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On-line meeting 
software
The sudden requirement to use online 
meeting software was originally met 
with panic buying. Firms rushed just 
to get up and running, but now, six 
months into the pandemic, firms are 
reconsidering those initial decisions.  
So, is that software service good for 
the future?

Products
There is a plethora of meeting 
applications out there and the 
number of solutions continues to 
grow. From consumer products 
such as Apple Facetime or Facebook 
Messenger to enterprise solutions 
such as Cisco Webex, firms have 
embraced all kinds of platforms 
to support their move to digital 
meetings. Even traditional phone 
system suppliers such as Gamma have 
entered the fray with their own online 
take.

It would be very difficult to list all of 
the solutions in use but it is fair to 
say Zoom and Microsoft Teams have 
become the most widely used and 
talked about. Zoom in particular 
had a huge surge in use due to the 
pandemic.

The top products in use are:

 ◆ Microsoft Teams

 ◆ Zoom

 ◆ GoToMeeting by LogMeIn

 ◆ Cisco WebEx

 ◆ Verizon BlueJeans

 ◆ TeamViewer

 ◆ Mikogo

Other products include:

 ◆ Google Meet

 ◆ Dialpad UberConference

 ◆ me from LogMeIn

 ◆ Amazon Chime



Business analysis
The first thing to determine is what does your firm want from its meeting 
software? Here are a few primary use cases, you may have others:

Use Case Notes

To meet with 
clients and 
counsel online

Whilst it is fairly straightforward to host a meeting 
where all parties enter the same ‘room’ for the meeting, 
consideration should be given to more complex 
situations. For  example, firms that need to run Joint 
Settlement Meetings or mediations may need multiple 
‘breakout’ rooms where participants can break off and 
have private conversations from the rest of the group. 
Products such as Teams can support this through the use 
of ‘Channels’ but not all products have this capability.

New business 
meetings

Consideration should be given to the joining process 
or time limits when using video conferencing software. 
There is nothing worse than being part way through a 
new client presentation and the meeting time limit being 
reached, which then promptly ejects everyone from the 
call!

Both video and 
conference 
(telephone) 
calls

The reason we have included the ability for telephone 
calls to be made is that it may not be viable for either 
your member of staff or the third-party contact to use 
either a microphone and speakers or a headset. This 
means that a telephone call needs to be made.

For meetings 
to be available 
wherever 
needed

It is entirely possible that your users are travelling or 
working from home and need to access a meeting or to 
create one.

This requires the ability to take control of the user’s 
computer.

For the IT 
department to 
support users 
online

Please carefully note that if the PC to which the IT team 
is connecting is logged in as a standard user as opposed 
to Local Administrator, then a different solution will be 
required.

For Human 
Resources team 
to work with 
staff members

Remote workers are now commonplace and it is 
important that human resources team can connect 
effectively with this group

Secure 
connections

Security continues to be a major concern for businesses 
and very much so for law firms. Therefore, any connection 
for either voice or video must be entirely secure 
(encrypted) from the user’s computer to the third-party 
participant’s and back (known as end-to-end encryption.
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Existing services
The next thing to run is a system capability review to examine existing capabilities. 
This might expose software already in place and included in current licensing costs. 

Out of the products shown, the one that is included as part of a wider licensing 
arrangement is Microsoft Teams so before you consider any other product, it would 
be wise to at least try Teams before looking at any other products.

Product Review
We will use the use cases noted above to compare the products.

This table provides a comparison of whether the product provides the service or not.

| 4 

Client /
Counsel

New 
Business

Video & 
Conference

International 

Call Access
IT Team 

Use
HR Team 

Use Security

Microsoft Teams Y Y Y Y 1 Y 2 Y Y

Zoom Y Y Y Y Y Y N 3

GoToMeeting Y Y Y Y Y Y Y

WebEx Y Y Y Y Y Y Y

BlueJeans Y Y Y Y Y Y Y

TeamViewer Y Y Y Y Y Y Y

Mikogo Y Y Y Y Y Y Y

[1] This depends on the Microsoft 365 licence purchased. Microsoft 365 E5 is the only 
licence to include a phone system. Even then, the use of this system may cause a 
cost to be born over and above any included minutes that might be available.

