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Introduction
The courthouse greeters and mapping project proposes introducing a volunteer-based program to the
Calgary Courts Centre (CCC). Volunteers would engage with incoming members of the public (MoP) to
provide information and navigational services. They would effectively become the first point of contact
upon entering the CCC. As outlined in the project charter (Appendix A), the hypothesized key results of
the project are as follows:
1. Members of the public receive timely information to get them to their court or service, and
regarding courthouse services
2. More timely and easier access to courthouse services by members of the public
3. Make productive use of time for members of the public while waiting to go through security
4. Volunteers learn about the legal system and benefit from assisting the community
5. Increase efficiency of traffic flow at the courthouse
6. Fewer inquiries to services providers and security personnel for information
Additionally, the results and the project itself rest on a set of key assumptions concerning the gap in
services available to MoP. These assumptions have been extracted from the project charter, but are not
explicitly outlined within the document.
1. Many people coming to the CCC do not know where to find the services they seek/the location
of their matters, and there is a lack of available assistance.
2. Many people coming to the CCC are not aware of the services available at the CCC
3. Security guards may be overlooked as a source of information and may be a deterrent to
seeking help
4. Lack of information prior to security is causing late appearances
5. Lack of information prior to security is causing information requests to CCC personnel
6. Information prior to security will increase efficiency for MoP
To assess the validity of the assumptions guiding the project, a needs assessment has been carried out
to assess both the need and the desire for such a project at the CCC, from the perspective of key
stakeholders, identified as MoP, Securitas security guards, Sheriffs, and Law Information Centre (LInC)
personnel.

Methods
Members of the Public
A survey was developed with questions based on the set of assumptions extracted from the project
charter (Appendix B). The survey was delivered to as many MoP as possible as they entered the CCC. The
surveys contained instructions to drop them off at the box at the information desk on the way out of the
building. Returned surveys were collected and tabulated. The data was assessed for key outcomes.

Security
A survey was developed with both quantitative and qualitative questions based on the set of
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assumptions extracted from the project charter (Appendix C). The security manager at the CCC delivered
the survey to security staff, and then collected the completed document and returned them to the
researcher. The data was tabulated and assessed for key outcomes.

Sheriffs
A survey was developed with both quantitative and qualitative questions based on the set of
assumptions extracted from the project charter (Appendix D). The inspector sheriff at the CCC delivered
the survey to sheriffs, and then collected the completed document and returned them to the
researcher. The data was tabulated and assessed for key outcomes.

Law Information Centre
A survey was developed with both quantitative and qualitative questions based on the set of
assumptions extracted from the project charter (Appendix E). The LInC manager completed the survey
and returned the responses to the researcher. The data was assessed for key outcomes.

Observation
The researcher observed the physical layout of the CCC building as well as available resources and their
positioning relative to the rest of the building. The researcher spent time navigating the building using
only the resources currently available. The researcher also observed the behavior of the MoP as they
accessed the courthouse. Results were noted and used to guide recommendations for proceeding.

Results
Members of the Public
In total, 68 members of the public returned the survey for analysis. This represents approximately 3% of
the total population that passed through the security checkpoint during the time that the data was
collected. This indicates that approximately 2266 people entered the courthouse during data collection.
Results of the survey indicate that although MoP indicate support for the project (85%) most do not
require navigational assistance (74%). The number of people accessing courthouse personnel for
assistance corresponds with the number of people indicating requiring navigational assistance (See
Table 1). The median time of arrival was 25 minutes before scheduled appearances, with a median 5
minute wait time in line. Additionally, only 5% of MoP were late for their matters, and that number is
reduced to 1.5% when factors irrelevant to the project are ignored (See Table 2). A cross-tabulation of
the data revealed that most MoP (59%) reporting navigational issues listed the second floor of the CCC
as a destination (See Figure 1).
Additionally, the data provided by those individuals who indicated they did not know how to get to their
destination within the CCC was analyzed separately from the data set as a whole. Although most of this
sub-population was not able to obtain information before security (53%), access to assistance was
proportionately greater relative to the population as a whole (See Table 3). Despite navigational
concerns, only 1 individual (6%) was late for their matters (See Table 4). Additionally, a cross-tabulation
of the data revealed that 100% of the MoP reporting navigational issues accessed at least one existing
navigation/information resource within the CCC (See Figure 2).

4

COURTHOUSE GREETERS NEEDS ASSESSMENT

Question

Yes

No

N/A

Do you know how to get to your destination? (n=68)

50 (74%)

18 (26%)

Were you able to get information before security? (n=67)

31(46%)

23(34%)

Did you ask a sheriff for assistance today? (n=67)

11(16%)

56(84%)

Did you ask a security guard for assistance today? (n=67)

16(24%)

51(76%)

Did you use any other type of support today? (n=67)

31(46%)

36(54%)

Are you aware of additional services available at the CCC? (n=64)

17(27%)

47(73%)

Would the proposed program be a useful service? (n=65)

55(85%)

10(15%)

Would you personally use the service if it was available? (n=65)

54(83%)

11(17%)

13(19%)

Table 1: Members of the public survey results (n=68).

Question

Avg.

Med.

Min.

Max.

N/A

How many minutes early did you arrive to the CCC?*

34.2

25

0

120

37(55%)

How many minutes did you wait in line?

5.8

5

1

30

Question
Were you on time for your matters?

Yes

No

N/A

37(57%)

3(5%)

25(38%)

Table 2: Members of the public survey results (n=68). *An outlier in the data was removed due to it’s
power to skew the results (-240).
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Figure 1: Graphical representation of individuals’ navigational awareness by destination (n=72).

