
311 Customer Service Request for Street & Bridge Work Groups
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NO

YES

YES

Following Review of 

All Information

Work Order is 

CLOSED

Quality Control 

Inspection 

Conducted

Work Order is Marked 

“COMPLETE” 

Following Quality 

Control Inspection of 

Work Conducted in 

the Field 

End

Job Planning

CSR Work Order is 

Created and Routed 

to Appropriate Work 

Group 

Superintendent 

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Assignment

A Child Work Order is 

Created in the Field 

to Track

Re-Work

Is

CSR a Duplicate

?

Update New CSR 

With Related 

Information and Link 

CSR to Existing Open 

Work Order 

Customer is 

Contacted to Discuss 

Complaint/Issue and 

Terms of the License 

Agreement 

311 CSR data 

includes:

Type of Problem,

Location 

Information and

Caller information

Job 

Scheduling

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

311 CSR Interface 

Will Auto-Close 

Corresponding CSR

Is

Re-Work Needed

?

Electronic

Signature

Quality 

Control

Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Is

License Agreement

In Place

?

Receives Citizen 

Complaint Via Access 

in 311 CSR Premier 

One

Perform

Work

Creates a 311 Service 

Request in 

Motorola CSR 

Premier One

Work Order is

“FIELD COMPLETE”

Work Order is 

Reviewed to Verify 

CSR Information

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Work Order 

Can Be 

Escalated in 

Priority As 

Needed
Review of CSR is 

Conducted to 

Determine Level of 

Priority

NO

YES

Work Order is 

Increased in Priority 

as Needed for 

Urgency of CSR

Is

Inspection Needed

?

Inspection

YES

NO

WO Status and 

Owner Change
WO Status 

Change

Capture Information 

Required to Support 

the Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

CSR Work Order is 

Updated Based on 

Findings in the Field 

WO Status and 

Owner Change

Is

Permanent Repair 

Needed

?

A Linked Work Order 

is Created For 

Permanent Repair
YES

Is

Follow-up Work 

Needed

?

A New Work Order is 

Created in the Field 

For Follow-on Work

NO

YES

NO

NO

After Child Work 

Order is Closed
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SBO On-Call Work Orders
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Secondary Contact 

Receives Page From 

AE 311 Call Center

311 CSR Interface 

Will Auto-Close 

Corresponding CSR

Primary Contact 

Reviews Information 

Pertaining to the 311 

CSR

Does

Primary Respond

to Page Within 15 

Minutes

?

Following Review of 

All Information

Work Order is 

CLOSED

Work Order is 

Created for the Issue 

Documented in the 

CSR

311 CSR data 

includes:

Type of Problem,

Location 

Information and

Caller information

Work Order is

“FIELD COMPLETE”

Call Taker Creates a 

311 Service Request 

in Motorola CSR 

Premier One

Perform

Work

End

4:00 p.m., on 

Friday Through 

Monday 7:30 a.m. 

and 4:00 p.m. to 

7:30 a.m., the Next 

Day, Monday 

Through Thursday

Primary Contact 

Determines Severity 

of Issue and 

Response Plan to 

Citizen Complaint or 

Issue

NO

Are Additional 

Resources and 

Equipment Needed

?

YES

A Telephonic Page is 

Sent to the Primary 

Contact Regarding 

CSR

Citizen Complaint is 

Received by 311 Call 

Center Outside 

Normal Work Hours

Does

Primary Respond to 

Complaint

?

YES

Is

Call Referred 

Appropriately to PWD 

?

NO

Is

Call Deferred to

Next Regular Work 

Shift

?

Is

Call Referred to 

Secondary Contact

?

NO

YES

CSR is Referred Back 

to AE 311 to Direct to 

the Appropriate City 

Department

NO

Work Order is 

Created and Routed 

to the Appropriate 

SBO Work Group

YES

Work Order 

Routing
(To Appropriate 

Work Group) 

Secondary Contact 

Determines Scope of 

Work Required to 

Address Complaint or 

Issue 

Primary is Contacted 

With Information 

Regarding Need for 

Additional Resources 

and Equipment 

YES

NO

Work is Conducted in 

the Field and Work 

Order is Documented

Secondary Assists 

Primary in the Field 

Within One Hour of 

Being Contacted to 

Resolve Complaint or 

Issue 

End

Secondary Contact 

Drives to Location of 

Complaint or Issue

If No Field Work is 

Needed, WO is

Closed With Comments

Does

Work Require 

Secondary for 

Assistance

?

Primary Drives to the 

Location to Resolve 

Complaint or Issue 

Within One Hour of 

Being Contacted 

YES

Primary Contacts 

Division Manager / 

Superintendent to 

Approve Call Back of 

Additional Resources 

Management 

Approval is Provided 

Before Additional 

Resources Are 

Allocated

Is

Approval Received to 

Conduct Work

?

NO

YES

Resources Are Called 

Back to Work As 

Needed to Resolve 

Complaint or Issue

YES

PWD Dispatch 

Manages the On-

Call Roster and 

Schedule 

Developed Six 

Months in 

Advance

COA Holidays 

Included

Work Order is 

Created to Document 

Time in Excess of 15 

Minutes to Track 

Level of Effort

Work Order is 

Created for the Issue 

Documented in the 

CSR

YES

NO

NO

YES
Is

Re-Work Needed

?

Quality Control 

Inspection Is 

Conducted the 

Following Work Shift

A Child Work Order is 

Created in the Field 

to Track

Re-Work

Work Order 

Planning

By Appropriate 

SBO Work 

Group 

Superintendent

NO

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Is

Follow-up Work 

Needed

?

Linked Work Order is

Created for 

Appropriate SBO 

Work Group

YES

NO

Additional Work for 

Other COA 

Department

Work Order is

“COMPLETE”

Electronic

Signature

Quality 

Control

Work Order 

Routing
(To Appropriate 

Work Group) 

WO Status 

Change WO Status 

Change

WO Status 

and Owner 

Change

WO Status 

and Owner 

Change

WO Status 

Change

WO Status 

Change
WO Status 

and Owner 

Change

WO Status 

Change

WO Status 

and Owner 

Change
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CAFs (Customer Action Forms) for SBO Work Groups
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When Work in the 

Field is Done

CAF Work Order

Is Marked

“FIELD COMPLETE”

QUALITY CONTROL 

POST-INSPECTION

is Conducted

CAF Work Order Is 

Updated Based on 

Findings in the Field

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

CAF is Received By 

Division Manager and 

Reviewed for 

Determination of 

Ownership Within 

SBO

CAF Work Order is 

CLOSED

CAF Work Order

Is Marked 

“COMPLETED”

Assignment

Electronic

Signature

Quality 

Control

CAF Work Order is 

Routed to a 

Designated Resource 

for Field Assessment

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

CAF Work Order is

 “COMPLETE”

Perform

Work

Requests include:

Location 

information,

Contact 

information

Pre-

Inspection 

(Field 

Assessment)

Work Order 

Alert

CAF Work Order Alert 

is Sent to 

Administrative Senior 

and Division Manager 

for Reporting 

Purposes to CMO

Is

Work Needed

?

CAF Work Order is 

Created to Track 

Field Work Against 

Issue or Complaint

CAF Child Work 

Order is Created for 

SBO Management to 

Track Investigation 

and Reporting Time 

to CMO

Work Entailed by Division 

Manager, Administrative 

Assistant (Kate Montgomery) 

and Sidewalk Coordinator 

(Colly Kreidler)

Electronic Files are 

Attached and Work 

Order (Parent) is 

Forwarded to 

Superintendent of 

Responsible SBO Work 

Group

CAF Work Order is 

Reviewed and 

Escalated in Priority 

for Immediate 

Resolution

Job Planning

NO

Work Order is Well 

Documented With History of 

Findings and  Status

Job 

Scheduling

Based on Completed 

Resolution of Issue, QC 

Inspection and Review of 

WO Information

Automated Email is Sent 

to Division Manager, 

Kate Montgomery and 

Colly Kreidler

CAF Child Work 

Order is Updated 

Based on Level of 

Effort Involved

CAF Child Work 

Order is

“CLOSED”

Child Work Order Rolls Up 

to the Parent Work Order

Reports Can Be Generated 

as Needed for CMO

Parent WO Can Not Be 

Closed Until Child is 

Closed

Is

Re-Work Needed

?

NO

Notifies Owners of Child 

Work Order About the Status 

of Resolution so CAF Can 

Be Closed with CMO

CAF Work Order is 

Well Documented in 

the Field

A Child Work Order is 

Created to Track

Re-Work
YES

Does

Work Need to be

Reassigned Within 

SBO

?

YES

CAF Work Order Is 

Reassigned to 

Responsible SBO 

Work Group 

YES

NO

Work Order 

Reassignment

WO Status 

and Owner 

Change

WO Status 

Change

WO Status 

and Owner 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status

 Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status

 Change

WO Status and 

Owner Change

End
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Annual Equipment and Service Yard Maintenance (Non Fleet)
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WO Status and 

Owner Change

To Be Used During Inclement 

Weather or Equipment Break 

Downs in the Field

CMMS Displays List 

of Utility Cuts 

Equipment Inventory 

and Tools for 

Selection of 

Maintenance

Job Planning

Assignment

Perform

Work

WO Status and 

Owner Change

WO Status and 

Owner Change

End

Equipment 

Maintenance 

Information is 

Updated and 

Tracked in the 

Inventory Status 

Child Work Order Is 

Created for 

Equipment 

Maintenance as 

Needed

When Work is Done

Child Work Orders 

Are Marked “FIELD 

COMPLETED”

Child Work Orders 

Are

“COMPLETED”

End of Fiscal Year, 

Work Orders Are

CLOSED

WO Status and 

Owner Change

Create

Annual (One) Work 

Order

For Tracking of 

Equipment 

Maintenance 

Create

Annual (One) Work 

Order

For Tracking of Yard 

Maintenance 

Child Work Order Is 

Created for SBO Yard 

Maintenance as 

Needed

Job 

Scheduling

Child Work Orders 

Are

“CLOSED”

WO Status 

Change

WO Status 

Change

WO Status 

Change

WO Status 

Change

WO Status 

Change

Child Work Order Rolls Up 

to the Parent Work Order
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SBO Work Groups Emergency Response Assistance
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WO Status and 

Owner Change

WO Status and 

Owner Change

Perform

Work

Assignment

Job Planning

CMMS Displays Map 

View of Targeted 

Area and Location. 

Viewer Can Modify 

Viewing Area

Grandchild Work 

Orders Are Created 

for Work Activities as 

Needed

Are

Additional

Work Orders

Needed

?

WO Status and 

Owner Change

Child Work Order is 

CLOSED

END

Work Order 

Alerts

Work Order Alert is 

Sent to Financial 

Consultant Sr., as 

Notification to 

Process Task Order 

Charges

Work Orders Are 

Updated in the Field 

for Reporting and 

Continuous Planning 

WO Status and 

Owner Change

NO

YES

When Work is 

Finished Child and 

Grandchild Work 

Orders Are Marked 

“FIELD 

COMPLETED”

Is

Re-Work Needed

?

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Electronic

Signature

Quality 

Control

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Child and 

Grandchild Work 

Orders Are 

“COMPLETED” and 

“CLOSED”

YES

NO

Child Work Order is 

Reviewed for Type of 

Emergency Response 

Assistance Needed

Child Work Orders 

Are Created for Each 

SBO Work Group 

Identified to Assist 

With Emergency 

Response

EOC Requests 

Assistance From 

PWD During an 

Emergency Event

Emergency Response 

Work Order is

“CLOSED”

Division Manager 

Creates a Parent 

Work Order for SBO 

Response for 

Assistance
Such As Ice 

Storm, 

Flooding or 

Evacuation

Districts, Overlay, 

Seal Coat, Concrete 

and Utility Cuts Child Work Orders 

Are Routed to the 

Responsible Work 

Group 

Superintendents

Grandchild Work 

Orders Roll Up to the 

Child Work Order

Only After All Child Work 

Orders Are Closed

Time Permitting 

During an 

Emergency Event

Job 

Scheduling

Emergency Response Work 

Orders are Specific to the 

Type of Emergency Event

WO Status 

Change
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SBO Work Groups - Planning
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Search Work Order 

“Template”  to 

Determine if a Work 

Order Plan Exists that 

is Needed or Similar

Provides an Easy to Use 

Work Order “Template” 

Search Feature That 

Allows Users to Look for 

Pre-Planned Work Orders 

for SBO jobs and

Supports a detailed 

descriptive search. 

Is a Suitable 

Work Order 

“Template” Available

?

Need to make

Changes to the WO 

Work Plan?

Planning Function Must Support the Following:

- Task Description

- Labor Requirements

- Equipment/ Tool Requirements

- Equipment Parts Needed For Work

- Material Requirements

- Contractor Requirements (Traffic Control, Rentals 

Equipment, etc)

- Job Scheduling Based on Hours of Operations 

within the COA Jurisdiction

- Safety / Traffic Control Plans and Personal 

Exposure and Protection

- Condition Monitoring Data Collection

- Budget Accounting

- Attachments Including Photos, Drawings & 

Scanned Documents

- Track References From Other Systems (OneCall 

information, AMANDA job # & ROWMAN Permit #)

Attach Template to 

New Work Orders
YES

NO

YES

Planning

NO

No interface to 

AMS Advantage 

Finance System

WO Status 

Change

YES

YES

NO

Are

Materials 

Requested

?

Equipment 

Management
Scheduling

Is

Equipment 

Requested

?

Materials 

Management

NO

Template Changes Have to be 

Approved by Division Managers, 

Superintendents and Engineering to 

Ensure Consistency for 

Modifications to Templates 

New or Revised Templates 

Must Be Approved By SBO 

Steering Committee
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SBO Work Groups - Material Management
C

M
M

S
S

B
O

 W
o

rk
 G

ro
u

p
s

 

S
u

p
e

ri
n

te
n

d
e

n
t

YES

NO

NO

YES

Is

Stock Level

Correct

?

Adjust “Wrong” 

Stock Value

Indication on W/O 

That “Material 

Available” Status 

to the Work Order

Has 

“Minimum” Stock 

Level Been Reached

?

Is

Material

Available From Stock 

Location

?

Thresholds are 

Established in 

CMMS to 

Continuously Track 

the Status of 

Contractual Terms

Scheduling

Purchase Order is 

Initiated to Purchase 

Required Material

Material Quantities 

for Daily Pick-up are 

Provided to Contract 

Compliance 

Specialists Group 

Indication on W/O 

“Waiting for 

Material” Status to 

the Work Order

Planning
Material is 

“Reserved” to the 

Work Order

NO

WO Status 

Change

WO Status 

Change

Hot Mix, Wet 

Concrete, Etc.

Material Contracts 

are Tied to AFS3

NOTE: Interface is 

planned for 2012

Weekly Quantities 

are Adjusted as 

Needed

YES

Material Can Be 

Ordered Via PRF 

(Preferred Vendor) 

and Picked Up From 

Vendor 

Is

There Enough Material 

to Fulfill WO

?

YES

Is

Material Needed

for Daily Pick-up

?

Indicate on WO That 

“Material is Partial” 

Status
NO

Daily Pick-up of 

Material Such as 

Tack Oil, Hot Mix 
YES

Are

Materials Needed

On Hand

?

NO

YES

Is

Material Needed

From Another COA 

Department

?

YES

NO
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SBO Work Groups - Equipment Management
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YES

NO

NO

YES

Equipment 

Manager Works 

With PWD 

Purchasing to 

Secure Needed 

Rental Equipment

Is

Equipment

Available From 

Equipment Pool

?

Adjust Available 

Equipment 

Inventory, 

Locations, Costs, 

etc.

Adjust “Active / 

Inactive” 

Equipment Status

Scheduling

Equipment is 

“Reserved” to the 

Work Order

Does

Inventory Correctly 

Reflect Active Status

?

Indication on W/O 

That “Equipment 

Available” Status 

to the Work Order

Is

Equipment

Available

?

Planning

Is

Equipment

Available From Other 

SBO Work Group

?

YES

Is

Rental Equipment

Needed

?

NO

NO

Receive Rental 

Equipment in the 

CMMS

From Work Group 

Inventory

Indication on W/O 

“Waiting for 

Equipment” Status 

to the Work Order

YES

Equipment 

Inventory is 

Searched to View 

Equipment 

Availability from 

the Equipment Pool

YES

NO

WO Status 

Change

Indication on W/O 

“Waiting for 

Equipment” Status 

to the Work Order
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SBO Work Groups - Scheduling
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Assignment

Identify all Work 

Orders That Have the 

Opportunity To Be 

Done

Schedule Based on 

WO Criticality, Site 

Access, Required 

Permits, WO 

Readiness, Weather 

etc.

Change Schedule 

Dates to Work Orders 

as Needed

Superintendent or 

Supervisors Run a Query or 

a Report that Lists the Work 

Orders Ready to be 

Scheduled Due to Their 

Status and Target Schedule 

Dates by Different SBO 

Work Groups  

WO Status and 

Owner Change

Does

Work Order Need to

Be Rescheduled

?

YES

NO

Due to Weather Events or 

Change in Priority of Work 

Due to Receipt CAFs or 

Special Requests 

Material 

Management

Planning

Equipment 

Management
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SBO Work Groups - Assignment
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Scheduling

Transmit Work 

Orders to Field Crew 

Lead Based on 

Assignment Via 

Wireless Connection 

NO

Assign Work to 

CREW LEADER

May be Done During 

Planning or 

Scheduling Stages)

Are

Staff Adjustments 

Needed?
YES

Print Any Materials 

That Might be Needed 

Such as Drawings or 

Documents That 

Need to be Printed

Perform Work

Run a query or a report 

that lists the work 

orders ready to be 

assigned due to their 

status and target 

schedule dates  

WO Owner 

Change

WO Status and 

Owner Change

Are

Crew Members 

Needed From Other 

Work Group

?

Adjust Crew 

Members in CMMS to 

Ensure Correct Staff 

Time is Captured 

During Work 

Performance

YES

NO

Resources Needed 

From Other Work 

Groups Are 

Coordinated and 

Approved Between 

Division Managers 

and Work Group 

Superintendents
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SBO Work Groups - Perform Work
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 /
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Assignment

Check, Load and 

Track Tools 

Equipment (Including 

Safety Related Gear) 

And Materials

Required for the Job 

as Per the Work 

Order Job Plans

Travel to Job Site

“Start” Work Order 

so That Work Time 

Can be Tracked in 

Real Time Against  

the Work Order”

NOTE: Time Spent on 

the Job is Calculated 

for all Staff, Material 

and Heavy Equipment 

Assigned to the Work 

Order

Is

Follow On Work 

Needed

?

Conduct Work

Seal Coat

Saw Cut

Concrete

Landscaping/Backfill

Asphalt

Equipment 

Maintenance

Training

Emergency Work

Other

Create a Follow on 

Child Work Order on 

Field Computer

YES

“Stop” Existing Work 

Order so Work Time 

Can be Tracked in 

Real Time Against  

Work Order

Does

Work Order Data 

Need to be 

Changed

?

