and 
everybody is sure it is wonderful but aren’ t really sure exactly why.  Some home truths laid bare. 
 
One of the most absorbing aspects of the first quarter has been the huge interest in our new Digital Dictation 
system.  We had expected a lively start but, as I write, we will shortly have over 100 individuals using it on a 
daily basis – in both large and small firms.  Considering it is a new product and the fact that some investment 
is involved, we honestly hadn’t expected to have so many up and running in such a short time.  You can 
understand then how the first quarter has flown.  Which is just about where I came in! 
 
Once again, sincere thanks for your survey results.  It’s great to get the feedback.. 

Justin Phelan ( justin@keyhouse.ie) 
 



News….News….News….News 
 
Vibrant 1st quarter for 
Keyhouse  
The first 3 months of 2004 have 
been very busy and varied for 
Keyhouse. As mentioned in our 
last newsletter the company 
released its Digital Dictation 
software in January 2004. The 
product has already been 
installed in two firms, (Lennon 
Heather and Donal T. Ryan & 
Co.) and there is a very strong 
interest amongst the Keyhouse 
client base.   

 
While the Keyhouse Accounts 
(SAM34) and Desktop 
packages continue to perform 
well, Keyhouse Case 
Management is also attracting 
more new clients.  Fingal 
County Council Legal 
Department have recently 
acquired the package to 
manage their conveyancing and 
litigation work.  
 
Another area of work where 
Case Management is being 
used is for Debt Recovery. 
Matheson Ormsby & Prentice 
solicitors are in the process of 
moving away from the aXXIa 
system and implementing  

Keyhouse software to manage their Debt 
Collection work. It is encouraging to note 
that the first quarter of 2004 has seen 
steady growth for a broad range of 
Keyhouse products. 
 
Lawtech 2004  
The annual IT exhibition for solicitors 
was held on 5th March in Blackhall Place. 
As usual Keyhouse were represented - 
by Brian Sweeney and Martina Winters. 
The exhibition gave us the opportunity to 
demonstrate our extensive range of 
products. While suppliers in general 
were kept busy it was noted that the 
attendance for this event was lower than 
in previous years. In fact there seems to 
be a general decline in interest for the 
Lawtech event. 
 
The function of Lawtech is an important 
one for solicitors as it brings together, on 
the one day all of the IT Suppliers. This 
gives many firms the opportunity to learn 
what is available to them. 
 
We would like to see this event increase 
its importance amongst solicitors and will 
liaise with the Law Society to help 
achieve this. We would appreciate any 
comments or suggestions you may have, 
be it to do with the content, venue or 
anything related to the event.  You can 
contact us on 01-2040020 or email at 
sales@keyhouse.ie.         
  
Managing your Office Documents In 
the last few years document 
Management has become much more 
important because of the    



News….News….News….News 
 
sheer volume of documents being 
processed by firms on a daily basis. 
Not only are firms producing more 
documents but they are also 
receiving a lot more of them through 

email, 
scanni
ng and 
electro

nic 
faxes.  
 

Many 
Keyhouse clients recognise this as a 
serious issue and are organising 
themselves to manage the ever 
increasing document load.  Some of 
them have implemented office 
procedures whereby documents are 
stored on the network in client 
folders. Each client folder will contain 
folders relating to the individual 
cases associated with that client. 
Other firms have taken it a stage 
further by implementing software 
systems to automate the document 
management process.  
 
The Keyhouse Desktop, Digital 
Dictation & Case Management 
systems have document 
management facilities whereby any 
incoming or outgoing documents can 
be automatically saved against 
cases. Whether you are in Word or 
Outlook you can easily assign a 
document straight to a case.  
 
The benefits to a firm of an office 
system are quite significant. Fee 
earners and support staff can access 
and review cases very quickly. Each  

case has full incoming and outgoing 
document histories. The firm is 
getting greater leverage from their 
client & case records which were 
initially setup on the Accounts 
system.  These are just a few of the 
benefits. 
 
The many uses of Case 
Management 
It was quite instructive when 
meeting with Dun Laoghaire 
Rathdown County Council how 
widely they used the case 
management system. They have 
implemented approximately 42 
different types of work for the legal 
department over the last two years. 

