
The technician 
determines the 

issue and 
creates a ticket.

Thank you for reaching out to us. In regards to 
your request, please call us at 205.665.6512. 
Our hours are Monday - Thursday 8:00 a.m. - 

7:00 p.m. and Friday 8:00 a.m. - 5:00 p.m. 

Also, please see the link below for our Service 
Level Agreements. This will give you an 
estimate on the request completion time. 
https://www.montevallo.edu/about-um/

administration/ist/service-level-agreements/

Thank you for reaching out to us. In regards to 
your request, is there a specific time that you are 
available for us to assist you? You can respond 
by either replying to this email or by giving us a 
call at 205.665.6512. Our hours are Monday - 
Thursday 8:00 a.m. -7:00 p.m. and Friday 8:00 

a.m. - 5:00 p.m.

Also, please see the link provided for our 
Service Level Agreements. This will give you 
an estimate on the request completion time. 

https://www.montevallo.edu/about-um/
administration/ist/service-level-agreements/

When each 
request has 

been completed, 
clients receive a 
survey they are 
encouraged to 

complete. 

Solution Center Ticket Communication Workflow 

Customer 
Contacts the 

Solution 
Center

Thank you for reaching out to us. In 
regards to your request, we are 

escalating it to our (Team Name) 
Team. Please see the link provided for 
our Service Level Agreements. This 

will give you an estimate on the 
request completion time.

https://www.montevallo.edu/about-
um/administration/ist/service-level-

agreements/

Other Team 
Requests

Initial Response

Solution Center 
Team Requests

If the client does not respond to the request, we contact them for 
three consecutive days. On the third day of no response, we will 

then close the request with the following message:

We apologize for not being able to get into 
contact with you. Please give us a call at 

205.665.6512 to let us know whether or not 
you  still need assistance with your request. 

Our hours are Monday – Thursday 8:00 a.m.– 
7:00 p.m. and Friday 8:00 a.m. – 5:00 p.m.

By Email

Onsite or Walk-
In

By Phone
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