Able to Make W/O 

Changes in the Field 

Including:

Findings

Materials Used

Change of W/O Status

Condition Data

Measures

As-Built Design 

Changes

Traffic Control 

Changes

YES

NO

Is Financial

Tracking Needed

?
YES

Create a New Linked 

Work Order on Field 

Computer

NO

NO

WO Status 

Change

WO Status 

Change

Work Order is

“FIELD COMPLETED”

Work Order 

Routing (Routed 

to Responsible SBO 

Work Group)

Quality Control 

Inspection is 

Conducted for All 

Work Completed in 

the Field

Electronic 

Signature

Is

Re-Work Needed

?

Work Order is Marked 

“COMPLETED”

Work Order is 

“CLOSED”

By Superintendent
END

Child Work Order is 

Created to Track

Re-Work
YES

Job Planning

NO
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SBO Work Groups - Documentation
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YES

NO

WO Status and 

Owner Change

Data Captured is Based on the Work Order 

Requirements Including

- Job Costing Information Including Labor, Equipment 

and Crew/Contractor Hours 

- Work Codes

- Materials Used (including Surplus)

- Work Order Comments

- Pre & Post Construction Pictures and Other File 

Attachments

- Traffic Control Permits

- Supervisor Comments for Quality Control 

Assessment

- ROW Permit

- Maps with Sketches of Changes

- Inspection Forms 

- Asset Condition Data Captured

- Geospatial Location

- Measurements (of accomplished work)

- As-built Design Changes to Documents

- Towing (as Needed)

Update the Work 

Order Status to Show 

“FIELD COMPLETE”
Perform Work

Ability to Mark up GIS Maps and 

Drawings That Allows the GIS 

Team to See What Needs to be 

Modified in the GIS

Is

Spatial Data 

Update Needed

?

WO Owner and 

Status Change

WO Status and 

Owner Change
QUALITY CONTROL 

INSPECTION

is Conducted For 

Work Completed in 

the Field

Review Work Order 

for Data Recording 

Completion and/or 

Accuracy and 

Resolve Issues With 

Appropriate Person

YES

Possible WO 

Status Change

Assignment

Reports are Available 

for Generating

Scheduling

Child Work Order is 

Created to Track

Re-Work

Planning

Electronic Signature 

is Tied to Quality 

Control Inspection 

For A Percentage of 

Utility Cuts Jobs

Is

Re-Work Needed

?

Electronic

Signature

Quality 

Control

NO

END
Work Order 

Alerts

If Needed, Work 

Order Alert is Sent 

to Financial 

Consultant Sr., as 

Notification to 

Process Back 

Charges

Work Orders 

Are

COMPLETED
WO is CLOSED 

By Work Group 

Superintendent

GIS/Spatial Specific 

Information Can Be Added to 

the Work Order Comments 

Field 
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311 Customer Service Request (CSRs) for Districts
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3
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1
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Creates a 311 Service 

Request in 

Motorola CSR 

Premier One

Receives Citizen 

Complaint Via Access 

in 311 CSR Premier 

One

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Assignment

Immediate Pager 

System Notification for 

After Hours; 4:00 p.m. 

to 7:30 a.m. – See Work 

Orders for SBO On-Call

WO Status and 

Owner Change

311 CSR data 

includes:

Type of Problem,

Location 

Information and

Caller information

Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Is

CSR a Duplicate

?

Update New CSR 

With Related 

Information and Link 

CSR to Existing Open 

Work Order

A Work Order is 

Created and Routed 

to Districts 

Superintendent

Job 

Scheduling

Perform

Work

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Electronic

Signature

Quality 

Control

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Quality Control 

Inspection 

Conducted by 

Supervisor

311 CSR Interface 

Will Auto-Close 

Corresponding CSR

WO Status and 

Owner Change

Is

Permanent Repair 

Needed for Utility Cuts

?

Work Order is FIELD 

COMPLETE and 

“REASSIGNED” to 

Utility Cuts

Is

Permanent Repair 

Required for Concrete 

Repair

?

Automated Alert is 

Sent to IMG Sidewalk 

Coordinator for 

Research

YES

NO

Automated Alert Sent to 

IMG (Colly Kreidler) to 

Initiate a Child Work Order 

to be Created For IMG 

Work
Work Order 

Alert

Work Order 

Routing
(to Utility Cuts 

Superintendent)

WO Status and 

Owner Change

Is

Re-Work Needed

?

NO

Work Order Is

“COMPLETED” 

Following Post-

Inspection of All 

Work

Utility Cuts 

Superintendent Will 

Need to Confirm if a  

Hansen WO Has 

Already Been Received

Linked Work Order is 

Created for Future 

Permanent Repairs
YES

Work Order is 

Linked to 311 CSR 

Via Interface 

End

A Child Work Order is

Created to Track

Re-Work
YES

WO Status and 

Owner Change

Work Order 

Can Be 

Escalated in 

Priority As 

Needed

Review of CSR is 

Conducted to 

Determine Level of 

Priority

Work Order is

“FIELD COMPLETE”

Is

Permanent Repair 

Needed by Districts

?

YES

NO

NO

WO Status and 

Owner Change

Work Order 

Routing
(to Districts 

Superintendent)

YES

NO

NO

YES

NO

WO Status 

Change

Work Order is 

Increased in Priority 

as Needed for 

Urgency of CSR

Customer is 

Contacted to Discuss 

Complaint/Issue and 

Terms of the License 

Agreement 

Job Planning

Following Review of 

All Information

Work Order is 

CLOSED

Is

License Agreement

In Place

?

Is

Inspection Needed

?

Work Order is 

Reviewed to Verify 

CSR Information

Field 

Assessment 

Data 

Collection

YES

Capture Information 

Required to Support 

the Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

CSR Work Order is 

Updated Based on 

Findings in the Field 

NO
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Work Requests for Districts
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Work Request 

Generated From 

Other COA 

Departments

Direct Call Received 

From Citizen

Emails or Calls Are 

Received From Public 

Works and SBO

Inspection
Work Order Is 

Updated Based on 

Findings in the Field

Job 

Scheduling

Requests include:

Location 

information,

Contact 

information

Create

Work Order

(Unless One is

Received)

WO Status and 

Owner Change

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Capture Information 

Required to Support 

the Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Files must be on a 

shared server

Is 

Inspection Needed

?

Is

Work Needed From 

Another Work Group

?

Follow-on Work 

Order is Created for 

Other SBO Work 

Group

YES

WO Status and 

Owner Change

WO Status and 

Owner Change

Work Order 

Routing (to 
Responsible SBO 

Work Group)

Work Order is

“FIELD COMPLETE”

Perform

Work

Assignment

Electronic

Signature

Quality 

Control

Attach Electronic 

Files to the Work 

Order in Maximo

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

NO

WO Status and 

Owner Change

Public Works Division

Overlay & Seal Coat

Downtown Alliance

Central Business District & 

Neighborhood Association

Work Order is Routed 

to a Designated 

Resource for 

Inspection and Data 

Collection

QUALITY CONTROL 

INSPECTION

is Conducted

Work Order is 

“COMPLETED”

YES

WO Status 

Change

WO Status and 

Owner Change

Work Order is 

CLOSED

Following Review of 

Information

Special Project 

Requests From Other 

COA Business Units

Any Request For Non-

SBO Maintained Assets
Related to SBO 

Assets

Utility Cuts Child 

Work Order is “FIELD 

COMPLETE”

Completed Child Work Order 

Rolls Up to the Parent Work Order 

for Back Charge Billing to AWU

Is

Re-Work Needed

?

NO

Work Order Alert is 

Sent to Accountant 

Sr., to Set Up Task 

Order Number

Child Work Order is 

Created for IMG to 

Develop Design 

Plans, Sketches and 

Special Details

Work Order Is 

Updated to Provide 

Information to 

Requestor

Are

Design Plans Needed

?
Job Planning

Work Order Is Put on 

“Engineering Hold”

YES

NO

Does

Customer

Accept Work

Estimates

?

YES

NO

Child Work Order is 

Completed and Closed 

Based on Finalized Design 

Plans

WO Status and 

Owner Change

Automated 

Alert

Sent to 

Originator of 

Received WOs

NO

WO Status 

Change

WO Status and 

Owner Change

Work Order 

Routing
(to IMG)

Design Plans Are 

Attached to Work 

Order for Future 

Reference

A Child Work Order is 

Created to Track

Re-Work
YES

End

Child Work Order 

From Utility Cuts for 

Asphalt Work

Work Order 

Alert

For Special 

Projects, Work 

Order Alert is Sent 

to Accountant Sr., 

to Initiate Billing 

Process (Task 

Order #)
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Districts Inspection/Investigation
C
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Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

Superintendent 

WO Status and 

Owner Change

Work Order Is 

Updated Based on 

Validation of Work 

Request and Findings 

in the Field

Information is 

Captured to Support 

the Planning Process 

Including Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

YES

Is 

Additional Work 

Needed Outside 

Districts

?

Child Work Order is 

Created for OTHER 

Such as; Tree 

Trimming

Work Order 

Routing (to 
Responsible SBO 

Work Group)

NO
Scheduling Considerations for Districts Supervisors Include:

  Scope of Job Including Measurements of Affected Area

  Required Resources

  Materials Needed

  Equipment Needed

  Special Equipment Needed

  Time Estimate to Complete Work

  Cost Estimate to Complete Work

  Obstructions in Work Area; Trees, Utility Lines, etc.

  ROWMAN Permit Needed  

  Arterial and Collector Roads

  Major Feeders Identified

  Traffic Control Plan Needed

  Potential Road Closures

  Contracting Assistance Needed (Including APD)

  One-Call
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IMG – Sidewalk Cleaning Program
IM
G
 P
ro
je
c
t 

C
o
o
rd
in
a
to
r

C
M
M
S

D
is
tr
ic
t

C
re
w
 L
e
a
d
s

D
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t 

S
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CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Perform

Work

Work Order 

Routing (to 
Responsible SBO 

Work Group)

Assignment

WO Status and 

Owner Change

Work Order Is 

CLOSED at the 

End of the Fiscal 

Quarter Or Year 

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Completion of All 

Work in the Field

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Electronic 

Signature

WO Status and 

Owner Change

WO Status and 

Owner Change

Child Work Orders 

Roll Up To the 

Annual Parent Work 

Order

Child Work Order

Is Marked

“COMPLETE”

WO Status 

Change

Is 

Re-Work Needed

?

Job

Planning

Crew Leads Are 

Assigned to Manage 

Evening Crews for 

Sidewalk Cleaning

Sidewalk Cleaning is 

Scheduled Based on 

Requested Streets 

An Annual Work 

Order is Created for

Sidewalk Cleaning

Traffic Control is Set 

Up and Safety Zone is 

Coned Off to Unload 

Equipment

Is 

Work Identified

for Other SBO Work 

Group

?

Potential Hazards are 

Identified by Walking 

the Designated Block 

Before Work is 

Started

Sidewalk Cleaning 

Work is Conducted 

With the Cyclone 

Cleaners

Child Work Order

Is Marked “FIELD 

COMPLETE” When 

Work is Done

Work Order is 

Created For Required 

Work Identified in the 

Field

YES

NO

A Child Work Order

is Created in the

Field to Track

Re-Work

YES

Following Review of 

Information

Work Order Is 

“CLOSED”

NO

WO Status 

Change

The Work Order Location Defines 

the Asset ID for Sidewalks (Exact 

Blocks of a Street)

A Child Work is 

Created (Against the 

Annual Parent) for 

Daily Sidewalk 

Cleaning

END

WO Status and 

Owner Change

Job 

Scheduling
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IMG - Work Requests for Downtown Maintenance
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R
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Attach Electronic 

Files to the Work 

Order in Maximo

Requests include:

Location 

information,

Contact 

information

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Create

Work Order

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Stakeholder Meeting 

Are Attended by 

Designated 

Personnel From SBO

Issues Related to 

Downtown 

Maintenance Are 

Documented in 

Meetings

Does

License Agreement

Exist

?

Requestor is Notified 

of Responsibilities 

Per Terms of the 

License Agreement

YES

Child Work Order is 

Created and Routed 

to Responsible SBO 

Work Group 

Superintendent

NO

Work Order 

Routing
(To Responsible 

Work Group 

Superintendent)

Work is Conducted 

Based on Planning, 

Scheduling, 

Assigning and 

Perform Work

Child Work Order is 

CLOSED

When Work is 

Completed

Work Order 

Information is 

Reviewed and

CLOSED

END
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Downtown Maintenance Data Collection Assessment
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Planning

Maximo Captures all 

Inspection 

Information in Work 

Order and Routes to 

Superintendent 

WO Status and 

Owner Change

Work Order Is 

Updated Based on 

Findings and Data 

Collection in the Field

Information is 

Captured to Support 

the Planning Process 

Including Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

YES

Is 

Additional Work

Needed From Other SBO 

Work Group or Other COA

Department

?

Child Work Order is 

Created for OTHER 

Such as; Sidewalk, 

Curb & Gutter

Work Order 

Routing (to 
Responsible SBO 

Work Group)

NO
Scheduling Considerations for Seal Coat Include:

  Job Scope

  Feasibility – Level of Effort

  Dimensions of Affected Area

  Material Needed

  Equipment Needed

  Personnel Needed

  Conditions

  Existing License Agreement

  Trees

  Pavers

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Inspectors Review 

Spatial to Assess 

Number of Open WOs 

in the Same Location

Child Work Order For 

Other COA Department is 

Used for Notification 

Tracking Purposes Only 

to Code Compliance
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311 Customer Service Request for Infrastructure Management Group (IMG) Field Investigations
C
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YES

YES

NO

NO

Is

CSR

Urgent

?

Work Order is 

CLOSED

Work Order is 

Created and Routed 

to IMG for 

Investigation 

Is

CSR a Duplicate

?

Link CSR to Existing 

Open WO

Attach Original CSR 

and WO Number to 

Duplicate CSR

Customer is 

Contacted to Discuss 

Complaint/Issue and 

Terms of the License 

Agreement 

311 CSR data 

includes:

Type of Problem,

Location 

Information and

Caller information

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Is

License Agreement

In Place

?

Receives Citizen 

Complaint Via Access 

in 311 CSR Premier 

One

Creates a 311 Service 

Request in 

Motorola CSR 

Premier One

Create Work Order 

and Route 

Immediately to IMG 

for Field Investigation

Work Order is 

Reviewed to Verify 

CSR Information
YES

WO Status and 

Owner Change

Is

Work Needed From 

SBO Work Groups

?

Capture Information 

Required to Support 

Job Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Field 

Assessment 

Data 

Collection

NO

Work Order 

Reassignment
(To Responsible 

SBO Work Group)

Work Order is Routed 

to a Designated 

Resource for 

Assessment and Data 

Collection

Is

Field Assessment 

Needed

?

YES

NO

End

Work Order is 

Documented to 

Explain Why No Work 

is Required by SBO

Work Order Is 

“REASSIGNED”

To Appropriate SBO 

Work Group

Work Order is Put on 

“ENGINEERING 

HOLD”

Work Order 

Routing

Is

Additional Work 

Needed Now By IMG

?

Work Order Is 

Updated Based on 

Findings in the Field

NO

YES

WO Status and 

Owner Change

NO

WO Status and 

Owner Change

WO Status and 

Owner Change

Duplicate CSR is Closed 

by Dispatch When 

Problem is Resolved

311 CSR Interface 

Will Auto-Close 

Corresponding CSR

Dispatch Manually 

Updates Information 

at Request of IMG 

and Closes CSR 

Design Plan, Sketch 

or Detail is Developed

Work Order Is 

“REASSIGNED”

To Appropriate SBO 

Work Group

Work Order is Taken 

Off Engineering Hold 

and Updated to 

Include Design 

Attachments

YES
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Work Orders for Field Investigations - Infrastructure Management Group (IMG)
C
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IM
G
 I
n
s
p
e
c
to
r

IM
G
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R
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Work Order Is 

Updated Based on 

Findings in the Field

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Phone Calls and/or 

Emails Are Received 

Requesting an 

Investigation

Work Order is 

CLOSED

Work Order

Is Marked 

“COMPLETED”

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Requests include:

Location 

information,

Contact 

information

Field 

Assessment 

Data 

Collection

Is

Work Needed

?

NO

Work Order is Documented 

With History of Findings 

and  Status

Is

Work Within SBO

?
YES

Work Order Is 

“Reassigned” to 

Responsible SBO 

Work Group 

YES

NO

Work Order 

Reassignment

Work Order

Is Created

Work Order is 

Documented and 

Responsible COA 

Department is 

Contacted

Calls on Radio and/or 

Pages Are Received 

Documenting a 

Concern 

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change
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IMG Inspection for Field Investigations
C
M
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S

IM
G
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Information is Captured 

to Support the Planning, 

Design and Job Estimate 

Process Including 

Notes, Photos, 

Sketches, Permit 

Requirements, Traffic 

Control Needs

Work Order Is 

Updated Based on 

Data Collection and 

Findings in the Field

Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

Supervising Engineer 

WO Status and 

Owner Change

Data Collection for Streets Include:

   Street Width

   Street Condition

   Curb & Gutter

   Does Street Meet Standard Design Criteria

   Special Street Maintenance Requirements

   Any Non-Standard Items That Must Be Removed From ROW

   Amount of Ponding Around Curb & Gutter

Data Collection for Sidewalks Include:

   Overall Sidewalk Condition

   Trip Hazards

   Sunken Concrete

   Cracking

   Length Estimate Per Block-Segments

   Special Sidewalk Maintenance Requirements

   Sidewalk Ramps

   Alleys

Data Collection for Bridges Include:

   Bridge Condition

   Bridge Width and Length

   Inspection of Inside or Underside of Bridge Structure

   Abutments

   Wing Walls

   Channel Conditions Underneath Bridge/Structure

   Special Maintenance Requirements

   Culverts and  Pipes

   Retaining Walls

Railings

   Bridge Railings

   Pedestrian Rails

   Guard Rails

Right-Of-Way

   Street Trees

   Medians & Affected Irrigation

   Parkways

   Traffic Calming Devices

   License Agreements
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IMG/Districts – Annual  Program for Right-Of-Way Maintenance (In House)
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CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Perform

Work

Work Order 

Routing (to 

Responsible SBO 

Work Group)

Assignment

WO Status and 

Owner Change

Work Order Is 

CLOSED

at the End of the 

Fiscal Year 

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Completion of All 

Work in the Field

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Electronic 

Signature

WO Status and 

Owner Change

WO Status and 

Owner Change

Child Work Orders 

Roll Up To the 

Annual Parent Work 

Order

Child Work Order

Is Marked

“COMPLETE”

WO Status and 

Owner Change

Is 

Re-Work Needed

?

Crew Leads Are 

Assigned to Manage 

Work Crews for 

Mowing

Mowing is Scheduled 

Based on 

Maintenance 

Responsibility for 

COA Right-Of-Ways 

(In House)  

An Annual Work 

Order is Created for

Mowing

Is 

Work Identified

for Other SBO Work 

Group

?

