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As-Is Process SR1 – Initiate ITD Service Request
Wednesday, April 01, 2009

California Department of Insurance Paperless Workflow Project

Branch Employee

Triggers Systems OutputsInputs

CDI employee requires IT 
assistance from the Information 
Technology Division (ITD)

Resource Tracking System (RTS) ITD Service Request ITD-001 (ITD SR) IT Project Concept Statement
Project Proposal Summary

Branch Deputy Commissioner

1. Complete ITD 
SR

Branch Supervisor
3. Review ITD SR 
to ensure that ITD 

SR Procedures 
and Instructions 

are followed

4. Is ITD SR 
approved?

5. Return to 
Branch EmployeeNo

6. Make necessary 
changes

7. Forward to 
Branch Deputy 

Commissioner for 
approval

Yes

8. Review ITD SR 9. Is ITD SR 
approved?

10. Return to 
Branch SupervisorNo

11. Make 
necessary 
changes

12. Sign and date 
ITD SR

Yes

13. Return to 
Branch Supervisor

Step 
14

The ITD SR is a 
PDF form located 

on the CDI Intranet

2. Print ITD SR 
and submit to 

Branch Supervisor 
for approval

Step 
28
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California Department of Insurance Paperless Workflow Project

Branch Supervisor

ITD SR Coordinator

Step 
13

14. Copy ITD SR 
for Branch records

15. Submit ITD SR 
to ITD SR 

Coordinator
ITD SRs may be submitted 
by Inter-Office mail, US 
mail, fax, or hand delivery

22. Contact 
Branch Supervisor 
by email or phone

23. Can IT SR 
Coordinator 

make 
corrections?

Yes

Yes

Step 
26

No

20. Assign ITD SR 
to ITD Bureau for 
analysis/approval

No

21. Send email 
notification to 
requestor to 
acknowledge 

receipt of ITD SR

Step 
30

Information includes ITD SR tracking 
number (comprised of Branch initials 

and log number assigned by RTS), 
assigned ITD Bureau with contact 

name and phone number

16. Date stamp 
ITD SR

17. Log ITD SR 
into RTS

18. Verify that ITD 
SR has been 

properly 
completed

19. Are 
corrections 
required?

24. Make 
necessary 
changes

25. Return to 
Branch Supervisor 
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Branch Supervisor

ITD Bureau

29. Forward to 
Branch Employee

26. Is a new 
ITD SR 

required?

Yes

Step 
20

27. Make 
necessary 
changes

No Step 
8

28. Forward to 
Branch Deputy 

Commissioner for 
approval

Step 
1

Step 
25

30. Analyze ITD 
SR

31. Is ITD SR 
an IT Work 
Order or IT 

Project?

IT Work 
Order

IT Project

ITD Bureau Chief 
approves IT Work Order

NoDetermines estimated IT 
staff hours, required 

hardware/software services, 
funding source, and risk

32. Is IT Work 
Order 

approved?
Yes

Step 
37

Step 
36

33. Close ITD SR End of Process34. Update RTS

Status, date 
completed, notes

35. Notify 
requestor via email 
that IT Work Order 

is not approved
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ITD Bureau

No

44. Close ITD SR End of Process45. Update RTS

43. Update RTS

Status, date closed, 
activities with notes

Activities with 
notes, status

46. Notify 
requestor via email 

that IT Project is 
not approved

39. Prepare IT 
Project Concept 

Statement

40. Prepare 
Project Proposal 

Summary

Assistance from requesting 
Branch is obtained to prepare It 
Project Concept Statement and 
Project Proposal Summary

41. Present 
Project Proposal 

Summary at ITEC 
meeting

Step 
31

42. Is IT 
Project 

approved?
Yes

36. Assign ITD 
staff resources

38. Notify 
requestor of 
approval and 

planned start date 
for ITD SR

SR2 – Manage ITD 
Service Request37. Update RTSStep 

32
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