
One-Time Project (Ending 2019) 

13.3 Privacy Resource Guide Priority 2 

Project Summary: Develop and adopt a Privacy Resource Guide on electronic court records and access in trial and appellate courts. 
Following initial adoption, Judicial Council staff (led by Legal Services) will be responsible for maintaining and updating this document in 
consultation with appropriate subject matter advisory bodies, including ITAC. 

Monitor and maintain the Privacy Resource Guide on Electronic Court Records and Access in Trial and Appellate Courts as needed 

Key Objectives: 
(a) Circulate the draft guide for branch comment; revise as appropriate.
(a) Finalize and seek ITAC and JCTC approval of the guide to be published on the Judicial Resource Network (JRN).

(b) Finalize and seek approval of the guide by ITAC, the JCTC, and the Judicial Council.
(b) Revise and update the Privacy Resource Guide with new privacy related laws, rules, forms, standards and best practices on an

annual basis with a projected publication date after January 1, 2020 to allow for inclusion of published rules and law effective as of 
January 1, 2020. 

(c) Monitor and analyze how the Privacy Resource Guide is being used for the calendar year 2019, and make recommendations for
which Judicial Council entity will be responsible for maintaining and updating the Privacy Resource Guide beyond 2019. 

Objectives met or resolved: 
• Continue development of a comprehensive statewide privacy resource guide addressing, among other things, electronic access to

court records and data, to align with both state and federal requirements (completed 2018).
• Continue development of court privacy resource guide, outlining the key requirements, contents, and provisions for courts to

address within its specific privacy policy (completed 2018).

Origin of Project: Tactical Plan for Technology 2017-2018; carryover from 2014-2018 Annual Agendas. Code Civ. Proc., § 1010.6 
(enacted in 1999) required the Judicial Council to adopt uniform rules on access to public records; subsequently the rules have been 
amended in response to changes in the law and technology, requests from the courts, and suggestions from members of ITAC (formerly, 
CTAC), the bar, and the public. 
Status/Timeline: December 2019 
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Resources: 
• ITAC: Joint effort between the Rules & Policy and Joint Appellate Technology Subcommittees, Lead: Hon. Julie Culver 
• Judicial Council Staffing: Legal Services, Information Technology 
• Collaborations: Identity and Access Management Workstream; Appellate Advisory Committee, CEAC, TCPJAC, and their Joint 

Technology Subcommittee; Criminal Law Advisory Committee, and the Department of Justice 
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ITAC Futures Commission Directive:
Intelligent Chat

ITAC Spotlight
April 15, 2019

1
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Spotlight Items

• How We Got Here
• Initial Findings
• Examples

• CFCC LiveChat
• Traffic Avatar

• Workstream Updates

2
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How We Got Here

3

ITAC Supplemental Materials E-Binder Page 5



Directive from the Chief Justice*

The committee is directed to explore and make 
recommendations to the council on the potential 
for a pilot project using intelligent chat technology to 
provide information and self-help services. 

• Refer to :
- The Chief’s memorandum dated May 17, 2017 (Item 1 in materials), and
- The 2017 Futures Commission Report, starting on page 211: Chapter Five: Technology 
Recommendations (Item 2 in materials)

4
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Workstream Team Members
Hon. Michael Groch - Sponsor
Mr. John Yee – Workstream Lead
Ms. Fati Farmanfarmaian – Project Manager

Hon. Tara M. Desautels Hon. Jason Webster Mr. Darrell Mahood
(Alameda) (Kern) (Los Angeles)

Ms. Andrea K. Wallin-Rohmann Mr. Brett Howard Ms. Hana Miller
(3DCA) (Orange) (Santa Barbara)
Ms. Natasha R. Moiseyev Ms. Melanie Snider Mr. Stan Tyler
(Tulare) (JCC-CFCC) (Los Angeles)
Mr. Paras Gupta Mr. Steve Tamura Ms. Karen Cannata
(Monterey) (Los Angeles) (JCC-CFCC)
Mr. Davis Luk Mr. Nelson Wong Mr. Anson Jen
(JCC-IT) (JCC-IT) (JCC-IT)
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Workstream Goals and Scope
• Phase 1

• Identify and prioritize use case scenarios/user stories most critical to the branch
• Identify legislative policies that may be an obstacle for using intelligent chatbots
• Identify any legislative or internal policies that may be needed to enable the adoption 

of intelligent chatbots
• Identify, assess and recommend technology platform(s) to explore in pilot 

(e.g. Google, Amazon, Microsoft, IBM, etc.)
• Submit Findings and Recommendation Report