Nearly every aspect of their work is 
processed through the case 
management software. The obvious 
benefits for the Council that the 
system brings are mainly due to 
good planning and proper project 
management. The Legal 
Department had a clear long term 
view and with Keyhouse adopted 
good project management practices 
in order to achieve this objective. 
Two years down the line and the 
results speak for themselves.  



Solicitors’ IT – some Home Truths 
 

Along with Salaries, PI insurance and 
accommodation, IT is (or at least should 
be) one of the largest items of 
expenditure for a solicitors’ firm.  It’s 
easy to see where your money goes on 
the other items and, while it might hurt a 
little, you know what you get from it.  
What about your IT? 
 
Of course, vague phrases, beloved of IT 
salespeople, like “improved 
productivity”, “better service” and “better 
information” get trotted out in answer to 
this question.  But such woolly answers 
wouldn’t – or at least shouldn’t - satisfy 
you when parting with your hard-earned 
cash in other areas.  So, why do you 
invest in IT at all?  How do you measure 
your Return on Investment (ROI)? 
 
Unfortunately, it is very difficult to give 
any fact-based answers for Ireland – 
there is simply no information.  The Law 
Society in the UK however, has done 
quite a lot of work in this area.  Here are 
some interesting snippets from the 
information they have compiled. 
 
On average, in the UK, small firms 
invest 3% of their Gross Fee Income 
(GFI) per annum on IT.  Medium sized 
firms invest on average 5.5% and larger 
firms up to 7%. 
 
There are two thoughts that immediately 
occur to me in response to this.  In my 
experience, firms in Ireland lag far 
behind these figures.  Secondly, the UK 
firms must be getting some discernable 
return to spend so much – remember 
these are average figures. 
 
The main reasons stated for investment 
included; Compliance, Increase Fee 
Earner Productivity, Financial 
Management, Access to information, 
Reliability of processes. 

These even sound more specific and 
concrete than the earlier woolly 
phrases.  They are.  These are things 
that can be measured.  Aside from 
compliance, they are also areas that 
require change in work practices if they 
are to be improved. 
 
Compliance is obvious and, while there 
are many firms who appreciate the 
other benefits of them, this is probably 
the most common reason for firms 
installing accounts systems.  What 
about the other reasons? 
 
Increase Fee Earner Productivity 
It is worth noting that we are not talking 
about secretarial productivity here – it is 
specifically Fee Earners.  This is a large 
area and could fill several pages in 
itself.  However, there are some 
fundamental points to be made. 
 
How can Fee Earner Productivity be 
measured?  It’s not just looking at the 
revenue they generate.  You must also 
look at what it costs to generate that 
revenue, both in terms of overhead and 
effort.   
 
This requires information – effort (or 
time) expended and the other costs 
consumed – including secretarial time.  
There are three critical things to be 
considered.  Improvement means 
change.  Time needs to be measured.  
Fee Earner overheads need to be 
reduced per unit revenue. 
 
Financial Management 
It never ceases to amaze me how little 
most firms know about their business in 
financial terms.  While many of the 
solicitors’ accounts systems provide 
only basic compliance and little in the 
way of business management 
information, there are some which do. 



Solicitors’ IT – some Home Truths 
 
Our own SAM system of course is one 
of those.  Unless you are willing to 
measure profitability, analyse different 
type of work, measure who is productive 
and who is not, you have little chance of 
causing improvement. You are relying 
on luck and sweat.   
 
Access to Information 
According to a report published on the 
UK Law Society’s website, it has been 
estimated recently that Fee Earners in a 
city firm spend 40% of their valuable 
(and costly) time looking for papers or 
misplaced information.  This in a firm 
that has presumably invested heavily in 
IT!   
 
It is reasonable to assume that the 
situation must be at least similar here in 
Ireland, but lets be optimistic and say 
that here, on average, only 30% of time 
is spent in this way. 
 
Suppose a system could be installed 
which would reduce that to say 20% - 
still a very high proportion of time.  
There would be an immediate 10% 
productivity improvement potential.  
Worthwhile! 
 
Reliability of Processes 
Admit it or not, much of a solicitor’s 
work is repetitive.  While each case is 
different in detail, the basic “shape” of 
matters of the same type is the same.  
Yet, to my certain knowledge, many 
solicitors in Ireland have no standards 
set up, few, if any, precedents, no 
procedures that can be delegated to 
less costly staff and effectively start 
each file as a “clean sheet” relying only 
on their own (fallable) expertise and 
experience. 
 
