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CAP Team
Gets Service Request

INVESTIGATE
Work 

Needed?

CLOSE SO

CREATE WO

FI
EL

D
 C

R
EW

FI
EL

D
 C

R
EW

ASSIGN TO PLANNER 
SCHEDULER

PLAN WORK
SUBMIT SUNSHINE 

TICKET
ASSIGN WO TO 

TEAM LEAD

PLAN AND ASSIGN 
TO FIELD CREW

NO

NO

YES
The Zone Tech will create the WO and 

attach associated assets, assigns 
priority, defines scope of work to be 
done and finally assigns to a planner 

scheduler.

The Zone Tech will create the WO and 
attach associated assets, assigns 

priority, defines scope of work to be 
done and finally assigns to a planner 

scheduler.

The Planner Scheduler will 
place the WO in a priority list 
based on the work that needs 

to be done and the priority 
assigned to the WO as well as 

the depth of the current 
backlog.

The Planner Scheduler will 
place the WO in a priority list 
based on the work that needs 

to be done and the priority 
assigned to the WO as well as 

the depth of the current 
backlog.

A sunshine ticket is required so 
that all utilities in the area are 
marked where work is to be 

done. 

A sunshine ticket is required so 
that all utilities in the area are 
marked where work is to be 

done. 

PERFORM WORK COMPLETE WO

REVIEW WO
WO 

COMPLETE?

CLOSE WO (AUTO 
CLOSES SO)

ASSIGN BACK TO 
FIELD CREW 
EMPOYEE(S)

NO

YES

Techs will perform work which 
could be done by multiple 

different techs over a period of 
time.

Techs will perform work which 
could be done by multiple 

different techs over a period of 
time.

Techs will enter ELM and 
Accomplishments and repeat 

for each asset on the WO. WO 
will be marked complete which 
will remove it from their Inbox.

Techs will enter ELM and 
Accomplishments and repeat 

for each asset on the WO. WO 
will be marked complete which 
will remove it from their Inbox.

Team leader will review WO for 
accuracy and completeness. If 

info is missing, the will reassign 
it to the tech that needs to 

complete the WO.

Team leader will review WO for 
accuracy and completeness. If 

info is missing, the will reassign 
it to the tech that needs to 

complete the WO.

NOTIFY CUSTOMER

ENDCAP team notifies customer 
work is complete via CSC, 

Email, or Phone.

CAP team notifies customer 
work is complete via CSC, 

Email, or Phone.

WF0001-Transportation/Stormwater Reactive WO Flow

ADD CALLER TO 
EXISTING SO

SO EXIST?

YES

In the CAP Team there are “CAP 
Technicians” that will do the 
work of Zone Technicians for 

after hours calls. 

In the CAP Team there are “CAP 
Technicians” that will do the 
work of Zone Technicians for 

after hours calls. 

AFTER 
HOURS 
CALL?

NO

YES

If its an after hours emergency 
or high priority call, the CAP 
Team Technician will also do 

the work in the WO he creates.

If its an after hours emergency 
or high priority call, the CAP 
Team Technician will also do 

the work in the WO he creates.

CUSTOMER 
EXIST?

+

PR0001 – ADD 
CUSTOMER

NO

YES

Pavement Management/
Roadway Maintenance do not 
use Tech Services, SO are given 
to this group directly where if 

work is needed, they will create 
a WO off the SO. 

Pavement Management/
Roadway Maintenance do not 
use Tech Services, SO are given 
to this group directly where if 

work is needed, they will create 
a WO off the SO. 

For Payment Management, a 
view in the P/S Inbox will show 
all incoming SO’s that the P/S 
can work and assign WO from.

For Payment Management, a 
view in the P/S Inbox will show 
all incoming SO’s that the P/S 
can work and assign WO from.

MULTIPLE 
ASSETS?

CREATE WO FOR 
EACH ASSET

YES

NO

CREATE SO

Tech services will contact the 
customer about the 
investigation results. 

Tech services will contact the 
customer about the 
investigation results. 

If the SO that the WO was 
generated from is a FIF activity, 

the CAP team will notify the 
customer. 

If the SO that the WO was 
generated from is a FIF activity, 

the CAP team will notify the 
customer. 
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PLAN WORK
SUBMIT SUNSHINE 

TICKET

PLAN AND ASSIGN 
TO FIELD CREW

The Planner Scheduler will 
plan work based on the 

frequency of reactive work in 
an area.

