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Technology-Enabled Reengineering:
An LA Traffic Story

Snorri Ogata
CIO, Los Angeles Superior Court




Wait Times Up to 2.5 Hours Were not Uncommon.



TRAFFIC BPR
® Electronic survey January 13-17, 2014

Why Were They Coming to the Courthouse?



SURVEY OVERVIEW

18,000 SURVEYS COMPLETED

®43% came to make a payment
» More than 50% paid by cash

® 30% came to schedule a court appearance

® 13% came to request an extension

® 12% came to check case status

® >17% did not know they could process on-line
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TRAFFIC BPR

® Electronic survey January 13-17, 2014
® BPR kick-off meeting with traffic experts - February 2014

Priorities
@
g %
g B

What are the biggest areas for improvement?




BUSINESS PROCESS REENGINEERING
Themes

» Efficiency

» Automation
__ » Reduce Foot Traffic

Assessing TN - ) » Reduce Court
| - Appearances

» Receivables
» Legislative
Tailoring

\ On line
In line



TRAFFIC BPR

® Electronic survey January 13-17, 2014
® BPR kick-off meeting with traffic experts February 2014

® Bench View implemented - 2014

How to Improve Judicial Access and Calendar Prep?



BENCH VIEW

e -

Less Paper (not Paperless!) Saves Time and Money.
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TRAFFIC BPR

® Electronic survey January 13-17, 2014
® BPR kick-off meeting with traffic experts February 2014
® BenchView implemented 2014

® New courtesy notices and informational inserts September
2014

NE

“MARKETING
ORGANIZATION STRATEGY

Ll CUSTOMER
§ GOALS ENVIRONMENT

ACCESS

If You Build It, Will They Come?



SIMPLIFIED COURTESY NOTICE

AVOID THE HASSLE OF: . o o
P MISSING WORK AND WAITING IN LONG LINES } I r r ] I I e t eXt
P DRIVING IN TRAFFIC AND PAYING FOR PARKING °

WHAT ARE MY OPTIONS? -
@ TE T AR I Use the NEW AUDIO AVATAR

e PAY THE TICKET - PAYMENT OPTIONS:

INTERNET: wwuw. L ACourt org
NEW ONLINE Features. Audio visual assistance AND lower transaction fees!
[ AUTOMATED TELEPHONE: Visit www.LACouri org for your area phone number.

» Clearly call out web

L]
payable to “LA Superior Court” and include your citation or case number on your payment. Mail the payment with the payment
coupon in the return envelope provided or deposit in & drop box located at any that has a trafiic O

Visit www L ACourt org for a list of locafions.

B PAYMENT KIOSKS: Pay using a payment Kiosk (creditidebit cards only) at one of the following court locatians:
Beverly Hills, Chatsworth, Metropolitan, or West Covina.

W PAY ANYWHERE: Pay atany courthouse that has a trafiic department. Visit wwwLACourt org for & list of locations. . . .
THE DUE DATE ON YOUR TICKET IS NOT A DATE FOR YOU TO APPEAR BEFORE A JUDGE } Lea d Wlt h O n_ I I n e O tl O n S
a GO TO TRAFFIC SCHOOL: To attend traffic school you must mest all of the requirements listed below. It is your responsibility .
to determine if you meet these requllemelwe ‘You are required fo pay the bail amount listed on your notice, and pay an additional

traffic school fee of 564.00. You will have 64 days from the day yau pay the processing fee to complete
traffic school.

“You have not attended traffic school for a ticket issued within 18 months of the date of this ticket;

u
; o . ”
W ' speeding, your speed was not 25 mph or more over the posted speed limit;
B The offense is a moving (driving) viclation: } a r ra I l I I lg e
B You were not driving a commercial vehicle or camying hazardous material; and

B ‘ou must have a valid driver’s license.

Sign up for traffic school on-line, through the automated telephone system, in person, or retum the payment coupon included with this

notice with the full amount due plus the $84.00 fee in the retum envelope provided. Visit www.LACourt org (click on Divisions then Traffic)

for the phone number in your area or a list of raffic court locations. A list of DMV approved traffic schools is available at www.LACourt org,

when signing up.
g

EQUEST AN EXTENSION T0 APPEAR OR PA Ifeug\ble ;‘ou may request a one-time 60-day extension on-ine, through

or in person Courtorg (click on Divisians then Traffic) for the phrone number in your area
nra \m ﬂﬁrﬂlﬁc mlltlnl;ahnn&

[
PROQF OF CORRECTION: I your ticket is for a correciable viclation and you are submitiing proof of comection, send 525
for each comected violation. Make checks payable fo “LA Superior Court.™ Obunpmafalme:hunatmy\iwenfumenmoﬁ
during nermal business hours. Mail proof of comection, the payment coupon, and the payment in the retum envelepe provided or visit [ ]

warw | ACourt orq for a fist of traffic courthouse Iocations near you and either deposit proof in a drop box of go to the traffic window.

