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Wait Times Up to 2.5 Hours Were not Uncommon.
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 Electronic survey January 13-17, 2014

TRAFFIC BPR
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Why Were They Coming to the Courthouse?
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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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 Electronic survey January 13-17, 2014

 BPR kick-off meeting with traffic experts - February 2014

TRAFFIC BPR
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What are the biggest areas for improvement?
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BUSINESS PROCESS REENGINEERING
Themes

 Efficiency
 Automation
 Reduce Foot Traffic
 Reduce Court 

Appearances
 Receivables
 Legislative
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 Electronic survey January 13-17, 2014
 BPR kick-off meeting with traffic experts February 2014

 Bench View implemented - 2014

TRAFFIC BPR
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How to Improve Judicial Access and Calendar Prep?
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BENCH VIEW
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Less Paper (not Paperless!) Saves Time and Money.



 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

TRAFFIC BPR
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If You Build It, Will They Come?
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SIMPLIFIED COURTESY NOTICE
 Simplified text.
 Clearly call out web 

options.
 Lead with on-line options.
 Start “branding” the 

avatar
 The use of icon bullets.
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Clear Communications Drives Desired Behaviors!
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 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

TRAFFIC BPR
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How to Make Paying More Convenient?
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PAY ANYWHERE
Before After

 Legacy CMS (1981)

 Pay only at the assigned 
court location

 Legacy CMS (1981) with new 
capabilities.

 Pay at ANY courthouse that 
supports traffic.

Sometimes an OLD Dog can do New Tricks!
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 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 
 Traffic Avatar Introduced 
 LEA Citation Lookup 
 Traffic Payment Plan 
 Redesigned Traffic Page 
 Multi-lingual Traffic Pages and Avatar

TRAFFIC BPR
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How to Move Service On-Line?
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2015

2014

2016



NEW WEBSITE & LOWER FEES
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Better, Faster, Cheaper!



THE TRAFFIC AVATAR

Virtual Assistant helps over 4,000 customers a week!
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JUSTICE PARTNER PORTAL
Jan. 2016
 12,866 

inquiries into 
secured 
Justice 
Partner Portal

 Over 2,300 
citation 
lookups by 
Law 
Enforcement 
Officers

Let Justice Partners be Self-Sufficient!
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A new online traffic payment plan was developed and 
introduced in August 2015. 

Since its inception up to Feb 15, 2016:
 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

TRAFFIC PAYMENT PLANS
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Offer new (needed!) solutions!
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MULTI-LINGUAL ON-LINE SERVICES
Also available in:

 Spanish

Chinese (Mandarin)

Korean

Vietnamese

Armenian

Improved Access in Native Languages.
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TRAFFIC BPR
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 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 
 Redesigned Traffic Page 
 Multi-lingual Traffic Pages and Avatar

2015

2016

What are the results of all these changes?



TECH-ENABLED REENGINEERING
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 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
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THE NEW FRONT COUNTER

1.4 Million Visitors / mo2.0 Million Visitors / mo

In-LineOn-Line
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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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