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Project: Court + “Tribunal +” | Three dimensions

[@ Front-office J - [@ Back-office J - [@ Management tools ]
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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

0o, ® o o (0 ..
+10.000 citizens interact monthly with ?55’ ask forthe criminal refcord))
rom the total w O go to the attendance services ot a court
the Court in Sintra

Data collected in June 2016 in the Court of Sintra, Portugal
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Pilot project Court + “Tribunal +” | New citizen journey

Citizen entrance

JUSTICA

Security (metal detector)

Ground floor /entrance

' Section floor / court session room / judge office
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Identification (entrance) and
guidance (digital kiosk)

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

lllustrative and non-exhaustive

EXit*
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*Optional; it allows

to issue a declaration
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Pilot project Court + “Tribunal +” | Components

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

Simplified signage

PISOE (@)

Digital kiosk Court Sessions Directory

@O

ATENDIMENTO - CRIME

(Al<)

SALAS DE AUDIENCIA11A14

®e

SALAS DEAUDIENCIA15AL17

TRABALHO -PROCURADORIA
DA REPUBLICA

REPUBLICA
PORTUGUESA

JUSTICA

@ TRIBUNAL +

lllustrative and non-exhaustive

Comares de Lisboa Oeste
Fhcleo de Sintea

Paliedn da Justips - A, Geiera] Midko Pinwies Migeel =4 2 - 3714 556 Siotra

Telali &1%1HENH Fam 21156515 Mark Mot judsoizt triknnalnneg.pi

DEC LARA(.'ﬁﬂ

DE PRESENCA
Processo: 298/14.7T8CBR
Data 2016-08-25
Hora: =]

N/Referéncla: GY2KBM-70J7DP-Q2LSZ5

Para os devidos efeitos se declara que
esteve hoje presente neste tribunal,

ehtre as SiEpe as 13:09, of{a) Senhor(a)
Bieand DX Paopeia,

a fim de intervir nos autos supra
identificados,

Presence Confirmation
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Pilot project Court + “Tribunal +” | Components

lllustrative and non-exhaustive

Components that help the citizen while contacting the services

Wi fi spot Front-office - Balcdo + Queue Management System

_ e < = e EETE 317:01:59
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Pilot project Court + “Tribunal +” | Some results*

| +28.500 Number of citizens who went to the court
d + 500 Averége number of citizen per day
N N .
. +14.350 aNumber of issued tickets in the central attendance © 7,7
' +13.880 Number of check-ins to court sessions satisfaction level (0 - 10)
ATENDIMENTO
+1.680 s Number of justifications issued by the kiosk
T:g\':L + COMEDA. -
+414+108 Number of video conferences received and promoted
E 3 |
*Collection period 19th September till 21st December 2016. . PN
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Pilot project Court + “Tribunal +” | Prototye workshop

REPUBLICA https://vimeo.com/214509183 ( )
PORTUGUESA JUSTICA

JUSTICA P ROXIMA



https://vimeo.com/214509183
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Back-office | Administrative and procedures simplification

Scope - Analysis:
* Flows

e Volumes

* Teams
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Back-office | Administrative and procedures simplification

Time dedicated per task (%)

Matters: Commerce, Labour and Family and Minors

S 19%
Looking for

papers and
attaching it to

& the files | + 60% Qf

Notifications 15%

g:suszzsns & the taSkS

Records
13%

are related

Accountability
Management

REP_L,]_BLICA Source: Diagnosis conducted in Sintra Court by Kaizen Institute. Wit h pa p e r ()
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Back-office | Management support and productivity tools
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(3 Tribunal

Patrimidnio

E Comanda

ﬂ Contreladores de Temperatura

. Estares

EI Funcionamento

vodafone P& BIE w - 0K/s £ & Tal 50% M0 11:55

& 0 Meu Tribunal - IGFEJ

(3 Tribunal

M2 §160311_000003
fssunto: Pedido de Front Office

M 3100378 _00000s
Assunto: Pedido de Front Office

Femdenis de aprovagao

N°: S160322_000003
Assunto: Urindis
Pendentes de aprovagio
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Public presentation of the Court+ with the presence of
the Portuguese Prime Minister on 04t of January 2017
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The “making of” the Court+ pilot and some key persons
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Atendimento | To be: Atendimento + proximoe # célere

ATENDIMENTO TELEF ONICO

+ SIMPLES
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