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Keys to unlock
a client-centric

strategy
when attempting to un-even 

the competitive playing field, 
top management can be se-

duced into choosing customer service 
as a core strategy. Visions of indus-
try-leading customer satisfaction 
and loyalty — and associated profit-
able revenue growth — dance in their 
heads.

Why, then, do I usually dissuade 
them from that strategy, given its ob-
vious benefits? Too often, business 

leaders think that 
customer service 
and customer expe-
rience are synony-
mous (they are not). 
Also, the required 
leadership commit-
ment is formidable, 
and although the 
strategy appears 
straightforward in 
concept, it is dif-
ficult in execution. 
The discipline and 
architecture re-
quired to win in the 
customer service 
arena is demanding.

To assist, I called a 
colleague — one of our country’s fore-
most experts on customer service, 
employee engagement and leader-
ship: Dennis Snow, a former Disney 
executive and president of Snow and 
Associates.

Here’s what Dennis had to say:
Thank you, Sean. Let’s learn by 

asking three important questions.

No. 1: What is the difference be-
tween “customer service” and “cus-
tomer experience?”

Mention “customer service,” and 
people assume I’m talking about 
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U
nitedLex Corp. kept its 
powder dry for years be-
fore opening an operation 
in the Kansas City area.

But in the three years 
since the legal process out-

sourcing company launched its litiga-
tion support services department with 
a new office in Overland Park, Unit-
edLex’s growth has been explosive.

UnitedLex’s operation locally was 
successful enough that it moved its cor-
porate headquarters to Overland Park 
from Atlanta in 2010.

And growth has been such that 
it’s moving its local operation and 
250 employees from its current lo-
cation at 129th and Foster streets to 
a 24,000-square-foot facility on the 
Sprint Nextel Corp. campus in Over-
land Park on July 18.

For UnitedLex, part of the key for its 
growth was slowly building the compa-
ny through high-volume legal outsourc-
ing services, such as contract manage-
ment and intellectual property, until it 
built up enough capital reserves and in-
terest from venture capitalists to build a 
pricey but profitable litigation support 
operation in Overland Park.

“We were founded in contracts and 
intellectual property and obligation 
management and immigration, with a 
plan to build litigation services glob-
ally,” said David Deppe, president of 
UnitedLex’s global litigation services.

Simply put, litigation services involves 
assisting with electronic discovery, doc-
ument review and processing, and data 
forensics for corporate and law firm cli-
ents that anticipate or are actively in-
volved in lawsuits or other legal actions.

The range of services includes collect-
ing documents and other forms of data 

on a company’s behalf when it antici-
pates litigation; having attorneys review 
documents to mine potential evidence; 
and testifying about the authenticity of 
documents produced in a court case.

The technology and human resourc-
es needed by UnitedLex to craft a big 
litigation support effort are high-cost. 
Deppe described the investment as 
“millions and millions of dollars.”

It’s a service that has caught on with 
local law firm Spencer Fane Britt & 
Browne LLP.

Doug Weems, a litigator with the firm, 
said he used UnitedLex on an occasion 
where a client had extensive volumes of 
documents that needed to be collected 
and another one in which a computer 
required forensic examination.

“We could do the collection, but I 
prefer to have somebody independent 
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wednesday, July 20, 8:30 a.m.-10:30 a.m. 
the Women’s business center, 8527 bluejacket 
st., Lenexa, is having its digital workshop about 
Google analytics, “Using analytics to know 
Your customer.” cost is $20, and registration is 
required. contact Dorothy browning at 913-492-
5922 to register.

thursday, July 21, 8-10 a.m. the kansas 
small business Development center at Johnson 
county community college is having its monthly 
ceo roundtable called “Work on Your business, 
not in Your business.” this group meets on 
the third thursday of the month. there is an 
application process for membership. call 913-
469-3878 for more information.

thursday, July 21, noon. the Downtown 
kiwanis club is having its weekly lunch meeting 
at the Golden ox, 1600 Genessee st., kansas 
city. for more information, contact ed redhair 
at 816-920-6800.

see a complete calendar on Page 19.
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David Deppe, 
president of 

UnitedLex Corp.’s 
global litigation 

services, will lead 
the company’s 

250 local  
employees in 

their spacious 
new quarters on 

the Sprint Nextel 
Corp. campus.