Mowing is Conducted 

Based on Work Plan

Child PM Work Order

Is Documented and 

Marked “FIELD 

COMPLETE” When 

Work is Done

Linked Work Order is 

Created in the Field 

For RELATED Work 

Identified in the Field

YES

NO

A Grandchild Work 

Order is Created in 

the Field to Track

Re-Work

YES

Following Review of 

Information

Child PM Work Order 

Is 

“CLOSED”

WO Status and 

Owner Change

A Preventive 

Maintenance Child 

Work is Auto 

Genearated (Against 

the Annual Parent) 

for Mowing

WO Status and 

Owner Change

Planning is 

Conducted Based on 

Required Permiting

Linked for Related 

Incidents ONLY

Work Order is 

Created in the Field 

For UNRELATED 

Work Identified in the 

Field

YES

Job

Planning

Job 

Scheduling

WO Status 

Change

Preventive 

Maintenance (PMs) 

Child Work Orders Will 

Be Generated For 

Identified Areas Based 

on Required 

Frequency

NO

End
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IMG – Annual Contract Mowing Program 
C

M
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S
IM
G
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Work Order Is 

CLOSED at the 

End of the Fiscal Year 

Mowing is Scheduled 

Based on Adherence 

to Contract 

Specifications for 

Mowing  

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Preventive 

Maintenance (PMs) 

Child Work Orders Will 

Be Generated For 

Identified Areas Based 

on Required 

Frequency

An Annual Work 

Order is Created

Per Contract

Multiple Vendor 

Contracts Will Require 

Multiple Annual WOs

Job

Planning

A PM Child Work is 

Auto Genearated 

(Against the Annual 

Parent) for Contract 

Mowing

Job 

Scheduling

Contractor Mowing is 

Scheduled Based on 

Frequency  Specified 

in the Annual 

Contract  

Perform

Work

WO Status 

Change

YES

NO

Is 

Re-Work Needed

?

QUALITY CONTROL 

POST-INSPECTION

is Conducted After 

Completion of 

Contract Mowing

WO Status 

Change

WO Status 

Change

Child Work Order

Is

CLOSED

Vendor Performs 

Work as Defined in 

the Annual Mowing 

Contract

Work Order is 

Documented to Show 

Unacceptable Work 

and WO is Not 

“Completed”

Child Work Orders 

Roll Up To the 

Annual Parent Work 

Order

WO Status 

Change

End

Perform Work 

Will Not Track 

Vendor Start 

and End Times

Spot Checking 

Only

Child PM Work Order

Is Marked

“COMPLETE”

Contractor Invoice Is 

Received and 

Reviewed

Is

Contractor Invoice 

Approved For 

Payment

?

YES

Additional 

Information or 

Corrected Invoice is 

Requested From the 

Vendor

NO

WO Status 

Change
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IMG – Annual Contract for Street Tree Work
C

M
M

S
IM
G
 F
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YES

NO

YES

Work Order is 

Documented to Show 

Unacceptable Work 

and WO is Not 

“Completed”

Perform

Work

Job

Planning

QUALITY CONTROL 

POST-INSPECTION

is Conducted After 

Completion of Tree 

Work

Is 

Re-Work Needed

?

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Vendor Performs 

Work as Defined in 

the Work Order / 

Contract

Tree Work is 

Scheduled Based on 

Adherence to 

Contract 

Specifications for 

Tree Trimming  

A Work Order is 

Created for

Tree Work

Work Order

Is Marked

COMPLETE

Contractor Tree Work 

is Scheduled Based 

on Need 

Is

Contractor Invoice 

Approved For 

Payment

?

Job 

Scheduling

WO Status 

Change

WO Status 

Change

WO Status 

Change

WO Status 

Change WO Status 

Change

End

Perform Work 

Will Not Track 

Vendor Start 

and End Times

Contractor Invoice Is 

Received and 

Reviewed

Additional 

Information or 

Corrected Invoice is 

Requested From the 

Vendor

NO

Spot Checking 

Only

Work Order

Is CLOSED
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Complaints Regarding SBO Fleet Vehicles
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S
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t 
T
e
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YES

Is

Vehicle Number or 

License Plate Provided

?

Following Review of 

All Information

Work Order is 

CLOSED

Work Order is 

Updated With the 

Name of SBO Driver 

and Related 

Information

Information 

includes:

Type of Problem,

Location of Issue 

and

Contact 

information

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Complaint is 

Received Via Phone 

or Email Regarding 

Fleet Vehicle

Create Work Order 

and Route to 

Appropriate Work 

Group 

Superintendent

Work Order is 

Reviewed and 

Information Used to 

Research Driver and 

Work Situation, to 

Verify Complaint

Does

Fleet Vehicle Belong 

to SBO

?

YES

Maximo is Queried to 

Identify Work Orders 

in the Vicinity of 

Complaint By 

Location and 

Timeframe 

NO

NO

Work Order is 

COMPLETED

End

CMMS Displays List 

of PWD Fleet 

Vehicles in 

Equipment Inventory

Work Order

Routing (to 
Responsible Work 

Group 

Superintendent)

COA Fleet Database 

Can Be Accessed Via 

the Web to Identify 

Vehicle Number and/

or License Plate

Complaint is Referred 

to Responsible COA 

Department

Work Group 

Superintendent or 

Supervisor Contacts 

Citizen to Respond to 

Complaint

Work Order

Alert

Work Order Alert is 

Sent to the Originator 

of Work Order as 

Notification 

Regarding Status of 

Resolution

WO Status and 

Owner Change

WO Status and 

Owner Change

Fleet Services Has A 

Web Link to View 

COA Fleet Database 

Information
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Customer Inquiries Of City Services or Street Projects
C
M
M
S
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P
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a
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S
B
O
 M
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n
t 
T
e
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Work Order

Routing (to 
Responsible Work 

Group 

Superintendent)

A Citizen Inquiry 

About a City Service 

or Street Project is 

Received

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Work Order is Created 

and Routed to IMG 

Investigator

Investigator Reviews 

CMMS History to 

Determine if Existing 

Projects Are in the 

COA Right-Of-Way

Information 

includes:

Project Request,

Location of Work 

Needed and

Contact 

information

Amanda is Used to 

Confirm Permitting is 

Aligned With The 

Project Location of 

Inquiry

Work Order is Updated 

With Findings and 

Resulting Actions 

Including Documenting 

Response to Citizen and 

Marked

“COMPLETE”

Citizen is Contacted 

With Information 

Based on Findings

END
Work Order is

CLOSED

Information is 

Attached to the 

Work Order

Is

SBO Responsible For 

Work

?

YES

Citizen is Contacted 

With Information 

Based on Findings

NO

Appropriate COA 

Department or 

Agency is Contacted 

Regarding Citizen 

Inquiry

WO Status and 

Owner Change

WO Status 

Change

COA Department or 

Agency is Asked to 

Respond to Citizen 

Request

ROW 

Management is 

Contacted

If Needed, Corrective 

Action is Taken for 

Projects Underway 

Without Proper 

Permitting

Envista is Used to 

Identify Location of 

Existing CIP Projects

Location May 

Determine That 

Project is Being 

Conducted By 

Another Department 

or Agency
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CAFs (Customer Action Forms) Responded To By SBO Management
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M
a
n
a
g
e
m
e
n
t

CAF is Received By 

SBO SPOC and 

Reviewed for 

Determination of 

Ownership Within 

SBO

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Requests include:

Location 

information,

Contact 

information

CAF Work Order is 

Created to Track 

Field Work Against 

Issue or Complaint

CAF Child Work 

Order is Created for 

SBO Management to 

Track Investigation 

and Reporting Time 

to CMO

Work Entailed by Division 

Manager, Administrative 

Senior (Kate Montgomery) and 

IMG Staff

CAF Child Work 

Order is Updated 

Based on Level of 

Effort Involved By All 

Resources Involved

CAF Child Work 

Order is

“CLOSED”

Child Work Order Rolls Up 

to the Parent Work Order

Queries Reports Can Be 

Generated as Needed for 

CMO

Notifies Owners of Child 

Work Order About the Status 

of Resolution so CAF Can 

Be Closed with CMO

Child Work Order is 

Updated to Reflect 

Level of Research 

and Time Spent on 

Assisting CAF 

Resolution

Automated WO Alert 

Received From Parent 

Work Order Provides 

Information As To 

Whether More Time Is 

Needed to Resolve CAF 

Support Information 

is Developed to 

Prepare Required 

Response to PWD 

Director’s Office

Child Work Order is 

“FIELD COMPLETE” 

When Research and 

Documentation is 

Finished

Electronic Files are 

Attached and Work 

Order (Parent) is 

Forwarded to 

Superintendent of 

Responsible SBO Work 

Group

Draft 

Response 

Information is 

Attached to 

Child Work 

Order

Work Order

Routing (to 
Responsible Work 

Group 

Superintendent)

Refer to SBO Work 

Groups Flows for 

CAFs

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Following Field 

Assessment to 

Address CAF Deadline

Work Order 

Alert

Child Work Order is 

Marked “COMPLETE” 

When PWD CAF 

Coordinator is 

Satisfied With 

Response

Alert is Set For A 

Specific Time Frame 

By Which Information 

Is Needed By 

Assigned Work 

Group

Work Order 

Alert

END
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Special Project Requests for Street & Bridge Operations
S
B
O
 W

o
rk
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S
u
p
e
ri
n
te
n
d
e
n
t

C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

IM
G
 S
ta
ff

End

Work Order is

Created 

(Unless One is 

Received)

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Special Project 

Request is Received 

Via Email

Information 

includes:

Project Request,

Location of Work 

Needed and

Contact 

information

Email Information is 

Attached to Work Order

Work Order

Routing (to 
Responsible Work 

Group 

Superintendent)

Work Order is Put on 

“Hold” Until 

Determination is 

Made Regarding 

Consultant Design

Work Order is Put on 

“Hold” Until 

Determination is 

Made Regarding 

Future Contract/

Agreement

Is

IMG Engineering Input 

Required 

?

Work Order is Updated 

Based on Level of 

Effort to Develop 

Design Plans

Does

Customer Accept Job 

Estimates

?

YES

Work Order is 

Updated With 

Findings in the Field

Work Order

Routing (to 
Responsible Work 

Group 

Superintendent)

Child Work Order is 

Created to Route to 

Appropriate SBO Work 

Group Superintendent

Can

Work Be Performed by

SBO Work Groups

?

YES

NO

Are

Design Plans

Needed for Partial or 

Full Scope of Work

?

Job Estimates and 

Scope of Service Are 

Developed Based on 

Field Assessment

Does

IMG Develop Design 

Plans

?

YES YES

NO

YES

NO

Work Order is 

CLOSED

Job Estimates Are 

Attached to Work Order 

for Future Use As 

Needed

NO

Field 

Assessment –

Data 

Collection

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status 

Change

WO Status 

Change

Work Order is Routed 

to Appropriate SBO 

Work Group 

Superintendent

Refer to SBO Work 

Groups Flows for 

Other Work 

Requests / Special 

Projects

Design Plans, 

Sketches or Special 

Details Are 

Completed and Work 

Order Taken Off 

“Hold”
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SBO Work Groups Emergency Response Assistance
P
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 /
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S
B
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 W
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rk
 G
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p
 

S
u
p
e
ri
n
te
n
d
e
n
t

WO Status and 

Owner Change

WO Status and 

Owner Change

Perform

Work

Assignment

Job Planning

CMMS Displays Map 

View of Targeted 

Area and Location. 

Viewer Can Modify 

Viewing Area

WO Status and 

Owner Change

Child Work Order is 

CLOSED

END

Work Order 

Alerts

Work Order Alert is 

Sent to Financial 

Consultant Sr., as 

Notification to 

Process Task Order 

Charges

Work Orders Are 

Updated in the Field 

for Reporting and 

Continuous Planning 

WO Status and 

Owner Change

When Work is 

Finished Child Work 

Order Is Marked 

“FIELD 

COMPLETED”

Is

Correction of WO 

Information Needed

?

QUALITY CONTROL 

of Documentation 

and Data is 

Conducted

Electronic

Signature

Quality 

Control

Electronic Signature 

is Tied to Quality 

Control Inspection 

For Documentation 

Related to 

Emergency 

Response

Child Work Order Is 

“COMPLETED”

NO

EOC Requests 

Assistance From 

PWD During an 

Emergency Event

Emergency Response 

Work Order is

“CLOSED”

Division Manager 

Creates a Parent 

Work Order for SBO 

Response for 

Assistance

Child Work Orders 

Roll Up to the Parent 

Work Order

Only After All Child Work 

Orders Are Closed

Job 

Scheduling

Crew May Need to Be 

Identified on a Per-

Shift Basis

A Rotation Plan is 

Developed to Cover 

an Indefinite Period 

of Time

Child Work Orders 

Are Created for Each 

Work Shift Identified 

to Assist in Targeted 

Areas

Shift May Vary 

Based on the 

Type of Event

If Crew Members and 

Equipment Are 

Reassigned/

Removed, Crew Lead 

Updates Child Work 

Order

Any 

Modifications 

to WO

Work Group 

Supervisor Receives 

Alert Regarding 

Change of Crew or 

Equipment in a WO

Automated 

Alert

Crew Lead Updates 

Work Order With 

Required Information

YES

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

Automated Alert is 

Sent to All SBO 

Executive 

Management Staff, 

Superintendents and 

Supervisors

Automated 

Alert

Work Order Alert is 

Sent to Financial 

Consultant Sr., as 

Notification to Process 

Task Order Charges 

and Executive Staff 

That Emergency Event 

is Complete

Is

Event Continuing

?

Work Order 

Alerts
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SBO - High Water Emergency Response
C
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W
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 /
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O
 

E
x
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e
 

M
a
n
a
g
e
m
e
n
t

NO

YES

END

Electronic Signature 

is Tied to Quality 

Control Inspection 

For Documentation 

Related to 

Emergency 

Response

Child Work Order Is 

“COMPLETED”

QUALITY CONTROL 

of Documentation 

and Data is 

Conducted

Child Work Orders 

Are Created for Each 

Work Shift Identified 

to Assist in Targeted 

Areas

Work Group 

Supervisor Receives 

Alert Regarding 

Change to Crew or 

Equipment in a WO

Assignment

Automated 

Alert

Electronic

Signature

Quality 

Control

Emergency Response 

Work Order is

“CLOSED”

Job Planning

Is

Correction of WO 

Information Needed

?

Perform

Work

Job 

Scheduling

When Shift is 

Completed

Child Work Order Is 

Marked 

“FIELD 

COMPLETED”

Child Work Order is 

CLOSED

Division Manager 

Creates a Parent 

Work Order for SBO 

Response for 

Assistance

Crew Lead Updates 

Work Order With 

Required Information

CMMS Displays Map 

View of Targeted 

Area and Location. 

Viewer Can Modify 

Viewing Area

Crew May Need to Be 

Identified on a Per-

Shift Basis

If Crew Members and 

Equipment Are 

Reassigned/

Removed, Crew Lead 

Updates Work Order

EOC Requests 

Assistance From 

PWD During a High 

Water Emergency 

Event

A Rotation Plan is 

Developed to Cover 

an Indefinite Period 

of Time

Work Orders Are 

Updated in the Field 

for Reporting and 

Continuous Planning 

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Work Order Alert is 

Sent to Financial 

Consultant Sr., as 

Notification to Process 

Task Order Charges 

and Executive Staff 

That Emergency Event 

is Complete

Work Order 

Alerts

Only After All Child Work 

Orders Are Closed

Child Work Orders 

Roll Up to the Parent 

Work Order

Automated Alert is 

Sent to All SBO 

Executive 

Management Staff, 

Superintendents and 

Supervisors

Automated 

Alert

Any 

Modifications 

to WO

Is

Event Continuing

?

YES
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SBO – Ice & Snow Emergency Response
C
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 /
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M
a
n
a
g
e
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e
n
t

NO

Job Planning

If Crew Members and 

Equipment Are 

Reassigned/

Removed, Crew Lead 

Updates Work Order

QUALITY CONTROL 

of Documentation 

and Data is 

Conducted

Electronic

Signature

Quality 

Control

Division Manager 

Creates a Parent 

Work Order for SBO 

Response to Ice and/

or Snow

Work is Planned Per 

the Ice & Snow 

Response Plan and 

Requested Locations

Crews Are Assigned 

Based on Location of 

Targeted Areas 

(Specified Streets & 

Blocks)

Automated 

Alert

Emergency Response 

Work Order is

“CLOSED”

EOC/APD/AFD 

Provide Street 

Locations (Blocks & 

Boundaries) That 

Require Sanding

Assignment

Child Work Order is 

CLOSED

CMMS Displays Map 

View of Targeted 

Area and Location. 

Viewer Can Modify 

Viewing Area

Barricades are Placed 

as Needed for Street 

Closures and 

Captured in WO for 

Removal Post Event

Sanding is 

Conducted of Linear 

Assets By Start and 

End Points 

At the End of Each 

Shift Child Work 

Order Is Marked 

“FIELD 

COMPLETED”

Child Work Orders 

Are 

“COMPLETED”

Perform

Work

Work Orders Are 

Updated in the Field 

for Reporting and 

Continuous Planning 

Is

Correction of WO 

Information Needed

?

Work Group 

Supervisor Receives 

Alert Regarding 

Change to Crew or 

Equipment in a WO

Job 

Scheduling

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

END

EOC Coordinates 

Assistance With Ice & 

Snow Emergency 

Response

Predefined List of Bridges and 

Streets Are Provided for 

Monitoring, Sanding (Hand and 

Truck) and Potential Closing

Crew Lead Updates 

Work Order With 

Required Information

YES

Parent Work Order is Not 

Closed Until Completion of 

Post Event Clean-Up

A New Child Work 

Order is Created for 

Post Event Clean-Up

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Any 

Modifications 

to WO

Is

Event Continuing

?
NO

YES

Child Work Orders 

Are Created for Each 

Work Shift Identified 

to Assist in Targeted 

Streets, Bridges and 

City Owned Sites

Automated Alert is 

Sent to All SBO 

Executive 

Management Staff, 

Superintendents and 

Supervisors

Automated 

Alert

Work Order Alert is 

Sent to Financial 

Consultant Sr., as 

Notification to Process 

Task Order Charges 

and Executive Staff 

That Emergency Event 

is Complete

Work Order 

Alerts
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SBO – Capital Area Shelter Hub Plan - Response
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M
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NO

YES

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Emergency Response 

Work Order is

“CLOSED”

Work Orders Are 

Updated in the Field 

for Reporting and 

Continuous Planning 

Work Order 

Alerts

Electronic

Signature

Quality 

Control

A Rotation Plan is 

Developed to Cover 

an Indefinite Period 

of Time

Assignment
Child Work Order Is 

“COMPLETED”

Division Manager 

Creates a Parent 

Work Order for SBO 

CASHP Response for 

Assistance

Work Order Alert is 

Sent to Financial 

Consultant Sr., as 

Notification to 

Process Task Order 

Charges

If Crew Members and 

Equipment Are 

Reassigned/

Removed, Crew Lead 

Updates Work Order

Crew May Need to Be 

Identified on a Per-

Shift Basis

Job 

Scheduling

Work Group 

Supervisor Receives 

Alert Regarding 

Change to Crew or 

Equipment in a WO

Crew Lead Updates 

Work Order With 

Required Information

EOC Requests 

Assistance From 

PWD During an 

Emergency 

Evacuation Event

END

Job Planning

Child Work Order is 

CLOSED

At the End of Each 

Shift Child Work 

Order Is Marked 

“FIELD 

COMPLETED”

Perform

Work

Automated 

Alert

Child Work Orders 

Are Created for Each 

Work Shift Identified 

to Assist in Targeted 

Areas

Is

Correction of WO 

Information Needed

?