[2] This has to be set to be available by a Microsoft 365 Administrator.

[3] In early May 2020, Zoom announced the purchase of Keybase in an attempt to 
provide end-to-end encryption.
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Hosting Online 
Meetings
When the UK first went into 
lockdown during March 2020, a 
huge emphasis was placed on the 
importance of online meetings. The 
business community as a whole had 
to quickly become comfortable with 
appearing in front of a camera. Not 
only that, but we also had to become 
accustomed to the fact that normal 
life would inevitably intrude into even 
the best-planned video conference.

Irate children, Amazon delivery 
drivers, internet disruption and noisy 
pets do not care if you are halfway 
through delivering your polished 
presentation to the boss or a new 
client. It’s a fact that we all live very 
normal lives and our daily home 
routines are now becoming blended 
with our working day.

It’s particularly fascinating the way 
online meeting technology has 
quickly had to catch up with the more 
nuanced aspects of the online video 
call. For many of us in our space we 
would only have online meetings 
when watching the demo of a new 
software application or when involved 
in training. 

Pre-lockdown most online meetings 
were simply screen shares with dial-
in audio – very few people joined 
with cameras on.

However, we were suddenly plunged 
into a deluge of endless online 
meetings in March and quickly 
learned that the management of 
those meetings was just as important 
as the technology itself.

In this section, rather than focusing 
on the technology, we’re going to 
look at the best ways to run an online 
meeting regardless of the technology 
being used.

Know what to expect 
Every business has its online meeting 
platform of choice. It currently 
appears to boil down to two main 
choices – Zoom or Microsoft Teams.

Most people will generally be familiar 
with one product and the other to a 
lesser extent. For this reason, be sure 
to always let the attendees know 
what to expect when they try and 
connect to the meeting. 

A good example of this is sending 
out invites to join a Microsoft Teams 
meeting. 
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If the attendees don’t use Microsoft 
Teams on a day-to-day basis, they 
may be prompted with a choice of 
downloading Microsoft Teams or using 
the web app version to connect. For 
ease, we’d generally advise attendees 
to use the web app version to connect 
as there are fewer steps involved in the 
joining process that way. 

However, there are some limitations 
with the web app and you will need 
to judge whether the experience will 
hinder the meeting.

With Zoom, it can be important to 
ensure attendees are using the latest 
version of the app so ensure everyone 
has downloaded the most up to date 
version of Zoom before joining.

Preparing for a meeting
As we bounce from meeting to 
meeting, often flipping between 
different solutions (in one day one 
could be propelled from Zoom to 
Teams to GoToMeeting to Loop-up!) it is 
often easy to forget the need to prepare 
for meetings.

1. Meeting hygiene
Often the basic meeting etiquettes are 
forgotten. Why are we meeting, who 
needs to be present and why, and what 
are the resulting actions/decisions?

Online meetings are sometimes seen 
as ‘easy’ to set up and relaxed but this 
can waste a huge amount of time and 
frustrate the attendees. Just like any 
face-to-face meeting it is important to 
have an agenda followed by meeting 
minutes with clear actions.

Remote meetings, especially when 
there are a lot of them, don’t have the 
same civility as face-to-face meetings 
and this can lead to a situation where 
people present in the meeting do 
things they wouldn’t do if they were in 
the same room.

For example, working on other things, 
checking emails, taking phone calls 
have all become common occurrences.

If you are chairing a meeting you need 
to encourage people to be mentally 
present. Always encourage:

 ◆ Cameras turned on

 ◆ Email apps closed or put in ‘offline’ 
mode

 ◆ Bring people who look bored/
disinterested into the conversation
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2. Technical
Technical problems (such as not 
having the correct plugins installed) 
often cause delays to the meeting 
starting.

If you have a meeting using 
technology that you have not used 
regularly it is best practice to try to 
join the meeting early. This will ensure 
any software updates are made 
prior to the meeting and you have a 
reminder of the application interface.

3. Environment
When working from home many 
people have the radio or TV on in the 
background. This can make it very 
distracting for others in the meeting. 
Prior to joining the meeting make 
sure you mute all background noise. 