\\ﬁ

“**IMPORTANT*** FAILURE TO TAKE CARE OF YOUR TICKET ***IMPORTANT***

Failure to take action by your due date, or any subsequent date, may result in additional charges, license suspsnsion,
and the addition of a 5300 civil assessment pursuant to Penal Code section 1214.1.

#8850 TO COURT: If*Ses Below” is writtsn in the “Bail Amount” field listed on your nafice, vou are required to appear before a judicial ” II
1111 officer. On or before the "Due Dete,” visit www LACourt org and schedule an appearance for amaignment o go to any traffic court —
= location listed.

CONTEST YOUR TICKET: Pursuant to California Rule of Court (CRC), rule 4.105, you are allowed to appear before a judicial officer

without the deposit of bail, subject to certain excepfions. Visit www L ACourt org/page/EXGY-CRC4105 to review the full rule.

Decide the type of frial you want:

W Court Trial: Both you and the officer appesr in court. Visit www | ACourt org and schedule an appearance for arraignment or go to any
fraffic court lecation listed. No deposit of bail is required to schedule an amaignment. The date for your court frial will be scheduled
at your amaignment.

W Trial By Declaration: Both you and the officer write out what you want the court to know about the ficket. This option is an exception
to CRC, rule 4.105. You must include payment for the full ticket amount. Complete the payment coupon with this notice, select
“Trial by Deciaration,” and mail it along with your check to the address shown.

TRAF 040 (Rev. 17-15)

Clear Communications Drives Desired Behaviors!




TRAFFIC BPR

® Electronic survey January 13-17, 2014
® BPR kick-off meeting with traffic experts 2014
® BenchView implemented 2014

® New courtesy notices and informational inserts 2014

® Traffic Pay Anywhere - May 2015

N

S v

[\ d

How to Make Paying More Convenient?




PAY ANYWHERE

Before After
» Legacy CMS (1981) » Legacy CMS (1981) with new
capabilities.

» Pay at ANY courthouse that

» Pay only at the assigned
supports traffic.

court location

Sometimes an OLD Dog can do New Tricks!



TRAFFIC BPR

® Variety of Web-Site Updates:

® New Web Site & Lowered Fees 2014
® Traffic Avatar Introduced N

@ LEA Citation Lookup

® Traffic Payment Plan rooAlE
® Redesigned Traffic Page )

® Multi-lingual Traffic Pages and Avatar 2016

How to Move Service On-Line?

Judicial Council - Technology Enabled Reengineering
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NEW WEBSITE & LOWER FEES

Espafiol | Tieng\Vigt EHE0 | B huEpkh | alp Us
Improve

THE SUPERIOR COURT OF CALIFORNIA o
COUNTY OF LOS ANGELES [

Online Services Forms & Filings Self-Help Di General Info
Pay Fines, Search Records. Forms, Filing Fees... Seli-Rep, info, FADQSs... \IC -~ Courthouses, ADA Local Rules_ .

Traffic
Traffic Court handles cases that usually begin when a cif VTSN Rl +H forcement
officer. Tickets can be i d for violations of traffic law

May | Help You?
ZEn qué puedo ayudarle?

ONLINE SERVICES COURT RESOURCES NEWS & NOTICES
Please select language for online transactions
e Traffic Forms MEWS RELEASES
| English | Trafiic Fees LASC Web Users Can Set Up Traffic Payment Flan
Online
Traffic Courthouses
Traffic Online Services provides the following Traffic Glossary L& Court Improves Service to the Public Through
options depending on the status of your ticket. Online Innovations

Better, Faster, Cheaper!



THE TRAFFIC AVATAR

Virtual Assistant helps over 4,000 customers a week!







