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Context and Goals

In Garrett Park, MD the Town office is responsible for the maintenance of trees and shrubs.
Currently, the team in charge struggles with communication and has workflow issues
hindering their productivity. The current inventory of the town -managed trees exceeds 1500
and the management of related tasks is conducted using a series of spreadsheets and the
online ArcGIS map; it also relies heavily on email and verbal communication.

Our goal: Reassess the current workflow at Garrett Park Arboretum and implement a
method that streamlines Arboretum -related management tasks.



Our Understanding Of The Objectives

e Improving tools that support residents’ participation in identifying tree maintenance
needs

e Tree database and tree service log version control

e Streamlining communication in the process of identifying and addressing tree
maintenance needs
Avoiding redundancies in information exchange
Easy access to generate up-to-date relevant reports
Optimizing processes to minimize related costs
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Key Strategic Services

These are the identified key strategic services associated with arboretum
management that will need to be addressed in the suggested system

e Tree care
o Tree removal, pruning, re-planting, inspection
e Handle requests from residents
e File annual DNR tracking form
e Maintain/record; “watch” list, open spaces list, work list



Arboretum Maintenance Service Request Lifecycle

Garrett Park Website Form

Phase 0 : Pre-activation

- Town Resident

| *** Town residents can make

| service requests by filling up the

| form accessible via residents'

| portal on the Town website. The
information in the submitted

| form (including optional image

| upload) either feeds directly into

| the Service Request Management

| (SRM) system activating a new

| service request or triggers the

| email to the Town's Office

| personnel and can then be

| entered into the SRM system
manually.

— User Type —

«— Action —

Service Request Management System

Phase | : Activation

- Arboretum Committee Member
- Consulting Arborist
- Town Manager

- Arboretum Committee Member
- any other user with access to

the system
- Assistant to Town Mgr. Ve
sorvi " Comment added
rvice reque to the pending Review & final
—) submitted into the —) request. recommendation.
system. (optional)

Phase Il : Comments and Final Recommendation

- Consulting Arborist

Request deemed valid:

- request's status changed to
"RECOMMENDED FOR SERVICE"
Optional:

- type of service changed

- additional comment inserted

Request deemed not valid:

- request's status changed
to "CLOSED"

- comment inserted

* The request added to the log of service requests
@ * The status of the submitted request is "PENDING"
had
Triggered m * The tree marker on the status map * The trae marker on the status map O e e
* Notification email sent to: the status map
- Town Manager :::::::;:d changes to color YELLOW O changed to color BROWN @ changed to color ORANGE ()
- Assistant to Town Mgr. (besides inputs * Notification emails sent to: * Notification emails sent to: * Notification ssnalls sest to:
by the user - originator of the request - Town Manager - Town Manager
that feed into - Town Manager - Assistant to Town Mrg. - Assistant to Town Mgr.
the service - Assistant to Town Mgr.
requests - Consulting Arborist
database) - Arboretum Committee Members
T @ BROWN - No Pending Service Requests @ GREEN - Work Assigned to the Town Maintenance Staft
. O YELLOW - Service Request Pending Recommendation . BLUE - Work Assigned fo the Confracior
LEGEND: « Service Request Status Map HAEUOSDTNA‘: () ORANGE - Service Request Pending Final Approval () WHITE - Work Completed

«— Log file (register) for Service Requests

. RED - Service Request Approved




Arboretum Maintenance Service Request Lifecycle

User Type —

Action

Phase Il - Approval to Proceed

- Town Manager
- Assistant to Town Mgr.

Service request
status changed
to "APPROVED"

Review and final
approval for service to
be performed.

Phase IV - Work Assignment

- Town Manager
- Assistant to Town Mgr.

Posting RFP (Request
for Proposals) for

service by third-party
contractor.

Decision who will
perform the task.

- Town Manager
- Assistant to Town Mgr.