The Planner Scheduler will 
plan work based on the 

frequency of reactive work in 
an area.

A sunshine ticket is required 
so that all utilities in the area 
are marked where work is to 

be done. 

A sunshine ticket is required 
so that all utilities in the area 
are marked where work is to 

be done. 

PERFORM WORK COMPLETE WO

REVIEW WO AND 
CHILD WO

WO 
COMPLETE?

CLOSE WO AND 
CHILD WO

ASSIGN BACK TO 
FIELD CREW 
EMPOYEE(S)

NO

YES

Techs will perform work which 
could be done by multiple 

different techs over a period 
of time.

Techs will perform work which 
could be done by multiple 

different techs over a period 
of time.

Techs will enter ELM and 
Accomplishments and repeat 

for each asset on the WO. WO 
will be marked complete 
which will remove it from 

their Inbox.

Techs will enter ELM and 
Accomplishments and repeat 

for each asset on the WO. WO 
will be marked complete 
which will remove it from 

their Inbox.

Team leader will review WO 
for accuracy and 

completeness. If info is 
missing, the will reassign it to 

the tech that needs to 
complete the WO.

Team leader will review WO 
for accuracy and 

completeness. If info is 
missing, the will reassign it to 

the tech that needs to 
complete the WO.

WF0002-Transportation/Stormwater Planned Work WO 
Flow

ASSIGN TO TEAM 
LEAD

END

ADD TO PLANNED
WORK

WO is given a planned 
start date in the future. 
The Team Leader will be 
assigned the WO but will 
not act on it its close to 
the planned start date.

WO is given a planned 
start date in the future. 
The Team Leader will be 
assigned the WO but will 
not act on it its close to 
the planned start date.
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WF0002a-Planned Work Child WO Flow (MULITPLE 
ASSETS)

PLAN PM WORK CREATE CHILD WO 
ASSIGN CHILD 

WO(S) TO TEAM 
LEAD

TE
A

M
 L
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A
M
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D
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D
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R
EW

FI
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D
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R
EW

A child WO will be made for 
each WO Type that will be done 

for the PM WO

A child WO will be made for 
each WO Type that will be done 

for the PM WO Each child WO will be assigned 
the correct Team Lead

Each child WO will be assigned 
the correct Team Lead

PLAN AND ASSIGN 
TO FIELD CREW

REVIEW WO AND 
CHILD WO

WO 
COMPLETE?

CLOSE WO AND 
CHILD WO

ASSIGN BACK TO 
FIELD CREW 
EMPOYEE(S)

NO

YES
Team leader will review WO for 
accuracy and completeness. If 

info is missing, the will reassign 
it to the tech that needs to 

complete the WO.

Team leader will review WO for 
accuracy and completeness. If 

info is missing, the will reassign 
it to the tech that needs to 

complete the WO.

END

PERFORM WORK COMPLETE WO

Techs will perform work which 
could be done by multiple 

different techs over a period of 
time.

Techs will perform work which 
could be done by multiple 

different techs over a period of 
time.

Techs will enter ELM and 
Accomplishments and repeat 

for each asset on the WO. WO 
will be marked complete which 
will remove it from their Inbox.

Techs will enter ELM and 
Accomplishments and repeat 

for each asset on the WO. WO 
will be marked complete which 
will remove it from their Inbox.

REVIEW PM WO CLOSE PM WO

The Planner Scheduler will 
review the PM WO and its 

children. If any info needs to be 
updated or changed, he will 

kick it back to the appropriate 
Team Lead for corrections.

The Planner Scheduler will 
review the PM WO and its 

children. If any info needs to be 
updated or changed, he will 

kick it back to the appropriate 
Team Lead for corrections.

ADD TO PLANNED
WORK

Some PM work might be 
scheduled in the future 

and PM WO created 
ahead of time.

Some PM work might be 
scheduled in the future 

and PM WO created 
ahead of time.
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PLAN WORK
SUBMIT SUNSHINE 

TICKET

PLAN AND ASSIGN 
TO FIELD CREW

The Planner Scheduler will 
plan preventative work based 

on a maintenance schedule

The Planner Scheduler will 
plan preventative work based 

on a maintenance schedule

A sunshine ticket is required 
so that all utilities in the area 
are marked where work is to 

be done. 

