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STAFF REPORT
SUBJECT:  
Proposed Motion 2010-0085 responds to a proviso included in the 2010 budget for the Facilities Management Division Internal Service Fund.  The proviso restricted $200,000 in the appropriation until the Council approved a report “on the feasibility, cost and effectiveness of installing an electronic reader-board and signage in multiple languages to assist citizens in accessing services and court facilities in the King County Courthouse”.  
SUMMARY:

Approval of Proposed Motion 2010-0085 would accept the feasibility report, which was received on time, and release $200,000 in appropriation authority that was restricted in the FMD fund.  This staff report provides an overview of the report and possible alternatives presented within the report for consideration by the Council.  The Council is not asked to act upon the alternatives presented in the report.  
The feasibility report examines the objectives for changes in Courthouse signage, as well as possible installation scenarios and the costs associated with reader-boards and signage in multiple languages.  The report highlights three alternatives for Council consideration as signage policies are deliberated.  These options could be considered as stand-alone solutions or they could be used in combination with each other.

1. Consistent with the 2010 adopted budget, rely on existing signage and discontinue staffing the information desk on April 1, 2010.  

2. Subject to bargaining with the affected labor unit, use transitional duty employees to staff the information desk through the end of 2010.  
3. Subject to a supplemental appropriation request, install up to eight flat screen monitors in the first floor lobby.  

BACKGROUND:
The Courthouse has an array of visitors on a daily basis that includes attorneys, jurors, parties in court cases, and citizens utilizing other county services or attending Council hearings.  Courthouse security screens roughly 6,500 entries into the building each day.  The largest portion of directional aid is for citizens with matters before the Superior and District Courts.  
Directional assistance currently consists of the information desk attendant on the first floor, two building directories located at the first and second floor entries, Sheriff postings on the first floor, Council agendas on the tenth floor, and Superior and District Court calendars that are posted in public areas at both the first and second floor entrances.  Additionally, there is limited signage for the Administration Building tunnel and the jury assembly area on the first floor, as well as small signage near an immediate area of a location, such as the Law Library or Family Law check-in desk.  All rooms in the building are labeled with room signs, depicted as a directional letter followed by a digit number, i.e. W-291.  

During 2010 budget deliberations, the Council reduced funding for the Courthouse Information Desk position in order to achieve General Fund savings of about $60,000 and expressed interest in pursuing a technological solution that would assist citizens unfamiliar with the downtown core complex – and the Courthouse specifically – to navigate the building.  Concerns were also raised that without an Information Desk attendant, people entering the Courthouse would interrupt the security screening staff from their work to ask for directions and information.  Consequently, the Council funded the desk attendant for the first three months of 2010 (at 0.25 FTE and $15,042) and asked for this signage report to identify options for helping route citizens within the Courthouse without impairing the security screening area.  
ANALYSIS:
Types of Signage

Signage is intended to efficiently direct the public to the functions and services within a building.  The transmitted report is entitled “King County Courthouse Electronic Multilingual Signage Feasibility, Cost and Effectiveness” and identifies three basic types of signage:  
1. Informational Signage:  This type advises the user of the functions and services that are located within a facility and includes specific building activities and schedules, such as posted court calendars, transportation information, and notices.

2. Directional Signage:  This type provides instruction on how to reach an intended destination, i.e., way finding orientation and navigation.  These signs consist of written instructions, directional symbols, and maps.  

3. Location Labeling:  Label signs describe the function or occupant of a particular space by identifying the location, such as room numbers and window markers.

The report identifies objectives and best practices for easily useable signage to direct the public.  The goals can be summarized as signs that should be welcoming, clearly visible and help visitors locate their destination without asking for assistance.  Signage should be “user friendly”, informational, and directional while providing for smooth circulation of pedestrian traffic at entrances and at elevator queues.  

Technologies

There are two categories of electronic signage technology:  passive “airport” style reader boards and interactive touch screens.  Reader boards generally display court calendar and case information, as well as static information such as the location of Council Chambers.  Touch screen systems map pathways and give specific directions to a location.  Advanced touch screen systems are capable of linking court dockets and allow users to select specific case information and routing.