CMMS Displays Map 

View of Targeted 

Area and Location. 

Viewer Can Modify 

Viewing Area

QUALITY CONTROL 

of Documentation 

and Data is 

Conducted

Children Work Orders Roll 

Up to the Parent WO, Which 

Can Not Be Closed Until All 

Child Work Orders are 

Closed

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Any 

Modifications 

to WO

Work Order Alert is 

Sent to Financial 

Consultant Sr., as 

Notification to Process 

Task Order Charges 

and Executive Staff 

That Emergency Event 

is Complete

Work Order 

Alerts

Automated Alert is 

Sent to All SBO 

Executive 

Management Staff, 

Superintendents and 

Supervisors
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SBO – Debris Removal Emergency Response
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M
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t

NO

QUALITY CONTROL 

of Documentation 

and Data is 

Conducted

END

Assignment

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Child Work Orders 

Are 

“COMPLETED”

Job 

Scheduling

CMMS Displays Map 

View of Targeted 

Area and Location. 

Viewer Can Modify 

Viewing Area

Job Planning

Perform

Work

At the End of Each 

Shift Child Work 

Order Is Marked 

“FIELD 

COMPLETED”

Child Work Order is 

CLOSED

EOC Coordinates 

Assistance With 

Clean-up Operations

Electronic

Signature

Quality 

Control

Is

Correction of WO 

Information Needed

?

Emergency Response 

Work Order is

“CLOSED”

Division Manager 

Creates a Parent 

Work Order for SBO 

Response for Debris 

Removal

Work Orders Are 

Updated in the Field 

for Reporting and 

Continuous Planning 

At the Request of 

the City Manager

EOC/SWS Provides 

Street Locations 

(Blocks & 

Boundaries) That 

Require Clean-up and 

Primary Dump Sites

Children Work Orders Roll 

Up to the Parent WO, Which 

Can Not Be Closed Until All 

Child Work Orders are 

Closed

Debris is Cut With 

Chain Saws and 

Loaded in Trucks

Debris is Hauled to 

Dump Sites Identified 

by EOC

Work is Planned Per 

the Debris Removal 

Plan

Crews Are Assigned 

Based on Location of 

Targeted Areas 

(Specified Streets & 

Blocks)

WO Status and 

Owner Change

WO Status 

Change

WO Status 

Change
WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

If Crew Members and 

Equipment Are 

Reassigned/

Removed, Crew Lead 

Updates Work Order

Automated 

Alert

Work Group 

Supervisor Receives 

Alert Regarding 

Change to Crew or 

Equipment in a WO

Any 

Modifications 

to WO

Is

Work Completed

?

Uncompleted Work is 

Assigned to the Next 

Shift

(Successor Child 

Work Order)

Crew Lead Updates 

Work Order With 

Required Information

YES

NO

YES

Child Work Orders 

Are Created for Each 

Work Shift Identified 

to Assist in Targeted 

Areas

WO Status and 

Owner Change

Automated Alert is 

Sent to All SBO 

Executive 

Management Staff, 

Superintendents and 

Supervisors

Automated 

Alert

Work Group 

Supervisor Receives 

Alert Regarding 

Change to Crew or 

Equipment in a WO

Work Order 

Alerts

Work Order Alert is 

Sent to Financial 

Consultant Sr., as 

Notification to Process 

Task Order Charges 

and Executive Staff 

That Emergency Event 

is Complete
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SBO – Recycling and Disposal of Material
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Receipt or Ticket is 

Received Upon 

Disposal of Material

A Work Order is 

Created When 

Disposal of Materials 

is Needed

Material Disposal 

Work Order is

“COMPLETE”

When Tickets/

Invoices are Attached 

to Work Order

CMMS Displays Map 

View of Targeted 

Area and Location. 

Viewer Can Modify 

Viewing Area

Disposal of Material 

is Planned Based on 

the Terms of Contract
Job Planning

Perform

Work

* Contracts are In 

Place to Handle 

Disposal of Material

END
Job 

Scheduling

Assignment

Crews Are Assigned 

Based on Need for 

Trucks to Haul 

Material

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

Work Order is 

Updated to Reflect 

Inventoried Material 

That is Removed 

From Inventory

CMMS Deducts 

Material From 

Inventory Based on 

Purchase, Usage, 

Surplus and Disposal

Milling Material *

Waste Oil

Spoils *

Asphalt Chunk *

Concrete Chunk *

Scrap Metals

Wood Pallets

Steel Drums

Tires – (Fleet) *

Miscellaneous

When Material 

Disposal is 

Completed

Work Order is 

“FIELD 

COMPLETED”

All Documentation is 

Attached to WO 

Upon Return to Yard

Based on Receipt 

of Ticket or Invoice

Material Disposal 

Work Order is

“CLOSED”

WO Status and 

Owner Change

Not All Material Will 

Be Inventoried

Job Plan Needs to 

Reflect Specific Type 

of Material and 

Appropriate Means 

for Disposal and 

Measurement
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Overlay Annual Service/Work Plan – Data Collection & Prep Work
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Is 

Work Needed

From Other SBO Work 

Group

?

WO Status and 

Owner Change

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Perform

Work

(PREP WORK)

WO Status and 

Owner Change

Work Order 

Routing (to 
Responsible SBO 

Work Group)

Assignment

(PREP WORK)

Prep Work is 

Conducted Based on 

What Is Needed For 

Each Street

WO Status and 

Owner Change

Data Collection Captures: Edge Mill, Full Width 

Mill, Level-Ups, Curb & Gutter, Surface 

Replacements, Manhole Risers, Valves, Lids, Tree 

Trimming, Speed Cushions and Location of Other 

Utility Lines and Cables

Job Planning 

(PREP WORK)

Work Order Is 

“CLOSED”

at the 

End of the Fiscal Year 

Based on Completed 

Annual Work Plan 

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Completion of All 

Work in the Field

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Electronic 

Signature

WO Status 

Change

Parent Work Order is 

Reviewed to Begin 

the Annual Work Plan 

for Data Collection 

and Prep Work 

Create

Work Order

(Parent) for the 

Annual Work Plan

Project IDs are 

Associated With The 

Individual Projects 

Within the Annual 

Work Plan

Annual Work Plan is 

Generated in the 

Pavement 

Management 

Information System

Child Work Order is 

Created Against a 

Single Project ID

Assessment / 

Data 

Collection

Child Work Orders 

Roll Up To the 

Annual Parent Work 

Order

Such As Curb, Gutter, 

Sidewalk Work or Tree 

Trimming

Planning for Prep Work 

is Dependent on Hours 

of Operation in COA 

Jurisdiction, Arterial 

Roads and/or 

Collectors (Location)

Crew Leaders Are 

Assigned Based on 

Skill Set Needed for 

Prep Work

When Prep Work is 

Finished

Grandchild Work 

Order Is Marked

“FIELD COMPLETED”

An Interface Between 

PMIS and Maximo 

Will Allow Project IDs 

to be Updated Based 

on Completed Child 

Work Orders

WO Status and 

Owner Change

Child Work Order

is CLOSED

(ONLY After All Three 

Grandchildren Work 

Orders are Closed)

As Utility Clearances 

Are Confirmed Against 

Streets, Each Location 

is Visited for Site 

Assessment 

WO Status and 

Owner Change

One Child Work 

Order Will Be Created 

Against Each Project 

ID in PMIS

NO

Grandchild Work 

Order Is

CLOSED

Data Collection 

Specifically Captures 

Information for Type and 

Amount of Prep Work 

Needed and Site 

Considerations for Job 

Planning

Is 

Re-Work Needed

?

Grandchild Work 

Order Is Marked

“COMPLETED” 

Following Post-

Inspection of All Prep 

Work

WO Status 

and Owner 

Change

Schools, 

Hospitals and 

Churches, Etc.

Can

Work Be Done This 

Fiscal Year

?

Grandchild and Child 

Work Order is Put on 

“ENGINEERING 

HOLD” for Further 

Investigation

If Needed, Child Work 

Order is CLOSED With 

Comments

NO

YES

Great Grandchild 

Work Orders Are 

Created in the Field 

to Address Work 

Needed From Other 

SBO Work Group

Grandchild Work 

Order Is Updated in 

the Field With Data 

Collection Needed for 

Prep Work

WO Owner and 

Status Change

NO

Job 

Scheduling

(PREP WORK)

Notification to: SBO Districts, ATD 

Striping Crew, AWU, Watershed 

Protection, Construction Inspection, 

Capital Metro, Capitol/State Parking 

Meters, and ROW Management

Scheduling is 

Dependent on 

Coordination and 

Notification 

Work Could Also Be 

Assigned to a Contractor 

When Needed

WO Status and 

Owner Change

Grandchild Work 

Order is Created for 

DATA COLLECTION 

AND PREP WORK

YES

A Great Grandchild 

Work Order is 

Created

to Track

Re-Work

YES

WO Status and 

Owner Change

One of Three 

Grandchildren 

Work Orders

Child Work Orders 

Can’t Be Closed 

Until Grandchild or 

Great Granchild 

WOs are Closed
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Overlay Annual Service/Work Plan – Milling Work
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S
B
O
 I
M
G Project IDs are 

Associated With The 

Individual Projects 

Within the Annual 

Work Plan

Child Work Order is 

Reviewed to Begin 

the the Annual Work 

Plan for Data 

Collection and Prep 

Work 

Job Planning is 

Conducted Based on 

Availability of Material 

and Crew Members To 

Operate Milling 

Equipment 

Perform

Work

(Milling)

Assignment

(Milling)

When Milling Work Is 

Finished

Grandchild Work 

Order Is Marked

“FIELD COMPLETED”

Child Work Order

Is Marked

“CLOSED”

Only After All Three 

Grandchildren Work 

Orders are Closed

Electronic 

Signature

Grandchild Work Order 

For Milling Is Marked

“COMPLETED”

An Interface Between 

PMIS and Maximo 

Will Allow Project IDs 

to be Updated Based 

on Completed Child 

Work Orders

Job 

Scheduling

(Milling)

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Crew Leads Are 

Assigned Based on 

Skill Sets and 

Equipment Operators 

Needed for Milling

Job Planning 

(Milling)

One Child Work 

Order Will Be Created 

Against Each Project 

ID in PMIS

Child Work Order is 

Created Against a 

Single Project ID

Annual Work Plan is 

Generated in the 

Pavement 

Management 

Information System

Grandchild Work 

Order For Milling Is

“CLOSED”

Create

Work Order

(Parent) for the 

Annual Work Plan

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Percentage of 

Overall Work Orders

Based on the 

Completion of Prep 

Work, Milling Can Be 

Planned

Work Order Is 

“CLOSED”

at the 

End of the Fiscal Year 

Based on Completed 

Annual Work Plan 

Milling Work Begins 

and Grandchild Work 

Order Is Documented 

in the Field 

Is 

Re-Work Needed

?

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Traffic Control 

Measures Are Put in 

Place and Inlet Filter 

Dykes Are Covered 

With Silt Fencing  

Grandchild Work 

Order is Created for 

MILLING WORK

One of Three 

Grandchildren 

Work Orders

Child Work Orders 

Roll Up To the Annual 

Parent Work Order

Notification to: SBO Districts, ATD 

Striping Crew, AWU, Watershed 

Protection, Construction Inspection, 

Capital Metro, Capitol/State Parking 

Meters, and ROW Management

Scheduling is 

Dependent on 

Coordination and 

Notification 

Great Grandchild 

Work Order is 

Created in the Field 

for Milling Re-Work

YES

NO

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner ChangeWO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change
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Overlay Annual Service/Work Plan – Overlay Work
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S
B
O
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G

When Overlay Work 

Is Finished

Grandchild Work 

Order Is Marked

“FIELD COMPLETED”

Child Work Order

Is Marked

“CLOSED”

Equipment and 

Trucks Delivering Hot 

Mix Are Staged 

According to Defined 

Parking Plan 

Job Planning is 

Conducted Based on 

Availability of Material, 

Equipment and Trucks 

to Haul Material 

Traffic Control 

Measures and  Manhole 

Risers Are Put in Place 

and Work Area is 

Assessed for Parked 

Cars and Other 

Obstructions  

Electronic 

Signature

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Percentage of 

Overall Work Orders

Perform

Work

(Overlay)

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Job Planning 

(Overlay)

Work Order Is 

“CLOSED”

at the 

End of the Fiscal Year 

Based on Completed 

Annual Work Plan 

Assignment

(Overlay)

Grandchild Work For 

Overlay Is

“CLOSED”

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Is 

Re-Work Needed

?

Crew Leads Are 

Assigned Based on 

Skill Sets and 

Equipment Operators 

Needed for Overlay

Grandchild Work Order 

For Overlay Is Marked

“COMPLETED” 

Following Post-

Inspection of All 

Overlay Work

NO

WO Status and 

Owner Change

After All Grandchildren 

Work Orders are Closed 

By Supervisors

Child Work Orders 

Roll Up To the Annual 

Parent Work Order

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

Paving Work Begins 

and Grandchild Work 

Order Is Documented 

in the Field 

WO Status and 

Owner Change

Hot Mix is Ordered Based 

on Vendor Contract

Job 

Scheduling

(Overlay)

WO Status and 

Owner Change

Annual Work Plan is 

Generated in the 

Pavement 

Management 

Information System

Create

Work Order

(Parent) for the 

Annual Work Plan

An Interface Between 

PMIS and Maximo 

Will Allow Project IDs 

to be Updated Based 

on Completed Child 

Work Orders

Child Work Order is 

Created Against a 

Single Project ID

Project IDs are 

Associated With The 

Individual Projects 

Within the Annual 

Work Plan

One Child Work 

Order Will Be Created 

Against Each Project 

ID in PMIS

Parent Work Order is 

Reviewed to Begin 

the Annual Work Plan 

for Data Collection 

and Prep Work 

Grandchild Work 

Order is Created for 

OVERLAY WORK

Based on the 

Completion of Prep 

and Milling Work, 

Overlay Work Can Be 

Planned
One of Three 

Grandchildren 

Work Orders

WO Status and 

Owner Change

A Great Grandchild 

Work Order is 

Created

to Track

Re-Work

YES

WO Status and 

Owner Change

WO Status and 

Owner Change

An Interface Between 

Maximo and PMIS 

Will Allow Project IDs 

to be Updated Based 

on Completed 

Overlay
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Work Requests for Overlay
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NO

YES

NO

Are

Design Plans, 

Sketches, Estimates 

Needed 

?

Work Order is 

“CLOSED”

Work Order Is 

Updated Based on 

Findings in the Field

Does

Customer

Accept Work 

Estimates

?

Attach Electronic 

Files to the Work 

Order in Maximo

Electronic

Signature

Quality 

Control

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Work Order Alert is 

Sent to Financial 

Consultant for Billing
Assignment

Direct Call or Contact 

Received From 

Citizen

Work Order 

Alert

Work Order is Routed 

to a Designated 

Resource for Pre-

Inspection and Data 

Collection

Pre-

Inspection

Work Request 

Generated From 

Other COA 

Departments

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Work Order is Marked 

“COMPLETE”

Work Requests, 

Emails or Calls Are 

Received From

Public Works and 

SBO

Work Order is “FIELD 

COMPLETE”

Create

Work Order

(Unless One is 

Received)

Job Planning

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Perform

Work

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Design Plans and Job 

Estimate Are Maintained 

With Work Order

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

For Charge 

Back Work 

Only

Child Work Order is 

Completed and Closed 

Based on Finalized Design 

Plans

Work Order Alert is 

Sent to Accountant 

Sr., to Set Up Task 

Order Number

Is

Re-Work Needed

?

Special Projects for 

Non-SBO Maintained 

Assets

Child or Grandchild 

Work Orders From 

SBO Work Groups for 

Special Requests 

Such as Hauling 

Material

Job 

Scheduling

Child or Grandchild 

Work Order From 

Other SBO Work 

Groups is 

“FIELD COMPLETED”

Child or Grandchild 

Work Order is 

“COMPLETED”

And Routed to 

Initiating SBO Work 

Group

Work Order 

Routing

Requests Include 

Location and 

Contact Information

Work Order 

Routing

Work Order Is 

Updated to Provide 

Information to 

Requestor

Child Work Order is 

Created for IMG to 

Develop Design Plans

Parent Work Order is 

Put on 

“ENGINEERING 

HOLD”

Child Work Order is 

Created to Track

RE-WORK
YES

NO

Requests Include: 

Location 

Information and 

Contact 

Information

Work Order Is Taken 

Off Engineering Hold 

for Planning to Begin
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311 Customer Service Request for Overlay
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Work Order is 

“COMPLETED” 

Creates a 311 Service 

Request in 

Motorola CSR 

Premier One

Work Order is

“FIELD COMPLETE”

Work Order is 

CLOSED

Quality Control 

Inspection 

Conducted

Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Work Order is 

Created and Routed 

to Overlay 

Superintendent 

Perform

Work

Is

CSR a Duplicate

?

Electronic

Signature

Quality 

Control

Link CSR to Existing 

Open Work Order and 

Attach Original CSR 

and Update New CSR 

With Related 

Information

Work Order is 

Reviewed to Verify 

CSR Information is 

Related to Overlay

Receives Citizen 

Complaint Via Access 

in 311 CSR Premier 

One

Assignment

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Job Planning

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

311 CSR data 

includes:

Type of Problem,

Location 

Information and

Caller information

311 CSR Interface 

Will Auto-Close 

Corresponding CSR

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Is

License Agreement in 

Place

?

NO

NO

Investigate Future Year 

Service Plans

Is

Re-Work Needed

?

NO

Work Order is 

Forwarded to IMG for 

Investigation

Work is Conducted in 

the Field to Resolve 

Citizen Complaint

If Required, Citizen is 

Contacted to Communicate 

Plans to Resolve Complaint

End

A Child Work Order is 

Created in the Field 

to Track

RE-WORK

YES

Job 

Scheduling

Review of CSR is 

Conducted to 

Determine Level of 

Priority

WO Status and 

Owner Change

Work Order is 

Scheduled Based on 

Availability of Crew 

Members, Material 

and Equipment to 

Address Issue

WO Status and 

Owner Change

WO Status and 

Owner Change

Work Order 

Routing

(To IMG)

YES

NO

Capture Information 

Required to Support 

the Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Inspection
CSR Work Order is 

Updated Based on 

Findings in the Field 

Is

Inspection Needed

?

Work Order is 

Increased in Priority 

as Needed for 

Urgency of CSR
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Overlay Data Collection Assessment for Prep Work
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Planning

Maximo Captures all 

Inspection 

Information in Work 

Order and Routes to 

Superintendent 

WO Status and 

Owner Change

Work Order Is 

Updated Based on 

Findings and Data 

Collection in the Field

Information is 

Captured to Support 

the Planning Process 

Including Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Is 

Additional Work

Needed From Other SBO 

Work Group

?