• Phase 2
• Select pilot court(s)
• Select vendor(s): draft and publish Request for Proposal (RFP)
• Secure additional funding: draft and submit Budget Concept Proposal (BCP)

6
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Workstream Phase 1
Planning/Prep for 

Workstream Phase 2 Workstream Ph 2

August 30, 2019 January 1, 2020

Workstream 
Research

Innovation 
Grants 

Research

Findings and 
Recommendations 

Report

Draft and Publish RFP -> 
Select Vendors

Acquire JCIT Resources for 
Pilot Project

Select Pilot Courts

July 2019 – June 2020
BCP

Criteria for selecting Pilot 
Courts

Criteria for selecting 
Vendors

Draft and submit BCP  for 
additional funding

Post job reqs for 0.5 Sr BSA, 1 
Sr Tech Ana., 1 Sr App Dev 
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Initial Findings

8

ITAC Supplemental Materials E-Binder Page 10



Chatbot Maturity Model

9

Level 0 Level 1 Level 2 Level 3

General Description LiveChat Basic Bot Contextual 
Understanding

Self Learning

Key Characteristic • Human operated
conversation

• Human to Bot
Structured
Conversation

• Simple Q&A
• Menu based
• Word based
• Usually One 

Language

• Human to Bot
Unstructured
Conversation

• Natural Language 
Understanding 

• Line based 
intelligence

• Mood detection
• Multi-channel & 

language Support

• Human to Bot
Unstructured 
Adaptive
Conversation

• Bot to Bot
• Conversation based 

intelligence
• Machine Learning
• Artificial Intelligence 

Applications at the 
Courts

• CFCC Self-Help 
LiveChat

• San Mateo LiveChat

• Traffic Avatar @
• LA (Gina)
• Riverside (Iris)
• Yolo

• Appellate Self Help

• ATP Chatbot*
• LA Jury Chatbot*

* Planned

NONE AT THIS TIME
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Examples

10
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Level 0 Chatbot Example

CFCC 's LiveChat
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CFCC Live Chat Pilot
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Name Change 
Form Builder
Google 
Analytics 
January '19

• 6,621 page 
views

• 4,729 “clicks
” on Get 
Started

1st Statewide Forms Tool on JCC site Name Change 
Form Builder
LHI Statistics 
(FY 18-19 Q1) 

5,029 documents 
assembled Q1 CY 
2019

13
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Results After 21 Week Pilot
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Who we have served Feedback Zendesk Analytics
 Online 9 hours/week for 3 hour 

shifts.
 1,352 customers served
 80% from 10 Southern 

California and Bay Area courts.
 Most common need: understanding 

the entire process and local court 
procedures.

 99% positive rating on ZenDesk
rating system (28% response 
rate)

 Approaching 100% satisfaction on 
customer satisfaction survey (22% 
response rate)

 Comments: 
• “I learned a lot and had all my 

questions about the name change 
process answered.” 

• “This live chat is a very helpful site. 
I love it.”

• “The agent was very helpful and I 
think I can finish the forms and get 
it right.” 

• “You’ve been a tremendous help. I 
hope they continue to fund this 
program.”  

• “Very helpful service, professional 
and kind assistance received.”

• Av. # of users per week -64
• Av. # of users per hour – 7
• Av. # of messages/user – 16
• Av. Time per user – 16 min
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Level 1 Chatbot Examples

LA’s Traffic Avatar - Gina

16

ITAC Supplemental Materials E-Binder Page 18



17

ITAC Supplemental Materials E-Binder Page 19



18

Riverside Traffic Avatar - IRIS
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Appellate Self Help Chatbot
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Potential Application Areas

• Divorce and Separation
• Families and Children
• Getting Started
• Traffic
• Name Change
• Eviction and Housing
• Wills, Estates and Probates
• Abuse and Harassment 
• Small Claims

• Fee Waivers
• Civil Appeals
• Gender Change
• Criminal Law (Expungement)
• Seniors and Conservatories
• Problems with Money
• Guardianship
• Juror Services

20
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Key Initial Findings

• Majority of effort is in developing and creating the knowledge bases
• SMEs are crucial to help developing appropriate chatbot interactions
• LiveChat Transcripts are excellent sources for 

• building content and 
• training chatbots

• Adding Machine Learning (ML) and Artificial Intelligence (AI) needs 
more time to research and develop best practices
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Challenges

• Availability of Subject Matter Experts (SMEs)
• Provide LiveChat services throughout the day
• Ensure appropriate Content and Responses

• Using Knowledge Bases
• Enabling chabots to access statewide and local courts’ knowledge bases

22
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Workstream Updates
Major Tasks and Deliverables

2323
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Business/Court Operations Track
Collect and assess current chat/Chatbot projects 

 Identify and monitor a series of court proof of concepts (POCs) to assess technology readiness for 
various use cases (e.g., Court of Appeal, E-Filing, Self-Help). 

