
Patrol Incident Creation
Workflow

Patrol creates incident

Incident Stage: New
Incident Status: Open

Dispatch Accepts Incident

Dispatch assigns incident to 
technician

Stage: Assigned

Dispatch reviews:
Is the incident valid?

Technician Checks In to incident upon 
arrival

Stage: Arrived on Site
[Field Report] Time of Arrival: Auto-fill 

date/time

Once all work is complete, On Field Report, Tech marks 
Operational Status as "Functioning"; Detected Fault is not 

empty

Submits Field Report

[Field Report] Time of Departure: Auto-fill date/time
Incident Stage: Work Complete

Field Report Stage: Work Complete - Functioning

Dispatch Rejects FR, add reason, and 
sends back to Tech to fix

Incident Stage: Incomplete
Field Report Stage: Rejected

Dispatch Rejects Incident. Fills out reason why.

Incident Stage: Closed
Incident Status: Cancelled

Can work be 
completed on current 

trip?

Yes No

Is FR properly filled 
out?

Dispatch Accepts Field Report

Field Report Stage: Accepted
Incident (automation): Unnassign from tech

Dispatch reviews Field Report

 
Tech updates information on FR 

and Submits again

Incident Stage: Work Complete
Field Report Stage: Updated

Prompt: "What stage 
would you like to 
move the incident 

to?"

Dispatch closes the incident via the FR

Incident Status: Closed
Incident Stage: Closed

Once road block is resolved, Dispatch updates 
Road Block Resolved field to "Yes"

NO

Choice:
"Out of Time"

Choice: 
"Road Block"

On Field Report, Tech marks Operational Status as 
"Not Functioning"; Detected Fault contains "G2"

Tech Submits Field Report

Incident Stage: Work in Progress
Field Report Stage: Work Complete - NF

Prompt: "Why can't 
this work be 
completed?"

Is it a G2?

Next day
Prompt: "Describe the 
road block preventing 
you from completing 

work"

Tech answers prompt;
Submits Field Report

Incident Stage: Work Complete
Field Report Stage: Work Complete - NF

Dispatch reviews 
1st Field Report

Is FR properly filled 
out?

Dispatch Accepts Field Report

Field Report Stage: Accepted

Dispatch Rejects FR, add reason, 
and sends back to Tech to fix

Field Report Stage: Rejected

 
Tech updates information on FR 

and Submits again

Field Report Stage: Updated

To see completion of 
incident, start at 
"Next Day" step 

above

Is it a G3?

Tech performs 
diagnosis

Is it a G2? Is it a G3?

Classification?

YES

On Field Report, Tech marks Operational Status as 
"Not Functioning"; Detected Fault contains "G3"

Tech fills out G3 
QUESTIONAIRE

On Field Report, Tech marks Operational Status as 
"Not Functioning"; Detected Fault contains "G3"

Tech fills out G3 
QUESTIONAIRE

Classification?

Choice:
"G2 to G3 

Reclassification"

Tech Submits Field Report

Incident Stage: Work Complete
Field Report Stage: Work Complete - NF

NO

On Field Report, Tech marks Operational Status as 
"Functioning"; Detected Fault contains "G3"

Tech Submits Field Report

Incident Stage: Work Complete
Field Report Stage: Work Complete Functioning

Tech fills out G3 
QUESTIONAIRE

On Field Report, Tech marks Operational Status as 
"Functioning"; Detected Fault contains "G3"

Tech Submits Field Report

Incident Stage: Work Complete
Field Report Stage: Work Complete Functioning

Tech fills out G3 
QUESTIONAIRE

NO
YES

Choice:
"Close the 
incident"

Choice:
"Prepare to 
resolve road 

block"

Choice:
"Put back into the 

queue for 
assignment"

Choice:
"Ready to be sent 

for customer 
approval"

Updated 4/16/26

Was a road block 
identified?

YES

NO

Disptach reviews road block response; picks 
choice(s) from list.

Dispatch Accepts Field Report

Field Report Stage: Accepted
Incident (automation): Unnassign from tech

YES

Incident Stage: Pending Completion

Need to add text box for 
required reason why 

"Out of Time" was 
selected

Incident Stage: Validated

Contract Mgr. selects incident, 
then Report Submitted button

Choice:
Repair Denied

Choice:
Repair Approved

(Automation)
Incident Stage: Ready to 

Be Sent for Approval

Contract Mgr submits 
proposal to customer.

Customer 
Approval
Workflow

Contract Mgr fills in "Report 
Submission Date"

(should autofill to today's date, 
but be editable) then

Submits form.

Incident Stage: Pending 
Approval

Did customer respond 
within 15 business days?

