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User Instructions: Managing Expired Tickets 
What is Expired Ticket Status? 

To ensure accurate tracking and timely implementation, tickets with no activity for 90 days will be marked as Expired. 

Even after a ticket expires: 

• The ticket will still be visible on your dashboard. 

• You can re-activate an expired ticket at any time by completing the required form. 

• Parent Representatives and Pro Se Parents can communicate with the hotline agents using the Comments feature. 

Legal disclaimer: An expired ticket is an administrative status for tracking purposes only and does not waive any legal rights to payments
pursuant to impartial hearing orders. 

Accessing an Expired Ticket 

There are multiple ways to access and reactivate an expired ticket: 

Process 1: Access Through Your Dashboard 

Locate the expired ticket on your dashboard and follow the prompts to reopen it. There are multiple ways to access an Expired Ticket. 

Process 2: Access Through the Outreach Email 

Use the link provided in the outreach email to access the expired ticket and complete the required steps. 

The following sections provide step-by-step instructions for each access method. 



      
         

      

      How to Navigate to the Expired Ticket 
Process 1: Using the users dashboard page. 
On the user’s dashboard, the ticket will appear with an Expired status. The 
user can select the ticket to reactivate it. 



               
   

When the user selects the ticket, a confirmation pop-up is displayed. The user can click 
Yes to continue with completing the form or click No to cancel the action. 



        
        
      
 

When the user clicks Yes on the pop-up, 
they will be directed to the form, where 
they must complete the required fields and 
then select Submit. 

demo.account@example.net 





      
       

   

When the user clicks the Submit button, 
the system saves the provided details and 
continues the outreach process. 



              After the details are successfully submitted, the system reactivate the expired ticket and updates its status to In 
Progress. 



      
        

             

How to Navigate to the Expired Ticket 
Process 2: Using the link in the outreach email 
The user clicks the link included in the outreach email to continue with the process. 



             
          

Upon clicking the link, the user is redirected to the portal. A verification pop-up is displayed, and 
the user must provide the OTP received on the registered email address. 



                
                  

   

After successful OTP verification, a confirmation pop-up is displayed. The user can click Yes to proceed with 
completing the form or click No to cancel the action. The subsequent process will remain the same as 
defined in the earlier flow. 
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