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Project: Court + “Tribunal +” | Three dimensions
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Pilot project Court + “Tribunal +” | The starting point 

Citizen profile

88% go to the judicial court

64% participate in a court session

35% ask for the criminal record
(from the total who go to the attendance services of a court))

Data collected in June 2016 in the Court of Sintra, Portugal

+10.000 citizens interact monthly with 
the Court in Sintra



Pilot project Court + “Tribunal +” | New citizen journey

Citizen entrance Security (metal detector)
Identification (entrance) and 

guidance (digital kiosk)

Court session (court room, judge’s 
office, other)

Centralized Attendance

Decentralized Attendance

Exit*

Ground floor /entrance

Section floor / court session room / judge office

Illustrative and non-exhaustive

*Optional; it allows 
to issue a declaration 
of presence



Components that help the citizen interaction when participating in a court session

Digital kiosk Court Sessions Directory

Pilot project Court + “Tribunal +” | Components 
Illustrative and non-exhaustive

Simplified signage Presence Confirmation 

XXxxxxXXXXXXXxxxxx



Components that help the citizen while contacting the services

Queue Management SystemFront-office - Balcão +

Pilot project Court + “Tribunal +” | Components 
Illustrative and non-exhaustive

Wi fi spot



Pilot project Court + “Tribunal +” | Some results*

+ 28.500

 7,7

Number of citizens who went to the court

+ 14.350 Number of issued tickets in the central attendance 
service

+ 13.880 Number of check-ins to court sessions

+ 1.680 Number of justifications issued by the kiosk

+414+108 Number of video conferences received and promoted

Satisfaction level (0 - 10)

+ 500 Average number of citizen per day

*Collection period 19th September till 21st December 2016.



Pilot project Court + “Tribunal +” | Prototye workshop

https://vimeo.com/214509183

https://vimeo.com/214509183


Back-office | Administrative and procedures simplification

Scope - Analysis:

• Flows

• Volumes

• Teams



Back-office | Administrative and procedures simplification

Source: Diagnosis conducted in Sintra Court by Kaizen Institute. 

Looking for 
papers and 
attaching it to 
the files

Notifications

Courts 
sessions & 
Records

Management

Accountability

20%

+ 60% of 

the tasks 

are related 

with paper

Time dedicated per task (%)
Matters: Commerce, Labour and Family and Minors



Back-office | Management support and productivity tools



Public presentation of the Court+ with the presence of 
the Portuguese Prime Minister on 04th of January 2017



The “making of” the Court+ pilot and some key persons 