JUSTICE PARTNER PORTAL

Snorri Ogata

Jan. 2016

Narme [First, Middie, Last)
KRISTINA MARTIROSYAN
Address
227 E VALENCIA AVE UNIT A

| Owners Responsibility (Veh, Code, 40001)

Gty State Tip Codu
. . BURBANK CA 91502
Traffic Citation | A | < I . |
Sex Halr | Eyes | Helght Welght Race
Search by Court Location | Search by Citation | Search by Officer's Badge No F BLN BRN 501 132 w
[z SN State Reg. MONVA [Jrmocmvonat
Veh¥r 1 =} ¥ 1 v P o v L]
Officer's Badge Number: 9393 x,mwnmmw” 408 BLACK D...,..,:,:h
= . — Laatea [ ]5ame as Driver
Hearing Date |Time | Event Citation | LEA | Name
Address [ 5ame as Driver
02/17/2016 AM Court Trial LO10974 | 1912 | MARTIROSYAN, KRISTINA
Gty State ZIP Code
02/17/2016 AM Court Trial L012130 | 1912 | LUCAS, DON
Couror lable Violation [Veh. Code, tec. 40810) r | Booking Required Misdemeanor
02/17/2016 AM Court Trial L012176 | 1912 | GREGOR, ADAM Yes No_Code and Section _ Description ot Infraction
][ cvc 224008 IMPEDE TRAFFIC FLOW f
02/17/2016 AM Court Trial L012199 | 1912 | LIMA, DANIELA
oo
02/18/2016 AM Arraignment L012109 | 1912 | KOSHKARIAN, JEOVANY CHR!
(m]m)
02/19/2016 AM Arralgnment L012112 | 1912 | MCCALL, SHAI DENISE oo
02/19/2016 AM Arraignment L0O13219 | 1912 | WUCHNER, CLAY
[ remmn [Finionips [veh ot Evtpd [Ontwee | Contimmation Form
02/22/2016 AM Fine Payment LO10028 | 1912 | GETTONE, RASHAD ATO 25 | ‘ | L b

02/22/2016 AM Arraignment L010093 | 1912

MENDOZA, DIANE MARIE

02/22/2016 AM Fine Payment L010938 | 1912

GARCIA, BRYAN ARREOLA

02/22/2016 AM Court Appearance L010943 | 1912

NALBANDYAN, SAHAK

02/22/2016 AM Stay of Execution L012182 | 1912

MEJIA, MARIA LUZ OR

02/25/2016 AM LO08600 | 1912

ZAIMTSYAN, GEVORG

02/29/2016 AM Fine Payment L010023 | 1912

DEMIRDZHYAN, GAYANE

02/29/2016 AM Arraignment LO10962 | 1912

AMIRKHANYAN, ARKADI

03/01/2016 AM Arraignment L012133 | 1912

ASHIMYAN, KAREN

Location Of Vielatienis] City/County of Decur rence

CEDAR AVENUE Burbank

KENNETH ROAD WE
Fm-,l-.dlrumcunﬁmu |w T IAccident

Wt |

[] ainmian P  docia and et N
Ikﬁlc:;n;\;:va;1ivynlm,ll7\x*hﬂ'\‘N\b‘.-ﬂ‘(x e thafnrging
| R Lioyd d 9393

Arrarking or Citing OHcnr Savinl Ho.
1
Date Mama of Arreiting OMicer, If dferent fram Citing Offcer  Serial No. <

MMNW“!TM'WIAWPLME INDICATED BELOWY,

g

03/01/2016 AM Arraignment L012133 | 1912

ASHIMYAN, KAREN

03/02/2016 AM Fine Payment LO10950 | 1912 | ESKANDARI, ANTHONY JASON 9393 RLLOYD
03/02/2016 AM Arraignment L012133 | 1912 | ASHIMYAN, KAREN 9393 RLLOYD
n3/07/2016 aM Arrainnment 1017133 11912 | ASHIMYAN KARFN Q303 RILOYD

v s s e g EE R —
BURBANK POLICE DEPT.
NOTICE TO APPEAR [ MUSDEMEANOR
[ Traffic ) Non-Traffic @
Date of Violation | Thme Day ol Week DR N Evidence Tag Ho. ’
08/20/2015 3:04 PM Thursday l

Inquiries into
secured
Justice
Partner Portal

® Over 2,300
citation
lookups by
Law

Enforcement
Officers

Let Justice Partners be Self-Sufficient!




TRAFFIC PAYMENT PLANS

® A new online traffic payment plan was developed and

introduced in August 2015.
®Since its inception up to Feb 15, 2016:

4

4
>
>

11,629 New Traffic payment plans established,

16,582 Subsequent payments made,

More than $1.9M in Bail payments collected, and

More than $540,00 in Court cost recovery fees have been
collected.

