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As-Is Process SR2 – Manage ITD Service Request
Wednesday, April 01, 2009

California Department of Insurance Paperless Workflow Project

ITD Bureau

Triggers Systems OutputsInputs

An ITD SR has been initiated and 
categorized as an IT Work Order or 
IT Project

Resource Tracking System (RTS) ITD Service Request ITD-001 (ITD SR) ITD Service Request Close-Out ITD-002 
(ITD SR Close-Out)

10. Re-categorize 
IT Work Order  to 

IT Project 

SR1 – Initiate ITD 
Service Request

1. Is ITD SR an 
IT Work Order 
or IT Project?

IT Work 
Order

11. Update RTS
12. Notify 

requestor of 
change in status

IT 
Project

Departmental and statewide reporting 
requirements, such as a Feasibility Study Report 
(FSR) and/or Budget Change Proposal (BC), must 
be met before IT Project can be implemented

2. Work with 
requesting Branch 

to prepare 
additional project 
documentation

3. Implement IT 
Project

6. Implement IT 
Work Order

4. Is IT Project 
complete?

Yes

No

7. Is IT Work 
Order 

complete?

8. Work hours 
remain < 160?

Step 
21

No

Step 
21

Yes No

Step 
13

Step 
17

5. Manage IT 
Project

9. Manage IT 
ProjectYes

Step 
23

Step 
23
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California Department of Insurance Paperless Workflow Project

ITD Bureau

18. Close ITD SR End of Process19. Update RTS

20. Notify 
requestor via email 

that IT Project is 
not approved

14. Prepare 
Project Proposal 

Summary

15. Present 
Project Proposal 

Summary at ITEC 
meeting

No

16. Is IT 
Project 

approved?
Yes 17. Update RTS Step 

2

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

13. Prepare IT 
Project Concept 

Statement

Step 
12
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California Department of Insurance Paperless Workflow Project

ITD Bureau

21. Obtain written 
agreement from 
requestor that 

work is complete

24. Complete ITD 
SR Close-Out

25. Forward to ITD 
Project Manager 

for approval

Branch Supervisor

22. Is work 
complete?

Steps 
4, 7

Yes

23. Is ITD SR 
an IT Work 
Order or IT 

Project?

No

Step 
5

IT 
Project

Step 
9

IT Work 
Order

Step 
26

Step 
46

Steps 
27, 31, 
35, 39
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California Department of Insurance Paperless Workflow Project

ITD Project Manager

28. Sign and date 
ITD SR Close-Out

26. Is ITD SR 
Close-Out 
approved?

Yes

27. Return to ITD 
BureauNoStep 

25

29. Forward to 
Branch Program 

Manager for 
approval

Step 
21

Branch Program Manager

32. Sign and date 
ITD SR Close-Out

30. Is ITD SR 
Close-Out 
approved?

Yes

31. Return to ITD 
BureauNo

33. Forward to ITD 
Bureau Manager 

for approval

Step 
21

Step 
34
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ITD Bureau Manager

36. Sign and date 
ITD SR Close-Out

34. Is ITD SR 
Close-Out 
approved?

Yes

35. Return to ITD 
BureauNo

37. Forward to ITD 
Chief Information 

Officer for 
approval

Step 
21

Step 
33

ITD Chief Information Officer

40. Sign and date 
ITD SR Close-Out

38. Is ITD SR 
Close-Out 
approved?

Yes

39. Return to ITD 
BureauNo

41. Submit to ITD 
SR Coordinator

Step 
21

Step 
42
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California Department of Insurance Paperless Workflow Project

ITD SR Coordinator

Step 
41

42. Review ITD 
SR Close-Out

43. Is ITD SR 
Close-Out 
complete?

Yes

No

46. Return to ITD 
Bureau 

44. Update RTS

45. Send copy of 
final approved ITD 
SR Close-Out to 

requesting Branch

End of Process

Step 
24

This situation rarely occurs 
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