1. Reader Boards:  Electronic reader boards are fixed-location display monitors.  In a courthouse setting, they are usually dedicated to the display of case and courtroom calendar information.  Matters appear on the monitors listed by case title and party name along with the courtroom assigned.  Reader board system hardware is fairly basic: the monitors, mounting hardware, a CPU (or two) with video card(s) for each of the monitors, and a data connection from the computer(s) to the network.  The monitors are typically 32-inch to 50-inch LCD flat screens.  
2. Touch Screens:  A more advanced technology uses touch screen kiosks with directed way finding.  In a courthouse setting, kiosks can provide interactive information to users seeking specific courtrooms, the location and time of court hearings, office locations, and phone numbers.  Many touch screen systems feature directional way finding from the kiosk to the user’s destination.  Some systems include printers to provide written copies of information and maps.  Touch screens can also be programmed to assist in multiple languages.  They are more expensive, require greater staff and support resources, and serve lower volumes of people than electronic reader boards.  Generally, touch screen systems require a vendor contract, as the routing systems are proprietary and require programming of detailed building information for way finding. 

Current King County Efforts

Past proposals for a comprehensive way finding system –including electronic signage such as flat panel reader board displays – have not been funded; although, there has been general consensus that Courthouse signage and way finding could be improved.  The current budget crisis has highlighted the opportunity to consider other alternatives.  Some efforts are already funded and underway; however, they have not been implemented within an overall Courthouse plan.
The Superior and District Courts have both received Trial Court Improvement Account (TCIA) funds that have been directed toward improved signage.  The Superior Court updated selected Courthouse room and door signage to include multiple languages in high volume areas such as the Plea Court.  The District Court is installing electronic reader boards that display court calendars at selected locations.  The District Court anticipates that two or three monitors dedicated to District Court calendars will be placed in the Courthouse that will be funded from the TCIA funds.  (The Courthouse will be the final location to install these monitors.)
Other County Solutions
The use of electronic signage technology is increasingly common in courthouses.  Regional county courthouses – particularly those with a high volume court – typically feature reader board systems because they reach a large volume of visitors more quickly than touch screens.  Some Federal Courts have touch screen systems.  Another usage factor is cost:  touch screen way finding systems, like those in the Federal Courthouses in Seattle and Portland, feature proprietary vendor software systems that are more expensive than reader board technology.  Many Washington county court systems use electronic reader board technologies that were developed “in-house” to save costs.
Pierce County, Cowlitz County, and Snohomish County have experience implementing reader board systems and have reported high levels of satisfaction with their systems.  Costs vary depending upon the number of screens needed and the type of software system used.  According to the report, discussions with other regional court administrators, signage vendors, and King County staff suggest that implementing “airport-style” electronic signage showing case information and courtroom assignments drawn from court docket databases could be a fairly simple and cost-effective improvement in Courthouse signage.  
Issues
Some issues exist for both technologies and are listed below:
1. Interaction with the public – Reader boards are not interactive and will not provide directions to desired locations or general information regarding county functions within the Courthouse or the downtown complex.  

2. Number of Monitors and placement – The space required to display the amount of needed information for daily court matters and other static data will require up to eight monitors.  Particularly on the first floor of the Courthouse, space could become an issue.