An Automated Alert 

is Sent to the 

Superintendent of the 

Responsible SBO 

Work Group

Work Order 

Alert
(to Superintendant 

of Responsible Work 

Group)

Scheduling Considerations for Overlay Include:

  Full Width Mill

  Edge Mill

  Surface Replacements (Defined by Work Codes)

  Level-ups

  Number of Inlets

  Detector Loops

  Street Length and Width

  Number of Manhole Risers

  Size of Manhole Risers

  Number of Valve Covers

  Size of Valve Covers

  Other Utility Manholes

  Other Utility Lines

  Speed Cushions

  Concrete Work

  Tree Trimming

  Type of Hot Mix Needed; A, B, C, D and F

  Obstructions; Low Hanging Lines 

  Special Project Feasibility – Level of Effort

  Estimates Needed From Engineering

  Design Plans Needed From Engineering

  Other Material Needed

  Equipment Needed

  Personnel Needed

  Street Conditions

  Lane Markers / Buttons

  Traffic Control Plan Required Based on Location; Arterial, Feeder and Residential

  Contracting Assistance Needed

  Hours of Operation

  Potential Road Closures

  One Call

  ROW Permit

  Amanda Permit #

  Equipment Staging Area

  Capital Metro Bus Route

  Proximity to Schools, Churches and/or Hospitals

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Inspectors Review 

Spatial to Assess 

Number of Open WOs 

in the Same Location Location Needs to be 

Investigated for 

Existing WO or the 

Need to Generate a 

New Work Order

Is 

Work Needed From Other 

COA Department

?

Child Work Order is 

Put on

“ENGINEERING 

HOLD”

Until Work is 

Completed

YES

NO

30 Day (Adjustable) Work 

Order Alert Notifies 

Superintendents of Work 

Orders on “Hold”

Work Order 

Alert
(to Superintendant 

of Responsible Work 

Group)

YES

NO
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Work Requests for Railings
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Traffic Accident 

Reports Are Received 

From APD

Field Observations 

Are Reported From 

COA Departments or 

SBO Work Crews 

With Concern About 

Railing 

Field 

Assessment 

Data 

Collection

Work Order Is 

Updated Based on 

Findings in the Field

Create

Work Order

WO Status and 

Owner Change

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Files must be on a 

shared server

WO Status and 

Owner Change

Attach Electronic 

Files to the Work 

Order in Maximo

Work Order is Routed 

to a Designated 

Resource for 

Assessment and Data 

Collection

WO Status and 

Owner Change

TXDOT Inspection 

Reports are Received

Work Order is 

CLOSED After 

Is

Work Needed to Repair 

Existing or Install New 

Railings

?

NO

YES

Received June/July 

of Every Even Year
Requests include:

Location 

information,

Contact 

information

Work Order 

Routing
(To Responsible 

Work Group)

Work Order is 

“REASSIGNED”

to SBO Work Group 

for Railing Work to 

Be Conducted

Can

Work Be Handled By 

SBO Work Groups

?

Work Order is Put on 

“ENGINEERING 

HOLD” for Current or 

Future Annual 

Contract Work

NO

Work Order is 

Documented to 

Explain Why Work is 

Not Needed

Is

Emergency Work 

Needed From Other 

SBO Work Groups

?

A Child or Grandchild 

Work Order is 

Created for Work 

Required By Other 

SBO Work Group

YES

Work Order 

Routing
(To Responsible 

Work Group)

NO
To Address Safety Issues

Negotiated Between 

IMG and SBO Work 

Broups Via Phone or 

Email

YES

Is

There an Existing WO 

For That Asset

?

NO

Child Work Order is 

Created

For New Issue 

Against Open Work 

Order

YES

END

Work Order is 

“Completed”

9/9/2011 Railings Work Requests To Be Workflow Diagrams Railings V2



New Development of Pending Assets
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NO

YES

NO

Requests include:

Location 

information,

Contact 

information

Is

Emergency Work 

Needed From Other 

SBO Work Groups

?

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Work Order is 

CLOSED

A Child Work Order is 

Created for Work 

Required By Other 

SBO Work Group

Work Order is Taken 

Off Hold and Updated 

When Revised Design 

Plans are Approved 

by SBO

Field Observations Are 

Reported From SBO 

Staff About Need For 

Guardrail Protection or 

Other SBO Related 

Elements

Field 

Assessment 

Data 

Collection

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Email is Received 

From Contractor With 

Concern About 

Guardrail Protection 

or Other SBO Related 

Elements

Work Order 

Routing
(To Responsible 

Work Group)

Attach Electronic 

Files to the Work 

Order in Maximo

Work Order Is 

Updated Based on 

Findings in the Field

Create

Work Order

Is

Design Plan Revision 

Needed

?

Work Order is 

Documented to 

Explain Why Work is 

Not Needed

Is

Field Assessment 

Needed

?

YES

A Recommendation 

is Made to Follow a 

Standard Detail
NO

Work Order is Put on 

“Engineering Hold” 

for PDRD to Request  

Design Plan Revision

YES

Pavement Design, 

Guardrails, Railings, 

Storm Sewer, Retaining 

Walls, Slopes/

Embankment, etc.

Work Order is Marked

“COMPLETE” 

Work Order is 

Updated and Marked

“COMPLETED”
END
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Field Assessment / Data Collection for New Asset Development
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

IMG Bridge Engineer 

WO Status and 

Owner Change

Work Order Is 

Updated Based 

Assessment of Work 

Request and Findings 

in the Field

Information is Captured 

to Support the Planning, 

Design and Job Estimate 

Process Including 

Notes, Photos, 

Sketches, Permit 

Requirements, Traffic 

Control Needs

YES

Is 

Work Needed From 

SBO Work Group

?

Work Oder is

“REASSIGNED”

To Responsible SBO 

Work Group

Work Order 

Routing (to 
Responsible SBO 

Work Group)

NO
Considerations for Railings Job Estimates Include:

   Length of Railings

   Depth of Drop Off

   Standard Guardrails

   Bridge Rails

   Structural Rails

   Pedestrian or Hand Railings

Considerations for All Assets Include:

   Measurements

   Type of Repair Needed

   Type of Maintenance Needed

   Problem Areas

   Scope of Work

   Level of Complexity

   Obstacles such as; Utilities, Irrigation Systems and Trees

   Job Accessibility

   Required Resources

   Materials Needed

   Special Requirements/Restrictions Such As Business Hours

   Time Required to Complete Work

   License Agreement
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Work Orders for Right of Way Obstructions – Basketball Goals
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

R
e
q
u
e
s
to
r

IM
G
 S
ta
ff

Email is Received 

From Code 

Enforcement 

Regarding a ROW 

Obstruction

Field 

Assessment 

Data 

Collection

Work Order Is 

Updated Based on 

Findings in the Field

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Capture Information 

Required to Support 

Findings of ROW 

Obstructions Including: 

Notes, Photos and 

Sketches

Electronic 

Information is 

Attached

Direct Contact is 

Received From 

Citizen Regarding a 

ROW Obstruction

An Auto Alert is 

Scheduled for Two 

Weeks 
YES

Automated

Alert

Work Order

Is

CLOSED

After Two Weeks 

Work Order is Taken 

Off “Review Hold” 

and A Site Visit Is 

Conducted

Work Order is

“REASSIGNED” to 

Districts for Removal 

of Basketball Goal

Work Order

Marked

“Complete”

Work Order 

Reassignment
(to Districts)

WO Status 

Change

Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Create

Work Order

Work Order is 

Updated and Put on

“Review Hold”

A Letter is Developed 

for Property Owner/

Resident to Remove 

Basketball Goal 

Within Two Weeks

Letter is Signed by 

Managing Engineer 

and Mailed to 

Resident

Is

Basketball Goal In

The Right-Of-Way

?

Is

There An Existing

Open Work Order 

?

Existing Work Order 

is Updated With 

Current Information

NO

Is

This Second Offense

?

A Second Letter is 

Developed With Special 

Language Addressing 

Repeat Offense for 

Property Owner/Resident 

to Remove Obstruction 

Within 2 Weeks

YES
YES

NO

NO

NO

Has

Obstruction Been 

Removed From Right of 

Way

?

YES

311 CSR Work Order 

is Received From 

Dispatch
END

2 Weeks is an Assigned 

SBO Business Rule

Investigation is 

Conducted as to the 

Status and Whether a 

Follow-up Site Visit is 

Required

CAF Work Order is 

Assigned Regarding 

a Basketball Goal in 

the ROW

Letters Are Sent 

Certified and 

Regular Mail

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change
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Work Orders for Right of Way Obstructions – Dumpsters
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

IM
G
 S
ta
ff

R
e
q
u
e
s
to
r

NO

YES

NO

NO

YES

Direct Contact is 

Received From 

Citizen Regarding a 

ROW Obstruction

311 CSR Work Order 

is Received From 

Dispatch

Work Order Is 

Updated Based on 

Findings in the Field

Automated

Alert

Letter is Generated to 

Inform Property 

Owner that Dumpster 

Has to be Moved 

Within 21 Days

Field 

Assessment 

Data 

Collection

Create

Work Order

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Capture Information 

Required to Support 

Findings of ROW 

Obstructions Including: 

Notes, Photos and 

Sketches

Work Order is 

Updated and Put on

“Review Hold”

Letters Are Signed By 

PWD Assistant 

Director and Mailed to 

Property Owner and 

Copied to Waste 

Management Company

Contact is Made With 

the Responsible 

Waste Management 

Company

Work Order

Marked

“Complete”

Existing Work Order 

is Updated With 

Current Information

Has

Obstruction Been 

Removed From Right of 

Way

?

Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Work Order

Is

CLOSED

Is

Dumpster In

The Right-Of-Way

?

Is

There An Existing

Open Work Order 

?

Email is Received 

From Code 

Enforcement 

Regarding a ROW 

Obstruction

YES

Central Texas 

Refuse, Texas 

Disposal, BFI, 

Waste 

Management, 

Allied, Etc.

Meeting is Conducted 

in the Field With 

Representative From 

Waste Management 

Company

Can

Dumpster Be Moved to 

Private Property

?

YES

Letter is Generated to Inform 

Property Owner of Options:

1) Dumpster Has to be 

Removed Within 21 Days for 

Relocation to Private Property, 

2) Apply For License 

Agreement With COA or 3) 

Contact SWS for City Service

An Auto Alert is 

Scheduled for Three 

Weeks 

After Three Weeks 

Work Order is Taken 

Off Review Hold and 

A Site Visit Is 

Conducted

Direct Contact is 

Established With 

Property Owner and 

Waste Management 

Company

Letter is Generated to 

Inform Property 

Owner that Dumpster 

Has to be Moved 

Within 14 Days

CAF Work Order is 

Received Regarding a 

Dumpster in the ROW

END

Investigation is 

Conducted as to the 

Status and Whether a 

Follow-up Site Visit is 

Required

NO

Following Third 

Notice, Hauler is 

Contacted to Remove 

Dumpster

Work Order Is 

“Reassigned” to SBO 

Work Group for 

Districts to Remove 

Dumpster

Work Order 

Reassignment

Letters Are Sent 

Certified and 

Regular Mail

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

END
Work Order is 

Updated and Put on

“Review Hold”
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Work Orders for Investigate Right-of-Way Obstructions (All Others)
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

IM
G
 S
ta
ff

R
e
q
u
e
s
to
r

YES

NO

YES

YES

Create

Work Order

Email is Received 

From Other City of 

Austin Work Groups 

Regarding ROW 

Obstruction

After a Reasonable 

Amount of Time,  

Work Order is Taken 

Off Review Hold and 

A Site Visit Is 

Conducted

Work Order

Marked

“Complete”

Is

Obstruction In

The Right-Of-Way

?

Capture Information 

Required to Support 

Findings of ROW 

Obstructions Including: 

Notes, Photos and 

Sketches

Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Is

There An Existing

Open Work Order 

?

311 CSR Work Order 

is Received From 

Dispatch Regarding a 

ROW Obstruction

Direct Contact is 

Received From 

Citizen Regarding a 

ROW Obstruction

Has

Obstruction Been 

Resolved With License 

Agreement

?

Work Order Is 

Updated Based on 

Findings in the Field

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Work Order

Is

CLOSED

Existing Work Order 

is Updated With 

Current Information

Field 

Assessment 

Data 

Collection

Work Order is 

Updated and Put on

“Review Hold”

A CAF Work Order is 

Assigned Regarding 

a ROW Obstruction

NO

Letter is Generated to 

Inform Property Owner 

of Obstruction and/or 

Coordination With 

Other City Work 

Groups or Owner of 

Obstruction

Letters Are Signed By 

PWD Assistant 

Director and Mailed to 

Property Owner

END

Code Enforcement, 

Construction 

Inspection, ROW 

Management, Site 

& Subdivision 

Inspector

Investigation is 

Conducted as to the 

Status and Whether a 

Follow-up Site Visit is 

Required

Letters Are Sent 

Certified and 

Regular Mail

Deadline or 

Condition  Can 

Vary and is 

Designated in the 

Letter

PWD Assistant 

Director is Consulted 

for Further Direction

Has

Obstruction Been 

Removed From Right of 

Way

?

NO

License Agreement 

Was Applied and in 

the Approval Process

Work Order is 

Updated and Put on

“Permit Hold”

YES

NO

Work Order is 

Updated and Put on

“Review Hold”

Work Order is 

Updated and 

Processed Based on 

Escalation Process

Work Order is 

Updated When 

License Agreement is 

Obtained

May Result in the 

Generation of Child 

WO for SBO Work 

Group to Remove

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status 

Change

WO Status 

Change

WO Status and 

Owner Change
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IMG Field Assessment / Data Collection for Right-Of-Way Obstructions
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

Supervising Engineer 

WO Status and 

Owner Change

Work Order Is 

Updated Based on  

Findings in the Field

Information is Captured 

to Support the Planning, 

Design and Job Estimate 

Process Including 

Notes, Photos, 

Sketches, Permit 

Requirements, Traffic 

Control Needs

Data Collection for ROW Obstructions Include:

   Type of Obstruction; Basketball Goal, Dumpster, Structure, Tree, Other

   Where is Obstruction Within ROW

   Measurements

   Evidence of ROW

   Survey Conducted to Determine Location of Property Pins

   Engineering Plats Used to Verify Locations and Distances
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Work Orders for Inspection of New Sites, Subdivisions and CIP Projects
C
M
M
S

C
o
n
tr
a
c
to
r 
o
r 

D
e
v
e
lo
p
e
r

IM
G
 I
n
s
p
e
c
to
r

IM
G
 S
ta
ff

P
ro
je
c
t 
O
w
n
e
r 
/ 

In
s
p
e
c
to
r Email is Received 

From Planning 

Development Review 

Department (PDRD) 

or PWD

Site Walkthrough is 

Conducted to Capture 

Information For 

Deficiency List

A SBO Deficiency List 

of Defects to be 

Repaired is Sent to 

Project Owner/Inspector 

or is Updated During 

Re-Inspection 

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Child Work Order Is 

Updated Based on 

Findings in the Field 

and Put on 

“Contractor Hold”

Create Parent

Work Order for Site, 

Subdivision or CIP 

Project

Child Work Order

Is

CLOSED

Are

There Remaining Defects

?

Child Work Order

Marked

“Complete”

Field 

Assessment 

Data 

Collection

Design 

Engineer 

(Developer’s 

Consultant) 

Prepares Final 

Construction 

Summary and 

Quantities

Letter of 

“Final 

Acceptance” 

is Issued

Deficiency Items Are 

Fully Addressed 

IMG Staff Are Given A 

Invitation Date for 

Scheduled Field 

Assessment

PWD Deficiency List 

is Consolidated With 

Other COA Work 

Group Findings or is 

Updated After Re-

Inspection

Consolidated List of 

Deficiencies 

(Including PWD’s) 

Are Addressed By 

Contractor

NO

Child

Work Order is 

Created for “Final 

Acceptance” Process

Does

SBO Need to Re-Inspect

?
YES

YES

NO

Can

A Conditional Letter Be 

Issued

?

YES Unacceptable Work 

Letter is Sent to 

Contractor

NO

One Year Warranty 

Child PM Work Order

Is

Created for the 

Inspection Process

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Child Work Order is 

Taken Off “Contractor 

Hold” and Updated to 

Reflect  Status of 

Construction Summary

PMIS Projects is 

Updated and GASB is 

Generated END

The Parent Work Order is 

Not Closed Until the 

Completion of One Year 

Warranty Inspection

A 

“Conditional 

Letter of 

Acceptance 

is Issued

Refer to Conditional 

Acceptance Process
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Work Orders for Conditional Acceptance of New Sites, Subdivisions and CIP Projects
C
M
M
S

C
o
n
tr
a
c
to
r 
o
r 

D
e
v
e
lo
p
e
r

IM
G
 I
n
s
p
e
c
to
r

IM
G
 S
ta
ff

P
ro
je
c
t 
O
w
n
e
r 
/ 

In
s
p
e
c
to
r

Field 

Assessment 

Data 

Collection

IMG Staff Receives 

Feedback From 

Project Inspector 

Regarding Status of 

SBO Issues

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

List of Deficiencies (SBO 

Specific) Involved in 

“Conditional 

Acceptance” Are 

Addressed By Contractor

Conditional 

Acceptance Child 

Work Order Is 

Updated Based on 

Findings in the Field 

Meetings Are 

Conducted to Discuss 

SBO Infrastructure 

Issues Involved With 

Letter of Conditional 

Acceptance

A Child Work Order

Is

Created for 

Conditional 

Acceptance

Letter of 

“Conditional 

Acceptance” 

is Issued

Agreement is 

Developed for 

Addressing 

Deficiencies 

Identified By 

SBO 

Input is Received 

From Contractor or 

Developer That Site is 

Ready for Inspection 

Child Work Order is 

Updated to Reflect 

Meetings and Level of 

Participation 

Required to Reach 

Agreement

Have

All Infrastructure 

Deficiencies Been 

Appropriately

Addressed

?

Final Letter of 

Acceptance Is 

Issued 

YES

Child Work Order Is 

CLOSED for One Year 

Warranty to Begin

Is

IMG Inspection Required

?
YES

NO

Child Work Order Is 

“COMPLETE”

NO

Results of Field 

Assessment Are Provided 

to the Project Inspector

Have

SBO Issues Been 

Resolved

?

