
SOR-RL user has SOR-RL issue 
or has SO reporting/licensing 

question

Is the issue related to the user’s 
computer hardware or internet 

connectivity?
Yes No

Is the issue/question related to 
the SOR-RL system or to SO 

reporting/licensing?

YesIs the issue/question 
addressed in any of the 

resources on the SOR-RL 
Training Portal?

YesNo

Contact your service provider 
IT support

Is the issue resolved or 
question answered after having 

consulted the resources?

Contact your SOR-RL Tier 1 
User Support representative

SOR-RL Tier 1 User Support 
representative resolves the 

issue or answers the question, 
or collaborates with the IT 

cluster or the SOR-RL 
corporate team to resolve the 
issue or answer the question

YesNo

SOR-RL User Support Model

SOR-RL Tier 1 User Support 
representative informs SOR-RL 

user of resolution and next 
steps

Service Provider Staff

https://www.sorrl.mcss.gov.on.ca/SORRLTraining/en/SORRL_CONTACT_EN.html
https://www.sorrl.mcss.gov.on.ca/SORRLTraining/en/index.htm
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