3. Multilingual – Electronic case calendar display boards could periodically change column headers among languages while displaying the same case information.  Vendor supplied software has capabilities for multiple languages and translations.  However, the high volume of information for display could outweigh the need for translation.  It should be particularly noted that although touch screen options are better suited to multilingual usage, none of the vendors surveyed provided an “off the shelf” system.  (Other than English and Spanish, vendors do not maintain staff for specific instructions in various languages.)
4. Proprietary vendors and support costs – The costs of electronic signage vary widely depending upon the specific requirements and project assumptions.  Electronic reader boards that show basic case information through simple web applications are significantly less expensive than developing or purchasing integrated multi-departmental case information display systems.  For touch screen displays, the information is very dependent upon the programming.  Providing answers to increasingly more complex questions requires significant detail and usually increases vendor and/or staff costs.
5. Costs – There are very little on-going operational costs associated with reader boards.  Once they are installed, the system can be updated through a web based application and maintained by technology staff.  Touch screen systems are usually proprietary and vendors require contracts for ongoing system support.  Reprogramming – particularly if using multilingual machines – represent additional costs.
Implementation and Operational Costs
As noted above, electronic signage costs vary widely depending upon the project assumptions used.  Electronic reader boards showing basic case information through simple web applications were significantly less expensive than developing or purchasing integrated multi-departmental case information display systems.  According to the report, eight reader boards installed at each Courthouse entry would range in cost from $44,000 for “in house” to $112,000 for vendor provision.  (It should be noted that two of the eight have already been included in the District Court TCIA funds.)  The report estimates that initial reader board costs for eight screens would be approximately $56,000.
The report assumes that operating costs will be incurred by the Courts, the Council and Facilities Management, who would be responsible for tenant directory information.  Staff has asked about other user information such as for the Prosecuting Attorney and the Sheriff.  The report assumes that the Courts and the Council would have regularly changing information such as dockets and committee meetings.  Most of the functions for the PAO and Sheriff remain static.  However, the existing information desk staff cost is allocated across all Courthouse tenants.  
Upfront costs for installation, programming and training are determined by the type of system installed.  Initial vendor estimates for system programming and training ranged from roughly $6,500 to over $31,000; some vendors itemize costs for system development, while others include development costs on a per-monitor basis.  Given the historic nature of the courthouse, installation costs could be above average.  Data and electrical cabling alone could cost from $5,000 to $10,000 at each monitor array location.

Preliminary vendor information for “start up” hardware and primary software costs for touch screen kiosks were estimated from approximately $20,000 to over $30,000 for the first unit.  Additional units were around $14,000.  Prices can be higher depending on the system needs.  Including multilingual options can increase these costs dramatically, on the order of $7,000 or more per additional language.  Based on the vendor information provided, the direct vendor cost for installing a touch screen at each of the 3rd and 4th Avenue KCCH entrances would start in the range of $38,000.  
Challenges

The overall goal of providing informational signage within a public facility such as the Courthouse is compounded by several factors:  (1) a multilingual populace, (2) security screening for weapons and (3) historical building preservation.  

1. Multilingual Signage:  Adding a multilingual signage object to assist non-English speakers can be difficult.  The Superior Court Interpreter Office offers services in 128 different languages to those who have Superior Court proceedings.  No signage can include the native languages of all courthouse visitors and including too many languages can make signage differentiation confusing for all visitors.  Signage systems must balance their overall efficiency for all visitors against their effectiveness in providing information directed to assist users in a particular language.  Multilingual way finding also increases costs.
2. Security Screening:  Approximately 6,500 people pass through Courthouse security daily.  It is important to keep the weapons screening area as uncongested as possible and free from directional provision.  To achieve this goal, placement of electronic signage could become difficult – particularly on the first floor.  
3. Historical Building Preservation:  The Courthouse is designated as a historical building and must meet certain preservation requirements.  The preservation of the architecture and arrangement of the building could hamper placement of electronic signage.  Historical preservation discussions have not occurred regarding signage, but would most likely need to be a part of any placement discussions.
Comparison of Technologies
The report acknowledges that the success of signage systems is dependent upon the initial goals for implementation.  A comparison of the touch screen and reader board technologies – using identified objectives – was well illustrated in the report and is duplicated below for discussion purposes:
	Signage Objective:
	Reader Board Pros/Cons:
	Touch Screen Pros/Cons:

	Promote welcoming and easy access to courthouse functions and departments


	Pros:

· reader boards are easily located by general public

· easily accommodates system changes/upgrades

· can provide a single stop for case information from multiple sources
	Pros:

· interactively provides information tailored to user needs

· can accommodate system changes/upgrades

· can provide a single stop for building and campus information

Cons:

· can be complex to develop and implement

· can be hard to locate



	Seamlessly route most visitors to major building destinations without assistance


	Pros:

· reaches broad audience

· may reduce court clerk workload through reduced calendar printing/posting

Cons:

· can only display limited directions / way finding

· does not eliminate need for additional information resources


	Pros:

· can provide detailed information, especially directions

· may reduce resource workload (info. desk, call center, etc.)