NO

YES

END

One Year Warranty 

Child PM Work Order

Is

Created for the 

Inspection Process

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change
WO Status and 

Owner Change

Design 

Engineer 

(Developer’s 

Consultant) 

Prepares Final 

Construction 

Summary and 

Quantities
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Work Orders for One Year Warranty Inspection of New Sites, Subdivisions and CIP Projects
C
M
M
S

C
o
n
tr
a
c
to
r 
o
r 

D
e
v
e
lo
p
e
r

IM
G
 I
n
s
p
e
c
to
r

IM
G
 S
ta
ff

P
ro
je
c
t 
O
w
n
e
r 
/ 

In
s
p
e
c
to
r

END

Warranty 

Release 

Letter is 

Issued

IMG Staff Are Given A 

Invitation Date for 

Scheduled Field 

Assessment

Child Work Order

Marked

“Complete”

PM Child Work Order

Is

CLOSED

Consolidated List of 

SBO Infrastructure 

Deficiencies Are 

Addressed By 

Contractor

Notification is 

Received From 

Contractor or 

Developer That 

Deficiencies Have 

Been Addressed

Meeting Request is 

Issued to Initiate One 

Year Warranty 

Inspection 

One Year Warranty 

Child PM Work Order

Is

Created for the 

Inspection Process

Site Walkthrough With 

All Parties is Conducted 

to Evaluate Condition of 

SBO Infrastructure 

Field 

Assessment 

Data 

Collection

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

PM One Year 

Warranty Child Work 

Order Is Updated 

Based on Findings in 

the Field

PM Work Order Was 

Created 10 Months 

Earlier Upon Receipt of 

Final Acceptance

PM Work Order Is a 

Scheduled Reminder 

That a Warranty 

Inspection Needs to 

Occur

A SBO Final Punch List 

is Sent to Project 

Owner/Inspector

Are

There Deficiencies With 

SBO Infrastructure

?

NO

A Letter of 

SBO 

Deficiencies 

Is Sent to 

Contractor or 

Developer

Are

There Deficiencies With 

SBO Infrastructure

?

NO

YES

YES

When Warranty 

Period Ends, SBO 

Maintenance 

Responsibilities 

Begin

WO Status and 

Owner Change

WO Status and 

Owner Change

Parent Work Order

Is

CLOSED
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IMG Inspection for New Sites, Subdivisions and CIP Projects
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

Work Order Is 

Updated Based on  

Findings in the Field

Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

Supervising Engineer 

Information is Captured 

to Support the Planning, 

Design and Job Estimate 

Process Including 

Notes, Photos, 

Sketches, Permit 

Requirements, Traffic 

Control Needs

Data Collection for New Site Inspections Include:

   Asphalt Condition; Tied to Top of Gutter Lip, Cracking, Holes, Surface Texture, Spills, Scars and Damage

   Roadway Geometry and Profile; Crown Height

   Curb & Gutter; Joints, Spacing, Shape of Curb and Gutter, Overall Condition, Cracking

   Manhole Covers and Rings; Tie-ins and Smoothness

   Water Valve Covers; Tie-ins and Smoothness

   Irrigation Lines or Obstructions Within the Right-of-Way (Verify License Agreements)

   Landscaping (Verify License and/or Maintenance Agreements)

   Ponding or Staining Along Gutter and Asphalt

   Concrete and Asphalt Valley Gutters for Grading

   Sidewalks; Cracks, ADA Compliance, Ramps, Grading, Slopes, Joints, Drop-offs

   Storm Drain Inlets; Tie-ins to Gutter and Street

   Asphalt and Concrete Curb Tie-ins to Existing Sections

   Safety Elements; Pedestrian Railings, Guard Rails 

   Guard Rails; Height, Condition, Correct Type and Standard Use for Guard Rails

   Box Culvert and Bridge Structure; Spans, Head Walls, Joints, Joints Are Sealed, Bridge Railing, Decking

   Dead Ends for Barricade Placement and Grading Away From Dead End Structures

   Retaining Walls
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Seal Coat Annual Service/Work Plan – Six Months Prep Work
S
B
O
 I
M
G

C
M
M
S

C
re
w
 L
e
a
d
s
 

S
e
a
l 
C
o
a
t 
I 

a
n
d
 I
I

IN
S
P
E
C
T
O
R
S
 f
o
r 
S
e
a
l 

C
o
a
t 
I 
a
n
d
 I
I

S
u
p
e
rv
is
o
rs
 

S
e
a
l 
C
o
a
t 
I 

a
n
d
 I
I

S
e
a
l 
C
o
a
t 

S
u
p
e
ri
n
te
n
-

d
e
n
t

Is 

Work Needed

From Other SBO Work 

Groups

?

Job 

Scheduling

(Prep Work)

After All Grandchildren 

Work Orders are Closed 

By Supervisors

WO Status 

Change

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Perform

Work

(Prep Work)

Each Grandchild 

Work Order Is 

Created AS NEEDED 

and Updated in the 

Field With Prep Work 

Data Collection

WO Status and 

Owner Change

Work Order 

Routing (to 
Responsible SBO 

Work Group)

Assignment

(Prep Work)

Designated Prep 

Work is Conducted 

and Documented In 

Each Grandchild 

Work Order 

WO Status and 

Owner Change

Data Collection Captures:

Level-Ups, Cut-Outs, Utility Cuts, Crack Seal, 

Trench Failures and Surface Replacements

Job Planning 

(Prep Work)

Work Order Is 

CLOSED at the 

End of the Fiscal Year 

Based on Completed 

Annual Work Plan 

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Completion of All 

Work in the Field

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Electronic 

Signature

Annual Work Plan is 

Reviewed to Begin 

the 6
th
 Month 

Inspection and Prep 

Process 

Create

Work Order

(Parent) for the 

Annual Work Plan

Project IDs are 

Associated With The 

Individual Projects 

Within the Annual 

Work Plan

Annual Work Plan is 

Generated in the 

Pavement 

Management 

Information System
Child Work Order is 

Created Against a 

Single Project ID For 

SEAL COAT WORK

Child Work Order is 

Created Against a 

Single Project ID For 

PREP WORK

Assessment / 

Data 

Collection

Grandchild Work 

Orders Are Created in 

the Field to Address 

Work From Other 

SBO Work Group

Child Work Orders 

Roll Up To the 

Annual Parent Work 

Order

Such As Pot Holes, 

Curb, Gutter and 

Sidewalk Work or Tree 

Trimming

Planning for Six 

Months of Prep Work 

is Based on Data 

Collection Gathered in 

the Field

Scheduled to be Conducted From 

October to April (Weather Permitting)

Crews Are Assigned 

Based on Type of 

Work Required for 

Prep Work

Grandchild Work 

Order is

“FIELD COMPLETED”

An Interface Between PMIS 

and Maximo Will Allow 

Work Orders to be Created 

in Maximo and Project IDs 

to be Updated in PMIS 

Based on Completed Child 

Work Orders

WO Status and 

Owner Change

Child Work Order

For PREP WORK is

CLOSED

Each Location is Visited 

for Data Collection to 

Identify Primary and 

Secondary Staging 

Areas for Stock Piling 

Material and Parking 

Equipment

WO Status and 

Owner Change

Two Child Work 

Orders Will Be 

Created Against Each 

Project ID in PMIS

Grandchildren Work 

Orders are Created IN 

THE FIELD Against the 

Child Work Order to 

Track Activities 

Involved in

PREP WORK

YES

Grandchild Work 

Orders Are Updated 

in the Field With 

Work Related Data 

Collection

Grandchild Work 

Order

Is

CLOSED

Data Collection 

Specifically Captures 

Information for Type and 

Amount of Prep Work 

Needed

Is 

Re-Work Needed

?

Grandchild Work 

Order Is

“COMPLETED” 

Following Post-

Inspection of All Seal 

Coat Work

NO

WO Status and 

Owner Change

Scheduled as Part of the Annual Work 

Plan for the Following Six Months

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

Great Grandchild 

Work Order is 

Created to Track

“Re-Work”

YES

END

Utility Cuts Will Need to be 

Researched for Existing WOs 

or Active Projects by AWU, 

Potentially Closing 

Grandchild Work Order

Grandchild Work 

Order is Created for 

CRACK SEAL

Grandchild Work 

Order is Created for 

SURFACE 

REPLACEMENTS

Grandchild Work 

Order is Created for 

LEVEL-UPS

Grandchild Work 

Order is Created for 

TRENCH FAILURES

Grandchild Work 

Order is Created for 

UTILITY CUTS

Grandchild Work 

Order is Created for 

CUT-OUTS NO

Work Order 

Routing
(To Utility Cuts 

Superintendent)
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Seal Coat Annual Service/Work Plan – Six Months Seal Coat Work
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When Work is 

Complete

Grandchild Work 

Orders are Marked

“FIELD COMPLETED”

Child Work Order

Is

CLOSED

Grandchild Work 

Order is Created for

DOOR HANGERS

(30 Day Citizen 

Notification) 

Work Begins and 

Grandchild Work 

Orders Are 

Documented in the 

Field 

Two Child Work 

Orders Will Be 

Created Against Each 

Project ID in PMIS

Grandchildren Work 

Orders are Created 

Against the Child 

Work Order to Track 

Activities Involved in

SEAL COAT WORK Grandchild Work 

Order is Created for

SWEEPING

Job Planning is 

Conducted Based on 

the Approved 

ROWMAN Permit and 

Activities Involved in 

Citizen Notification

An Interface Between 

PMIS and Maximo 

Will Allow Project IDs 

to be Updated Based 

on Completed Child 

Work Orders

Traffic Control 

Measures are Put in 

Place and Work Area is 

Assessed for Parked 

Cars and Other 

Obstructions  

Electronic 

Signature

Grandchild Work 

Order is Created for

TACK OIL, TRAP 

ROCK, ROLLER AND 

TOWING IF NEEDED

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Percentage of 

Overall Work Orders

Grandchild Work 

Order is Created for

FOLLOW-UP WORK 

FOR SANDING, CAR 

SPOTS AND TOWING 

IF NEEDED 

Perform

Work

(Seal Coat)

Grandchild Work 

Order is Created for

FOLLOW-UP 

SWEEPING

Project IDs are 

Associated With The 

Individual Projects 

Within the Annual 

Work Plan

Annual Work Plan is 

Reviewed to Begin 

the 6th Month Seal 

Coat Process 

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Child Work Order is 

Created Against a 

Single Project ID For 

PREP WORK

Job Planning 

(Seal Coat)

Create

Work Order

(Parent) for the 

Annual Work Plan

Child Work Order is 

Created Against a 

Single Project ID For 

SEAL COAT WORK

Grandchild Work 

Order is Created for

DOOR HANGERS

(3 Day Citizen 

Notification) 

Work Order Is 

CLOSED at the 

End of the Fiscal Year 

Based on Completed 

Work 

Annual Work Plan is 

Generated in the 

Pavement 

Management 

Information System

Completed 

Prep Work

Assignment

(Seal Coat)

Grandchild Work 

Order

Is

CLOSED

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Is 

Re-Work Needed

?

Job 

Scheduling

(Seal Coat)

Crews Are Assigned 

Based on Skill Sets 

Required to Conduct 

Seal Coat Work

Grandchild Work 

Order Is

“COMPLETED” 

Following Post-

Inspection of All Seal 

Coat Work

NO

Work is Scheduled 

Based on the Type of 

Activity Involved in 

Seal Coat Work

WO Status and 

Owner Change

Great Grandchild 

Work Order Is

Created to Track

Re-Work

YES

WO Status and 

Owner Change
WO Status 

Change

After All Grandchildren 

Work Orders are Closed 

By Supervisors

Child Work Orders 

Roll Up To the 

Annual Parent Work 

Order

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

9/9/2011 Annual Service Plan - 6 Months Seal Coat Work To Be Workflow Diagrams Seal Coat V7



Crack Seal Annual Preventive Maintenance Service/Work Plan – Six Months PM Crack Seal Work
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Traffic Control 

Measures are Put in 

Place

Project IDs are 

Associated With The 

Individual Projects 

Within the Annual 

Work Plan

Child Work Order is 

Created Against a 

Single Project ID For 

CRACK SEAL 

PREVENTIVE 

MAINTENANCE 

WORK

Child Work Order

Is

CLOSED

Electronic 

Signature

Child Work Order Is

“COMPLETED” 

Following Post-

Inspection of All PM 

Crack Seal Work

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Annual Work Plan is 

Reviewed to Begin 

the 6
th
 Month Crack 

Seal PM Process 

An Interface Between 

PMIS and Maximo 

Will Allow Project IDs 

to be Updated Based 

on Completed Child 

Work Orders

Job Planning 

Assignment
Job 

Scheduling

Perform

Work)

Create Parent 

Work Order

for the Annual Crack 

Seal Preventive 

Maintenance Work 

Plan

Crew Leaders Are 

Assigned Based on 

Skill Sets Required to 

Conduct Prep Work 

Crack Seal or PM 

Crack Seal

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Percentage of 

Overall Work Orders

Work Order Is 

CLOSED at the 

End of the Fiscal Year 

Based on Completed 

Work 

Annual Work Plan is 

Generated in the 

Pavement 

Management 

Information System

QUALITY CONTROL 

POST-INSPECTION

is Conducted for 

Completeness

When Work is 

Complete

Child Work Orders 

are Marked

“FIELD COMPLETED”

Work is Scheduled 

Based on Identifying 

the Job Priorities For 

Each Crew

Is 

Re-Work Needed

?

Scheduled to be Conducted From 

September to April (Weather Permitting)

Child Work Orders 

Roll Up To the 

Annual Parent Work 

Order

WO Status and 

Owner Change

NO

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

A Grandchild Work 

Order is Created to 

Track

Re-Work

YES

WO Status and 

Owner Change

Sequences of 

Work is 

Included in Job 

Planning
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311 Customer Service Request for Seal Coat
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3
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Work Order is 

“COMPLETED” 

Following Quality 

Control Inspection of 

Work Conducted in 

the Field 

Creates a 311 Service 

Request in 

Motorola CSR 

Premier One

Work Order is

“FIELD COMPLETE”

Work Order is 

CLOSED

Quality Control 

Inspection 

Conducted

Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Job 

Scheduling

Perform

Work

End

Is

CSR a Duplicate

?

Electronic

Signature

Quality 

Control

Update New CSR 

With Related 

Information and Link 

CSR to Existing Open 

Work Order

Work Order is 

Reviewed to Verify 

CSR Information

Receives Citizen 

Complaint Via Access 

in 311 CSR Premier 

One

Assignment

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Job Planning

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

311 CSR data 

includes:

Type of Problem,

Location 

Information and

Caller information

311 CSR Interface 

Will Auto-Close 

Corresponding CSR

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Is

Inspection Needed

?
NO

Work Order is 

Documented to 

Explain Why  No 

Work is Required

Is

Re-Work Needed

?

NO

Work Order is 

Forwarded to 

Dispatch for 

Reassignment

A Child Work Order is

Created to Track

Re-Work
YES

Work Order 

Can Be 

Escalated in 

Priority As 

Needed

Review of CSR to 

Determine Level of 

Priority Is Conducted

WO Status and 

Owner Change

Dispatch Routes 

Work Order to Seal 

Coat Superintendent 
NO

YES

Work Order is 

Increased in Priority 

as Needed for 

Urgency of CSR

Is

License Agreement

In Place

?

NO

CSR Work Order is 

Updated Based on 

Findings in the Field 
Inspection

Capture Information 

Required to Support 

the Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

YES

Customer is 

Contacted to Discuss 

Complaint/Issue and 

Terms of the License 

Agreement

YES
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Work Requests for Seal Coat
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YES

NO

NO

YES

Is Engineering

Input Needed

?

Work Order is 

CLOSED

Work Order Is 

Updated Based on 

Findings in the Field

Does

Customer

Accept Work 

Estimates

?

Attach Electronic 

Files to the Work 

Order in Maximo

Electronic

Signature

Quality 

Control

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Work Order Alert is 

Sent to Financial 

Consultant for Billing

Requests include:

Location 

information,

Contact 

information

Child Work Order is 

Created for IMG to 

Provide Engineering 

Guidance

END

Assignment

Direct Call or Contact 

Received From 

Citizen

Job 

Scheduling

Work Order 

Alert

Work Order is Routed 

to a Designated 

Resource for Pre-

Inspection and Data 

Collection

Pre-

Inspection

Work Request 

Generated From 

Other COA 

Departments

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Work Order is Marked 

“COMPLETE”

Work Order Is 

Updated to Provide 

Information to 

Requestor

Work Requests, 

Emails or Calls Are 

Received From

Public Works and 

SBO

Work Order is “FIELD 

COMPLETE”

Create

Work Order

(Unless One is

Received)

Job Planning

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Parent Work Order is 

Put on 

“ENGINEERING 

HOLD”

Perform

Work

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Engineering Information 

and Job Estimate Are 

Attached With Work 

Order

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

For Charge 

Back Work 

Only

Child Work Order is 

Completed and Closed 

Based on Finalized Design 

Plans

Work Order Alert is 

Sent to Accountant 

Sr., to Set Up Task 

Order Number

Is

Re-Work Needed

?

NO

Special Projects for 

Non-SBO Maintained 

Assets

Child Work Order is 

Created to Track

Re-Work
YES

Work Order 

Routing
(to IMG)

Work Order 

Alert

9/9/2011 Other Work Requests To Be Workflow Diagrams Seal Coat V7



CAFs (Customer Action Forms) for Seal Coat
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Work Order is

“FIELD COMPLETE”

QUALITY CONTROL 

POST-INSPECTION

is Conducted

Work Order Is 

Updated Based on 

Findings in the Field

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

END

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

CAF is Received By 

Division Manager and 

Reviewed for 

Determination of 

Ownership Within 

SBO

Work Order is 

CLOSED

Work Order Is 

“COMPLETED”

Assignment

Electronic

Signature

Quality 

Control

Work Order is Routed 

to a Designated 

Resource for Field 

Assessment

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Work Order is

 “COMPLETE”

Perform

Work

Requests include:

Location 

information,

Contact 

information

Pre-

Inspection

Work Order 

Alert

Work Order Alert is 

Sent to 

Administrative Senior 

and Division Manager 

for Reporting 

Purposes to CMO

Is

Work Needed

?

CAF Work Order is 

Created to Track 

Field Work Against 

Issue or Complaint

CAF Child Work 

Order is Created for 

SBO Management to 

Track Investigation 

and Reporting Time 

to CMO

Work Entailed by Division 

Manager, Administrative 

Assistant (Kate Montgomery) 

and Sidewalk Coordinator 

(Colly Kreidler)

Electronic Files are 

Attached and Work 

Order (Parent) is 

Forwarded to Seal Coat 

Superintendent

CAF Work Order is 

Reviewed and 

Escalated in Priority 

for Immediate 

Resolution

Job Planning

NO

YES

Work Order is Documented 

With History of Findings 

and  Status

Job 

Scheduling

Based on Completed 

Resolution of Issue, QC 

Inspection and Review of 

WO Information

Automated Email is Sent 

to Division Manager, 

Kate Montgomery and 

Colly Kreidler

CAF Child Work 

Order is Updated 

Based on Level of 

Effort Involved

CAF Child Work 

Order is

“CLOSED”

Child Work Order Rolls Up 

to the Parent Work Order

Reports Can Be Generated 

as Needed for CMO

Parent WO Can Not Be 

Closed Until Child is 

Closed

Is

Re-Work Needed

?

