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Entering a Service Request 
 

As an employee of The District Government, you are considered to be a client of the Service Desk 
system and are able to enter a service request. To do so, you run the Create Maintenance Service 
Request task which presents the Create Request wizard. The wizard walks you through the following 
procedure 

 

To get started enter this intranet link: http://SMARTDGS.dc.gov 

The following Web page will display.  

 

Enter your name and password as instructed to enter the site. 

 

 

  

http://smartdgs.dc.gov/
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Approving Service Request 
 

Some requests will need to be approved by a supervisor or business manager before being assigned to a 
work request. The CSC can approve, reject or forward a service request at this point. 

To approve a service request select DGS Supervisor> Approve Service Request from the Web central 
navigator. 
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1. On the grid under the Select tab, click the “Select” button to display the request information 

 

2. This will navigate to the Edit and Approve Tab as for the SLA was configured to do the “Edit 
and Approve” step. The CSC will have the ability to change any information about the 
request to make sure it will go to the appropriate work team.  CSC also will have the ability 
to forward the Service Request to the “Safety Group” when needed and print the Work 
Authorization after the approval 

  

Edit and Approve: Approve, Reject, 
Forward to Safety, Print Work 
Authorization 

Approve: Approve or Rejects Service 
Request 

Select: displays the list of Service 
Requests that are pending for Approval 
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The following fields on the form are editable before approval. This will also determine which 
“SLA” will be used to continue the ondemand workflow. 

 

  

Forward to Safety: Will forward the 
service request to SAEFTY GROUP 

Approve: Approves the Service Request, 
which will  

Reject: Rejects the service request, this 
closes the Service Request and Archived 
the Request. 

Print Work Authorization: produces a PDF 
document that can be printed for the 
Work Authorization 
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Forward to Safety 
In certain types of request, Safety Approval is needed. CSC uses this task to forward the request to 
SAFETY GROUP to determine the safety type of the request. 

 

 

Clicking this button removes the queue from CSC, and Safety Group Will approve the Service Request 
and update the request with the appropriate safety type. 

 

Work Team Supervisors 
The SLA routes the requests to the appropriate workteams base on parameters defined in the SLA 
configuration. These parameters could be base on location, problem type, employees or agencies. The 
Work team Supervisor will manage the Work Orders and Work Requests created when the Service 
Request was approved. 
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Estimate and Schedule Work Requests 
Once a work request has been created, if the SLA calls for an estimation or scheduling step, you will be 
able to assign craftspeople, tools, parts, costs, labor hours, etc. to the details of the work request.  
Select Building Operations >On Demand Work > DGS Supervisor > Estimate and Schedule from the 
Web central navigator. 

 

 

 

 

 

 

 

 

 

 

  

Schedule: Assigns a Craftsperson, Assign 
Tools 

Estimate: Assigns and Add Estimates for 
the resources that are going to be used 
for the Work Request. 

Details: Shows the details about the 
Work Request 

Select: Shows the list of Work Requests 
to be Estimated and Scheduled 
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1. Select  a Work Request to Estimate/Schedule 
 

 
 

2. Estimate 

 

1.1 Add a trade: on the Work Request Trades click the Add Trade Button 
 

 
 

Add Trade Dialog Box 

 

Click the elispis button to select the Trade 
Type 
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Select Trade Dialog Box 

 

 
3. After clicking the Complete Estimation button, this will select the Schedule Tab. 

 
To assign a Craftsperson: on the Craftsperson Assignments panel, click “Assign Craftsperson” button. 
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Work Request Crafstperson Assignment button. 

 

 
 
 
 

 

 

Craftsperson Assignment Dialog box 

 
** When adding craftspeople, the default value for the hours estimated are the remaining hours to be 
scheduled for this trade. The start date and time are entered and the end date and time are calculated 
using the Service Window of the selected SLA.  

Work type classifies the work requests. 

Trade is the trade type 
selected on the Estimation. 
This will filter the 
Craftsperson dialog box if 
selected. 