5

COURTHOUSE GREETERS NEEDS ASSESSMENT

Question

Yes

No

N/A

Were you able to get information before security? (n=17)

7(41%)

9(53%)

1 (6%)

Did you ask a sheriff for assistance today? (n=17)

6(35%)

11(65%)

Did you ask a security guard for assistance today? (n=18)

10(56%)

8(44%)

Did you use any other type of support today? (n=17)

10(59%)

7(41%)

1 (7%)

14(93%)

Would the proposed program be a useful service? (n=18)

17(94%)

1(6%)

Would you personally use the service if it was available? (n=18)

18(100%)

0(0%)

Are you aware of additional services available at the CCC? (n=15)

Table 3: Survey results of individuals indicating navigational issues (n=18).

Question

Avg.

Med.

Min.

Max.

N/A

How many minutes early did you arrive to the CCC?

41

30

10

110

10 (59%)

How many minutes did you wait in line?

5

5

1.5

10

Question
Were you on time for your matters?

Yes

No

N/A

7(44%)

1(6%)

8(50%)

Table 4: Survey results of individuals indicating navigational issues (n=18).

Resources Accessed by Participant ID

3133 3119 3153 3110 3176 3122 3128 3139 3154 3120 3160 3168 3162 3132 3157 3121 3137 3146

Participant ID
Security Assistance?

Sheriff Assistance?

Other Assistance?

Figure 2: Resources accessed by participant ID.
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Security
Quantitative. Results of the surveys distributed to the security guards employed at the CCC
show that although it is agreed that MoP require assistance in the CCC (100%), there is a near split in
terms of support for the project (5 against 4 in support), and the majority do not support the project
using volunteers to fill the role (67%) The median time spent providing these services nears a full 8-hour
workday, indicating that security guards embody this role in their daily duties (See Table 5).
Question

Yes

No

Do you believe MoP require assistance navigating the CCC?

9(100%)

0(0%)

Would the project be a helpful resource to MoP?

7(78%)

2(22%)

Would this project benefit you as a security guard?

6(67%)

3(33%)

Do you support a volunteer being first point of contact in the CCC?

3(33%)

6(67%)

Do you support the implementation of the project?

5(56%)

4(44%)

Med.

Min.

Max.

420

10

480

Question

Avg.

How many minutes in a day do you spend providing these
330
services to MoP?
Table 5: Security survey results (n=9).

Qualitative. The qualitative data was compiled and analyzed for significant or recurring ideas
and phrases. The results are indicated below. The significance of the data will be discussed in the section
entitled “Discussion”.
Question 1. Can you comment on the types of information most frequently requested by MoP?
Results show that 90% of the text used to answer this question references navigational questions. Traffic
court/tickets, family court, and CMO are the most frequently requested locations.
Questions 2. How do you think this project could benefit both you and your colleagues?
Results show that 56% of the data suggests security guards are interested in being trained to be able to
provide better information and navigation services themselves. 2 of 9 security guards indicated the
project will not benefit them at all. 2 of 9 security guards indicated the project might help them to focus
their energy elsewhere.
Question 3. What, if any, costs or risks do you believe are associated with this project?
Results show that 79% of the data discusses risks associated with the project. 6% of the data discusses
benefits associated with the project. 15% of the data suggests there are no risks or benefits. Specific
risks cited include security threats, threats to job security, and threats to the safety of volunteers.
Question 4. Are there any additional components you would like to see in the project?
Results show that 100% of the data with suggestions relevant to the project suggests improving
existing/implementing new signage to help direct MoP.
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Question 5. Are you able to comment on the role your uniform plays in how MoP perceive you?
Results show that 100% of the data indicates that the uniform plays a positive role in how MoP perceive
security guards. Specific roles included indicating professionalism, confidence, familiarity with the
building, and generally increasing MoP comfort with approaching.
Question 6. Additional comments, questions, concerns:
Most people had no additional comments. The only relevant comment suggests that MoP come to the
CCC with high levels of stress and customer service will help to mitigate that.

Sheriffs
Quantitative. Results of the surveys distributed to the Sheriffs indicate strong support for the
project in all assessed dimensions. There is strong support for the project (91%) as well as for a
volunteer filling the role (82%). Additionally, Sheriffs reported vastly different numbers concerning MoP
readiness to proceed through security, with a median 40%. The estimated time spent waiting in line is
7.5 minutes, 2.5 minutes greater than estimated by MoP themselves. Sheriffs also engage in far less
assistance relative to security guards with a median time of 22 minutes per day (See Table 6).
Question

Yes

No

11(100%)

0(0%)

Would the project be a helpful resource to MoP?

9(82%)

2(18%)

Would this project benefit you as a sheriff?

10(91%)

1(9%)

Do you support a volunteer being first point of contact in the CCC?

9(82%)

2(18%)

Do you support the implementation of the project?

10(91%)

1(9%)

Do you believe MoP require assistance navigating the CCC?

Question

Avg.

Med.

Min.

Max.

About what percentage of MoP are prepared to go
through security?

45%

40%

5%

99%

How many minutes does a MoP spent waiting in line?

7

7.5

3.5

10

How many minutes in a day do you spend providing
these services to MoP?

21

22

0

60

Table 6: Sheriff survey results.
Qualitative. The qualitative data was compiled and analyzed for significant or recurring ideas
and phrases. The results are indicated below. The significance of the data will be discussed in the section
entitled “Discussion”.
Question 1. How do you think this project could benefit you and your colleagues?
Results show that 45% of the data is related to reducing distractions and allowing sheriffs to do their
jobs. 37% of the data is related to informing MoP of security screening requirements/stream-lining that
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process. 10% of the data is related to helping to reduce stress on MoP. Finally, 8% of the data is related
to no perceived benefits.
Question 2. What, if any, costs or risks do you believe are associated with this project?
Results show that 5 of 11 sheriffs (45%) indicated there are associated risks. 4 of those 5 (80%) cited
potential risks involving shootings. Additionally, 1 of 11 sheriffs (9%) indicated that MoP may not be
happy with the services provided by volunteers.
Question 3. Are there any additional components you would like to see in the project?
Results show 2 of 11 (18%) suggested having more information available outside the docket courts.1 of
11 (9%) suggested different languages to help alleviate language barriers and 1 of 11 (9%) suggested
better use of monitors/existing signage.
Question 4. Additional comments, questions, concerns:
None

Law Information Centre
Only one member of the Law Information Centre provided a response to the survey (a manager).
Quantitative. The LInC manager indicates full support of the project, but also notes that the LInC
is designed to provide assistance, and thus reported a full 8-hour day devoted to this, on average (See
Table 7).
Question

Yes

No

Do you believe MoP require assistance navigating the CCC?

