
Is the problem
Software
related?

Can the CIL
Resolve the
problem?

CIL will provide answer to 
the problem

Refer to SM Material 
Support Plan, Non-
Software Related process 
flow

Can another
CIL resolve

The problem?

Other CIL will provide 
answer to the problem

CIL will escalate the 
problem to the MIL

END

YES

YES

NO

SiteManager Materials Support Plan for Software Related Issues

District Materials office, 
Resident Eng Office or 
field personnel contact 
CIL with a problem

YES
CIL will contact another 
CIL. NO

NO

Can the MIL
resolve the
problem?

MIL will escalate the 
problem to the Central 
Office SiteManager Help 
Desk

YESNO
MIL will provide answer to 
the problem

Can the 
Central Office
SM Help Desk

resolve the
problem?

Central Office SM Help 
Desk will escalate the 
problem to the System 
Administrators.

YESNO
Central Office SM Help 
Desk will provide answer 
to the problem

Can the 
System 

Administrators
resolve the
problem?

The System 
Administrators will contact 
the Info Tech, Inc. help 
Desk to resolve the issue. 

YESNO
System Administrators 
will provide answer to the 
problem



Is the problem
Software
related?

Can the CIL
Resolve the
problem?

CIL will provide answer to 
the problem

Refer to SM Material 
Support Plan, Software 
Related process flow

Can the MIL
resolve

the problem?

CIL will contact the MIL in 
the District Materials office 
to report the technical 
problem

System Administrator will 
escalate the problem to  
KYTC OIT.

COT will provide an 
answer to the problem

Office of Information 
Technology will provide 
an answer to the problem

Can COT
resolve the
problem?

InfoTech Help Desk will 
work with the Kentucky 
Transportation Cabinet 
Staff to resolve the issue

END

YES

YES

NO

NO

NO

NO

SiteManager Materials Support Plan for Non-Software Related Issues

District Materials office, 
Resident Eng Office or 
field personnel contact 
CIL with a problem

YES

MIL will provide answer to 
the technical problem

NO

YES

YESThe OIT will escalate the 
problem to 
Commonwealth Office of 
Technology

MIL will escalate the 
problem to the System 
Administrator.

Can the SA
resolve the
problem?

YES

NO

System Administrator will 
provide answer to the 
technical problem

Can OIT
resolve the
problem?