Click the elispis button to select the 
Craftsperson to be assigned to the Work 
Request. 
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**NOTE** This option is not required. Only use when NEEDED or NECESSARY 

 
Assign Tools: on the Tool Assignments panel, click “Assign Tool” 

 
 

Work Request Assignment 

 

 
 

Tool Assignment Dialog box 

 
 
  

Click the elispis button to select the Tool to 
be assigned to the Work Request. 

Selecting a value on this will filter the Tool 
assignment dialog box. The value on this 
dropdown list was based on the Estimation 
Step 
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Then select the “Complete Scheduling” button. 
 

  
 
This will end the schedule step, the work request is now ready to be work on and issued. 
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Issuing Work Orders 
Once all work requests have been assigned to work orders, whether it was manually or automatically 
based on the parameters of the SLA, the work orders must be issued. Work Orders can be issued if 
estimates and schedules for all attached work requests are completed and approved according to the 
Service Level Agreement. 

Select Building Operations >On Demand Work > DGS Supervisor > Issue Work Orders  from the Web 
central navigator. 

 

 

 

 

 

 

 

 

  

Schedule: Displays details about 
resoruces assigned to the Work 
Order/Work Requests 

Issue: Issue a single Work Order and 
Work Request(s) 

Select: Displays the list of Work Orders 
needed to be Issued 
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Filter Panel, can limit the number of records displayed on the grid. 

 

 

 

 

 

 

Select Tab 

 

  

 

 

 

 

 

Issue Tab 
The Supervisor will have the ability to  

 Issue the individual Work Order and Work Request(s) associated to it 

 Print The Work Order Details 

 View the Schedule 

Click the elispis button to select the Tool to 
be assigned to the Work Request. 
Click the select button to individually issue 
the work request. This will select the Issue 
tab. 

Click the elispis button to select the Tool to 
be assigned to the Work Request. 

Click the Issue Selected button to issue all 
the Work Orders Selected. 

Click the check box to select multiple Work 
Orders. 

Print Selected Button will print all Work 
Order Details for an individual or multiple 
Work Orders. 

Show button will filter the grid from issue 
panel work order list. 

Clear button clears all values on the filter 
panel. 
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Work Request Details Dialog box 

 

Cancel Selected will cancel an 
individual or multiple Work 
Requests. Cancel will Archive 
the request 

Issue Work Order will issue the 
Work Order and all the Work 
Request(s) associated to it 

Print will print the Work Order 
Details and all the Work 
Request(s) associated to it 

Click the details button to display the Work 
Request Details. 

Click the Cancel Work Order button cancel 
the selected Work Request. 
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Manage Work Order/Requests 
In this step, the Supervisor has the ability to  

 add Work Requests to the same Work Order 

 forward the Work Request to another Work Team 

Select Building Operations >On Demand Work > DGS Supervisor > Manage Work Orders/Requests  
from the Web central navigator. 

 

 

 

 

 

 
  

Work Request Details: displays the details 
of the Selected Work Request 

Work Request Documents: Displays the 
Documents attached to the request. 

Supervisor – Manage Work Orders: 
Displays list of Work Order before the 
issue step 

Work Order Details: display the details of 
the selected Work Order. 
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Supervisor – Manage Work Orders Tab: 
Filter Panel, can limit the number of records displayed on the grid. 

 

 

 

 

 

 

 

Work Order List 

 

                                                                     

 

 

 

 
  

Show button will filter the grid panel work 
order list. 

Clear button clears all values on the filter 
panel. 

Selects the Work Order and will display the 
Work Order Details Tab. 

Creates a new  Work Order and will display 
the Work Order Details Tab. 
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Work Order Details Tab: 

 

                                                               

 

In the event that a Work Order was assigned to your team by mistake or your team cannot perform the 
duties of the request, that Work Order can be forwarded to another WORK TEAM or SHOP by following 
the instructions below.  Once a request has been forwarded to another WORK TEAM or SHOP it will no 
longer show up in your work and therefore is no longer your responsibility. 
 