1(100%)

0(0%)

Would the project be a helpful resource to MoP?

1(100%)

0(0%)

Would this project benefit you as courthouse personnel?

1(100%)

0(0%)

Do you support a volunteer being first point of contact in the CCC?

1(100%)

0(0%)

Do you support the implementation of the project?

1(100%)

0(0%)

Question

Avg.

Med.

Min.

Max.

How many minutes in a day do you spend providing these
services to MoP?

480

n/a

n/a

n/a

Table 7: Law Information Centre Survey Results
Qualitative. Because only one survey was returned from the LInC, the qualitative results have
been recorded verbatim and will be assessed in the discussion component of this report.
Question 1. How do you think this project could benefit you and your colleagues?
a. Reduce the amount of complaints about misdirection given by the sheriffs or blazers
b. Direct public away from the CCC if they don’t belong here
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c. Give correct directions to where they need to go in CCC
d. Allow the subject matter experts to deal with only their clients
Question 2. What, if any, costs or risks do you believe are associated with this project?
a. Volunteers lack knowledge of the CCC departments
b. Volunteers would need to be trained by knowledgeable staff which would cost staff
hours
c. Will the public trust the answers that the volunteers give?
d. The client forgets what the volunteer tells them
Question 3. Are there any additional components you would like to see in the project?
a. The volunteer should give some kind of directional paper to the client so that the client
can remember what was told to them once they get in the elevator
b. Training, training, training!!
Question 4. Additional comments, questions, concerns:
None

Observation
Physical – Calgary Courts Centre signage. The physical layout of the building was observed and
assessed for ergonomic and practical purposes. The results are noted below:
1. Upon entering south lobby
a. A sign indicates no weapons, no cameras, no recording devices
b. A sign indicates there are surveillance cameras on premises
c. There is a large, full-colour infographic of the layout of the courthouse (Appendix F).
However, it is obstructed by benches.
2. Upon entering north lobby
a. A sign indicates no weapons, no cameras, no recording devices
b. A sign indicates there are surveillance cameras on premises
c. There is a large, full-colour infographic of the layout of the courthouse (Appendix F)
However, it is obstructed by benches.
d. There is a notice posted 3 times indicating that the use of media equipment is not
permitted beyond the lobby and must not be left unattended
3. Upon entering the main security area
a. The information desk features prominently. The sign “Information” is visible from both
entrances.
b. A screen indicating “Please Remove” is visible from the north lobby entrance. It is not
visible from the south lobby entrance. The text indicating what to remove is not visible
from either entrance. The image itself is shrunken on the screen with a lot of blank
space surrounding. The text can not be read until MoP are nearing the security point.

10

COURTHOUSE GREETERS NEEDS ASSESSMENT

4.

5.

6.

7.

c. The “Judicature Act” is visible at the front of the line immediately before security.
Immediately After Security
a. There is another information desk prominent and immediately visible.
b. Good signage indicating the directions to the elevators for each floor as well as
escalators to traffic and youth agencies.
c. Another copy of the infographic (Appendix F) is visible
d. A large bank of screens with names is highly visible.
e. Less prominent is a kiosk to search for a name.
Upon accessing the second floor from the escalator
a. There is no visible signage to indicate that you have arrived in traffic court
b. There is an inconspicuous green arrow attached to a bulletin board indicating where the
traffic court line-up begins.
c. There is a large cement wall obstructing all signage at traffic court.
The elevators
a. The CCC infographic is again available inside every elevator(Appendix E)
b. After leaving the main floor, it becomes confusing which bank of elevators needs to be
used to get to a destination
Upon exiting elevators at any given floor
a. There is good signage at every floor except the 2nd. When you exit the elevator there is
signage to indicate North and South towers as well as which court rooms are which
direction.

Behavioural – Observation of MoP accessing the CCC. The researcher and volunteer observed
MoP behaviour as they entered the CCC, accessed available resources, waited in line at the security
checkpoint, and accessed traffic court. The results are noted below:
1. Upon entering the building people either look confident or confused.
a. Confused people will often head straight to the information desk
b. Confident people will head straight to the security check-point
2. While in line for security, people begin to prepare for security check point
3. Upon accessing the second floor people often look confused.
4. People frequently approach the information desks to request help
5. People do not like to be approached and engaged
a. They will back away, speak abruptly, or appear nervous

