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SAWS Utility Locate Requests 

SAWS Infrastructure 

• 12,000 miles of water/sewer/recycle/chill mains 
• January 2012, the system grew 1500 miles by state mandate 
• Until 2015 ~5000 annually requests 
• 2 departments, GIS in IT and Field Support in Distribution and 

Collection supported the locates effort .   
• GIS and Field Support did manual service requests in the Infor 

work order system 
• In late 2015, Google and AT&T announced fiber implementation 

7th largest utility in the country employing 1600 employees, City Owned 
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SAWS Utility Locate Requests 

811 Adventure in 2016 

• Contract put in place with 811  
• Subcontractor to filter locate requests as SAWS doesn’t locate 

on private property 
• 6 month in-house implementation to use 811 
• June 2016, go live.   
• After 3 days, we had 1800 locate requests  
• On the 4th day, SAWS returned to manual process  

Two 811 companies in Texas but water utilities not obligated to use the service 
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SAWS Utility Locate Requests 

GIS needed an App 

• Contractor emails 
description of 
locate request. 

• GIS/Ops Support  
contact contractor 
with questions  

Email 

• GIS/Ops Support 
translate request 
to service request 

• GIS/Ops Support  
contacts 
contractor with 
service request # 

SR 
Creation 

Locator contacts 
contractor & 

completes request 
Locate 

Previous process- Two SAWS departments support Contractor requests 
 

• Issues 
– SAWS staff located in multiple 

locations communicating to 
each other 

– 3 Full Time Employees writing 
manual service requests 

 

• Issues 
– Translation from email to 

actual contractor need 
– Difficult to track original 

emails 

• Issues 
– Chain of events difficult for 

claims tracking 
– Contractors need to track 

multiple service request 
numbers 
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SAWS Utility Locate Requests 

Self Service for Contractors 

• Contractor 
creates profile 

• Draws polygon 
on map of area 

• Can get block 
maps and/or 
create Locate 
SR 

App Online 

• SR is created 
from profile 
info and 
description 

• Email sent to 
confirm SR 
creation 

Work Order 
system 

User can track 
SR 

App 
Dashboard 

Application Goal- Contractor self serves by drawing his work area, application produces Service Request and Locator completes request 

Assumptions 
• Contractor familiar with 

location needing the locate 
• One time registration 

 

• Had to integrate with Infor 
Work Order System 

• Database driven to track 
requests 

 

• Use the current web mapping 
system—Geocortex (Latitudes 
Geographic product) 

• No go between ---Contractor and 
Locator work together 

• Contractor tracks their service requests 
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SAWS Utility Locate Requests 

Three applications rolled into one 

• Registration Process– IT built and used in multiple customer 
applications  

 
• Spatial Component—Using Workflow ability of Geocortex  
 
• Infor (Hansen) Work Order System Integration - - Geocortex 

writes to Infor which triggers generation of a service request 
for the locate.   
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SAWS Utility Locate Requests 

Spatial Component  • Current Geocortex used internally  
• Protected data so we needed to move 

a Geocortex app into the DMZ.   
• Contractor would draw over invisible 

pipes  
• 100 Ft buffer around contractor 

polygon to catch close-by pipes. 
• Ability to generate an “All Clear” 

document 
• Database to capture contractor 

information and their polygon  
• Ability to download lock maps 
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SAWS Utility Locate Requests 

• Contractor drawn polygon--interested in 
sewer pipes in street 

• With 100 ft buffer SAWS identifies special 
sewer pipes, water and recycle pipes that 
could be hit 
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SAWS Utility Locate Requests 

Water/Sewer Block 
maps generated 
twice monthly 
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SAWS Utility Locate Requests 

All Clear Report 

• Contractor downloads the 
report and blockmaps and is 
free to begin excavation.  Saves 
contractor and SAWS time 

If area is clear to excavate, an ‘All Clear’ report is generated and no service request 
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SAWS Utility Locate Requests 

Database View captures data about contractor & polygon 

Database tracks work requests, progress and final status of the request.  It allows our claims to 
be accurate and timely 



April 16, 2018 Page 12  

SAWS Utility Locate Requests 

Contractor Dashboard View 

• Contractor sees 
his submittals and  
progress through 
the system 

• Contractor can 
reference service 
request # with 
SAWS staff 
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SAWS Utility Locate Requests 

GIS maintains the application 

• 9 months after conception, GIS began using Jira (Atlassian Suite) 
software with 2x week meetings and brought to in-house use in 2 
months on June 2, 2017 

• Built video tutorial for contractors 
• Met multiple times with area utility coordination consortium 
• Deployed Atlassian Service Desk which allows GIS to monitor issues 
• Database archive of requested locates available for legal issues 

 

 

Distribution and Collection utilizes the application 
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SAWS Utility Locate Requests 

It Goes Live 

SAWS Locates Application 
Live on 10/31/17 

678 Registered Users 
7,328 Locate Requests 

555 All Clears 
* As of 4/9/18 

https://locates.saws.org/  

Each time a truck has to visit a 
location it costs SAWS $35 

$19,425 since 10/31/2017 

https://locates.saws.org/
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SAWS Utility Locate Requests 

D&C Utility Locate Request 

• Total 2017 D&C Ops Support service requests 
• Significant increase in utility locate request 
• Decreased and maintained response times 
• Continued innovations to improve efficiencies and protect 

infrastructure  
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SAWS Utility Locate Requests 

D&C Ops Support 2017 Service Requests 
• 29,308 total requests 
• 63% are utility locate requests 
• Does not include request done by 

on-call or overnight crews 

 

0

2000

4000

6000

8000

10000

12000

14000

16000

18000

20000

LOCATE ASSET WATER LEAK FLD INV NON-LK COMPLAINT REPAIR

18171 

4782 

3811 

986 
[VALUE] 



April 16, 2018 Page 17  

SAWS Utility Locate Requests 

D&C Locate Requests 
2015:  6,091 

 
2016:  12,047       97.8% 

 
2017:  19,463       61.6% & 219.5% 
 
*Increased fiber presence with AT&T and Google, Verizon coming 2018* 
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SAWS Utility Locate Requests 

D&C Service Request Age (in days) 
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•6 positions added in 2016, None in 2017 
•Centralized all coordinators June 2017 
•Documented and updated procedures 
•Workload re-balanced daily  
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