  

Save Work Order: Saves the Work Order  
Forward: Forwards the Work Order and 
Work Requests to another Work Team. 

Add Work Request: adds a work request to 
the wor order 
Delete Seelected: Deletes the Work Request 

 



 

 19  
 

 

Forwarding Work Order/Requests 
1. Select the forward button on the Work Order Details Tab 

 
2. Select a desired work team to forward to 

 

 

Select Workteam Dialog box 
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Forwarding a work request requires you to change the workteam. 
 

 

 

3. Once the appropriate work team was selected, a confirmation will be prompted. Upon clicking 
yes would forward the Work Order and Work Request(s) to the other work team. The Work 
Order will go back to the Estimate & Schedule Step for the new work team supervisor to edit or 
continue the estimation and assigning of resources for the request. 
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Completing and Closing Work Orders/Work Request 
 

When craftspersons have completed their tasks and all invoices are completed, work orders can be 
closed out and archived. The supervisor may complete work requests if craftspeople don‘t have access 
to the application. 

Select Building Operations >On Demand Work > DGS Supervisor > Update Work Orders and Work 
Requests  from the Web central navigator. 
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Select Tab: 
1. Use the Select button next to one of the listed work orders to view a list of work requests 

assigned to the work order.  

 

 
 
 
 
 
 

2. Use the Select button next to each work request to navigate to the Work Request Labor Hours 
tab. Update an existing craftsperson assignment by clicking the Edit button in front of the 
craftsperson to edit. A pop-up window will display detailed information on the selected 
craftsperson assignment. Update this information and save your changes or press cancel to 
close the pop up window without submitting changes. If no craftsperson assignments are listed, 
or another craftsperson should be assigned, click on the 'Add' button. Again the pop-up window 
will allow entry of the new craftsperson assignment  

Minimally, check off the boxes next to the 
work requests to complete, and use the 
“Complete Selected” button. 

 

Edit button will navigate to the Work Order 
Details Tab 
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Work Order Details Tab: 

 

Work Request Labor Hours Tab: 
 

 
In this tab, the supervisor can edit the labor hours by clicking the edit button, or add another 
labor hours from the same craftsperson or another craftsperson. 
 

3. Use the Next button to navigate to the Work Request Resources tab. A user can update 
resources like tools and parts for the work request  
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Work Request Resources Tab: 
 

 
In this tab, the supervisor can edit the resources used in the request by clicking the edit button, 
or add more resources. 

 
4. Use the Next button navigates to the Work Request Details tab, where the status of the work 

request can be updated or completed  

 
  



 

 25  
 

 

Work Request Details Tab: 
 

 

                                                                          
 

5. To return to the listing of work orders and work requests, press the “Select” tab.  

 

 

 
 

 

 

Select the status of the work request 
 

Clicking the update button will save the 
changes 
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Craftsperson/Technician 

After Work Orders are issued the Craftsperson are now ready to work on the work requests assigned.  

Select Building Operations >On Demand Work > DGS Technician > Update Work Orders and Work 
Requests from the Web central navigator. 

Update Work Order and Work Requests 

 

 

 

 

Select Tab: 
1. Select the Work Order to display all work request assigned to the work order 

 

2. Select button will navigate to the Update Labor Hours Tab 

 

Minimally, check off the boxes next to the work 
requests to complete, and use the “Complete 
Selected” button. 
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Update Labor Hours Tab: 
 

3. Select the edit button to update the labor hours on the selected work request. 

 

4. Click the “Next” button to navigate to the Update Resources Tab 

 

Craftsperson Labor Hours Dialog Box 

 

 

  

Enter your Total Hours Worked 
on Job Request and Overtime if 
needed. 

Click Save to Update 
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Update Resources Tab: 
 

5. Click the “Next” button to navigate to the Update Details Tab 

 

This tab allows the craftsperson to add or edit the resources used for the work request. 

Update Details Tab:  
1. Click “Update Button” to update the status of the Work Request 

 

 

The Work Ticket is Completed you can Add Finances and Parts Used and then Close Out the Ticket 

 