Discussion
It must be stated that this needs assessment intended to acquire 384 survey responses from MoP in
order to obtain a representative sample of the population. This goal was not met and therefore the data
is unrepresentative. There are two possible conclusions to be drawn from this circumstance. First, it
could be argued that the conclusions drawn from the data are invalid due to the unrepresentativeness
of the sample. However, because the sample consists of people who were willing to engage with a
volunteer, it could be argued that the data should in fact be skewed in favour of the project. Second,
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and arguably more powerful, it could be argued that due to the nature of the proposed project requiring
MoP to engage with a volunteer, the fact that a representative sample could not be obtained, despite
best efforts, speaks to the infeasibility of the project itself. If MoP are unwilling to engage with a
volunteer it is unlikely that there is an urgent or significant need for the service. Further, if the service is
implemented, it is unlikely that MoP behaviour will change significantly, which would predict low
engagement with the project. Nevertheless, the data was analyzed as usual.
Because this needs assessment was designed with the goal of addressing the set of assumptions
extracted from the project charter, the discussion is structured to address each assumption with
corresponding evidence.
Assumption 1: There is a need for/lack of assistance in the courthouse before security.
Members of the public and every stakeholder surveyed agree that there is a need for assistance before
security. However, there is no evidence to support a lack of available assistance or an inability for MoP
to access available resources. There is an information desk staffed by security guards whose main
responsibility is to provide navigation and information assistance to MoP. There are also maps of the
courthouse available in each the north and south entrance to the CCC, and 100% of MoP who required
assistance accessed at least one available resource.
MoP are uncomfortable being approached by the volunteer who carried out the data collection for this
survey. Intuitively, humans in general are uncomfortable being approached and solicited for services,
strongly preferring to approach and ask for services when they are required. Because the project relies
on the idea of a volunteer approaching and offering services, it is suggested that rather than easing
anxiety as intended, the program would only contribute to the chaos and unease that exists in the CCC
lobby.
Additionally, although it will be discussed in further depth under assumption 3, it should be noted that
MoP do often access the information desk available prior to the security checkpoint, solidifying the
notion of approaching versus being approached in terms of comfort with services offered.
The service is indeed available and resources should be focused on improving existing rather than
implementing new resources.
Assumption 2: There is a lack of awareness of additional CCC services.
Members of the public overwhelmingly indicate that this assumption is founded. Results showed that
73% of the population in general were not aware of additional CCC services, and when that population
was further divided to assess individuals requiring navigational assistance, that number increased to
93%. Simply, MoP appear only to be aware of the services that they intend to access. A focus on
increased awareness would be beneficial and will be discussed in the recommendations to follow this
report.
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Assumption 3: Security guards are overlooked and may be a deterrent to seeking help.
Several pieces of data undermine this assumption. First, as 26% of MoP indicated requiring assistance,
24% indicated that they asked a security guard for assistance during their visit to the CCC. Looking at the
sub-sample of MoP requiring navigational assistance, 56% asked a security guard for assistance during
their visit to the CCC. Second, the median time spent assisting MoP as reported by security guards
themselves was 420 minutes in a day which translates to 7 hours, or nearly the entire working day.
Clearly security guards are not overlooked nor are they a deterrent to seeking help. Quite the contrary,
most security guards indicated that it is their job to provide assistance to MoP. Third, in inquiring
specifically about the role the uniform plays in how MoP perceive the security guards, 100% of
responses indicated a positive role. The guards feel that the uniforms instill a sense of confidence in
MoP that the guards will be able to help. They convey professionalism and familiarity with the building.
There was no mention of any negative effect of the uniform on interactions with MoP.
Additionally, observations during the 4 weeks of needs assessment at the CCC Lobby (before Security
Checkpoint) confirm that MoP do approach the security guards for information as a standard practice.
This is facilitated by the fact that their desk in the lobby before the security checkpoint is labeled
“Information” and because they are the first point of contact with the public. The security guards are
not overlooked as a source of information prior to security.
Assumption 4: Lack of information prior to security is causing late appearances.
There is very little evidence to support this assumption. It is true that 5% of MoP reported being late for
their matters, but only 1-2 people (1.5-3%) were late for reasons that might be mitigated by the project.
One individual was 4 hours late to the courthouse itself, so increased access to information would not
have helped this individual with tardiness. Another individual reported arriving early to the CCC, waiting
only 5 minutes in line, being aware of how to get to their destination, and yet was late for their matters.
This could have been due to a last minute change in the location of the matters, which may or may not
have been resolved by a courthouse greeter.
Overall, the sample showed very few late appearances to begin with and in fact 38% of MoP had no
particular appointment time assigned to them. Perhaps the ability to communicate real-time locations
of appearances would be beneficial, but this is an asset that could easily be incorporated into the
existing information desk rather than a volunteer.
Assumption 5: Lack of information prior to security is causing information requests to CCC personnel.
This assumption is somewhat convoluted. A lack of information is no doubt what drives MoP to request
information from CCC personnel. However, this is not a concern for those personnel. The security guards
and the Law Information Centre are both available to provide these services and welcome MoP
inquiries. This assumption is likely derived from a secondary assumption that CCC personnel are busy
elsewhere and MoP inquiries are a nuisance/not a job requirement, but the personnel themselves
disagree. In fact, the security guards listed threats to their job security as a risk of the proposed project
because they feel the overlap in services provided might make their roles redundant.

13

COURTHOUSE GREETERS NEEDS ASSESSMENT
Assumption 6: Assistance prior to security will increase efficiency for MoP.
This assumption is difficult to address directly through data. The idea that MoP have a great deal of
wasted time in line that could be spent productively accessing services is unfounded. On average, MoP
spend 5 minutes waiting in line. It is also important to note that this is based on those MoP who do wait
in line; about 50% of people entering the courthouse do not wait in line at all, and were not represented
in the survey. The security lines move quite quickly and providing service in a moving line will likely only
add to the anxiety in the lobby. MoP use this time to prepare to go through the security check-point.
MoP might perhaps benefit from additional documents or leaflets to aid them during their visit, which
they might peruse during the line-up, but engaging in active service is not feasible.

