
Process Flow

Encounters 
Issue, 
Submits via 
Phone, 
Email, or 
Postal mail

Receives 

48 Business Hour 
Window

Creates 
Ticket
Investigates 
Issue 

Provides 
Preliminary 
Response

Receives 
Preliminary 
Response 

If Technology 
Application Follow-up 
Needed, 
1. Defines Issue and 
Acceptance Criteria
2. Specifies Priority 
Level and Timeline
3. Updates Individual
4. Determines and 
Coordinates Possible 
Interim Solution

Receives Update, 
Coordinates with 
Representative for 
Possible Alternative 
Interim Solution 

Works until Issue 
is 
Resolved/Conclud
ed, 
Communicates 
with Individual, 
Documents 
Completion Date 
on Ticket. 

Receives Final 
Resolution if 
Technology 
Application Follow-
up was needed
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Step 3

CTO, CISO, Dean, VP, 
Campus Official Involved 
as Well as Appropriate 
Staff:

1. Works to Resolve 
Issue per Timeline

Office or Division 
Representative:

1. Communicates to 
Individual

2. Documents the 
Resolution and 
Resolved Date on 
the Ticket

Step 1

Individual 
Reporting 
Barrier Submits 
Issue via 
Phone, Email, 
or Postal mail. 

Step 2

Office or Division Representative:
1. Receives
2. Creates Ticket
3. Investigates
4. Communicates to Reporting Individual within 48 

Hours.

If an Accessibility Issue is Discovered affecting Assistive or 
Information/Communication Technologies, Representative 
Consults with CTO, CISO, Deans, VP, DSPS Director, other 
Campus Officials, and/or appropriate Staff: 

1) Documents Existing Accessibility Issue and 
Acceptance Criteria in Ticket

2) Specifies the Priority for Resolving the Accessibility 
3) Provides Additional Communications to Reporting 

Individual and Coordinates Interim Solution
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Start

Individual 
Reports Barrier 
(via Phone, 
Email or Postal 
Mail)

Office or Division 
Representative Creates 
Ticket, Investigates, and 
Provides Preliminary 
Response back to 
Reporting Individual 
within 48 Hours

YES

NO

Is this a 
Technology 

Issue 
Needing 

Follow up?

Documents 
Resolution and Date 
on Ticket. 
Communicates to 
Reporting Individual. 
Go to End

Office or Division Representative 
Consults with CTO, CISO, Deans, VP, 
DSPS Director, other Campus 
Officials, and/or Appropriate Staff 
to:

1) Define Issue & Acceptance 
Criteria

2) Specify Priority and Timeline

While Being Resolved, 
Representative 
Communicates with 
Individual Reporting Barrier 
to Determine if Alternate 
Access Solution is 
Necessary While Issue is 
Addressed

When resolved, Office or 
Division Representative 
Documents the Ticket with Date 
on which the Accessibility Issue 
was Completed 

End
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