A sunshine ticket is required 
so that all utilities in the area 
are marked where work is to 

be done. 

PERFORM WORK COMPLETE WO

REVIEW WO
WO 

COMPLETE?

CLOSE WO 

ASSIGN BACK TO 
FIELD CREW 
EMPOYEE(S)

NO

YES

Techs will perform work which 
could be done by multiple 

different techs over a period 
of time.

Techs will perform work which 
could be done by multiple 

different techs over a period 
of time.

Techs will enter ELM and 
Accomplishments and repeat 

for each asset on the WO. WO 
will be marked complete 
which will remove it from 

their Inbox.

Techs will enter ELM and 
Accomplishments and repeat 

for each asset on the WO. WO 
will be marked complete 
which will remove it from 

their Inbox.

Team leader will review WO 
for accuracy and 

completeness. If info is 
missing, the will reassign it to 

the tech that needs to 
complete the WO.

Team leader will review WO 
for accuracy and 

completeness. If info is 
missing, the will reassign it to 

the tech that needs to 
complete the WO.

WF0002-Transportation/Stormwater Prevanative Work 
WO Flow

ASSIGN TO TEAM 
LEAD

END

NO

WORK CYCLE 
CREATE NEXT WO IN 

SERIES

NEXT PM WO

When a Work Cycle WO is 
closed, Cityworks will prompt 

the user to create the next WO 
in the series. The user will tell it 

yes and it will automatically 
create the next WO in the 

series.

When a Work Cycle WO is 
closed, Cityworks will prompt 

the user to create the next WO 
in the series. The user will tell it 

yes and it will automatically 
create the next WO in the 

series.
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END

WF0004 – Signs and Markings Planned Maintenance

ASSIGN PM WORK

START

Typically a map of an area with 
several assets.

Typically a map of an area with 
several assets.

CREATE INSPECTION

CREATE WO

ASSIGN TO P/S

REVIEW
NEW SIGNS 
NEEDED?

ASSIGN WO TO SIGN 
SHOP

CREATE SIGNS

ASSIGN WO FOR 
INSTALLATION

INSTALLATION COMPLETE WO

REVIEW PASS?
ASSIGN BACK TO 
SIGN TECHNICIAN

YES

NO

ENTER WO DATA

ASSIGN WO TO 
TEAM LEAD

NO

YES

A WO for the Planned Work is 
created. Since the work is done 
in an area, a Child WO might be 

used for each asset “sign”

A WO for the Planned Work is 
created. Since the work is done 
in an area, a Child WO might be 

used for each asset “sign”

An Inspection is created to 
gather all the inspection 

details. If there are multiple 
assets, an inspection should be 

made for each asset on its 
respective Child WO.

An Inspection is created to 
gather all the inspection 

details. If there are multiple 
assets, an inspection should be 

made for each asset on its 
respective Child WO.

Signs are made for a PM area, 
not a location. There could be 
several signs that get replaced 

in a PM area. 

Signs are made for a PM area, 
not a location. There could be 
several signs that get replaced 

in a PM area. 

All Signs Reactive Work is 
FIF
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WF0006 – Parking Pay Station WO.

INCOMING ISSUE

CREATE SO

CREATE WO

The call taker will create an SO 
and assign it to the Contractor. 
The call taker will create an SO 
and assign it to the Contractor. 

INVESTIGATE

The contractor will go out and 
investigate to see if there is an 

issue with the Pay Station.

The contractor will go out and 
investigate to see if there is an 

issue with the Pay Station.

If work is required, contractor 
will create a WO to capture 

work done, hours and 
materials.

If work is required, contractor 
will create a WO to capture 

work done, hours and 
materials.

COMPLETE WO

Contractor will close SO if there 
is no work to be done.

Contractor will close SO if there 
is no work to be done.

REVIEW WO
WO 

COMPLETE?
CLOSE SO/WO

END

YES

NO

SO auto closes when associated 
WO(s) are closed.

SO auto closes when associated 
WO(s) are closed.

WORK 
REQUIRED?

CLOSE SO

YES

NO

Contractor will mark WO as 
“Complete”.