Recommendations for Proceeding
Make Printed Maps Available
An easy and economic improvement that could be implemented before security would be to print the
CCC map (Appendix E) on a physical handout that MoP can take with them. An improvement upon the
map would be to include an alphabetical directory with floor numbers indicated next to each
destination. It could also include the instruction about which bank of elevators to use. The map could be
used alone by MoP, or as a tool by security guards to guide MoP to where they need to go. The map is a
lasting piece of information that MoP can continually consult, rather than trying to remember
information verbally disseminated.
Improve Signage
Specifically, the signage at Adult Traffic Court is very poorly designed. There is a concrete wall
obstructing the sign that indicates that MoP have arrived at the court itself. There is signage with arrows
pointing to the line-up, but no signage to indicate when the line-up has been reached. It is not
immediately obvious that one has arrived at traffic court and people often looked confused coming off
the escalator to the second floor. Considering this is the location most frequently attended, and most
frequently identified as a navigational concern, good signage should be a priority.
Additionally, the location of the CCC infographic could be reassessed to provide better prominence and
accessibility. Currently, they are positioned behind benches in lobbies and frankly they’re quite awkward
to try to view.
The sign in the security lobby indicating which items to remove could simply be enlarged. It is currently
digitally displayed, but much of the screen is blank. Simply increasing the size of the display on the
screen could alleviate that problem.
Additionally, signage might help to increase awareness of existing CCC services
Improve Upon Existing Resources
Specifically, the security guards are already employed within the CCC, are willing and able to provide
information to MoP, and even expected to do so as part of their job responsibilities. Investing training
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resources into the existing security guards would be far more economic than recruiting and training
volunteers from scratch who probably have little to no knowledge of the CCC itself. Security guards
themselves suggested that improved training programs would help them to provide a better service.
Any component of the volunteer program could be implemented into existing roles and probably more
successfully because the security guards have a desk and are not required to be mobile during
information assistance. Real-time communication could be added to the resources available to security
guards to help assist the public. The issue of awareness of CCC services could be addressed by security
guards as well, given proper training.
Create a Priority Security Line
When line-ups become very long, the sheriffs respond by opening a second line. Rather than keeping
both lines open to the general public, the second line could become a priority line for MoP with
appearances scheduled imminently. This would allow the people who do not have time to spare to
bypass the long lines, and alleviate any concern of the lines contributing to late appearances.

Conclusion
The courthouse greeters project was developed from a set of assumptions that if proven true would
have supported the necessity of such a project. However, the data and the observations that took place
over a 5 week period do not support the majority of the assumptions. Bringing in new volunteers would
require an investment of a vast amount of resources in terms of recruiting and training, as well as
ongoing support. A new program would also create the need for a new evaluation tool, which only
contributes to the investment of resources required.
Members of the public are hesitant to engage with volunteers and far more likely to approach a security
guard when assistance is required. The security guards are a fantastic resource within the CCC, and
improved training would benefit the guards and the people they serve.
In conclusion it is recommended that the resources committed to the courthouse greeters project be
redirected to improving upon existing resources rather than building new ones from the ground up.
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Appendix A

POVERTY REDUCTION
INITIATIVE PROJECT CHARTER
Courthouse Greeters and Courthouse
Mapping Project
[Adapted from CS&PS Project Charter Template]
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1. PROJECT OVERVIEW
The Problem to Be Solved / Opportunity Statement
Many people coming to the Calgary Courts Centre (the “CCC”) do not know where to find the services
they seek or the location of their court appearance within the CCC. In addition, people may not be
aware of what services are available at the CCC. In particular, there is a lack of information and
assistance for such people before they go through security. Although security guards are available to
provide directions, they may be overlooked as a source of information and may be a deterrent to people
asking for information or assistance.
Giving people the information they need as soon as possible will enable them to attend to their business
at the CCC more efficiently. In addition, it could improve efficiency at the CCC through fewer late
appearances and fewer information requests to other personnel at the CCC.

Project Mission
Place a greeter in the CCC to assist members of the public by providing information to get them to their
court or service and by responding to questions regarding CCC services, all before going through
security. The CCC greeters are intended to offer a service not currently being provided by CCC personnel
or personnel of organizations providing services at the CCC.

Stakeholder Priorities and Alignment
Priority Triangle
T

P

Priority

Time / Date

Order of
Priority
1

X
Cost /Effort

2

$
Performance/
Quality

3

What is Really at Stake if the Target
is Missed?
The opportunity could be missed if the
project is not implemented timely.
The project will not be implemented if it is
too costly or requires an inordinate amount
of time or effort.
The quality and accessibility of the
personal assistance and the information
provided will determine the success of the
project.

First, rank order these three project priorities from Highest to Lowest (1-3) in the third column.
Then Identify project priorities using the priority triangle by positioning the ‘x’ to match the priority
order. For example, if Time is the number one priority and Performance is number two the x would
belong in the top left triangle as placed above.
Explain why the priorities are ranked as they are by explaining what is really at stake if the target is
missed.
Understanding the order of priority and requirements that drive the project is foundational for successful
project management. Direction from sponsor(s) and stakeholders is critical.
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Constraints
Outline key constraints to the project.
1. Coordination with and necessary approvals from Alberta Justice and Solicitor General (“JSG”).
2. Resources required for the piloting and ongoing maintenance of the project.

Stakeholder Breakdown Structure (SBS)
Stakeholder Groups (Who)
S1

S2

S3

S4

S5

Members of
the public
entering the
CCC

JSG Courthouse
Administration Services;
JSG
Resolution
Services
(service
delivery)

CCC security
services
(including
facility
management)

Non-governmental
service
providers at
the CCC

Organization
managing
CCC
greeters;
CCC greeters

Calgary
Poverty
Reduction
Initiative
(“CPRI”)

CPRI Justice
Sector
Constellation
(“JSC”)

E.g., people
paying fines,
looking for
legal
information,
attending at
court,
seeking
services
within the
CCC

Resolution
and Court
Administration Services
staff (court
clerks, Law
Information
Centre,
Family
Justice
Services)