Define and prioritized use cases and scenarios
 Leverage technology summit use cases to define/refine user stories
 Define priorities of use stories to be addressed by intelligent Chatbot technology

Develop list of business requirements
• Identify key performance indicators and benchmark before/after success

24
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Technology Track

Assess available technology
 Perform investigation and research on needed and desired capabilities

Develop evaluation and assessment 

25
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Legislative, Rules & Policies Track

 Identify the need for new rules, legislation or policies to authorize the use of 
intelligent chat services

26
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Workstream Deliverables
Prepare Findings and Recommendation Report  

Capture learnings and research
Make recommendations

• Update Phase 2 of work plan based on results
• Seek approval from ITAC and the JCTC to conclude Phase 1 and initiate Phase 2; 

amend the annual agenda accordingly

27
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Closing Remarks

• Chatbots are part of current norms
• More Content, More Information = More Access
• Technology is still improving and evolving

28
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Where We Are Today
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Level 0 - LiveChat

Level 1 – Basic Bot

Level 2 – Contextual Understanding

Level 3 – Self Learning
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APPENDIX
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ITAC Workplan

32
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1. Workstream is organized into three tracks
a) Business/Court Operations Track
b) Technical Track
c) Legislative Rules & Policy Track

2. Tracks have working groups
a) Use of Brainstorm/Working Sessions to collaborate on ideas and complete 

deliverables

3. Project Management Methodology
a) Use of an Agile approach

4. Leveraging Collaboration Platform
• Intelligent Chat SharePoint Site: provides a common location for 

team to access workstream information and artifacts

Workstream Approach

33
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Intelligent Chat 
Workstream 
Governance 
Structure

JCC

Intelligent Chat Workstream

Workstream Lead: John Yee

Executive Sponsor: 
Hon. Michael Groch

Findings and Recommendations Report

Request for Information (RFI)

Workplan for Phase 2

JCTC

Judicial Council

Technical Track

Lead: John Yee

Brett Howard, Paras Gupta

Stan Tyler, Steve Tamura, Hana Miller

Karen Cannata, Andrea Wallin-Rohmann

Nelson Wong, Anson Jen, Davis Luk

Business/Court Operations Track

Co-Leads: Hon. Webster & Melanie Snider
Hon. Groch, Hon. Desautels, Paras Gupta

Author: Karen Cannata

Hana Miller, Darrell Mahood

Karen Cannata, Brett Howard

Andrea Wallin-Rohmann, Natasha Moiseyev

Legislative Rules & Policy 
Track

Lead: Melanie Snider
Hon. Groch, Hon. Desautels 

Hon. Webster
Karen Cannata 

Judicial Council 
Special ProjectsFindings and Recommendations Report

Co-Authors: Nelson Wong & Davis Luk 

Findings and Recommendations Report

Project Manager: Fati Farmanfarmaian

ITAC

Last updated: 3/19/2019
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Workstream Key Accomplishments/Milestones

Description Date of Completion

Complete Business Requirements 10/12/2018

Complete Legislative, Rules and Policies Assessment 10/26/2018

Complete Technology Assessment Findings 02/01/2019

Complete Findings and Recommendation Report 08/30/2019

Update Work plan Phase 2 08/30/2019

Complete Phase 1 08/30/2019
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CFCC LiveChat Appendix
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Name change forms builder – user satisfaction 
survey

• 80% say the program helps them learn about the process
to change their name.

• 85% are able to print their documents.
• 86% say that the program is “very” helpful in completing

their forms; 14% say “somewhat” helpful. Less than 1%
don’t feel that it helped.

38
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Live Chat 
Zendesk 
Analytics 
9 Week Pilot

• 497 chats 
• Av. # of users 

per week -55
• Av. # of users 

per hour – 6 
• Av. # of 

messages/user 
– 23

• Av. Time per 
user – 16 min

• M, W, T
• 9 am – noon 

Well-Used Pilot…

39
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The CCFC LiveChat Team

Website 
configuration

Widget 
customization

Google Analytics

Zendesk license

Contract attorney

Court outreach to all 
self-help centers 

Local court website 
research

126 (and counting!) 
scripted responses

User interface 
configuration

Transcript legal 
review and analysis

Content 
Development/QA

Policy Direction: Future’s Commission
The Team: CFCC, Web Communications, Procurement

Project 
Management

Project schedule, 
meetings, and 
milestones

Policies such as data 
retention and 
customer follow-up 
protocol

Partner 
communication

TechnologyProcurement

40
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