UnitedLex Corp. kept its powder 
dry for years before opening an 
operation in the Kansas City 
area.

But in the three years since the legal pro-
cess outsourcing company launched its liti-
gation support services department with a 
new office in Overland Park, UnitedLex’s 
growth has been explosive.

UnitedLex’s operation locally was suc-
cessful enough that it moved its corpo-
rate headquarters to Overland Park from  
Atlanta in 2010.

And growth has been such that it’s mov-
ing its local operation and 250 employees 
from its current location at 129th and Fos-
ter streets to a 24,000-square-foot facility 
on the Sprint Nextel Corp. campus in Over-
land Park on July 18.

For UnitedLex, part of the key for its 
growth was slowly building the company 
through high-volume legal outsourcing 
services, such as contract management and  
intellectual property, until it built up enough 
capital reserves and interest from venture 
capitalists to build a pricey but profitable 
litigation support operation in Overland 
Park.

“We were founded in contracts and  
intellectual property and obligation man-
agement and immigration, with a plan to 
build litigation services globally,” said  
David Deppe, president of UnitedLex’s 
global litigation services.

Simply put, litigation services involves 
assisting with electronic discovery, docu-
ment review and processing, and data  
forensics for corporate and law firm clients 
that anticipate or are actively involved in 
lawsuits or other legal actions.

The evidence is in
UnitedLex sees litigation support services explode

By Steve Vockrodt | Staff Writer

The range of services includes collect-
ing documents and other forms of data on 
a company’s behalf when it anticipates liti-
gation; having attorneys review documents 
to mine potential evidence; and testifying 
about the authenticity of documents pro-
duced in a court case.

The technology and human resources 

needed by UnitedLex to craft a big litiga-
tion support effort are high-cost. Deppe 
described the investment as “millions and 
millions of dollars.”

It’s a service that has caught on with  
local law firm Spencer Fane Britt & Browne 
LLP.

Doug Weems, a litigator with the firm, 
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said he used UnitedLex on an occasion 
where a client had extensive volumes of 
documents that needed to be collected and 
another one in which a computer required 
forensic examination.

“We could do the collection, but I pre-
fer to have somebody independent go and 
make the collection,” Weems said. “That 
way, they can testify later if the need  
arises.”

Weems said that although several other 
companies are in UnitedLex’s industry, he 
did not know of another one locally that 
shared UnitedLex’s depth.

UnitedLex maintains its work in intellec-
tual property and other areas. Its IP work 
consists of researching the originality of a 
new patent — known as prior art — and 
drafting patents.

Outsourcing legal tasks has taken greater 
hold in the law firm world as an outlet to 
save some costs.

Mark Foster, a partner and formerly 
the managing partner at Stinson Morri-
son Hecker LLP, said Kansas City firms 
typically use contract attorneys when they 
have massive projects. Outsourcing of  
legal needs is typically more the province 
of Wall Street firms.

“Some of the major Wall Street firms are 
taking advantage of that alternative,” Foster 
said. “There’s always a worry about quality 
control, although generally they’re well-
educated and perform well.”

Much of UnitedLex’s litigation support 
services staff in Overland Park is com-
prised of former law firm lawyers.

Ryan Reeves, senior vice president of 
U.S. operations, was formerly at Shook 
Hardy & Bacon LLP.

“The entire management team each has 
no less than 10 to 15 years of experience in 
law firms or litigation support companies,” 
Deppe said.

About 80 percent of UnitedLex’s client 
base is direct corporate clients.

For these companies, UnitedLex begins 
doing document management and storage 
typically when a client anticipates that liti-
gation may occur.

When a court finds that companies have 
not properly managed their data and their 
documentation about an incident, the com-
panies may face sanctions or a loss in a trial 
setting.

Contracting with third parties like 
UnitedLex for data management also  
allows companies and their lawyers to have 
UnitedLex testify in court about how their 
documents were managed so that clients 
are not in the awkward position of being 
challenged about their data management 
practices.