CCC
managers;
Securitas;
Sheriffs;
SNC Lavelin

Lawyers;
Legal Aid
Alberta
(including
Adult Legal
Aid, Family
Law Office,
Youth
Criminal
Defence
Office); legal
information
agencies
(EFry, Native
Counseling
Services);
police court
services;
Victim
Services;
Homefront

EFry Calgary

Services
Implementation Team;
Vibrant
Communities
Calgary
(“VCC”)

CPRI Justice
Sector
Constellation
members

CCC greeters

S6

S7

Identify the groups of individuals or organizations (Stakeholder Groups) that have a common interest in
this project. Use the first row above to name the Stakeholder Group. Use the second Row to identify the
individuals or organizations. Thinking about what each of these groups wants to see resulting from this
project will help you to identify the Key Results.
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Key Results (Scope)
Key Results For The Project
K1

K2

K3

Members of
the public
receive timely
information
to get them to
their court or
service, and
regarding
CCC services

More timely
and easier
access to
CCC services
by members
of the public

Make
productive
use of time
for members
of the public
while waiting
to go through
security

K4
Volunteers
learn about
the legal
system and
benefit from
assisting the
community

K5

K6

Increase
efficiency of
traffic flow at
the CCC

Fewer
enquiries to
service
providers and
security
personnel for
information

K7
Manage the
project well
[Does or
could this
project tie in
to one of the
CPRI’s
projects?]

Metrics For Each Key Result
Results of surveys of members of the public
showing improved experience

EFry
volunteer
evaluation

Results of surveys of service
providers and security
personnel

EFry outcomes evaluation
[To be determined after
needs assessment is
completed; possibly statistics
showing fewer late
appearances in court or
increased use of CCC
services]

On time
On budget
Meets
requirements

[To be determined after
needs assessment is
completed; possibly CCC
security service statistics]

Risk managed
according to
plan

Key Deliverables Per Key Result
Needs assessment, including observation, and consultation and communication with Key Stakeholders; review of
technological and other options to support greeters
Funding for CCC greeters pilot project [and ongoing maintenance of the program]
Pre-project survey of public experience, and
report on survey results

Job
descriptions
for volunteer
coordinator
and
volunteers

Pre-project survey of service
provider experience, and
report on survey results

Project
Charter, and
record of any
changes to it

CCC greeters are recruited, trained and retained

Volunteer
training
materials and
volunteer
training

Information sessions for CCC
personnel regarding the
greeters pilot project

Status
Reports as
required

CCC maps and navigation aids; technology
supports; access by greeters to CCC schedule
and court clerks

Report on results of surveys of
service provider experience

Close-out
Report

Report on results of surveys of client experience

[Plan for ongoing
collaboration?]

[Report to
CPRI?]

19

COURTHOUSE GREETERS NEEDS ASSESSMENT

Key Deliverables Per Key Result
[Plan for ongoing data collection and reporting?]

Stakeholder Groups Cross Referenced to Key Results
S1, S2, S3,
S4, S5, S6, S7

S1, S2, S3,
S4, S5, S6, S7

S1

S1, S2, S3,
S4, S5, S6, S7

S1, S2, S3,
S4, S5, S7

S2, S3, S4

S6, S7

Identify the Key Results stakeholders want to see coming out of this project or that potentially multiple
stakeholders will want to see.
For each Key Result, identify how you will measure whether it has been delivered (how is key result
success identified).
For each Key Result, identify the explicit, tangible deliverable(s) that will provide evidence of delivering
the Key Result (i.e. for each column that a key result is identified for). Insert additional rows as needed.
Cross-reference the Key Results to the Stakeholder group (e.g. K1 needed by S1, S3, S5 although initially
you may have identified it for only S1).

Exclusions (Not in Scope):
Indicate what the project will not deliver.
The project does not anticipate that changes will be made to the existing layout of the CCC. This
project does not contemplate the provision of legal advice or legal information by the CCC
greeters. The project only includes the Calgary Courts Centre, although the pilot project there is
intended to provide the basis for a possible expansion to other Alberta courthouses.

Assumptions:
Outline key assumptions relate to the project.
The project assumes that members of the public would benefit from the additional assistance
contemplated by the project. People will be interested in volunteering as CCC greeters.

Primary Project Risks
No

Risk Description

Comments

1.

Failure to obtain support from
CCC stakeholders

This could mean that the project has to be reconsidered or that it could
not proceed.

2.

Resource constraints

The project will require time and resources, including additional
funding.

3.

Failure to recruit volunteers as
CCC greeters

This could mean that the project has to be reconsidered or that it could
not proceed.

The above risks have a reasonable likelihood of being encountered and would have a significant
impact on the outcome.
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Project Team Structure
Role / Entity

Name (as Applicable)

Responsibility

Comments

Project Manager

Project Working Group: JSG,
EFry, JSC

Coordinate all activities

Subject Matter Expert
(needs assessment)

EFry

Coordinate all activities
related to needs assessment

Subject Matter Expert
(funding of CCC
greeters)

Project Working Group: JSG,
EFry, JSC

Estimate funding required
for CCC greeters pilot
project and ongoing
maintenance of program,
prepare funding proposals
and approach potential
funder(s)

Subject Matter Expert
(information regarding
CCC services and
mapping)

JSG

Develop materials setting
out CCC services and
mapping based on input
from needs assessment

This could build on
existing materials, and be
used in training the CCC
greeters

Subject Matter Expert
(post-pilot experience
surveys)

EFry

Coordinate all activities
related to client and service
provider experience surveys

This could include
developing a plan for
ongoing data collection,
reporting and analysis

Project Working Group: JSG,
EFry, JSC

Outline roles and entities that are a part of the project team.

