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Frequently Asked Questions for the 2018 Primary  

Election  
1. What services did Insight agree to, according to the contract? 

According to the scope of work, Insight agreed to “provide 93 technicians on August 

27, 2018 for support of set up of polling place equipment (462 sites) (10 technicians 

will be retained in standby).” They agreed to be available at 8 a.m. the day before the 

election, and were scheduled for 8 hours. They also agreed to work with board 

workers and client employees to correct any technical issues with the MOFI (secure 

VPN connection), SiteBooks (voter check-in systems) and printers. Further, Insight 

agreed to provide 40 technicians to support 502 Polling Locations on Election Day 

beginning at 5 a.m. Additionally, they were to work with board workers to correct any 

technical issues with the MOFI, SiteBooks and printers.      

All the equipment, including the SiteBooks, was delivered by county staff to facilities. 

The only job the contractor had was to connect the SiteBook kiosks to a mofi and a  

printer and make sure all parts were operational. This set-up takes approximately 15-

20 minutes to complete.      

Here is a copy of the scope of work:    

https://www.documentcloud.org/documents/4797354InsightContractwithMaricopaCou

nty.html      

2. How many actual technicians provided support the day before the election and                                                

on Election Day?  

According to a progress report issued by Insight the day before the election, there 

were only 56 technicians in the field setting up Polling Locations at 12:40 p.m. Further 

inquiry at 10:00 p.m. confirmed Insight was behind schedule. Without internal 

company documents, it is difficult to determine exactly how many Insight technicians 

were available on Election Day and the day prior during set up. As of late Monday 

night, August 27, MCRO and Election Department officials believed there were still 72 

sites that needed to be set up the morning of Election Day because it could not be 

confirmed that the SiteBooks had been set up or were working at those facilities.       

The company verbally agreed to send 62 people to the remaining unfinished Polling  

Locations at 5:30 a.m. on Election Day. That notwithstanding, by contract, they should 

have had at least 40 technicians available at 5 a.m. Additionally, 25 county employees 

were identified for emergency deployment for SiteBook set up in the morning of the 

election if needed. After a discussion with Insight, it was determined that 11 of these 

staff would be needed, and they were assigned 13 sites to set up, leaving 59 sites for 

the contractor to set up.      

This should have been more than enough resources to ensure polls opened at 6 a.m.  
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All 11 county employees either set up their assigned location by 6 a.m., or confirmed  

the sites had been set up previously. County employees were then sent to secondary 

sites because Insight did not provide technicians as promised.      

 

As the day progressed, county officials began calling the sites that Insight was 

assigned to set up at 5:30 a.m., and discovered technicians had not been out to many 

of those sites for hours after the polls opened. In some cases, it appeared that Insight 

had not notified the technicians assigned to locations. Overall, there was poor 

communication between the contractor and their technicians in the field.        

3. How do you plan to hold Insight accountable for its shortcomings? 

Insight has a contract with Maricopa County. Recorder Adrian Fontes said that he will 

comply with county procurement procedures in determining the next steps, including 

whether the contractor should be held legally accountable. Additionally, Fontes said 

he will rely on county employees to set up the SiteBooks for the November General 

Election, and will not contract for the set-up service.      

4. Why did the Maricopa County Recorderôs Office and Elections Department wait 

to inform voters and the Board of Supervisors about the problem? 

Based on the assessment of the situation on Monday night, it appeared that the 

emergency plan would ensure that all the sites would be ready by 6 a.m. on Election 

Day. Election officials were concerned that announcing the issues ahead of time could 

inadvertently suppress the vote, and they wanted to avoid that. The Elections 

Department had a solution in place. On Election Day, when it became clear that the 

emergency plan was not executed correctly, the first focus was correcting that 

situation. Informing the public and the Board of Supervisors occurred as the 

emergency subsided in the morning. The contingency plan in case a Polling Location 

loses functionality is to divert voters to Vote Centers. Though it is unacceptable that 

Polling Locations did not open on time, the availability of Vote Centers provided voters 

a feasible alternative voting option.       

5. In previous elections, board workers set up the check-in systems. Why werenôt 

they trained to do so this time? 

The Election Department wanted professional technicians to set up the new SiteBook 

check-in systems to make it easier for board workers and to ensure that if there were 

any issues, they could be addressed the day before the election. As indicated above, 

county employees will be directly involved with the set up in November.      

6. What did board workers do when they discovered their sites were not set up? 

Per standard operating procedure, Election Department officials assumed sites were 

operational, unless there was a call into the hotline. On Election Day, the hotline was 

overloaded and communication suffered due to the high volume of calls.   Board 
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workers at the sites that experienced delays followed their training and 1) referred 

voters to Vote Centers and 2) contacted the hotline with issues.       

As a result of this, the Elections Department is developing a new protocol that will 

require proactive outreach to every voting location on Election Day before 6 a.m. The 

new protocol will also likely include additional phones for the hotline. This will allow 

the department to better communicate with the sites to ensure board workers have the 

support necessary to open on time.     

7. What was the Election Departmentôs plan in case something went wrong on 

Election Day?       

Preparing for the unexpected is part of the elections planning process. This is why the 

Elections Department opened 40 Vote Centers across the county. Vote Centers 

provide an opportunity for people from any precinct to vote in-person on or before 

Election Day. In fact, many of these locations were open a full week before Aug. 28, 

2018.  County Recorder Adrian Fontes insisted the county use Vote Centers because 

the systems are increasing reliable and provide a way to handle the increased voter 

participation rate. Conversely, equipment for Polling Locations, which only serve 

assigned precincts, are becoming less reliable as the technology fails more frequently. 

The Vote Centers were equipped to function as primary voting sites and to handle 

overflow from any assigned Polling Location experiencing difficulties on Election Day. 

Although the Vote Centers worked as planned, County      

Recorder Adrian Fontes agreed that the failure to open 62 Polling Locations on 

Election Day at 6 a.m. was unacceptable. He is working to ensure that does not 

happen again.     

8. On Election Day, why did you decide not to keep some sites open late?    

By statute, the Maricopa County Board of Supervisors has jurisdiction over Election 

Day, and would have needed to seek a court order. Keeping voting locations open 

late would have required action from the Maricopa County Superior Court. The 

Elections Department confirmed that 22 Vote Centers across the county were 

committed to staying open late, however the Board of Supervisors chose not to 

petition the court.        

9. Why were so many voters required to vote provisionally?     

Maricopa County operates a hybrid election system that includes Vote Centers and 

precinct-based assigned Polling Locations. Voters from any precinct can get any 

ballot at a Vote Center, unlike at a traditional Polling Location.       

Provisional ballots are typically provided to people who do not vote at their assigned 

Polling Location on Election Day. Provisional ballots issued at Vote Centers to people 
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voting out of their traditional assigned precinct on Election Day are counted as valid 

because the Ballot-on-Demand printers ensure the voter receives the correct ballot for 

their precinct. We recognize this rule created confusion on Election Day, and we are 

developing ways to provide more clarity in November. To be direct, any registered 

voter can vote at any Vote Center, and that ballot will count.      

9. What does Recorder Fontes plan to do moving forward?      

Moving forward, there will be a continuing internal review of what led up to issues on 

Election Day. Additionally, we welcome a review by County auditors of the incident 

with our contractor that led to several voting locations opening late on Election Day. 

Recorder Fontes is committed to ensuring these issues are resolved prior to the 

November General Election.       
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