UnitedLex also has begun getting a recur-
ring revenue stream by providing ongoing 
information technology to clients to adopt 
better document storage techniques.

The company also has shifted to a one-
line-item billing statement that differenti-
ates it from other legal process outsourcing 
firms.

Deppe said the traditional model among 
outsourcing firms is to list various services 
— a charge per gigabyte of processing, a 
charge for hosting documents, a separate 
charge to produce them.

UnitedLex negotiates a price-per-docu-
ment fee that it sticks to before an engage-
ment, which makes pricing more predict-
able for clients, Deppe said.

“There is cost savings and reduction in 
risk because they have a single point of 
contact,” he said.

UnitedLex also began forming small 
teams within the company that work exclu-
sively for one law firm client doing docu-
ment work on an ongoing basis to develop 
another platform for recurring revenue.

“You’re essentially looking at getting all 
the law firm’s work,” Deppe said.

The offering, called the Litigation Knowl-
edge Center, is new, but several law firm cli-
ents have signed on as UnitedLex attempts 
to add more firms to its client base.
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smiling, happy employees who say 
“please” and “thank you,” or they think 
I’m referring to a company’s complaint 
department.

Rather, the customer “experience” 
— by definition — includes everything 
that affects the customer. It includes the 
quality of interactions between employ-
ees and customers, the quality of the 
physical environment and, most impor-
tant, the quality of the organization’s 
processes. How often have you encoun-
tered processes that are designed for the 
organization’s convenience instead of 
the customer’s? 

You’re not selling a product — prod-
ucts are commodities — you’re selling an 

experience. And because great custom-
er experiences are rare, they can be real 
competitive advantages.

No. 2: How can an organization be-
gin the process of improving the cus-
tomer experience?

I’ve found a simple way for organiza-
tions to purposefully design their ideal 
customer experience. It begins with two 
questions:

1. After any experience with your or-
ganization, what are the top three things 
you want customers to say?

2. What has to happen for customers 
to say those things?

Everything begins to fall into place by 
answering those two questions. I spent 
20 years at Walt Disney World. Disney 
wants guests to say:

• It was a magical experience!
• They paid attention to every detail.
• They made me and my children feel 

special.
If guests are to say, “They made me 

and my children feel special,” cast mem-
bers (employees) should take photos so 
everyone can be in the picture, be on 
the lookout for guests who might be lost 
or confused, ask families where they’re 
from, etc.

If guests are to say, “They paid atten-
tion to every detail,” you’ll have pro-
cesses in place to keep the place clean 
and fresh, you’ll anticipate guest needs, 
and you’ll have specific standards of 
cast member conduct so that nothing 
intrudes on the quality of the details. 
Just imagine if your child caught site of 
Cinderella on a break lighting up a ciga-
rette! Years of therapy might be the re-
sult.

No. 3: An organization has defined 
what it wants customers to say and 
what will make them say those things. 
What’s next?

Once you’ve identified what will make 
customers say wonderful things, look 
at the current experience — what must 

change so that customers will say those 
things? Necessary changes become 
clear. If you operate a store and want 
customers to talk about attention to de-
tail, having stock in the aisles waiting to 
be placed on shelves is a disconnect. A 
process is required to keep disconnects 
from creeping into the experience.

Regarding employees, are you hiring 
people who are wired to deliver the ide-
al customer experience? Are you train-
ing and communicating relentlessly on 
expectations? Are you holding everyone 
accountable for delivering the ideal cus-
tomer experience?

Pretty simple stuff — but it works!

Peek through The Keyhole: To learn 
more about achieving remarkable cus-
tomer experience, please join us at 
www.therevenution.com/blog and ac-
cess the Business Journal category.

 
sean stormes | www.therevenution.com stormes is 
a speaker, author and president of the third Door.

go and make the collection,” Weems 
said. “That way, they can testify later if 
the need arises.”

Weems said that although several 
other companies are in UnitedLex’s in-
dustry, he did not know of another one 
locally that shared UnitedLex’s depth.

UnitedLex maintains its work in in-
tellectual property and other areas. 
Its IP work consists of researching the 
originality of a new patent — known as 
prior art — and drafting patents.

