


Utility Background:

 Atlanta is the ninth largest metropolitan area in 
the US

 One of the oldest and largest water systems in 
the country

 More than a million customers

 1,900 miles of wastewater mains and over 3,000 
miles of water mains

 24,000 hydrants, 62,000 valves, and 47,000 
manholes



Atlanta’s Watershed GIS:

 Water, Wastewater, Stormwater

 ArcGIS Online – 2013

 ESRI Enterprise License Agreement - 2016

 19 staff members



Atlanta’s CMMS:

 Infor IPS/Hansen 8, Maximo 7

 Infor IPS/Hansen – linear assets – not 
customized

 Maximo 7  - vertical assets

 99% still paper based for field

 Mobile application not part of Hansen upgrade -
2012

 35 Service Level Agreements (SLA) – manual 
data pulls



Watershed Service Level Agreements:



Sept 2015 Task:

 Improve SLA’s – spreadsheets with limited 
distribution

 Report, track, and resolve workorders and 
service requests utilizing GIS

 Move field teams away from paper and more 
towards electronic format

 Save time, be more efficient – resolve complexity

 Pilot program for hydrant field teams 



Paper Work Orders

 Duplication

 Legibility issues

 Manual 
distribution

 Data capture

 Tracking issues



 SLA Dashboards
 ArcGIS Online Collector
 Periodic meetings with internal stakeholders
 Development of internal mobile application/platform
 Workflow discovery
 Pilot  - Hydrant Repair and Inspection Teams

Phase 1:

http://coadwm.maps.arcgis.com/apps/dashboard/index.html%23/020b73a0577941d69c903fba8faf2aa4


 Good start
 Displayed all work
 Routing issues
 Needed 

streamlining
 Platcard view
 Proof of concept

Phase 1 - Collector App for Hydrant Pilot



 Weekly meetings
 Workflow process discovery
 App development
 Training
 Procurement of hardware
 Field testing

Method:



OLIO Hydrant Workflow: Before
Customer Calls in Hydrant 
Repair of Complaint to 311

DWM Dispatch Receives SR

RR Completes 
Inspection and Calls Dispatch

SR Requires WO?

COMPLETE!

Is There a Leak?

YES

NO

Dispatch Calls RR 
to Schedule SR

NO

Dispatch updates SR in Hansen

311 opens SR –
Hansen automatically updated

Fire and Rescue Emails/Calls 
in Hydrant Repair or Complaint

Internal DWM Staff Emails/Calls 
In Hydrant Repair or Complaint

YES

OLIO Prints WO Packets

Need Restoration?

NO

COMPLETE!

OLIO Receives and Creates 
WO in Hansen

OLIO Receives Packets 
And Closes WO in Hansen

YES

Restoration 
Workflow

Hydrant Field Teams 
Complete WO

Hydrant Manager Receives 
and Reviews Packets

Hydrant Supervisor Receives 
Packets and Schedules Work

OLIO Receives Packets 
And Creates WO 

In Hansen For 
Restoration Work

Use of Hansen

Manual Process

311

Dispatch

Rapid Response

OLIO Field

OLIO Admin



 ESRI WorkForce released in Jan 2016 –
solved major hurdles

 Integration of platcards
 Finalized new workflow process
 April 25th

 June 13th
 Go-Live with hydrants - June 16th 

Phase 2 (Current):



OLIO Hydrant Workflow: Workforce Integration
Customer Calls in Hydrant 
Repair of Complaint to 311

DWM Dispatch Receives SR

SR Requires WO?

COMPLETE!

Is There a Leak?

YES

NO

Dispatch assigns SR via
Workforce

NO

Dispatch updates SR in Hansen

311 opens SR –
Hansen automatically updated

Fire and Rescue Emails/Calls 
in Hydrant Repair or Complaint

Internal DWM Staff Emails/Calls 
In Hydrant Repair or Complaint

YES

Need Restoration?

NO

COMPLETE!

OLIO Receives and Creates 
WO in Hansen

OLIO Reviews Workforce 
And Closes WO in Hansen

YES

Restoration 
Workflow

Hydrant Field Teams 
Complete WO on mobile app

Hydrant Manager Receives 
SR and WO in Hansen

Hydrant Sup uses Workforce to 
assign and dispatch crews

OLIO Receives Packets 
And Creates WO 

In Hansen For 
Restoration Work

Use of Hansen

GIS Mobile Platform

311

Dispatch

Rapid Response

OLIO Field

OLIO Admin

RR receives SR,completes
Inspection on mobile



Atlanta 
Workforce
Dispatch  

Demo

http://workforce.arcgis.com/projects/0cfe101076d04b22916b6baec14e92e0/dispatch/assignments?sort=CreationDate%20desc


 Displays To Do List
 Routing resolved
 Acknowledgment 

of assignments
 Access to platcards

Phase 2 - Workforce App for Hydrant Pilot



Pros
 Ease of use and adaptability
 Fast roll-out
 Reduction in time and paper use
 Low Cost
 Internal ownership and support
 Locations of field teams
Cons
 Internal staff allocation –

development, training, maintenance
 Dependent on IT infrastructure

Workforce Mobile Application



Roadblocks:

 Interoperability 
 Web Services

 End-user acceptance
 Email and logins for field crews
 GIS integration is limited 
 Proper tools do not exist to manage SLA’s



Phase 1
Resource Task Total Cost Comment
GIS Coordinator App Development $4,150 1/2 Time for 3 months
GIS Coordinator Data and Integration Backend $4,150 1/2 Time for 3 months
Navigator for ArcGIS Online Routing and Navigation $250 5 licenses
iPad Tablets Hardware for field $4,152 6 Tablets

$12,702

Cost:
Phase 1 and 2 – Mobile App Creation



Next Steps: 

 Integrating ESRI’s Survey123 

 Team rollout for valves, rapid response, meters, 
etc – 2016-2017

 Isolation Trace/Mainbreak Reporting Tool 
 Web Services



Closing Remarks:

 DWM Workforce is a platform solution

 Everyone is invested in it’s success –

not just GIS team

 Simple can be more difficult than complex

 Versatile and compatible

 Huge impact to response time, closure

rates and risk



Questions?
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