Proposed Need for and Source of Resources
Resources Needed

$ (in 000s) if
applicable

Comments

Funds will be needed to develop
and manage the pilot project
involving and the ongoing
provision of CCC greeters

Unknown

EFry will estimate funding required and make the
application to the Alberta Law Foundation
(“ALF”)

Funds may be needed to develop,
provide and evaluate the
information regarding CCC
services and mapping

Unknown

ALF may be a funder, since legal education is one
of its objects

Potential Source of
Resources

$ (in 000s) if
applicable

Comments

JSG

JSG is supporting the project

ALF

One of the purposes funded by ALF is
“contributing to the legal education and
knowledge of the people of Alberta and providing
programs and facilities for those purposes”

VCC

Administrative support for JSC and the project
Working Group
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Identify any resources (skill sets, $, other) needed to complete the project.

Identify any potential sources of resources (organizations, grants, other) available to the project.

Proposed Timeline
Timeframe

Activity

March-May 2015

Needs assessment and
review of data

June 2015

Volunteer recruitment

Comments

Develop information
materials and
technological supports
July 2015

Volunteer training
Test information materials
and technological supports

August-September 2015

Obtain funding for pilot
project
Pre-project surveys
Training sessions for CCC
personnel

September-October 2015

Launch of pilot project

[?]

Evaluation of pilot project,
including post-pilot project
surveys

Outline the expected timeline for the project
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Appendix B
Courthouse Greeters Project Needs Assessment
The Courthouse Greeters and Courthouse Mapping Project is an initiative that seeks to increase
efficiency for both Calgary Courts Centre (CCC) personnel and members of the public
immediately before and after the security checkpoint. The project aims to implement
courthouse greeters, volunteers who will greet members of the public upon entering the CCC,
to provide navigational assistance, information regarding CCC services, and potentially a means
of communication with courtroom clerks. The greeters will make use of otherwise unoccupied
time spent waiting in line.
This project currently rests on the assumption that members of the public should have easy
access to navigation and information assistance, and resources for help are not readily
available. Introducing courthouse greeters would provide a resource for any questions or
concerns that members of the public might have upon entering the CCC.
This needs assessment is being distributed to you with the intention of collecting some
feedback on your thoughts and concerns related to the project. This project intends to alleviate
stress by increasing knowledge and awareness amongst members of the public and helping to
make the security process more efficient. Any input you might have regarding its costs or
benefits, or ways to improve the intended outcome, is valued and welcome. Your feedback will
be compiled into a data set and remain anonymous and confidential. Your participation is
completely voluntary.
Please do not hesitate to contact the researcher if you have any questions or concerns
(contact information on reverse).
Erin Ramsperger
Evaluation Specialist
Phone: 403-294-0737 ext:229
Toll Free: 1-877-398-3656
Email: evaluation@elizabethfrycalgary.ca
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Courthouse Greeters Project Needs Assessment
Where are you going today? (Floor number, department, etc.) : ___________________________

Do you/did you know how to get there without assistance?
Were you able to get information about the location of your
matters before proceeding through security today?

Yes

Yes

No

No

N/A

Did you ask a Sheriff for information or assistance today?

Yes

No

Did you ask a security guard for information or assistance today?

Yes

No

Did you use any other support to find your way around the
courthouse today (maps, information desks, courthouse
personnel)?

Yes

No

If yes, please list all supports you used:
__________________________________________________
How many minutes ahead of your scheduled
______
appearance/appointment did you arrive to the courthouse today? min.

N/A

How many minutes did you wait in line to go through security?

________ minutes

Were you on-time for your matters today?

Yes

No

N/A

Are you aware of additional services available at the courthouse
(beyond legal proceedings)?

Yes

No

Do you feel that being able to speak with a volunteer to get
information about courthouse locations and services would be
helpful?

Yes

No

Would you make use of this resource if it was available?

Yes

No

Please return completed surveys to the EFry box at the information desk on your way out.
Thank You!
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Appendix C
Courthouse Greeters Project Needs Assessment
The Courthouse Greeters and Courthouse Mapping Project is an initiative that seeks to increase
efficiency for both Calgary Courts Centre (CCC) personnel and members of the public (MoP) immediately
before and after the security checkpoint. The project aims to implement courthouse greeters,
volunteers who will greet members of the public upon entering the CCC, to provide navigational
assistance, information regarding CCC services, and potentially a means of communication with
courtroom clerks. The greeters will make use of otherwise unoccupied time spent waiting in line.
This project currently rests on the assumption that MoP require assistance with navigation and CCC
services, and rely on other courthouse personnel including sheriffs and security to provide that
assistance. Introducing courthouse greeters would alleviate the issue by removing the need for
assistance, allowing courthouse personnel to focus their time and resources on other more pertinent
issues. The greeter would also serve as the first point of contact in the CCC, and provide a positive
interaction to begin the process.
This needs assessment is being distributed to you with the intention of collecting some feedback on your
thoughts and concerns related to the project. This project intends to alleviate stress on security by
increasing knowledge and awareness among MoP and helping to make the security process more
efficient. Any input you might have regarding its costs or benefits, or ways to improve the intended
outcome, is valued and welcome. Your feedback will be compiled into a data set and remain anonymous
and confidential. Your participation is completely voluntary.

Assessment Criterion
Do you believe that members of the public require assistance navigating the
courthouse?
Do you feel that access to navigation and information during the lineup would
be a helpful resource to members of the public?

Yes

No

Yes

No

Do you feel that this resource would benefit you as a security guard?

Yes

No

Do you support a volunteer being the first point of contact in the CCC?

Yes

No

About how much time in a day do you spend providing navigational or
information assistance to members of the public?
Do you support the implementation of the Courthouse Greeters project?

_______ minutes
Yes

No
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Please answer the following questions with as much detail as possible, thinking about the project
description provided. Your answers will remain anonymous and confidential.
1. Can you comment on some of the types of information most frequently requested by MoP?

