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Introduction 
Legal Matters can generate a large number of documents, including but not limited to letters to and from claimants, letters to and from clients, papers submitted to the courts, communication with witnesses, the evidence submitted and reports from experts. 
Managing and controlling documents poses a significant challenge to all Legal firms, as documents need to be stored in a manner that they are accessible when needed and the correct versions can be found when needed. It was recognised that the existing solution used by NHS Wales Shared Services Partnership Legal & Risk Services (L & RS) was inadequate and outdated. The system was paper-based, with documents being produced and received digitally, then printed and filed manually within physical cabinets located within the L & RS offices. 
As some legal matters result in thousands of documents being produced. Ensuring that all documents were appropriately stored and accessible when needed was becoming unmanageable and time-consuming. It was also recognised that technology was enabling workers to work away from their primary offices, and a solution that would allow for remote working, and that would remove the need to carry physical documents outside of the  L & RS offices when attending court hearings. 
While looking for a new document management solution, the service decided to investigate a digital solution that would be able to act as more than a simple document repository system. L & RS identified several other tasks that would be desirable for a digital document management system to accomplish. These were: Production of routine documents automatically from templates; version control of documents; facility to send documents securely via the internet; analysis of documents; and integration with the L & RS Case Management Database (CMDB) so that tasks in one could seamlessly be carried out in both. 
Following a lengthy procurement process, software was identified and adopted for use with L & RS called Virtual Cabinet (VC). VC is built around the core of a file storage server and a Microsoft SQL Server. It Then also includes integrations into Microsoft Office and a secure file sharing portal. The system uses a set of predefined indices that allow for the easy categorisation of documents within each file. The system also allows for different indices to be used dynamically based on the document type and the business area it relates to. The system integrates with Microsoft office, and this allows it first to save emails sent and received through Microsoft Outlook; the system is designed such that once the first email in a chain is sent or received, then it will automatically save all further emails related to the original using the same indexing information provided. Additional office integrations allow for the editing and creation of documents directly from the system, ensuring that edits to existing documents are stored in the correct location. It also allows for multiple users to collaborate on the same document simultaneously. The system holds several templates and, in conjunction with integrations with the CMDB, provides for these templates to be automatically populated with key data selected from the CMDB. Then after VC has created the document, it can then be sent directly from the system. The final key piece of functionality is the VC secure client portal; this allows for sensitive documents to be sent and received with more robust data security in place compared to sending the documents via email.  The portal also allows external contacts to send documents into L & RS. 
The system has undergone several updates and upgrades to be a better fit for the needs of the service; however, there still remain gaps, particularly integration between VC and the CMDB. This stems from the fact that as each system was procured separately and are managed by different third-party providers, creating integrations between the two systems has proven prohibitively expensive. The remaining gaps have led the service to review the usage of VC with a view to procuring a replacement combined document and case management system. Currently, there is an ongoing procurement exercise that will likely result in a replacement of both VC and the CMDB.
Methods
The Fit between Individuals, Task & Technology (FITT) framework is a framework that has been developed primarily for use in evaluating technology adoption within healthcare. Based on the idea that within clinical environments, IT adoption depends on the fit between the user of the technology, the tasks and processes they will be carrying out and the aspects of the technology itself (Ammenwerth, Iller and Mahler, 2006). 
Whilst L & RS is not a clinical environment as the framework was initially intended to be used in, the core principles of analysing the relationships between task and technology, individuals and task, and the individual with the technology are still applicable to the evaluation of this system within a legal environment, multiple tasks and user groups can be identified and how the technology fits into performing the tasks and the user’s needs can still be evaluated. 
To evaluate three user types were identified: 
1) Administrative Staff, this group includes secretaries and office administrators. These staff primarily provide support to other staff and are responsible for storage and management of documents as well as communicating with experts, clients and claimants solicitors to ensure that the matters proceed smoothly. Administrative staff provide support for, on average, ten other staff members. 
2) Paralegals, this group comprises paralegals and trainee legal staff. These staff carry out routine tasks on behalf of a solicitor who has conduct of the overall file. This is normally includes the creation of letters and completion of court forms and paperwork; They will most likely assist on average 2-3 other members of staff
3) Lawyers, this group comprises all senior legal staff (Solicitors, Barristers & Legal Executives). They have conduct of legal matters and are required to approve and review all communications and paperwork relevant to the matter. They will also review submitted evidence and draft responses to communications from the other solicitors. 
In addition, a number of tasks that users will need to carry out using the system were also identified and which users will need to carry them out: 
1) Creation of documents
2) Reviewing documents
3) Editing documents 
4) Filing created and received documents
5) Sending documents 
For the purposes of the evaluation of VC, a document is any digital file that is stored and managed by the system. These documents are primarily letters and emails sent between L & RS and other parties involved in the matter (clients, claimants, witnesses, experts, court officers, other solicitors) but also could include court submission forms, witness statements, evidence, expert reports, and any additional digital file relevant to the matter. 
Administrative staff are expected to send and file documents; Paralegal staff are expected to create, edit and send documents; lawyers are expected to create, review, edit and send documents. 
To evaluate the software, all staff were asked to rate their experiences with carrying out the tasks paying particular attention to the ease that software allows them to perform the task and if there are any issues introduced by the software when attempting to complete the task.  Likert ratings were given on a scale of 1 to 5, where 1 was a very poor fit, and 5 was a very good fit. 
Users were then also invited to provide written feedback alongside the individual task ratings. As to their experiences, they were asked to consider if the software has met their needs and if it required any modifications to their desired work routines. The views of staff that gave answers that were significantly out of line with the overall rating were particularly sought. 
Results 
One hundred seven users responded to the survey, 11 Administrative staff, 32 Paralegals and 64 Lawyers; this represents 100%, 84% and 89% of staff within each group asked to provide feedback. The mean average of user ratings is summarised in figure 1. 
	