Everyone understands the additional 
pressure of working from home 
and the difficulties that brings. Try 
to ensure meetings are interrupted 
as little as possible by planning the 
household around the meeting time.

Recording a meeting
Sometimes it’s really useful to record 
an online meeting – particularly if 
you’ve been asked to take the minutes 
for a meeting. 

But do always ensure that attendees 
are fine with you recording a meeting 
before hitting the record button so 
just ask before you kick-off. 

For large meetings – Mute the mic!
For meetings with a large number 
of attendees, it’s important to ask 
everyone to mute their microphones 
unless they wish to speak or have 
been asked to speak. 

It can be really difficult to focus on 
the speaker when another attendee is 
boiling the kettle in the background! 

Meeting organisers can mute the 
microphone of any participant if they 
forget to do it.

Dropping off
Sometimes in a larger meeting, it 
may be necessary to leave – this is 
particularly common when meetings 
overrun and you have another call or 
appointment to attend. Good practice 
is to just drop the group a quick 
message in the chat functionality 
to explain that you are leaving the 
meeting, and if appropriate why.

Struggling with the connection
If you’re ever struggling with the wi-
fi connection, it’s better to switch 
off your video feed. Both Teams and 
Zooms will adequately support an 
audio-only connection with minimal 
bandwidth. There’s nothing worse 
than trying to keep up with a speaker 
when their video connection keeps 
dropping out.

Screensharing
Remember that you are able to share 
your screen in all the main online 
meeting applications. Don’t forget 
that ‘a picture paints a thousand 
words’ – if it’s useful to show what 
you’re trying to explain, then show it! 

But be careful about what you 
share. Sometimes you can share 
only certain windows instead of 
your entire desktop. Also remember 
that email pop-ups may let those 
seeing your screen see who you are 
conversing with and doing business 
with. 

Online meetings are certainly 
becoming the norm for many of 
us. Let us know about your online 
meeting experiences and anything 
useful you’ve implemented for your 
online meetings.

7 | 
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The Challenges 
Around Home 
Workers
Since the arrival of Covid-19 and 
lockdown there has been a lot of 
discussion and articles about home 
working. Much of this has focused on 
home working from the viewpoint of 
the individual – should I use Teams 
or Zoom, isn’t it nice not having to 
commute and travel, how do I avoid 
embarrassing distractions such as the 
dog barking, etc. 

This section will focus on home working 
from the viewpoint of the manager and 
the organisation.

Initially, it was all about IT. Staff needed 
the right equipment which meant not 
only PCs and laptops but also cameras 
and microphones for online meetings. 

They also needed the capacity to 
access their organisation’s systems 
remotely. Bandwidth was also an 
important consideration. But most 
organisations have probably got well 
past the initial rush of sorting out the 
IT, apart from some of the longer-term 
system changes that many may still be 
pursuing.

Of course, IT doesn’t just allow people 
to work but it can also be used to 
manage that work. 

Some organisations will have 
considered putting in place more 
technology to monitor what their staff 
are doing and the time they spend 
working. 

Such measures may come with 
privacy concerns and the reaction of 
staff to such monitoring must also be 
considered. 

Many organisations, especially those 
comprised of professional staff, 
will simply be putting trust in their 
employees to put in the required effort.

IT capabilities and IT support are also 
key issues. There are still staff around 
who have hidden their PC illiteracy or 
who have relied on PAs or colleagues 
to assist. This is so much more difficult 
from home where people will now 
be finding themselves very much 
alone and for some this could be quite 
worrying.

This is where IT training and IT support 
will become even more valuable. 
HR teams and IT trainers will need 
to reconsider the skill levels of their 
staff and now may be a good time to 
undertake some new training needs 
analysis (TNAs). IT support staff too will 
need to sharpen their remote support 
skills.

However, the requirements of home 
working are not just about IT. 

Remember when some staff started 
working from home out of personal 
necessity or just convenience? 

Organisations where I worked were 
often very concerned about the health 
and safety issues of home working and 
would even send someone out to the 
staff member’s home to ensure they 
had adequate space and lighting and 
the right kind of chair to work safely. I 
haven’t heard too much about these 
concerns since Covid!