2. How do you think this project could benefit you and your colleagues?

3. What, if any, costs or risks do you believe are associated with the project?

4. Are there any additional components you would like to see implemented by the project?

5. Are you able to comment on the role your uniform plays in how MoP perceive you?

6. Additional Comments, Questions, Concerns:

Thank you for your participation. Your feedback will be instrumental in the development and
implementation of this project. If you have any questions or concerns regarding this assessment please
do not hesitate to contact the researcher.

Erin Ramsperger
Evaluation Specialist
Elizabeth Fry Society of Calgary
Phone Direct: 403-294-0737 EXT: 229
Email: evaluation@elizabethfrycalgary.ca
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Appendix D
Courthouse Greeters Project Needs Assessment
The Courthouse Greeters and Courthouse Mapping Project is an initiative that seeks to increase
efficiency for both Calgary Courts Centre (CCC) personnel and members of the public immediately
before and after the security checkpoint. The project aims to implement courthouse greeters,
volunteers who will greet members of the public upon entering the CCC, to provide navigational
assistance, information regarding CCC services, and potentially a means of communication with
courtroom clerks. The greeters will make use of otherwise unoccupied time spent waiting in line.
This project currently rests on the assumption that members of the public require assistance with
navigation and CCC services, and rely on other courthouse personnel including sheriffs and security to
provide that assistance. Introducing courthouse greeters would alleviate the issue by removing the need
for assistance, allowing courthouse personnel to focus their time and resources on other more pertinent
issues. The greeter would also serve as the first point of contact in the CCC, and provide a positive
interaction to begin the process.
This needs assessment is being distributed to you with the intention of collecting some feedback on your
thoughts and concerns related to the project. This project intends to alleviate stress on sheriffs by
increasing knowledge and awareness among members of the public and helping to make the security
process more efficient. Any input you might have regarding its costs or benefits, or ways to improve the
intended outcome, is valued and welcome. Your feedback will be compiled into a data set and remain
anonymous and confidential. Your participation is completely voluntary.

Assessment Criterion
Do you believe that members of the public require assistance navigating the
courthouse?
Do you feel that access to navigation and information during the lineup would
be a helpful resource to members of the public?

Yes

No

Yes

No

Do you feel that this resource would benefit you as a sheriff?

Yes

No

Do you support a volunteer being the first point of contact in the CCC?

Yes

No

About what percentage of members of the public are prepared to go through
security when it is their turn? (Jackets, belts removed, etc.)
About how much time in a day do you spend providing navigational or
information assistance to members of the public?
About how much time, on average, does a member of the public spend waiting
in line?
Do you support the implementation of the Courthouse Greeters project?

________ %
________ minutes
________ minutes
Yes

No
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Please answer the following questions with as much detail as possible, thinking about the project
description provided. Your answers will remain anonymous and confidential.
1. How do you think this project could benefit you and your colleagues?

2. What, if any, costs or risks do you believe are associated with the project?

3. Are there any additional components you would like to see implemented by the project?

4. Additional Comments, Questions, Concerns:

Thank you for your participation. Your feedback will be instrumental in the development and
implementation of this project. If you have any questions or concerns regarding this assessment please
do not hesitate to contact the researcher.

Erin Ramsperger
Evaluation Specialist
Elizabeth Fry Society of Calgary
Phone Direct: 403-294-0737 EXT: 229
Email: evaluation@elizabethfrycalgary.ca
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Appendix E
Courthouse Greeters Project Needs Assessment
The Courthouse Greeters and Courthouse Mapping Project is an initiative that seeks to increase
efficiency for both Calgary Courts Centre (CCC) personnel and members of the public immediately
before and after the security checkpoint. The project aims to implement courthouse greeters,
volunteers who will greet members of the public upon entering the CCC, to provide navigational
assistance, information regarding CCC services, and potentially a means of communication with
courtroom clerks. The greeters will make use of otherwise unoccupied time spent waiting in line.
This project currently rests on the assumption that members of the public require assistance with
navigation and CCC services, and rely on other courthouse personnel including sheriffs and security to
provide that assistance. Introducing courthouse greeters would alleviate the issue by removing the need
for assistance, allowing courthouse personnel to focus their time and resources on other more pertinent
issues. The greeter would also serve as the first point of contact in the CCC, and provide a positive
interaction to begin the process.
This needs assessment is being distributed to you with the intention of collecting some feedback on your
thoughts and concerns related to the project. This project intends to alleviate stress on courthouse
personnel by increasing knowledge and awareness among members of the public and helping to make
the security process more efficient. Any input you might have regarding its costs or benefits, or ways to
improve the intended outcome, is valued and welcome. Your feedback will be compiled into a data set
and remain anonymous and confidential. Your participation is completely voluntary.

Assessment Criterion
Do you believe that members of the public require assistance navigating the
courthouse?
Do you feel that access to navigation and information during the lineup would
be a helpful resource to members of the public?

Yes

No

Yes

No

Do you feel that this resource would benefit you as courthouse personnel?

Yes

No

Do you support a volunteer being the first point of contact in the CCC?

Yes

No

About how much time in a day do you spend providing navigational or
information assistance to members of the public?
Do you support the implementation of the Courthouse Greeters project?

________ minutes
Yes

No
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Please answer the following questions with as much detail as possible, thinking about the project
description provided. Your answers will remain anonymous and confidential.
1. How do you think this project could benefit you and your colleagues?

2. What, if any, costs or risks do you believe are associated with the project?

3. Are there any additional components you would like to see implemented by the project?

4. Additional Comments, Questions, Concerns:

Thank you for your participation. Your feedback will be instrumental in the development and
implementation of this project. If you have any questions or concerns regarding this assessment please
do not hesitate to contact the researcher.

Erin Ramsperger
Evaluation Specialist
Elizabeth Fry Society of Calgary
Phone Direct: 403-294-0737 EXT: 229
Email: evaluation@elizabethfrycalgary.ca
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Appendix F
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