
Transforming Family Services



Key Aspirations
Effective Forward-
Looking Institution
Changing the Public Perception 
of the Service Institutions
For Los Angeles County, disappointing outcomes can impede 
trust building initiatives and make it difficult to improve 
effectiveness. Public facilities, overcrowded and outdated, 
have systems that inhibit communication and collaboration 
among employees, compounding the problem. Overburdened 
and low on morale, employees have inspired the County to 
innovate and take bold steps to address these difficulties.

Improving Service Delivery 
and Employee Experience
The ambitious aspirations for this project were to promote 
interdepartmental connectivity while expressing the County 
as an effective, forward-looking institution that provides a 
welcoming environment for its clients. The co-location of 
multiple social service departments includes Public Social 
Services, Child and Family Services, Child Support Services, 
Health Services, Probation, Mental Health and Public Health.

Clients no longer need to schedule multiple appointments in 
several locations, significantly reducing the time away from 
work and the stress of managing travel and children when 
getting to appointments. Silos between caseworkers, caused 
by working in separate locations, are eliminated, leading to 
more effective and efficient delivery of client services. 

Contribute to Community Development
The design of public service campuses can reflect modern, 
forward-looking civic institutions intent on making a statement 
that is transparent, welcoming and lasting. This approach 
instills a sense of community pride and represents a building 
of value that is a proper expenditure of taxpayers' money. 
Projects like this can serve as prototypes for counties across 
the U.S. in their desire to be more effective and user-focused.

“

THOM GREVING, Director of Design, HKS

Perhaps the most significant outcome 
desired by the County is to change the 
way it provides services to its clients 
and guests. The County is seeking to 
create a new service delivery model and 
believes that this building will be a 
significant contributor to the success 
of the change it seeks.
CLIENT DESIGN GOAL



Zev Yaroslavsky Family
Support Center
The County of Los Angeles' Zev Yaroslavsky Family 
Support Center was designed by HKS as a prototype 
to change the County's service model. The facility 
consolidated multiple social services for the region 
into one building to enhance staff satisfaction and 
productivity, as well as transform the visitors' experience 
rare but important goals for a government service facility. 

Completed in 2015, the project has already been 
recognized twice by the American Institute of Architects 
as a benchmark for design. Features include a park-like 
campus, a mix of collaborative, social and focused 
work space, sound masking, outdoor terraces on 
each floor, public art and LEED Gold Certification.

Who  Department of Public Social Services;   
 Department of Children & Family Services;  
 Child Support Services Department; Health  
 Services; Probation, Mental Health and  
 Public Health Department

Size  216,500 square feet
 1043 employees

Sector Commercial Government

Where  Van Nuys, California

Why Overcrowded facilities didn't reflect a  
 user-focused experience for clients, resulting  
 in an ineffective/unfulfilling experience for staff.

How  On-site observation
 Interviews
 Client meetings

Client’s Design QuestionsCase Study Profile

How do we improve 
the quality of public 
service?

How can this facility 
support a better 
staff experience?

In what ways can this 
facility help develop 
the community?

What does it mean 
to create long-lasting 
value?

01 02 

03 04 

The Center will be a friendly, appealing 
campus that will enhance its neighborhood, 
nuture a place of pride and community for 
its users, its neighbors, its staff and the 
greater Los Angeles County. 
CLIENT DESIGN GOAL



How do we 
 improve the 

quality of a  
public service?

01 Key Research Findings

Scale of Impact
Focusing on families who often 
experience significant difficulty.1K

Clients Served  
Per Day

Co-Locating Services
1,000 total staff to work more 
efficiently and collaboratively for 
better service outcomes. 

7
Departments

Public Art
Provide four, large scale art installations 
in the main lobby entrance and employee 
lunch rooms.

2
Local Artists

Design
Impact 

• The project consolidates seven 
Los Angeles County service 
programs into a single location 
to provide a welcoming, effi-
cient and effective experience 
for its clients.

• The facility is designed to 
provide a setting that reduces 
stress, provides ease wayfind-
ing and offers a conformable 
setting to accommodate a 
variety of family needs.

• The entry level is designed to 
provide easily understandable 
and generous access for up 
to 1,000 clients a day to meet 
with caseworkers in a variety 
of settings. 



Open Plan
In open plan. Supervisors are in an open 
plan, where supervisors are intermingled 
with staff in open workstations to reduce 
hierarchy within departments, also 
promoting better communication.

80%
of Employees

Multi-Purpose Staff Rooms
Large lunch rooms with access to 
outdoor patios. Two of the lunch 
rooms have interconnecting stairs 
to promote vertical collaboration 
within departments.

4
Lunch Rooms

Design
Impact 

Indoor Outdoor Connectivity

3,517
Square Feet

How can this  
facility support  

a better staff  
experience?