Understandably it hasn’t been safe or 
appropriate to visit people’s homes 
but it’s interesting to see how priorities 
have changed when the majority of 
staff have had to work from home 
rather than just a few. 
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Sadly, there will be many who are 
perched on the edge of their sofa with 
their laptop on their lap – appropriate 
given the name but not very 
ergonomic or sustainable long-term. 
Health and safety desk assessments 
exist for a reason and long-term, 
inappropriate working practices will 
bring their own future problems.

Another important issue for 
organisations when it comes to home 
working is how to manage the remote 
worker. Anyone who has done an 
MBA will know there are as many 
definitions of ‘Manager’ and ‘Leader’ 
as there are people. But aren’t leaders 
supposed to be visible and available? 
Aren’t they supposed to encourage 
by example? Aren’t they supposed to 
communicate regularly and haven’t 
staff always appreciated face-to-face 
communication over other forms?

Yes, all of the above can be done 
remotely by phone or by video 
conference but it is more difficult. 
When you are not physically located 
together it is harder to pick up on the 
subtleties of how someone is feeling 
and to have an informal chat when you 
are ‘just passing by’.

As such, managers really need to 
be thinking about their staff both 
as individuals and in how they work 
together. 

This is especially true now as staff are 
having to adapt to unprecedented 
change not to mention dealing with 
work and family and home life all at the 
same time. 

Don’t fill your day with back-to-back 
group Zoom meetings without leaving 
some time for one-to-one meetings 
with your staff, whether by phone or by 
conference. 

You might find that you can use the 
current environment to drive through 
useful cultural change such as getting 
people to work differently, to work 
in different groups or to be more 
innovative.

In the early 2000s there was a real fad 
for ‘Office away days’ where teams were 
encouraged to go to country hotels for 

team bonding/blue sky thinking days. 
In the strange Covid-19 world we are 
hearing some firms talking of just the 
opposite – ‘Office days’ where teams 
get together for briefings, monthly 
meetings and opportunities to put 
some money back into the local café 
and restaurant economy!

9 | 
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Lastly, with the advent of widespread 
home working organisations as a whole 
should be re-thinking their strategies. 
Should you be lucky enough to be 
in a position of growth then now is 
a fantastic time to consider hiring 
staff who have traditionally found 
it more difficult to work in an office 
environment, such as parents with 
child care concerns and people with 
mobility issues. 

Should your business be struggling or 
you simply wish to grow then now is a 
perfect opportunity to expand beyond 
your traditional geographical regions as 
potential customers are likely to be less 
sensitive to where you are physically 
sitting. Be innovative too – the use of 
greater workflow could help you ensure 
staff are following proper process 
without having someone ‘standing 
over them’.

It could be that all of this is going to be 
fairly temporary. That said, I don’t think 
many of us see the current situation 
changing anytime soon and vast 
numbers are likely to be working from 
home well into next year at the very 
least. 

In addition, some organisations 
are already making the move to 
permanent home working and are 
giving up office space in the process. 

If this is the future then the ideas 
discussed above will become even 
more important – and organisations 
will need to identify, train and reward 
leaders who can manage and motivate 
their staff without being in the same 
room.



The Hybrid Work Environment
Other parts in this series have concentrated on some of the meeting solutions 
that are available and on the best way to run online meetings. This section will 
consider the differences between in-person and online meetings.

For most of our existence mankind has traditionally held only face-to-face 
meetings (yes, even cavemen had committee meetings and water cooler 
conversations). Of course, online meetings have been around for a while now but 
they became ‘big’ earlier this year. 

Since the pandemic started and lockdown was thrust upon us, online meetings 
have become commonplace. At first, these were new to many people or at the 
very least it was a very new experience to attend such meetings from home.

A very few people continued to work from their office location and of course 
more people are now starting to return to the office. This means some staff will 
be working in the office and some at home and some people will be doing a bit 
of both during their typical working week. 

This mixed or ‘hybrid’ work environment is likely to continue for some time. So, 
what does this mean when it comes to meetings?