	Lawyers
	Paralegals
	Administrators

	Creation of documents
	3/5
	3/5
	N/A

	Reviewing documents
	5/5
	N/A
	N/A

	Editing documents
	5/5
	5/5
	N/A

	Filing documents
	N/A
	N/A
	5/5

	Sending documents
	4/5
	5/5
	4/5


Figure 1. User experience survey result summary
Overall, the results suggest that most tasks are accomplished with ease and that the software fits the tasks carried out. However, users have indicated that the document creation process is not as streamlined as they would like. The theme that emerged from the user interviews was: 
“The integrations between VC and Database were slow and performed poorly. This makes using the auto-populating templates difficult to use”. 
In addition, several users stated that 
“Templates often need updating, and the software does not permit us to either edit or create new templates without involving the system administrators.”
Users, however, reported that: 
“When creating blank documents or emails, the system works very well, automatically saving the documents into the correct files making them easy to find when they need editing or reviewing” 
The poor performance of document creation was highlighted by both Lawyers and Paralegals with equivalent prevalence. Meanwhile, most other tasks were felt to be a good fit, with filing documents being singled out by all of the administrative staff as a task that the software made very straightforward and made what was previously an arduous manual task much easier and quicker. 
Similarly, tasks that required the retrieval of documents from the system were also highlighted as very strong fits, being both an easy and time-saving process. 

Discussion
The evaluation of the Virtual Cabinet software has highlighted there is a crucial task that the software is failing to be a good fit for. However, overall, it has been found to be a strong fit for undertaking the majority of tasks asked of it. However, there is a critical limitation that has been preventing the software from truly excelling. When adopted, it was hoped that the software would allow for easy creation of routine letters, such as an acknowledgement of service letter or letters inquiring if an expert was in a position to provide a report. These letters are identical save for a few case-specific details such as the matter name, address the letter is being sent to, etc. Whilst many of the template letters are not in frequent use, some, such as a letter of acknowledgement, are used for every new matter brought to L & RS. Having the software cause issues at this point is not ideal. Investigating the issue further has revealed that the root of the problem lies with the way two different pieces of software have been integrated. Virtual Cabinet relies on drawing information to populate the template letters from the L & RS Case Management database; it is apparent that whilst the integration is possible, it does not work in such a way that the technology does not support users in carrying out the task. The outcome of this evaluation has demonstrated that whilst Virtual Cabinet has embedded well and is overall proven it self useful for serving the user’s needs if Legal & Risk Services wish to continue its use, then improvements to its integrations with other L & RS software need to be made, and any potential replacement will need to ensure that seamless integration between the document and case management systems is possible.
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