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Flip Requests 

A Flip Request can only
be submitted when you 

need to update the
action item payment

type on your ticket, and
the status is still ‘New’. 

Your Flip Request will automatically be 
sent to the IU team for review. The user 
will receive an email within 3-5 
business days if the request was 
approved or if it was not approved. For 
step-by-step guidance in submitting a 
Flip Request, follow this guide. 

What Is A “Flip” Request? 

The new "flip" request allows users of the 
SupportHub to request a change in the Payment 
Type on new outreach tickets. Depending on the 
language of the order, payment types can be 
updated as follows: 

• Prospective Payment to Reimbursement 
• Reimbursement to Prospective Payment 

When Can You Use This Feature? 

• Your ticket is in New status AND 
• You would like to request a different Payment Type 

You can only submit a Flip Request if: 
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How do I identify the “payment type”? 
The payment action item type can be found here on your outreach ticket. 

4 



  SUBMIT A 
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How to Submit a Flip Request 
Step 1: Access the Ticket 

 Go to the Ticket Dashboard 

 Find the outreach ticket you 
want to update 

 NOTE: Flip Requests can only 
be submitted if the ticket is 
still in ‘New’ status. Once 
processing has begun, this 
option is not available. 

 Select the three-dot 
menu next to the ticket 
details 
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 Click “Change Action Item 
Type” from the drop-down 
menu 
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Step 2: Request the change 



    

 

  
 

      
    

    Step 3: Submit Request 

 A confirmation pop-up will 
appear 

 Review request details 

 Select Submit to continue 
or Cancel to stop 

 You may also close the pop-up 
using the X in the top corner 
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 “Success” text box will indicate “Your 
request has been successfully 
submitted” 
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Step 4: “Success” pop up text box. 



    
  

    

 The ticket status will 
change to On Hold 
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Step 5: Status Update 



 
  

 

NYCPS 
APPROVAL / 
NON-APPROVAL 
PROCESS 
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 Review Process 

Once submitted: 

 The Flip request is automatically routed to the IU team for 
review. 

 You will be notified via email that the request is under 
review. 

 The Original Ticket will then move to "On Hold" while the 
request is reviewed. 

 You will receive an email notification once a decision has 
been made. 
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 The original ticket 
is canceled 

 A new ticket is created with 
the updated Payment Type 
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If the Request is Approved 



     

         
        

      

If the Request is Not Approved 

 If the Flip Request is not approved due to the 
limitations of the Order, you will receive an 
email stating the request was not approved 
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       If the Request is Not Approved (continued) 

 The original ticket will move 
from On Hold back 
to New status 

 No new ticket will be created. 
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Key Things to Remember 
Flip Requests can only be submitted for outreach tickets 
n New status. 

You will be notified by SupportHub email if your request is 
approved or not approved. 

The SupportHub email is: 
ervicedesk@comms.schools.nyc.gov. 

*Don’t forget to add this email address to your known 
contacts to ensure that it does not go to spam. 

For more information and to access all support tools, please 
visit: 
https://supporthub.schools.nyc/ogc/home. 
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Impartial Hearing Order Implementation Unit 
Special Education Case Management 

Office of the General Counsel 
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