
IMPROVED PROCESS FOR REQUESTING SAP CHANGES
The process for requesting changes in the City of Tacoma’s enterprise resource 
planning software (SAP), using iSTAR, was widely criticized by Information 
Technology’s internal customers for its complexity. There were a large number of 
outstanding projects, ranging from projects designated high priority to projects 
designated low priority for extended periods of time. Projects designated low 
priority often never rose to higher levels, and a process map revealed that every 
project, regardless of size or priority level, needed to be touched at least 10 times 
by three to four staff members on a monthly basis. 

Current State Map

Action
After some analysis, the team determined that not all projects needed to be 
subjected to the same review process. A small project that takes under 39 hours of 
staff time, for example, should not be subjected to the same review process as a 
project that takes hundreds of hours.

Results
The SAP team now keeps all small projects, estimated to take under 39 hours to 
complete, from being subject to the same level of review. This saves staff time, 
and approximately 2,000 staff touch points each year. It also enables staff to begin 
small projects as soon as they have time, in between larger projects.

Why not treat small projects differently?
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