NO
(Automation)

Incident marked "On Hold"

(Automation)
Incident Stage: Approved

Priority: "Approved Repair"

Dispatch creates material 
requisition

FUTURE STATE

Is material available in 
warehouse?

WH Mgr orders material.

 Material arrives

IF ANY

IF NONE

(Automation)
Incident Stage: Pending 

Completion

Jumpt to Incident 
Stage: Validated

WH: Material Requisition 
marked "Reserved"

YES

Contract Mgr. selects incident, 
then Customer Approval

 button

(Text field)
"Incident will now be put 

On Hold"

Contract 
Mgr Submits form

Need to add workflow 
for "Removing Hold" on 

incidents

(Automation)
The system checks the 
incident to see if any 

road blocks were 
selected

Once road block is resolved, 
Dispatch updates Road Block 

Resolved field to "Yes"

Dispatch marks Material Status: 
"Available"

NOYES

Pickup from 
Customer Approval 

Workflow



Patrol Incident Creation
Workflow

Patrol creates incident

Incident Stage: New
Incident Status: Open

Dispatch Accepts Incident

Dispatch assigns incident to technician

Stage: Assigned

Dispatch reviews:
Is the incident valid?

Technician Checks In to incident upon arrival

Stage: Arrived on Site
[Field Report] Time of Arrival: Auto-fill date/time

Once all work is complete, On Field Report, Tech marks Operational Status as 
"Functioning"; Detected Fault is not empty

Submits Field Report

[Field Report] Time of Departure: Auto-fill date/time
Incident Stage: Work Complete

Field Report Stage: Work Complete - Functioning

Can work be completed on 
current trip?

Yes

Is FR properly filled out?

Dispatch Accepts Field Report

Field Report Stage: Accepted
Incident (automation): Unnassign from tech

Dispatch reviews Field Report

Prompt: "What stage would you like 
to move the incident to?"

Dispatch closes the incident via the FR

Incident Status: Closed
Incident Stage: Closed

Tech performs diagnosis

Is it a G2?

Classification?

YES

Choice:
"Close the incident"

Was a road block identified? YES

NO

Incident Stage: Validated

G2 - Single Light Out

1. Patrol creates incident
2. Dispatch accepts incident
3. Dispatch assisgns
4. Tech arrives and completes work
5. Dispatch approves field report and closes the 
incident

G2 - Single Light Out

1. Patrol creates incident
2. Dispatch accepts incident
3. Dispatch assisgns
4. Tech arrives and completes work
5. Dispatch approves field report and closes the 
incident



Patrol Incident Creation
Workflow

Patrol creates incident

Incident Stage: New
Incident Status: Open

Dispatch Accepts Incident

Dispatch assigns incident to technician

Stage: Assigned

Dispatch reviews:
Is the incident valid?

Technician Checks In to incident upon arrival

Stage: Arrived on Site
[Field Report] Time of Arrival: Auto-fill date/time

Can work be completed on current trip?

Yes

Is FR properly filled out?

Dispatch Accepts Field Report

Field Report Stage: Accepted
Incident (automation): Unnassign from tech

Dispatch reviews Field Report

Prompt: "What stage would you like to move the 
incident to?"

Dispatch closes the incident via the FR

Incident Status: Closed
Incident Stage: Closed

Tech performs diagnosis

Is it a G3?

Classification?

YES

On Field Report, Tech marks Operational Status as "Functioning"; Detected Fault contains "G3"

Tech Submits Field Report

Incident Stage: Work Complete
Field Report Stage: Work Complete Functioning

Tech fills out G3 QUESTIONAIRE

On Field Report, Tech marks Operational Status as "Functioning"; Detected Fault contains "G3"

Tech Submits Field Report

Incident Stage: Work Complete
Field Report Stage: Work Complete Functioning

Tech fills out G3 QUESTIONAIRE

Choice:
"Close the incident"

Was a road block identified? YESNO

Incident Stage: Validated

G3 (damage)  - Single Light Out - Albuquerque

1. Patrol creates incident
2. Dispatch accepts incident
3. Dispatch assisgns incident
4. Tech complete repairs in first visit.
5. Dispatch approves field report



Patrol Incident Creation
Workflow

Patrol creates incident

Incident Stage: New
Incident Status: Open

Dispatch Accepts Incident

Dispatch assigns incident to technician

Stage: Assigned

Dispatch reviews:
Is the incident valid?

Technician Checks In to incident upon arrival

Stage: Arrived on Site
[Field Report] Time of Arrival: Auto-fill date/time

Can work be completed on 
current trip?

Yes

Choice:
"Out of Time"

On Field Report, Tech marks Operational Status as "Not Functioning"; Detected 
Fault contains "G2"

Tech Submits Field Report

Incident Stage: Work in Progress
Field Report Stage: Work Complete - NF

Prompt: "Why can this work not be 
completed?"