The Pros and Cons of In-Person Meetings

Pros Cons

It is easier to pick-up on subtleties such as 
body language, thereby limiting the risk 
of misunderstandings

People have to be in the same place at 
the same time

You can see who is focused and involved 
and who isn’t, and involve those who 
aren’t

Greater investment of time and cost

The ‘in-person’ environment is probably 
viewed as more formal and professional, 
although this may change over time

Short-notice meetings are less likely, 
unless everyone is already close at hand 
(Although this is also a positive at times)

Organisers may be more likely to plan and 
to produce proper agendas, knowing that 
people have made the effort to get there

In this current situation, some people are 
reluctant to attend in-person meetings 
due to concerns around social distancing

Pre and post conversations are often as 
valuable as the meeting itself.

The “socialisation” that face-to-face 
meetings provide can be invaluable in 
colleagues getting to know each other, 
identify and address concerns and how to 
motivate

11 | 
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The Pros and Cons of Online Meetings

Pros Cons

Participants can be located virtually 
anywhere

Participants can be looking at email or 
other distractions on their computer 
while ‘attending’ the meeting

There may be resistance to demands for a 
“camera on” / “Email” off policy

No need to travel, saving both time and 
travel costs

It can be more difficult to pick up on 
body language to spot people who are 
disengaged

Meetings can be organised at short 
notice, sometimes within minutes!

Meetings can quickly be scheduled to 
run back-to-back leaving no time for 
preparation or note writing afterwards

There becomes an assumption that 
attending meetings means you are busy

During lock-down the number of 
meetings increased, often to the 
detriment of productivity.

The culture of ‘back to backing’ video calls 
all day is not healthy or productive

Technology allows many features 
not commonly available to in-person 
meetings such as recording, which helps 
when writing-up the minutes

Distractions are more common, especially 
for home-based participants. These 
can include anything from children 
and barking dogs to the arrival of home 
deliveries

You can’t be hospitable by sharing your 
biscuits, at least not without a lot of 
planning!

Technology can disrupt meetings! 
Unreliable Wi-Fi connections and 
patchy sound can cause disruption and 
annoyance

Hybrid Meetings
In the new ‘hybrid’ world we are also seeing hybrid meetings – with those in the 
office joining from meeting rooms and remote workers from their home office.

This brings in a different dimension with those in the office getting the benefits 
of the ‘socialisation’ element. There have been reports of those joining remotely 
feeling alienated as they assume those in the office have made decisions ‘off 
camera’.

My list may not be complete and the sheer number of pros and cons is not 
necessarily an indication of their importance, but it is interesting to note 
that I have listed more pros for in-person meetings and more cons for online 
meetings. But there are things that work for both types of meetings and 
actions we can take to redress the balance, as listed overleaf.
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Do’s:

 ◆ Plan your meetings carefully by 
considering your objectives, selecting 
your attendee list and preparing 
(and circulating in advance) a proper 
agenda.

 ◆ Keep an eye on participants 
and look for emotions such as 
annoyance, boredom or distraction. 
Good software will let you see all 
participants unless your meeting

 ◆ is very large.Introduce meeting 
etiquette – just as you would insist 
on ‘mobiles off’ (and off the table) 
during board meetings you should 
encourage camera on and fingers off 
the keyboard.

 ◆ Know your audience and be aware 
of those who may be ‘backward in 
coming forward’. Ask for their views 
and ensure they are included.

 ◆ Maintain a level of professionalism 
but have fun too where appropriate.

 ◆ Manage your diary so that you have 
time both to prepare for meetings 
and to have time for contemplation 
and note taking afterwards.

 ◆ If attending from home, try to 
manage your household as much as 
possible to limit distractions.

 ◆ Implement equipment that makes 
it easy for people in one room to be 
seen by those connecting remotely.

Dont’s:

 ◆ Avoid allowing meetings to take over 
your entire day just because they are 
easy to schedule.

 ◆ Keep strong, vocal and opinionated 
individuals from taking over the 
meeting.

 ◆ Don’t invite more people than are 
needed.

 ◆ Don’t let participants be distracted by 
mobile phones or other activities.

 ◆ Avoid rebuking staff or being overly 
negative in front of others.

 ◆ If at all possible, use in-person 
meetings instead of online meetings 
to deal with sensitive staff issues 
such as appraisals and disciplinary 
meetings.

In summary, apart from managing 
the technology, the rules of 
successful meetings are quite 
similar regardless of how they are 
held.
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