Once the contractor's proposal is

accepted:

- the service request's status is
changed to "ASSIGNED TO

CONTRACTOR"
Request cancelled:
- request's status changed Service request status
to "CLOSED" changed to
- comment inserted "ASSIGNED TO STAFF"
P
Triggered 9
Automated m * The tree marker on the status map * The tree marker on the status * The tree marker on the status map * The tree marker on the status map
Processes changed back to color BROWN map changed to color RED . changed to color GREEN . changed to color BLUE O
(';:::zmuu * Notification emails sent to: * Notification emails sent to: * Notification amails sent to:
that feed into - Town Manager - Maintenance Supervisor - Town Manager
the service - Assistant to Town Mgr. - Town Manager - Assistant to Town Mgr.
requests - Consulting Arborist - Assistant to Town Mgr. - Consulting Arborist
database) - Consulting Arborist
) - emal @ BROWN - No Pending Service Requests @ GREEN - Work Assigned fo fhe Town Maint —
Lt
. Oveuow - Service Reg Pending Rec . BLUE - Work Assigned fo the Confractor
LEGEND: mil « Service Request Status Map HAL”;;‘:;Q () ORANGE - Service Request Pending Final Approval (") WHITE - Work Compleled

B - 1ogfile (register) for Service Requests

@ RED - service Request Approved



Arboretum Maintenance Service Request Lifecycle

Phase V - Work Completfion

User Type —

Action —

- Maintenance Supervisor
- Authorized Contractor's Representative

Upon completion of the d service:
- comments are inserted and the pictures
of final result uploaded via mobile app
- the status of the request is marked as
“"COMPLETED WORK PENDING REVIEW"

Contractor,

Maintenance
Supervisor

Phase VI - Review of Completed Work

- Consulting Arborist

Service request
status changed to
"COMPLETED"

Service request status
changed to
"INCOMPLETE"

Phase VIl - Closing of Service Request

- Town Manager
- Assistant to Town Mgr.

Service request
status changed to
"CLOSED"

Triggered Q
Avtomated m * The tree marker on the status map * The tree marker on the status map
Processes changed to color WHITE .:J changed back to color BROWN .
(z:s:::sul,lzuls * Notification emails sent to: * Notification emails sent to: * Notification emails sent to:

that feed into " - Town Manager - Town Manager - Town Manager

the service E - Assistant to Town Mgr. - Assistant to Town Mgr. - Assistant to Town Mgr.

requests - Consulting Arborist - Maintenance Supervisor - Maintenance Supervisor

database) or Contractor assigned to the service. or Contractor assigned to the service.

BA . email @ BROWN - No Pending Service Requesis @ GREEN - Work Assigned fo the Town Mainfenance Staff
LEGEND - STATUS MAP (7) YELLOW - Service Request Pending @ BLUE - Work Assigned fo the Confractor
. mﬁ — Service Request Status Map CODING (D) ORANGE - Service Request Pending final Approval () WHITE - Work Complefed

@ — Log file (register) for Service Requests

. RED - Service Request Approved




Opportunities for Workflow Improvement

Field Service Management (FSM) Software that will help automate tasks and make it
easier to do work on the field.

Some FSM are made specifically for arboretums workflow management.

There are some that have an option to be accessed by a mobile app or a desktop
computer.

If a cloud based FSM is used any updates needed will be done without the need for
additional IT services.

Some FSM are compatible with the use of ArcGIS (There are also separate apps just for
ArcGIS).



Opportunities for Workflow Improvement
Continued

The second opportunity is through the use of Microsoft Office 365 umbrella services.

This system can be used to track tasks and manage requests.

This also can be used in the cloud so no physical server is needed.

By inputting all information into this system the workflow could be improved.
Can be used on mobile or desktop devices.

ArcGIS can be used through Excel and shared through SharePoint.



Thank you!

We appreciate the opportunity to work on this project
and value your feedback.

Now we are ready to answer any questions

and listen to comments you may have.
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