NO

Notifies Owners of Child 

Work Order About the 

Status of Resolution so 

CAF Can Be Closed

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Child Work Order is

Created to Track

Re-Work
YES

Work Order 

Alert

Notifies Owners of Child 

Work Order About 

Status of Resolution
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Seal Coat Prep Work Data Collection Assessment
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Planning

Maximo Captures all 

Inspection 

Information in Work 

Order and Routes to 

Superintendent 

WO Status and 

Owner Change

Work Order Is 

Updated Based on 

Findings and Data 

Collection in the Field

Information is 

Captured to Support 

the Planning Process 

Including Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

YES

Is 

Additional Work

Needed From Other SBO 

Work Group or Other COA

Department

?

Child Work Order is 

Created for OTHER 

Such as; Sidewalk, 

Curb & Gutter or 

Tree Trimming

Work Order 

Routing (to 
Responsible SBO 

Work Group)

NO
Scheduling Considerations for Seal Coat Include:

  Staging Areas for Material Identified (Second 6 Months)

  Staging Areas for Equipment Identified (Second 6 Months)

  Job Scope

  Feasibility – Level of Effort

  Street Length and Width

  Estimates Needed From Engineering

  Design Plans Needed From Engineering

  Material Needed

  Equipment Needed

  Personnel Needed

  Street Conditions

  Lane Markers / Buttons

  Type of Surface Treatments

  Size of Trap Rock

  Streets Requiring Special Attention (Double Seal Coat or Squirt Top

  Level-Ups

  Cut-Outs

  Trench Failures

  Surface Replacements

  Utility Cuts

  Crack Seal

  Obstacles; Trees, Utility Lines, etc.

  Traffic Control Plan Required Based on Location; Arterial, Feeder and Residential

  Contracting Assistance Needed

  Hours of Operation

  Potential Road Closures

  One Call

  ROW Permit

  Amanda Permit #

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Inspectors Review 

Spatial to Assess 

Number of Open WOs 

in the Same Location

Child Work Orders 

Will Have a Required 

Completion Date 

Associated with Seal 

Coat Projects

Child Work Order For 

Other COA Department is 

Used for Notification 

Tracking Purposes Only 

to Code Compliance
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SBO Utility Cuts Work Requests – Page 1
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Via Interface Between 

Hansen and Maximo

WO Status and 

Owner Change

Assignment

(Saw)

Utility Cut Request 

Generated From 

Austin Water Utility 

(Hansen Work Order)

Utility Cut Request 

Generated From AWU 

Construction Rehab

Utility Cut Request 

Generated From 

Watershed Protection

Inspection
Work Orders Are 

Updated Based on 

Findings in the Field

Is 

Work for Saw

?

Job 

Scheduling

(Saw)

Request includes:

Location 

information,

Contact 

information

Create

Work Order

(Parent)

WO Status and 

Owner Change

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Capture Information 

Required to Support 

the Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Files must be on a 

shared server

If Request is From 

AWU, Maximo WO is 

Linked to Hansen WO 

Via Interface 

Is 

Work for Concrete

?

Is 

Work for Landscaping

?

Is 

Work for Asphalt

?

Is 

Additional Work 

Needed

?

NO NO NO

Child Work Order is 

Created for Saw Work
YES

Child Work Order is 

Created for Concrete 

Work

YES

Child Work Order is 

Created for 

Landscape

YES Child Work Order is 

Created for Asphalt

Child Work Order is 

Created for OTHER 

Such as; Tree 

Trimming

YES

WO Status and 

Owner Change

WO Status and 

Owner Change

Work Order 

Routing
(to Appropriate SBO 

Work Group)

Electronic

Signature

Quality 

Control

Attach Electronic 

Files to the Work 

Order in Maximo YES

NO

NO

WO Status and 

Owner Change

WO Status and 

Owner Change

Utility Cut Request 

Generated From 

Other Business Units 

Job Planning

QUALITY CONTROL 

INSPECTION

is Conducted

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Percentage of 

Overall Work Orders

Is 

Re-Work Needed

For Saw

?

Child Work Order

Is Marked 

“COMPLETE”

A Grandchild Work 

Order Is Created to 

Track Re-Work
YES

NO

WO Status and 

Owner Change

Based on A 

Percentage of 

Work Orders

WO Status 

Change

Perform

Work

(Saw)

Child Work Order

for Saw Work is 

Marked “FIELD 

COMPLETE”

Utility Cuts 

Page 1

Daily Dashboard 

Reports Reveal the 

Status of Completed 

Child Work Orders

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change
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SBO Utility Cuts Work Requests – Page 2
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CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Utility Cuts 

Continued 

Page 2

WO Status and 

Owner Change

WO Status and 

Owner Change

YES

WO Status and 

Owner ChangeBased on A 

Percentage of 

Work Orders

WO Status 

Change
QUALITY CONTROL 

INSPECTION

is Conducted of 

Concrete Work

Child Work Order

Is “COMPLETE”

Child Work Order

For Concrete Work is 

Marked “FIELD 

COMPLETE”

A Grandchild Work 

Order Is Created to 

Track Re-Work

Assignment

(Concrete)

Perform

Work

(Concrete)

Is 

Re-Work Needed

For Concrete

?

Job 

Scheduling

(Concrete)

Job Planning

WO Status and 

Owner Change

WO Status and 

Owner Change

YES

WO Status and 

Owner Change

Based on A 

Percentage of 

Work Orders

WO Status 

Change

NO

Electronic

Signature

Quality 

Control

A Grandchild Work 

Order Is Created to 

Track Re-Work

Child Work Order

For Landscaping 

Work is Marked 

“FIELD COMPLETE”

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Percentage of 

Overall Work Orders

Is 

Re-Work Needed

For Landscape

?

Child Work Order

Is “COMPLETE”

QUALITY CONTROL 

INSPECTION

is Conducted of 

Landscaping Work

Assignment

(Landscape)

Job 

Scheduling

(Landscape)

Perform

Work

(Landscape)

WO Status and 

Owner Change

WO Status and 

Owner Change

Electronic

Signature

Quality 

Control

NO

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Percentage of 

Overall Work Orders

Utility Cuts 

Continued to 

Next Page

WO Status and 

Owner Change

Daily Dashboard 

Reports Reveal the 

Status of Completed 

Child Work Orders
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SBO Utility Cuts Work Requests – Page 3
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YES

NO

Job 

Scheduling

(Asphalt)

Electronic Signature 

is Tied to Quality 

Control Inspection 

Based on 

Percentage of 

Overall Work Orders

Child Work Order

Is “COMPLETE”

A Grandchild Work 

Order Is Created to 

Track Re-Work

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Job Planning

QUALITY CONTROL 

INSPECTION

is Conducted for 

Asphalt Work

Is 

Re-Work Needed

For Asphalt

?

Electronic

Signature

Quality 

Control

Child Work Order

For Asphalt Work is 

Marked “FIELD 

COMPLETE”

Assignment

(Asphalt)

Perform

Work

(Asphalt)

Utility Cuts 

Continued 

Page 3

Automated 

Alert

Informs Financial 

Consultant to Initiate 

Billing Process

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

All Closed Child Work 

Orders Roll Up to the 

Parent Work Order

Including Other 

Such As Tree 

Trimming

YES

Child Work Orders 

are Reviewed to 

Ensure Information is 

Thoroughly 

Documented

Are

All Child Work Orders 

Completed

?

Child Work Orders 

Are Closed

Parent Work Order Is 

Put on

“BILLING HOLD”

Billing

is Delayed Until All 

Child Work Orders 

Are Closed

NO

Daily Dashboard 

Reports Reveal the 

Status of Completed 

Child Work Orders

Parent Work Order 

Can Not Be Closed 

Until Invoice Has 

Been Paid

Has

Invoice Been

Paid

?

Work Order Is 

CLOSED
YES EndNO
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 Utility Cuts Inspection/Investigation
C
M
M
S

U
ti
li
ty
 C
u
ts
 I
n
s
p
e
c
to
r

Planning

Maximo Captures all 

Inspection 

Information in Work 

Order and Routes to 

Superintendent 

WO Status and 

Owner Change

Work Order Is 

Updated Based on 

Validation of Work 

Request and Findings 

in the Field

Information is 

Captured to Support 

the Planning Process 

Including Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

YES

Is 

Additional Work 

Needed

?

Child Work Order is 

Created for OTHER 

Such as; Tree 

Trimming

Work Order 

Routing (to 
Responsible SBO 

Work Group)

NO

Scheduling Considerations for Utility Cuts Supervisors Include:

  Scope of Job

  Measurements for Saw Cuts

  Measurements for Concrete

  Landscaping Clean-up and Materials Needed

  Measurements for Asphalt

  Traffic Control Plan Required Based on Location

  Hours of Operation

  Potential Road Closures

  Contracting Assistance Needed

  Materials Needed

  Location of Materials

  One Call

  ROW Permit

  Amanda Permit #
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Work Orders for Annexation Candidate Areas
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

R
e
q
u
e
s
to
r

IM
G
 S
u
p
e
rv
is
in
g
 E
n
g
in
e
e
r 

a
n
d
 I
M
G
 S
ta
ff

Email is Received 

From Annexation 

Staff Containing 

Proposed Annexation 

Candidate Areas

Field 

Assessment 

Data 

Collection

Child Work Orders 

Are Updated Based 

on Findings in the 

Field for Each Street 

Segment

A Parent Work Order 

is Created for Each 

Annexation Area

WO Status 

Change

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Capture Information 

Required to Support Data 

Collection of Streets, 

Sidewalks, ROWs, Trees 

and Bridges, Including: 

Notes, Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Files must be on a 

shared server

WO Status and 

Owner Change

Attach Electronic 

Files to the Work 

Order in Maximo

Work Orders Are 

Routed to a 

Designated Resource 

for Assessment and 

Data Collection

WO Status and 

Owner Change

Work Order is 

CLOSED

Based on Completed 

Child Work Orders

Child Work Orders 

Are Created

Against All Street 

Segments in Public 

Right-of-Way

Proposed Annexation 

Candidate Areas 

Impact Streets, 

Sidewalks and 

Bridges

Completed Data 

Collection Provides 

Documented Information 

About the Details and 

Conditions of Streets, 

Sidewalks, Trees, ROWs 

and Bridges

Child Work Orders 

Are 

CLOSED

WO Status and 

Owner Change

Email Contains pdf Map 

With Information of 

Proposed Area

Site, Lots, ROWs and/

or Subdivisions

WO Status and 

Owner Change

WO Status and 

Owner Change
END

Child Work Orders is 

Marked

“COMPLETE”
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Work Orders for Approved Annexation Areas
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

IM
G
 S
u
p
e
rv
is
in
g
 E
n
g
in
e
e
r 

a
n
d
 I
M
G
 S
ta
ff

R
e
q
u
e
s
to
r

Work Orders Are 

Routed to a 

Designated Resource 

for More Detailed 

Assessment and Data 

Collection

Completed Data 

Collection Provides 

Documented Information 

About the Details and 

Conditions of Streets, 

Sidewalks, Trees, ROWs 

and Bridges

Child Work Orders 

Are Updated Based 

on Findings in the 

Field for Annexed 

Areas and Marked 

“COMPLETE”

Field 

Assessment 

Data 

Collection

Approved Annexation  

Areas Impacts 

Streets, Sidewalks, 

Right-of-Ways and 

Bridges

Parent Work Order Is 

Established For Each 

Annexation Service 

Plan Year

Child Work Order of 

the Current Annual 

Service Plan is Created 

for Planned and 

Scheduled Work

Email is Received 

From Annexation 

Staff Containing 

Approved Annexation 

Areas

Child Work Orders 

Are Created

For Each Annexation 

Area

Capture Information 

Required to Support 

Data Collection of 

Streets, Sidewalks and 

Bridge and GASB 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Maintenance 

Commitments for 

Annexed Areas Are 

Considered for Field 

Assessments

Review of the Closed Work 

Orders and Municipal 

Annexation Plan (Document) 

is Conducted to Begin 

Scheduling Additional Data 

Collection Inspections for 

Identified Repairs and 

Committments

A New Work Order is 

Created to Plan and 

Schedule Required 

Work

Is

Any Work an

Emergency

?

YES

Work Order 

Routing (to 
Responsible SBO 

Work Group)

Future Identified Work is 

Transferred Into 

Appropriate Application 

Data Bases for 

Effectively Managing 

Prior to Work Orders 

Being Created

Does

Any Work Need to be 

Committed Within the 

Current Service Plan

?

NO

YES

NO

Work Order 

Routing (to 
Responsible SBO 

Work Group)

END

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

PMIS for Pavement 

Management

BMIS for Bridge 

Management and

PIMS for Sidewalk

Parent Work Order is 

CLOSED

At the End of the Fiscal 

Service Plan Year
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Annexation Assessment / Data Collection for Streets, Sidewalks and Bridges
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

IMG Supervising 

Engineer 

WO Status and 

Owner Change
Work Order Is 

Updated Based on 

Data Collection and 

Findings in the Field

Information is Captured 

to Support the Planning, 

Design and Job Estimate 

Process Including 

Notes, Photos, 

Sketches, Permit 

Requirements, Traffic 

Control Needs

Data Collection for Streets Include:

   Street Width

   Street Condition

   Curb & Gutter

   Does Street Meet Standard Design Criteria

   Special Street Maintenance Requirements

   Any Non-Standard Items That Must Be Removed From ROW

   Amount of Ponding Around Curb & Gutter

Data Collection for Sidewalks Include:

   Overall Sidewalk Condition

   Trip Hazards

   Sunken Concrete

   Cracking

   Length Estimate Per Block-Segments (Built)

   Special Sidewalk Maintenance Requirements

   Sidewalk Ramps

Data Collection for Bridges Include:

   Bridge Condition

   Bridge Width and Length

   Inspection of Inside or Underside of Bridge Structure

   Abutments

   Wing Walls and Head Walls

   Channel Conditions Underneath Bridge/Structure

   Special Maintenance Requirements

   Bridge Railings

   Culverts and  Pipes

   Signage; Weight Limits, Warnings, etc.

Right-Of-Way

   Street Trees

   Medians & Affected Irrigation

   Parkways

   Traffic Calming Devices

   License Agreements

   Alleys
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Work Requests for Bridges and Structures
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

R
e
q
u
e
s
to
r

B
ri
d
g
e
 E
n
g
in
e
e
r

Maintenance Issues 

Reports Are Received 

From TXDOT

Field Observation 

Reports Are Received 

From COA 

Departments

Field 

Assessment 

Data 

Collection

Work Order Is 

Updated Based on 

Findings in the Field

Create

Work Order

WO Status and 

Owner Change

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Files must be on a 

shared server

WO Status and 

Owner Change

Attach Electronic 

Files to the Work 

Order in Maximo

Work Order is Routed 

to a Designated 

Resource for 

Assessment and Data 

Collection

WO Status and 

Owner Change

Traffic Accident 

Reports Are Received 

From APD

Work Order is 

CLOSED

Is

Work Needed

?
NO

YES

Structures Are 

Bridges Under 20 

Feet
Requests include:

Location 

information,

Contact 

information

Emails or Calls Are 

Received to Assess a 

Bridge or Structure

Work Order 

Routing
(To Responsible 

Work Group)

Work Order is 

“Reassigned” to SBO 

Work Group for 

Maintenance Work to 

Be Conducted

Can

Work Be Handled By 

SBO Work Groups

?

Work Order is Put on 

“ENGINEERING 

HOLD” for Current or 

Future Annual 

Contract Work

NO

Work Order is Well 

Documented to 

Explain Why Work is 

Not Needed

Is

Existing Work Already 

Underway

?

NO

YES

YES

Is

Emergency Work 

Needed From Other 

SBO Work Groups

?

A Child Work Order is 

Created for Work 

Required By Other 

SBO Work Group

YES

Work Order 

Routing
(To Responsible 

Work Group)

NO
To Address Safety Issues

Negotiated Between 

IMG and Work Groups 

Via Phone or Email

Bridges 

Over 20 

Feet

Work Order is 

Assigned a Contract 

Year for Planning, Bid 

Process and 

Construction

Child Work Orders 

Are Created Based on 

the Number of 

Activities Required 

for a Contract

Child Work Orders 

Are Updated Based 

on Completion of 

Required Work 

END

Work Order is Taken 

Off “ENGINEERING 

HOLD” to Assign 

Activities Tracked in 

Child Work Orders
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IMG – Bridge Maintenance Contracts 
C
M
M
S

IM
G
 B
ri
d
g
e
 E
n
g
in
e
e
r

YES

Work Order is 

Documented to Show 

Unacceptable Work 

and WO is Not 

“Completed”

Work Order

Is Marked

“COMPLETE”

Annual Work Order Is 

Created

For The Current Year 

Bridge Maintenance 

Contract

End

Is 

Re-Work Needed

?

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Vendor Performs 

Work as Defined in 

the Maintenance 

Contract

A Site Visit is 

Scheduled to Assess 

Required 

Maintenance of 

Potential Bridge 

Candidates

Work Order

Is

CLOSED

Job 

Scheduling

Field Assessment 

Information is Attached 

to Future Year Work 

Order (Deferred List 

Candidates)

Data Collection 

Information and Overall 

Needs Are Developed 

for Scope and Budget 

Requirements

Work Order is Updated 

and Put on “BID HOLD”

for the Contractor Bid 

and Award Process

Work Order is Taken 

Off Hold Following Bid 

Award and Contractor 

Schedule Developed

Detailed Technical 

Specifications and 

Quantities Are 

Developed for the 

Current Year Annual 

Maintenance Contracts

Perform

Work

Work Order is Updated 

To Show End Date of 

Overall Construction 

NO

WO Status 

Change WO Status 

Change

WO Status 

Change

WO Status 

Change

WO Status 

Change

WO Status 

Change

Job

Planning

Technical 

Requirements Are 

Submitted to Project 

Manager for 

Completing 

Construction Manual

Vendor Performs Re-

Work as Identified in 

the Quality Control 

Post Inspection

Child Work Orders

Are Created to Track 

Monitoring of Issues 

Identified With 

Contractor 

Performance

WO Status 

Change

Field 

Assessment 

Data 

Collection

Information is Captured to 

Support Required 

Maintenance, Job 

Estimate and  Planning 

Process Including: Notes, 

Photos, Sketches, Permit 

Requirements, Traffic 

Control Needs

Following 

Year’s 

Bridge 

Maintenance 

Contract 

Candidates

QUALITY CONTROL 

POST-INSPECTION

is Conducted After 

Completion of 

Maintenance 

Construction

Start Date Is Entered 

into Work Order to 

Show When 

Construction Begins 
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Bridge Field Assessment / Data Collection
C
M
M
S

IM
G
 I
n
s
p
e
c
to
r

Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

IMG Bridge Engineer 

WO Status and 

Owner Change

Work Order Is 

Updated Based on  

Assessment of Work 

Request and Findings 

in the Field

Information is Captured 

to Support the Planning, 

Design and Job Estimate 

Process Including 

Notes, Photos, 

Sketches, Permit 

Requirements, Traffic 

Control Needs

YES

Is 

Work Needed From 

SBO Work Group

?

