
Department of General Services (DGS), Real Estate Services Division, Global CRUISE Work Flow
                                                                                                     From Request to Project Initiation
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Service Request Initiated

Agency Representative (AR) 
initiates service request and 
submits request to 
Delegated Authority (DA) for 
approval.

Delegated Authority (DA) 
reviews request, makes any 
necessary edits, and 
approves and submits 
request to Customer 
Services Manager (CSM).

Agency Approval

Request Received by 
RESD

Customer Services Manager 
(CSM) claims request from 
the CSM Pool.

Request Reviewed for 
Completeness

Customer Services Manager 
(CSM) reviews request, 
identifies correct project set 
up, and routes request to 
Regional Portfolio Manager 
(RPM).

Request Reviewed for 
Compliance with State 

Plans/Policies 
Regional Portfolio Manager 
(RPM) reviews request and 
routes to Branch Catcher 
(BC) for project set up and 
transmittal to RESD service 
provider(s)(SP) .

Project Number 
Assigned

Branch Catcher (BC) sets up 
project account(s) in ABMS 
and requests staff 
assignments from Service 
Provider (SP) Manager(s).

Branch Catcher (BC) enters 
staff assignment data in 
ABMS and broadcasts 
service request to customer 
and key team members.

Customer Notified

Staff Assigned

Service Provider (SP) 
Manager(s) assigns staff to 
project and transmits 
assignments to Branch 
Catcher (BC).

Project Manager contacts 
customer and begins work 
on project.

Project Initiated

ROLES:    08/31/2011
Agency Representative (AR): Requestor of services.
Delegated Authority (DA): Responsible for approving the agency’s requests for services.
Customer Services Manager (CSM): Initial point of contact for RESD projects.
Regional Portfolio Manager (RPM): Asset manager of State-owned properties.
Branch Catcher (BC) aka Project Support Analyst, Project Coordinator and/or Project Support Administrator: Sets up ABMS accounts and broadcasts requests. 
Service Provider (SP) Manager: RESD Manager who assigns staff to provide service.