Contractor will mark WO as 
“Complete”.
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WF0007 – Signal Shop Construction Inspection Workflow

NEW CONSTRUCTION

CREATE WO
INVESTIGATE/
DOCUMENT

Create a “New Construction 
Inspection WO”

Create a “New Construction 
Inspection WO”

CREATE INSPECTION

Create “New Construction 
Inspection” Inspection on the 

WO.

Create “New Construction 
Inspection” Inspection on the 

WO.

Fill out the inspection form.Fill out the inspection form.

PRINT DEFICIENCY 
FORM

The inspection from will have a 
print template that will show all 

areas that did not pass in the 
inspection and what the issue 
was so that the contractor can 

resolve

The inspection from will have a 
print template that will show all 

areas that did not pass in the 
inspection and what the issue 
was so that the contractor can 

resolve

REVIEW FORM/
RESOLVE ISSUES

END

Notification (Email?) is sent to 
Signal Shop that items found on 
inspection have been resolved.

Notification (Email?) is sent to 
Signal Shop that items found on 
inspection have been resolved.

CREATE CHILD WO/
INSPECT NEW WORK

Attached 
compiled 

deficiency list to 
WO. 

Attached 
compiled 

deficiency list to 
WO. 

INVESTIGATE/
DOCUMENT

PASS?

NOTIFY WORK IS 
DONE

YES

NO
If items are found un-resolved 

during final inspection, a 
message (Email?) is sent to the 

contractor to resolve.

If items are found un-resolved 
during final inspection, a 

message (Email?) is sent to the 
contractor to resolve.

Incoming email to contractor 
about issues still found from 

final inspection.

Incoming email to contractor 
about issues still found from 

final inspection.

Outgoing email to 
contractor about 
issues after final 

inspection.

Outgoing email to 
contractor about 
issues after final 

inspection.

DEFICIENCY 
FOUND?

YES

NO
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WF0008 – Traffic Investigations

INCOMING ISSUE

CREATE SO

CREATE WO

The call taker will create an SO 
and assign it to the Contractor. 
The call taker will create an SO 
and assign it to the Contractor. 

INVESTIGATE

Traffic Investigator Tech will go 
out an investigate the reported 

issue

Traffic Investigator Tech will go 
out an investigate the reported 

issue

If work is required, Traffic 
Investigator Tech  will create a 

WO to capture work done, 
hours and materials.

If work is required, Traffic 
Investigator Tech  will create a 

WO to capture work done, 
hours and materials.

COMPLETE WO

Traffic Investigator Tech  will 
close SO if there is no work to 

be done.

Traffic Investigator Tech  will 
close SO if there is no work to 

be done.

REVIEW WO
WO 

COMPLETE?
CLOSE SO/WO

END

YES

NO

SO auto closes when associated 
WO(s) are closed.

SO auto closes when associated 
WO(s) are closed.

WORK 
REQUIRED?

CLOSE SO

YES

NO

Contractor will mark WO as 
“Complete”.

Contractor will mark WO as 
“Complete”.
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WF0009
 – Signal Shop Emergency Workflow

INCOMING ISSUE

INVESTIGATE/
DOCUMENT

if it’s a TPD call they will 
create an WO under “Traffic 

Issue (Tampa Police 
Department)”

if it’s a TPD call they will 
create an WO under “Traffic 

Issue (Tampa Police 
Department)”

CREATE WO

The Signal Tech will create a 
WO when he arrives. Submit 
to is the tech doing the work. 

The Signal Tech will create a 
WO when he arrives. Submit 
to is the tech doing the work. 

Signal Tech will use Tasks in 
the WO to document his 

findings.

Signal Tech will use Tasks in 
the WO to document his 

findings.

Child WO is created. 
Supervisor will be assigned to 

Supervisor field, who will 
submit to a tech to do the 

work. 

Child WO is created. 
Supervisor will be assigned to 

Supervisor field, who will 
submit to a tech to do the 

work. 

REVIEW WO
QA FAIL/

PASS
CLOSE WO

END

YES

PASS

Supervisor will assign WO for 
the additional work to be 

done. 

Supervisor will assign WO for 
the additional work to be 

done. 

CREATE CHILD WO
ISSUES 

RESOLVED?
NO

ASSIGN WO

FILL OUT WO COMPLETE WORK

Signal Tech will complete the 
work.