Child Work Oder is

Created and Routed

To Responsible SBO 

Work Group

Work Order 

Routing (to 
Responsible SBO 

Work Group)

NO

Considerations for Bridge Job Estimates Include:

   Length of Bridge / Structure

   Width of Bridge / Structure

   Height of Bridge / Structure

   Type of Repair Needed

   Type of Maintenance Needed

   Problem Areas

   Scope of Work

   Level of Complexity

   Obstacles such as; Utilities, Irrigation Systems and Trees

   Job Accessibility

   Required Resources

   Materials Needed

   Required Equipment

   Special Equipment Needs

   Special Requirements/Restrictions Such As Business Hours

   Time Required to Complete Work

   Traffic Control Needs

   Environmental Control Issues

   Watershed Coordination

   Utility Coordination

   Construction Easements
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Work Requests for Infrastructure Management Group – Concrete Repair

C
M
M
S

In
v
e
s
ti
g
a
ti
o
n

R
e
q
u
e
s
to
r

IM
G
 S
id
e
w
a
lk
 C
o
o
rd
in
a
to
r

Citizen Requests 

Through Phone Calls 

Received

Investigation

Requests include:

Location 

information,

Contact 

information

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Investigation of All 

the Following:

Requested Work, 

Notes, Photos, 

Sketches, History of 

Location, License 

Agreements

Files must be on a 

shared server

Attach Electronic 

Files to the Work 

Order in Maximo

Work Request 

Generated From SBO 

Field Staff Reports 

Through PWD 

Dispatch

Is

Work Request 

Received as a Child 

Work Order

?

Is

Work Request a New 

Request

?

Work Orders Are 

Updated Based on 

Findings of 

Investigation

Work Requests 

Received From

PWD Street & Bridge 

Work Groups

Work Order Is 

CREATED

YES

Is

Work Request 

Received as a Linked 

Work Order

?

Linked Work Order is 

RECEIVED From 

Another SBO Work 

Group

YES

NO NO

Child Work Order is 

RECEIVED From 

Another SBO Work 

Group

YES

Work Order 

Routing
(To Appropriate SBO 

Work Group 

Superintendent)

WO Owner 

and Status 

Change

Determination is 

Made as to the 

Appropriate SBO 

Work Group “Owner”

Work Order is Routed 

for Planning, 

Scheduling and 

Conducting Work

Is

Urgent Work Needed

?

YES

Child Work Order is 

CREATED Against 

the Parent for the 

Appropriate Zip Code

Work Order Is 

Updated Based on 

Findings in the FieldLinked Work Order is 

CLOSED

NO

NO

Work Order Is 

Updated Based on 

Findings in the Field
Linked Work Order is 

Received From 

Another SBO Work 

Group
Child Work Order is 

Received From 

Another SBO Work 

Group

Maximo Automated 

Alert is Received 

From SBO Work 

Group Regarding the 

Need for a Permanent 

Repair

Is

Future Work Needed in 

the Work Plan

?

Work Order 

Information is 

Captured in PIMS
YES

NO
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Work Order Management for IMG Concrete Annual Service Plan

C
M
M
S

S
id
e
w
a
lk
 C
o
o
rd
in
a
to
r

A
n
n
u
a
l 
C
o
n
c
re
te
 

S
e
rv
ic
e
 P
la
n

Grandchild Work 

Orders are Created 

Against the 

Appropriate Child

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Work Order 

Routing
(To Concrete 

Superintendent)

WO Owner and 

Status Change

Work Order is Closed 

Based on Review and 

Acceptance of All 

Documented Information

Work Orders are 

CREATED to Track 

and Manage the

Concrete Annual 

Service Plan

Via Automated  

(Email)

Annual Work Order Is 

CLOSED At The End 

of the Fiscal Year 

Automated Alert is 

Received From SBO 

Work Group for 

Permanent Repair 

Work Request

Grandchild Work 

Order is Updated 

Based on 

Assessment and 

Findings

WO Status 

Change

Such as 

Retaining 

Walls

Completed 

Grandchild Work 

Orders Roll Up to the 

Child Work Orders

Investigation/

Research is 

Conducted to 

Determine Need for 

Permanent Repair

Grandchild Work 

Order is Put on

“ENGINEERING 

HOLD” for Future 

Service Plan Work

Is

Permanent Repair 

Needed

?

YES

Grandchild Work 

Order is Routed to 

Concrete Group 

Based on Work 

Schedule 

Grandchild Work 

Order is “CLOSED”
NO

Annual Work Order 

For

2013 Service Plan

Child Work Order for 

ADA COMPLIANCE

Child Work Order for 

CURB & GUTTER

Child Work Order for 

DRIVEWAYS

Child Work Order for 

SIDEWALK

Child Work Order for 

STRUCTURESChild Work Order for 

ADA COMPLIANCE

Annual Work Order 

For

2012 Work Plan

Is Created

Child Work Order for 

STRUCTURES

Child Work Order for 

SIDEWALK

Child Work Order for 

CURB & GUTTER

Child Work Order for 

DRIVEWAYS

Annual Work Order 

For

2013 Service Plan

Child Work Order for 

ADA COMPLIANCE

Child Work Order for 

CURB & GUTTER

Child Work Order for 

DRIVEWAYS

Child Work Order for 

SIDEWALK

Child Work Order for 

STRUCTURES

Additional Two 

Year Service 

Plan

On Hold Until 

Concrete Group’s 

Schedule Can 

Accommodate 

Based on Zip Code

Child Work Orders 

Are CLOSED At the 

End of the Fiscal Year 

Only After All Grandchild 

Work Orders are Closed

END

Based on 

Scheduled Work 

for Zip Code 

Location
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Concrete Pre-Inspection/Field Assessment
C
M
M
S

C
o
n
c
re
te
 I
n
s
p
e
c
to
r

Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

Superintendent 

WO Status and 

Owner Change

Work Order Is 

Updated Based 

Assessment of Work 

Request and Findings 

in the Field

Information is Captured 

to Support the Planning, 

Design and Job Estimate 

Process Including 

Notes, Photos, 

Sketches, Permit 

Requirements, Traffic 

Control Needs

YES

Is 

Additional Work 

Needed Outside 

Concrete

?

Grandchild Work 

Order is Created for 

OTHER Such as; Tree 

Trimming

Work Order 

Routing (to 
Responsible SBO 

Work Group)

NO

Considerations for Concrete Job Estimates Include:

   Square Footage of Sidewalk

   Linear Footage of Curbs and Gutters

   Number of ADA Ramps

   Number and Size of Driveway Aprons

   Retaining Walls

   Landscaping

   Load Capacity for Sidewalks, Curbs, Gutters, Driveway Aprons and ADA Ramps

   Commercial versus Residential

   Level of Complexity

   Obstacles such as; Utilities, Irrigation Systems and Trees

   Job Accessibility

   Mobilization

   Required Resources

   Materials Needed

   Required Equipment

   Special Equipment Needed

   Special Requirements/Restrictions Such As Business Hours

   Time Required to Complete Work

   ROWMAN and OneCall Permit Needed

   License Agreements  

   Arterial and Collector Roads

   Major Feeders Identified

   Traffic Control Plan Needed

   Potential Road Closures

   Contracting Assistance Needed
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Work Requests for Concrete
C
M
M
S

C
re
w
 

L
e
a
d
s

C
o
n
c
re
te
 

S
u
p
e
rv
is
o
rs

C
o
n
c
re
te
 

In
s
p
e
c
to
r

R
e
q
u
e
s
to
r

C
o
n
c
re
te

S
u
p
e
ri
n
te
n
d
e
n
t

Work Request 

Generated From 

Other COA 

Departments

Work Requests, 

Emails or Calls Are 

Received From

Public Works and 

SBO

Pre-

Inspection

Work Order Is 

Updated Based on 

Findings in the Field

Requests include:

Location 

information,

Contact 

information

Create

Work Order

(Unless One is 

Received)

WO Status and 

Owner Change

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Capture Information 

Required to Support 

Job Estimate and  

Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Files must be on a 

shared server

WO Status and 

Owner Change

Work Order is “FIELD 

COMPLETE”

Perform

Work

Assignment

Electronic

Signature

Quality 

Control

Attach Electronic 

Files to the Work 

Order in Maximo

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

WO Status and 

Owner Change

Work Order is Routed 

to a Designated 

Resource for Pre-

Inspection and Data 

Collection

QUALITY CONTROL 

POST-INSPECTION

is Conducted

A Child Work Order is 

Created to Track

Re-Work

WO Status and 

Owner Change

WO Status and 

Owner Change

Work Request 

Generated From 

Neighborhood 

Connectivity / 

Downtown Alliance

END

Job Planning

Child Work Order is 

Created for IMG to 

Develop Design Plans 

and/or Field 

Engineering
Does

Customer

Accept Work 

Estimates

?

YES
Work Order is 

CLOSED

NO

After Confirmation 

of Billing

Job 

Scheduling

Work Order 

Alert

Work Order Alert is 

Sent to Financial 

Consultant Sr. to 

Initiate Billing 

Process

Job Estimate and 

Design Plans Are 

Saved With WO

Are

Design Plans Needed

?

Work Order Is 

Updated to Provide 

Job Estimate and 

Schedule to 

Requestor

NO

Child Work Order is 

Completed and Closed 

Based on Finalized and 

Accepted Design Plans, 

Sketches or Special Details
Parent Work Order is 

Put on 

“ENGINEERING 

HOLD”

YES

Work Order is on Hold Waiting for Design 

Plans to be Completed by Enineering Grp

Special Projects for Non-SBO 

Maintained Assets

Child Work Order is 

Received From 

Another SBO Work 

Group

Work Order 

Routing
(To IMG)

Work Order 

Alert

Sent to Financial 

Consultant Sr., as 

Notification to Set Up 

Task Order Number

Is

Re-Work Needed 

?

NO

YES

Work Order Is 

“COMPLETED”

Following Quality 

Inspection of Work

WO Status 

Change
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Follow-up Work Requests for Concrete
C
o
n
c
re
te
 

In
s
p
e
c
ti
o
n

C
M
M
S

C
o
n
c
re
te
 

S
u
p
e
rv
is
o
rs

C
o
n
c
re
te
 

C
re
w
 

L
e
a
d
s

C
o
n
c
re
te
 

S
u
p
e
ri
n
te
n
d
e
n
t

S
B
O
 W
o
rk
 

G
ro
u
p A Temporary Repair 

is Conducted by 

Districts

Work Order is 

Increased in Priority 

as Needed and 

Routed for Field 

Assessment

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Assignment

Is

Work Request an

Emergency

?

Work Order is Linked to Initiating Work 

Order and Will Come From IMG

YES

Job 

Scheduling

Perform

Work

Electronic Signature 

is Tied to Quality 

Control Inspection 

For All Jobs 

Completed in the 

Field

Electronic

Signature

Quality 

Control

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Quality Control Post-

Inspection 

Conducted by 

Supervisor

A Grandchild Work 

Order is Created For 

Permanent Repair

A Child Work Order is 

Forwarded From 

Utility Cuts for 

Assistance With 

Concrete Back-Log 

Work

A Child Work Order is 

Forwarded From 

Overlay or Seal Coat 

for Curb & Gutter 

and/or Sidewalk 

Concrete Work

Job Planning

Work Order 

Information is 

Reviewed for Work 

History and Job 

Planning
Work Order is 

CLOSED 

Is

Work Conducted For 

Another Work Group

?

END

NO

Work Order is Routed 

to a Designated 

Resource for Field 

Assessment

WO Status and 

Owner Change

Work Order Is 

Updated Based on 

Findings in the Field

Capture Information 

Required to Support 

the Planning Process 

Including: Notes, 

Photos, Sketches, 

Permit Requirements, 

Traffic Control Needs

Pre-

Inspection

Further Investigation 

is Conducted by IMG 

for Determination of 

Permanent Repair

Scheduling is Done by Work 

in Designated Areas

YES

NO

Work Order is 

COMPLETED 

Following Quality 

Control Inspection 

Work Order is 

COMPLETED

Following Quality 

Control Inspection 

Work Order is Closed 

Based on Review and 

Acceptance of All 

Documented Information

Work Order is

“FIELD COMPLETED”

Completed Child 

Work Order Rolls 

Up to the Parent
WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status  

Change

WO Status and 

Owner Change

Is

Re-Work Needed

?

NO

A Work Order is

Created to Track

Re-Work
YES

Work Order 

Alert

Work Order Alert Is 

Sent to Originating 

Work Group 

Superintendent
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Concrete Field Assessment / Data Collection
C
M
M
S

C
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n
c
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te
 I
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p
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r

Planning

Captures all 

Inspection 

Information in Work 

Order and Routes to 

Superintendent 

WO Status and 

Owner Change

Work Order Is 

Updated Based 

Assessment of Work 

Request and Findings 

in the Field

Information is Captured 

to Support the Planning, 

Design and Job Estimate 

Process Including 

Notes, Photos, 

Sketches, Permit 

Requirements, Traffic 

Control Needs

YES

Is 

Additional Work 

Needed Outside 

Concrete

?

Grandchild Work 

Order is Created for 

OTHER Such as; Tree 

Trimming

Work Order 

Routing (to 
Responsible SBO 

Work Group)

NO

Considerations for Concrete Job Estimates Include:

   Square Footage of Sidewalk

   Linear Footage of Curbs and Gutters

   Number of ADA Ramps

   Number and Size of Driveway Aprons

   Retaining Walls

   Landscaping

   Load Capacity for Sidewalks, Curbs, Gutters, Driveway Aprons and ADA Ramps

   Commercial versus Residential

   Level of Complexity

   Obstacles such as; Utilities, Irrigation Systems and Trees

   Job Accessibility

   Mobilization

   Required Resources

   Materials Needed

   Required Equipment

   Special Equipment Needed

   Special Requirements/Restrictions Such As Business Hours

   Time Required to Complete Work

   ROWMAN and OneCall Permit Needed

   License Agreements  

   Arterial and Collector Roads

   Major Feeders Identified

   Traffic Control Plan Needed

   Potential Road Closures

   Contracting Assistance Needed
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311 Customer Service Request for Dispatch

C
M

M
S

S
B

O
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3
1
1

 O
p

e
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to
r

Creates a 311 Service 

Request in 

Motorola CSR 

Premier One

Receives Citizen 

Complaint Via Access 

in 311 CSR Premier 

One

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

End

Immediate Pager 

System Notification 

for After Hours; 4:00 

p.m. to 7:30 a.m. –

See Work Orders for 

SBO On-Call 

311 CSR data 

includes:

Type of Problem,

Location 

Information and

Caller information

Maximo Spatial (GIS) 

Is Checked for 

History and/or 

Duplicates

Is

CSR a Duplicate

?

Update New CSR 

With Related 

Information and Link 

CSR to Existing Open 

Work Order

YES

Work Order is 

Created and Routed 

to the Appropriate 

SBO Work Group 

Superintendent 

NO
WO Status and 

Owner Change

Work Order 

Routing (to 
Responsible SBO 

Work Group)

WO Status and

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Work Order is 

CLOSED by

Superintendent

Work Order is 

“COMPLETED” by 

Supervisor

Job 

Scheduling

Work Order is Marked

“FIELD COMPLETE” 

by Crew Lead

Perform

Work

Quality Control 

Inspection is 

Conducted by the 

Work Group 

Supervisor

AssignInspection

Work Order Can Be 

Updated by Dispatch 

as Needed

Work Order Can Be 

Accessed for Viewing 

at Any Time to 

Provide Information 

From Inquiries in the 

Field As Needed

Automated Alert is 

Sent to Dispatch to 

Initiate CLOSING the 

311 CSR

CSR is

CLOSED

Manual Process Without 

Interface Between Maximo 

and CSR Premier One

End

Work Order is 

Linked to 311 CSR 

Via Interface 

WO Status

Change

Automatically Initiates the 

311 CSR to be CLOSED 

Via Interface Between 

Maximo and Premier One

Review of CSR is 

Conducted to 

Determine Level of 

Priority

Work Order 

Can Be 

Escalated in 

Priority As 

Needed

Job Planning

WO Status 

Change

Need For Inspection is 

Determined By Work 

Group Superintendent 
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SBO Work Requests Through Dispatch
C
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S
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P
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o
rk

s
 D

is
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a
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Direct Call Received 

From Citizen or 

Citizen Walks Into St. 

Elmo Office

Emails From Street & 

Bridge INBOX

CMMS Displays Map 

View of current and 

historical work at 

location and defined 

area.

Viewer can modify 

viewing area

Files must be on a 

shared server

WO Status and 

Owner Change

Work Order 

Routing (to 
Responsible SBO 

Work Group)

Attach Images 

Provided From the 

Field or Any Related 

Information Such as 

Sketches

Calls Received From 

SBO Crew in the Field

WO Status and 

Owner Change

WO Status and 

Owner Change
Check CMMS Via 

Spatial (GIS) for 

History and/or 

Duplicates

Work Order is 

Updated to Reflect 

Additional Request 

Inspection Job Planning
Job 

Scheduling
Assign

Perform

Work

Work Order is Marked 

“FIELD COMPLETE” 

by Crew Lead

Quality Control 

Inspection is 

Conducted by the 

Work Group 

Supervisor

Work Order is Marked 

“COMPLETED”

By Work Group 

Supervisor

WO Status 

Change

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status and 

Owner Change

Work Order is 

CLOSED by

Work Group 

Superintendent

Work Order Can Be 

Updated by Dispatch 

as Needed by 

Request of SBO Work 

Group

Work Order Can Be 

Accessed for Viewing 

at Any Time to 

Provide Information 

From Inquiries As 

Needed

End

WO Status and 

Owner Change

Review of CSR to 

Determine Level of 

Priority Is Conducted

Work Order 

Can Be 

Escalated in 

Priority As 

Needed

Create

Work Order

Is

CSR a Duplicate

?

NO

YES

Work Order is Routed 

to the Appropriate 

SBO Work Group 

Superintendent
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SBO Monthly Building Safety Inspections

C
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Work Order 

Routing

PM Child Work Order  

for November

Inspection
Child Work Order is 

“COMPLETE”

Is

Follow-up Work 

Needed

?

Annual

Work Order is 

Created for Building 

Inspections @ Each 

PWD SBO Field Site

Assign

A Child PREVENTIVE 

MAINTENANCE Work 

Order is Created for 

Each Monthly 

Inspection

Work Order is 

Updated Based on 

Inspection Criteria 

PM Child Work Order  

for December

PM Child Work Order 

for October

PM Child Work Order  

for March

PM Child Work Order  

for February

PM Child Work Order  

for January

PM Child Work Order 

for May

PM Child Work Order 

for April

PM Child Work Order 

for June
PM Child Work Order 

for September

PM Child Work Order 

for August

PM Child Work Order 

for July

PREVENTIVE 

MAINTENANCE Work 

Orders Are Activated At 

Defined Timeframes (1
st

Monday of Every Month)

Grandchild Work 

Order is Created to 

Address Issues 

Identified

YES

NO

Child Work Order is 

Reviewed and 

“CLOSED”

Annual

Work Order is 

CLOSED

At the End of the 

Fiscal Year

Job Planning

WO Status and 

Owner Change

WO Status and 

Owner Change

WO Status 

Change

Reporting is 

Produced for 

Tracking Status of 

Monthly Building 

Inspections

Work Order is 

Routed to COA 

Building Services 

(They Use Maximo) 

or Proper Agency

Closed Child Work 

Orders Roll Up to the 

Parent Work Order

End
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