Average over 400 new Payment Plans each week

Offer new (needed!) solutions!

Judicial Council - Technology Enabled Reengineering February 26, 2016
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MULTI-LINGUAL ON-LINE SERVICES

THE SUPERIOR C(

S i Also available in:

THE SUPERIOR COURT OF CALIFOR

COUNTY OF LOS ANGEL

Online Services
Pay Fines, Search Recorg

Online Services Forms & F:
Pay Fines. Search Records... | Forms, Fiing Fe Q
Trafic ® Spanis

Traffic Court handles ca: Traffic

officer. Ti s can be is:

Traffic Court handles cases that usually beg
officer. Ti s can be issued for violations

SERVICIOS EN LiD

Please select language |

S 427 ® Chinese (Mandarin)

Please select language for onlir =201 Myl A
Spanish {Epaﬁul} wEme
Ci=1
Please select language for online transactions
El servicio de

Chinese (&37) oy A
proporciena los siguien’

acuerdo al estado de su [ Korean (2r=201- ZHIZRLICH v

- Pagar y cemar su | R THERTHERR, TR
= Inseribirse en un p T o ’ * @ KO rea n

- Seficitar una exter + FASATETS WE o 2P AHI A EIZ12] AEH 2
- Sofiitar la escust: . ERE CH22 242 MSELICL
« Reservar fecha en « iEFTE « EIZS Fgatl 2
= Consultar el estad . BB - AEEMHE NE
« HELERE - JlEEENE
PARA EMPEZAR: . HETEHER - WS FEED A o
@ Vietnamese

Sino cuents con el mime
transito

Ingrese el nimero de

Ver mis servicios de I3

® Armenian

Improved Access in Native Languages.




TRAFFIC BPR

® Electronic survey January 13-17, 2014
® BPR kick-off meeting with traffic experts February 2014
® BenchView implemented 2014
® New courtesy notices and informational inserts 2014
® Traffic Pay Anywhere 2015
® Variety of Web-Site Updates:

® New Web Site & Lowered Fees 2014

® Traffic Avatar Introduced -

® LEA Citation Lookup

® Traffic Payment Plan = AU

® Redesigned Traffic Page )

® Multi-lingual Traffic Pages and Avatar 2016

What are the results of all these changes?



TECH-ENABLED REENGINEERING

» Results:

» Wait times reduced to 8-12 minutes

» Labor Shifting to higher value add areas.

» New Cost-Recovered Systems Enrich Customer Service

» Law Enforcement Self-Sufficiency

i) - . ]
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THE NEW FRONT COUNTER
On-Line

Espafict | Tbg Wit | BHR00 | hugbpth | Helpus
THE SUPERIOR COLRT OF CALIFORNIA — h&r‘
COUNTY OF LOS ANGELES oty -

Pary Fines. Search Records. Fooms, Filng Fees. Sell-Hep, Info, FACs Cial. Criminal, Famiy. Jury Duty Pordal, O8A Consthouses, AlA. Local Rubkes.

Online Services Forms & Filings | Self-Help Divisions Jury General Info

Avcess nformatian
for Persans with Disabilities

COURT EXPANDS COURT RESERVATION
SYSTEM. FOR TNFORMATION, CLICK

MERL.
SCAMMIRS ASK FOR PERSOMAL
Self Help Resources OR PAYMENT INFORMATION
[Famses & chilaren ~|
Attorneys & Litigants

Adoption 3
Child Custody and Visitation _cv_g_ne_ra!_us_e )
Child Suppart

Case
Establish Paternity

> ACCESS YOUR CASE

Guardianship of Children Locate Your Filing Courthouse

Locate the courthouse where your case
belangs.

> FIND COURTHOUSE

Court i the Community RamteApesces
Participants with sufficient internet speed
and a webcam can now appear by video in

salect CoLFroOms

- Begin Your Small Claims Case Online Court Date Calculator

ATTENTION

Falenilatn tha nawrbar af e dae ol are

All Court offices within Los Angeles
- I

2.0 Million Visitors / mo 1.4 Million Visitors / mo




WHAT’S NEXT?
® Cash Kiosks at 4 Major Courthouses  Late Spring 2016

® On-line Traffic Clerk Appointments Summer 2016

® Improved Courthouse Kiosks Summer 2016
® New Traffic CMS (Tyler Odyssey) Fall 2016
® Mobile Web : 2016/2017

@ eCitations 2017

The Continuous Improvement Journey is Continuous!
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