Signal Tech will complete the 
work.

NO

Supervisor will QA WO, if 
incomplete or wrong, 

resubmit to Signal Tech.

Supervisor will QA WO, if 
incomplete or wrong, 

resubmit to Signal Tech.
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WF0005 – Signal Shop Routine Workflow

INCOMING ISSUE

INVESTIGATE/
DOCUMENT

CREATE WO

The Signal Tech will create a 
WO when he arrives. Submit 
to is the tech doing the work. 

The Signal Tech will create a 
WO when he arrives. Submit 
to is the tech doing the work. 

Signal Tech will use Tasks in 
the WO to document his 

findings.

Signal Tech will use Tasks in 
the WO to document his 

findings.

Child WO is created. 
Supervisor will be assigned to 

Supervisor field, who will 
submit to a tech to do the 

work. 

Child WO is created. 
Supervisor will be assigned to 

Supervisor field, who will 
submit to a tech to do the 

work. 

REVIEW WO
QA FAIL/

PASS
CLOSE WO

END

YES

PASS

Supervisor will assign WO for 
the additional work to be 

done. 

Supervisor will assign WO for 
the additional work to be 

done. 

CREATE CHILD WO
ISSUES 

RESOLVED?
NO

ASSIGN WO

FILL OUT WO COMPLETE WORK

Signal Tech will complete the 
work.

Signal Tech will complete the 
work.

NO

Supervisor will QA WO, if 
incomplete or wrong, 

resubmit to Signal Tech.

Supervisor will QA WO, if 
incomplete or wrong, 

resubmit to Signal Tech.
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WF0009 – CSC REQUESTS

CUSTOMER CREATES
CSC REQUEST

 CSC REQUEST

CREATE CITYWORKS 
SR

The customer will use the CSC 
to put in a request.

The customer will use the CSC 
to put in a request.

REVIEW

If the request is the type that a 
Cityworks SO is needed, then 
the user will use the “Create 

Cityworks SR” function in CSC.

If the request is the type that a 
Cityworks SO is needed, then 
the user will use the “Create 

Cityworks SR” function in CSC.

CITYWORKS

INVESTIGATE ISSUE
WORK 

NEEDED?
CREATE WOYES

NO

Investigator will create WO and 
submit to P/S or Supervisor. 

Also, the status will be changed 
to “Investigation Completed” 

and the investigation date and 
findings will be added to the SO

Investigator will create WO and 
submit to P/S or Supervisor. 

Also, the status will be changed 
to “Investigation Completed” 

and the investigation date and 
findings will be added to the SO

CITWORKS 
SO?

YES

NO

The SO will be created in 
Cityworks and will be in the 
“CSC Incoming SO’s” Inbox

The SO will be created in 
Cityworks and will be in the 
“CSC Incoming SO’s” Inbox

REQUEST NOTIFICATION

REVIEW SO
ASSIGN TO 

INVESTIGATOR

Customer will get an email 
stating their request was 

received.

Customer will get an email 
stating their request was 

received.

CLOSE SO

END

The CAP Team member will 
review the SO that was created 

from the CSC into Cityworks. 
They will then assign it to a 
investigator to look into the 

issue.

The CAP Team member will 
review the SO that was created 

from the CSC into Cityworks. 
They will then assign it to a 
investigator to look into the 

issue.

Update CSC Message
The CSC will be updated when 

the status of the SO is updated. 
Both the Status field and the 
closing of the SO will send an 

update to the CSC message for 
the customer to review 

The CSC will be updated when 
the status of the SO is updated. 

Both the Status field and the 
closing of the SO will send an 

update to the CSC message for 
the customer to review 

Once the investigation is complete, if a WO is created, it 
will go to the appropriate P/S. From there the work will be 
shceduled and completed. Once the WO is closed, the SO 

will close which will update the CSC Message the customer 
can see.

Once the investigation is complete, if a WO is created, it 
will go to the appropriate P/S. From there the work will be 
shceduled and completed. Once the WO is closed, the SO 

will close which will update the CSC Message the customer 
can see.
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WF0012-FIF Flow

FIF?

POTHOLES/
DELAMINATION/

EDGE OF PAYMENT

Goes directly to Team Leader 
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