Cons:

· reaches narrow audience

· ineffective for high viewer and/or user volumes

· may not eliminate additional informational resource need



	Easily direct all courthouse visitors to locations that have additional information and assistance


	Pros:

· allows for some multilingual information and direction

Cons:

· can only display simple and/or limited information

· limited multilingual options


	Pros:

· can provide detailed multilingual information and way finding

Cons:

· limited operational flexibility (esp. w/ multilingual options)

· limited to a few languages



	Promote smooth circulation of pedestrian traffic, especially near building entrances, and prevent elevator queuing and lobby crowding


	Pros:

· can display real-time information (trials, hearings, locations, etc.)

· allows immediate update of information/status changes

· allows review of information from many angles/spaces


	Pros:

· can display real-time information (trials, hearings, locations, etc.)

Cons:

· only allows one user at a time



	Comprehensive, legible, aesthetically consistent, and appealing


	Pros:

· common technology

· relatively low cost

Cons:

· requires some maintenance and operational resources

· installation challenges presented in a historical courthouse


	Pros:

· conventional technology

Cons:

· requires ongoing maintenance and operational resources

· high cost



	Assist non-English speakers in determining their destination and the easiest route there


	Pros:

· allows some multilingual information and direction

· non-English users know English spelling of name, room numerals

Cons:

· very limited multilingual information/way finding options


	Pros:

· can provide detailed information and routes in multiple languages: locations, directions, maps 

Cons:

· limited to select language set

· advanced options limit language flexibility

· can create false sense of sufficient non-English assistance



	Implementing costs and operating costs 


	Pros:

· can be inexpensive, especially when developed in-house

· lower implementing, operating costs than touch screens

Cons:

· can include ongoing staff cost for daily information updates

· may have lower impact on Information Desk needs, costs


	Pros:

· implementation costs scalable, especially when part of vendor contract w/ reader boards

· likely less expensive over the long run than Information Desk FTE costs

Cons:

· expensive to implement, especially multilingual options

· ongoing vendor operating/support costs




Alternatives

Coordinated signage and way finding programs are important for all Courthouse users.  However, because the majority of Courthouse users are associated with District and Superior Court case matters, it would be advisable to coordinate any selected alternatives as the project moves forward.  The report provides the following “next step” alternatives for consideration by the Council: 
1. Discontinue staffing the Information Desk on April 1, 2010.  Consistent with the 2010 budget, discontinue staffing of the 1st floor Informational Desk, relying on existing KCCH signage and court calendar placement.  No action by the County Council would be required to implement this alternative.

2. Staff the Information Desk through 2010 with transitional duty staff.  Initiate discussions with the affected labor bargaining unit to reach agreement providing, on an interim basis at least through 2010, transitional duty staff possibly from other bargaining units to staff the Information Desk.  No action by the County Council would be required to implement this alternative, with implementation taking up to two months. 

3. Installation of up to 8 flat screen monitors at the KCCH 3rd Avenue entrance.  Working with Superior Court, District Court, Council, and FMD staff, acquire and install up to 8 flat screen monitors at an estimated cost of up to $56,000, with operating costs assumed to be absorbed by these entities.  Council action will be required to implement this alternative as a funding source would need to be identified and additional appropriation approved.  Implementation could take up to 6 months. 

REASONABLENESS:
Adoption of Proposed Motion 2010-0085 would accept the report that was required by proviso and would release the $200,000 expenditure restriction upon the Facilities Management Internal Service Fund appropriation unit.  Approval of the transmitted report would appear to be a reasonable policy and business decision.  

INVITED:
· Kathy Brown, Director, FMD

· Terri Flaherty, FMD
· Justin Anderson, FMD

· Tricia Crozier, District Court

· Paul Sherfey, Superior Court

· Krista Camenzind, OMB
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1. Proposed Motion 2010-0085, including Attachment A. King County Courthouse Electronic Multilingual Signage Feasibility, Cost, and Effectiveness
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