Is it a G2?

Next day

Dispatch reviews 
1st Field Report

Is FR properly filled out?

Dispatch Accepts Field Report

Field Report Stage: Accepted

To see completion of incident, 
start at "Next Day" step above

Tech performs diagnosis

Classification?

NO

YES

Need to add text box for required 
reason why "Out of Time" was 

selected

Incident Stage: Validated

G2 - Single Light Out - Ran Out of Time

1. Patrol creates incident
2. Dispatch accepts incident
3. Dispatch assisgns
4. Tech arrives and runs out of time
5. Dispatch approves field report

* Next day
6. Tech arrives and completes work
7. Dispatch approves field report and closes the 
incident

G2 - Single Light Out - Ran Out of Time

1. Patrol creates incident
2. Dispatch accepts incident
3. Dispatch assisgns
4. Tech arrives and runs out of time
5. Dispatch approves field report

* Next day
6. Tech arrives and completes work
7. Dispatch approves field report and closes the 
incident



Patrol Incident Creation
Workflow

Patrol creates incident

Incident Stage: New
Incident Status: Open

Dispatch Accepts Incident

Dispatch assigns incident to 
technician

Stage: Assigned

Dispatch reviews:
Is the incident valid?

Technician Checks In to incident upon arrival

Stage: Arrived on Site
[Field Report] Time of Arrival: Auto-fill date/time

Can work be completed 
on current trip?

Yes

Is FR properly filled out?

Dispatch Accepts Field Report

Field Report Stage: Accepted
Incident (automation): Unnassign from tech

Dispatch reviews Field Report

Prompt: "What stage 
would you like to move the 

incident to?"

Prompt: "Why can this 
work not be completed?"

Is it a G3?

Tech performs diagnosis

On Field Report, Tech marks Operational Status as "Not 
Functioning"; Detected Fault contains "G3"

Tech fills out G3 
QUESTIONAIRE

On Field Report, Tech marks Operational Status as "Not 
Functioning"; Detected Fault contains "G3"

Tech fills out G3 
QUESTIONAIRE

Classification?

Choice:
"G2 to G3 

Reclassification"

Tech Submits Field Report

Incident Stage: Work Complete
Field Report Stage: Work Complete - NF

NO

Choice:
"Put back into the 

queue for 
assignment"

Was a road block 
identified?

YES

NO

Incident Stage: Validated

G2 to G3 Reclassification - Single Light 
Out - Abq.

1. Patrol creates incident
2. Dispatch accepts incident
3. Dispatch assisgns incident
4. O&M finds G3 repairs needs and 
cannot finish (Needs G3 
Troubleshooting)
5. Dispatch approves field report



Patrol Incident Creation
Workflow

Patrol creates incident

Incident Stage: New
Incident Status: Open

Dispatch Accepts Incident

Dispatch assigns incident to 
technician

Stage: Assigned

Dispatch reviews:
Is the incident valid?

Technician Checks In to incident upon 
arrival

Stage: Arrived on Site
[Field Report] Time of Arrival: Auto-fill 

date/time

Can work be 
completed on current 

trip?

Yes

Is FR properly filled 
out?

Dispatch reviews Field Report

Prompt: "What stage 
would you like to 
move the incident 

to?"

Once road block is resolved, Dispatch updates 
Road Block Resolved field to "Yes"

Choice: 
"Road Block"

On Field Report, Tech marks Operational Status as 
"Not Functioning"; Detected Fault contains "G2"

Prompt: "Why can this 
work not be 
completed?"

Is it a G2?

Prompt: "Describe the 
road block preventing 
you from completing 

work"

Tech answers prompt;
Submits Field Report

Incident Stage: Work Complete
Field Report Stage: Work Complete - NF

Tech performs 
diagnosis

Classification?

NO

Choice:
"Prepare to 
resolve road 

block"

Was a road block 
identified?

YES

Disptach reviews road block response; picks 
choice(s) from list.

Dispatch Accepts Field Report

Field Report Stage: Accepted
Incident (automation): Unnassign from tech

YES

Incident Stage: Pending Completion

Incident Stage: Validated

G2 - Single Light Out - Road Block

1. Patrol creates incident
2. Dispatch accepts incident
3. Dispatch assisgns
4. Tech arrives and discovers 
road block
5. Dispatch approves field report 
& notes road block

G2 - Single Light Out - Road Block

1. Patrol creates incident
2. Dispatch accepts incident
3. Dispatch assisgns
4. Tech arrives and discovers 
road block
5. Dispatch approves field report 
& notes road block

Missing the choice field here. 
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