Outsourcing legal tasks has taken 
greater hold in the law firm world as an 
outlet to save some costs.

Mark Foster, a partner and former-
ly the managing partner at Stinson 
Morrison Hecker LLP, said Kansas 
City firms typically use contract attor-
neys when they have massive projects. 
Outsourcing of legal needs is typically 
more the province of Wall Street firms.

“Some of the major Wall Street firms 
are taking advantage of that alterna-
tive,” Foster said. “There’s always a 
worry about quality control, although 
generally they’re well-educated and 
perform well.”

Much of UnitedLex’s litigation sup-
port services staff in Overland Park is 

comprised of former law firm lawyers.
Ryan Reeves, senior vice president of 

U.S. operations, was formerly at Shook 
Hardy & Bacon LLP.

“The entire management team each 
has no less than 10 to 15 years of expe-
rience in law firms or litigation support 
companies,” Deppe said.

About 80 percent of UnitedLex’s cli-
ent base is direct corporate clients.

For these companies, UnitedLex be-
gins doing document management and 
storage typically when a client antici-
pates that litigation may occur.

When a court finds that companies 
have not properly managed their data 
and their documentation about an in-
cident, the companies may face sanc-
tions or a loss in a trial setting.

Contracting with third parties like 
UnitedLex for data management also 
allows companies and their lawyers to 
have UnitedLex testify in court about 
how their documents were managed so 
that clients are not in the awkward po-
sition of being challenged about their 
data management practices.

UnitedLex also has begun getting a 
recurring revenue stream by providing 
ongoing information technology to cli-
ents to adopt better document storage 
techniques.

The company also has shifted to a 
one-line-item billing statement that dif-
ferentiates it from other legal process 
outsourcing firms.

Deppe said the traditional model 
among outsourcing firms is to list vari-
ous services — a charge per gigabyte of 

processing, a charge for hosting doc-
uments, a separate charge to produce 
them.

UnitedLex negotiates a price-per-
document fee that it sticks to before an 
engagement, which makes pricing more 
predictable for clients, Deppe said.

“There is cost savings and reduction 
in risk because they have a single point 
of contact,” he said. 

UnitedLex also began forming small 
teams within the company that work 
exclusively for one law firm client do-
ing document work on an ongoing ba-
sis to develop another platform for re-
curring revenue.

“You’re essentially looking at getting 
all the law firm’s work,” Deppe said.

The offering, called the Litigation 
Knowledge Center, is new, but several 
law firm clients have signed on as Unit-
edLex attempts to add more firms to its 
client base.

UnitedLex has had 100 percent rev-
enue growth year to year since 2008.

Deppe would not disclose revenue, 
but published reports in trade publica-
tions in 2010 predicted $35 million to 
$40 million in 2011.

It has operations in India — most-
ly for patent work —  and Tel Aviv, Is-
rael. It plans new offices in Chicago, 
New York and Cincinnati in the com-
ing years.

Deppe said he expects UnitedLex’s 
employee ranks in Overland Park to hit 
400 people within the next two years.
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STOrMES: You’re
selling an experience

UNITEDLEX COrP.
Description: a legal process outsourcing 
firm specializing locally in litigation support 
services

revenue: $35 million to $40 million 
(estimated)

employment: 150 locally, 650 internationally
Address: 6130 sprint Parkway, suite 300, 
overland Park, ks 66211

telephone: 913-685-8900
Internet: www.unitedlex.com

dave kaUp | kCBJ

Maureen McIntosh (foreground) and 
other lawyers at UnitedLex review 
legal documents.

EVIDENCE: Next
target is law firms

UnitedLex has had 100 percent revenue 
growth year to year since 2008.

Deppe would not disclose revenue, but 
published reports in trade publications in 
2010 predicted $35 million to $40 million 
in 2011.

It has operations in India — mostly for 
patent work — and Tel Aviv, Israel. It plans 
new offices in Chicago, New York and Cin-
cinnati in the coming years.

Deppe said he expects UnitedLex’s  
employee ranks in Overland Park to hit 400 
people within the next two years.


