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Service Request Change Request Intake Form 
Date: ______________________                                                                      SR# _________________________
	Section 1: Requestor Information

	Requestor Name
	

	Agency/Division
	TRT

	Requestor Email
	

	Requestor Phone No.
	

	Requestor Supervisor
	

	Supervisor Email
	

	Supervisor Phone No.
	



	Section 2: Request Classification

	Type of Request (select one)
	× Service Request       Report      Other 

	Priority Level:
	  Low   Medium    High 

	If “High” is selected, justification is required in Section 3.

	Availability (select all that apply)
	x  Console/Desktop    x Web    x Mobile App



	Section 3: Change Details

	Business Justification 
Explain the purpose of this request and what outcome you are seeking. Include operational, customer experience, or compliance impacts.

	

	Priority Justification (Required if “High”)
Explain why this request requires expedited handling.

	

	Service Request Title
(Official name to be used in Salesforce)

	TRT-Traffic Calming

	Service Request Owner
DOT_TRT

	

	Service Request Description
Provide the exact description that should appear in Salesforce for agents and on the web/mobile apps for residents.

	

	Service Level Agreement (SLA)
Include expected timeframe for resolution (e.g. 48 hours, 5 business days, 30 calendar days)

	



	Section 4: Flex Questions

	Provide all questions that should appear on the service request form.
· Indicate answer type
· Mark required questions with an asterisk (*)

	Question Text
	Answer Type

	Primary Street Name

	  Text   

	2	
From street name:

	  Text   

	3.
To street name:

	  Text   

	4.
Where is the traffic issue worst?

	  Text   

	5.
Resident home address	

	  Text   

	Our goal for completing this request is 90 days.

	Informational



	Section 5: Workflow 

	Describe the end-to-end process the agency will follow to resolve this service request, including:
· Service response – Work closed by Cityworks.

	




	Section 6: Service Response/Closure Messaging

	Provide all possible closing outcomes and corresponding messages. 

	Closing Outcome 
	Closing Outcomes
(List each outcome response as a separate line item.)
	Resident Communication - Long text
This text will be used for resolution emails, mobile app notifications, and web messaging.

	Example (For Reference Only)

	Work completed

	Crew error
	Thank you for your recent request for a City service. Your service request number 26-XXXXXX for Missed Mixed Refuse Pickup was recently investigated. Your missed collection was determined to be a Crew error. The city will make every effort to collect your trash.

	
	
	

	
	
	

	
	
	

	
	
	




	Section 8: Required Approvals 

	Requestor	
	
	Date
	

	Requestor Supervisor
	
	Date
	

	Agency Head
	
	Date
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