There are issues here beyond the 
undoubted benefits of increased  

productivity – quality of service and PI.  
Yet there seems to be a reluctance to 
embrace the tools that will improve the 
situation. 
 
Case Management has had a bad press 
over the last few years – largely 
because of unsuccessful 
implementations.  This has probably 
been due to a combination of some 
poor systems, poor implementation and 
training and a reluctance on the part of 
solicitors to invest the effort required 
and to change their way of working. 
 
This does not mean that Case 
Management is a bad idea.  Sensibly 
used it delivers most.  We have learned 
a lot about how to implement it well over 
the years and some of our clients are 
achieving real returns. 
 
There are several software systems 
available to tackle the issues set out 
above.  They vary in quality and cost.  
There are skills and efforts required to 
implement the changes necessary to 
make them work - as well as money. 
 
At Keyhouse, we have developed what 
we believe is the most comprehensive 
suite of productivity and measuring tools 
available to Irish firms.  This includes 
solicitors accounts, management 
accounts and analysis, time costing, 
distributed and controlled access to 
accounts information, electronic bill 
drafting, electronic cheque requisitions, 
phone messaging, document production 
and management, digital dictation, case 
management and workflow.   
 
These are all integrated into one system 
and together, comprehensively address 
the main issues highlighted from the UK 
experience. 



The Clipboard  
 
Two new team members  
Martina Winters and Gavin Molony 
have joined Keyhouse increasing our 
team to 20. Martina will be working 
with the sales team as a sales 
executive while Gavin will be working 
with the SAM support team as a 
support analyst. Both have several 
years experience working with 
accounting software packages in the 
professional services market.      
 
Client Survey Draw 

 
Once again thank you 
to all those who 
responded to the 
Client Survey. Anyone 
who answered the 
survey was 
automatically entered 
into a draw for a 
weekend for 2 in 

Rathsallagh House in county 
Wicklow.  A member of the 
Technology Committee, Eamon 
Keenan, was nominated to draw a 
winner. Congratulations to Colm 
McGuire of McGuire Desmond 
Solicitors, Cork.     
 
The Keyhouse Web Page 
If you wish to keep up to date with 
events in Keyhouse you can access 
the News section in the Keyhouse 
Web Page. This section is regularly 
updated with all the latest news 
about product releases. If you have 
any suggestions regarding the Web.  
 
 
  

Please feel free to email us your 
comments at sales@keyhouse.ie.  
 
Tackling Email Spam.  

There has been a dramatic increase 
in email spam over the last few 
months.  Most firms are affected by 
the unrelenting spread of this 
problem.  
 
What solutions can your firm 
implement to tackle this problem? 
 
There are products you can 
purchase which will block a lot of 
the spam email but there are no 
guarantees that it will block all spam 
email. Another alternative is to have 
a specialist company filter your 
email first before sending it to your 
firm. While these companies can 
deliver a quality service they can be 
expensive.  
 
If you are interested in receiving 
more information about this contact 
us at sales@keyhouse.ie or 01-
2040020. 



At your service… 
 

The complete Information Technology (IT) solution for your firm. 
Keyhouse is the only Guaranteed Irish IT company that can provide 
and deliver all the necessary IT requirements for today’s law office.  
Everything from your standard PC to Digital Dictation and connectivity 
to the internet.   

 

Keyhouse LawOffice:- 
�  Accounts (SAM3.4) 
�  Bill Drafting  
�  Cheque Requisitions 
�  Digital Dictation 
�  Case Management - includes case plans and precedents for: 

�  Conveyancing 
�  Litigation 
�  Debt Collection 
�  Probate 

�  Time Recording 
�  File Manager (physical file tracking, deeds, wills etc) 
�  Document Imaging 
�  Web Access to Case Management 

 
Keyhouse Networks:- 

�  Hardware 
�  PC Networks 
�  Communications services & software 
�  Training 
�  Network Support 
�  Internet & Remote Access Services 

 
With over 200 clients and 20 years experience, we at Keyhouse can 
implement, service and project manage your firm keeping disruption to 
a minimum. 
 

Your outsourced IT Department 
 

Keyhouse Computing Ltd, 3 Market Court, Main Street, Bray, Co. Wicklow.  
Ph: 01 2040020 email: sales@keyhouse.ie web: www.keyhouse.ie      DX 16024 Bray. 