02 Key Research Findings

• Staff workspaces are designed 
to inspire pride and inter-de-
partmental collaboration in an 
open environment configured 
to accommodate various work 
and social modes in a light-
filled, interactive workplace.

• Workstation partitions are 
low and demising walls have 
been kept to a minimum to 
encourage collaboration.  
Careful consideration has 
been given to creating efficient 
and safe circulation patterns. 

• Multi-story spaces 
accommodate lunch rooms, 
which are also used as large 
meeting areas that encourage 
connectivity between levels. 
Staff on every floor have 
access to an outdoor terrace

Of outdoor terraces are 
available to staff to access 
throughout the building 
during work hours.



Public Green Spaces
In public green space in the 
city of Van Nuys.40%

Increase

Educational Opportunities
Bioswale teaching garden within 
the project site.6K

Square Feet

Being a Good Neighbor
Generates a pedestrian-friendly 
space, with meaningful and repectful 
adjacency to the residential neighbor-
hoods and commercial spaces.  

51%
Landscaped

Design
Impact 

In what ways 
can this facility 

help develop  
the community?

03 Key Research Findings

• A friendly, appealing 
campus that will enhance its 
neighborhood and nurture 
a place of pride, community 
and citizenship for its users, 
its neighbors, its staff and the 
greater Los Angeles County. 

• A campus garden provides a 
beautiful community and client 
asset, while at the same time 
enlivening the urban realm and 
accommodating community 
events like health fairs. 

• The design of the campus 
reflects a modern, for-
ward-looking civic institution 
intent on making a statement 
that is transparent, welcoming 
and lasting. 

• The site addressed urban 
edge conditions and create a 
landscaped, car-free campus 
core with a children's play 
area, walking paths and  
numerous gathering spaces.



LEED Certification
Certified, with potential to achieve 
LEED Platinum certification in the 
future with photo-voltaic panels.

GOLD
V4

Natural Light and Views
Are within 30 feet of natural light.95%

Of Staff

Energy Reduction
Due to efficient mechanical system 
compared to a conventionally 
designed building.

34%
Reduced Energy
Cost

Design
Impact 

What does it 
mean to create 

long-lasting  
value?

04 Key Research Findings

• The building exemplifies effi-
cient use of County resources, 
providing best value to the 
taxpayers.

• A high performance 
sustainable building provides 
the owner with on-going utility 
cost savings  over the life of a 
building. 

• In a highly used public building, 
materials were selected for 
their durability and ease of 
maintenance. 

• The building’s internal air 
conditioning, heating, 
power and data supplies 
are housed in a continuous 
raised floor system. Localized 
diffusers on the floor near 
workspaces allow individuals 
to tailor spaces to their own 
temperature preference.



Data Collection

For eight months following the move-in 
of the new facility, our research team 
performed a post occupancy assessment 
that involved two weeks of data collection: 

• photo essays
• customer shadowing
• behavioral mapping 
• sound analysis
• interviews with department managers 
• staff surveys
• facility assessment 

Through these research methods, key 
impact areas of improvement were 
identified and summarized by the 
team in the final facility assessment. 

Post Occupancy 
Assessment 

Facility Assessment 
Key Impact Areas

Easy wayfinding from parking  
to the entrance.

AREA

Parking

CLIENT STAFF

Entry

Lobby

Service

Work Spaces

Overall Facility

Entrance is visible and welcoming.

No lines outside at the entrance/security.

Lobby is open and centrally located.

Plenty of seating and waiting areas.

More efficient for multiple service needs.

Visible areas to obtain resources and 
information.

Covered secure parking garage.

Parking availability.

Separation of staff and client 
entrances to the building.

Feel secure interacting with clients. 

For more private conversations, there 
are rooms available in two different 

configurations, conference and lounge 
spaces. 

Sufficient number of conference/huddle 
rooms for collaborative team work. 

New, Clean, Access to windows and 
daylight.

Great foundation to make the integration 
model vision real. It is a great opportunity  

to learn, move froward and see more 
buildings like this. 

Access to ample amount of daylight, 
outdoor views, fresh air and nature.

Rich colors and artworks.



Results-driven and people-oriented, we look 
beyond “big-box” statistics and meaningless
metrics. Our goal is to capture both the
richness and reality of the employee workplace 
experience.
 
Everyone has his or her own definition of what work is, what 
today’s workplace should look like and how the workplace 
should perform. In an industry obsessed with metrics, critical 
of the cubicle and the open office, how do you decide what’s 
best for your company? 

HKS reWork takes an ethnographic approach to workplace 
design, applying quantitative and qualitative research insights 
to guide our designs. Our methodology leverages tools like 
focused observation, interviewing and employee surveys 
within a third-party perspective to have fresh eyes and an  
open mind.

Humanizing the science of workplace.
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