BO®® BorderPass HELP CENTER

STUDENT GUIDE

How to Contact BorderPass Support

Welcome to BorderPass. Below are clear, simple steps for raising an inquiry through our

support system — and getting the right help, fast.

4 steps Al assistant, available 24/7 We aim to reply within 1 business day

What our support and legal teams can help with

Our support and legal teams are equipped to handle inquiries related to:

© Immigration and status questions © Study permit applications and extensions

® Post-Graduation Work Permit (PGWP) @ Provincial Attestation Letters (PALs)
applications

© Biometrics and medical exam instructions @ Visarefusals and reconsideration options

© Changing schools or programs (DLI change) © Bringing spouses or dependents to Canada

© Visitor record applications to maintain status ® Travel outside Canada and re-entry

requirements

@ Proof of funds and bank statement © Document validity (e.g. LOA, PAL, financial
requirements documents)

© Questions about the BorderPass platform

GOOD TO KNOW

If you have questions specific to your university or college, please reach out to the appropriate admissions

or international office directly. They will be able to provide the most accurate and timely assistance.
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HOW IT WORKS

Raising an inquiry in four steps

G STEP ONE
Locate the BorderPass Assistant icon

You can raise a customer support inquiry through the BorderPass Assistant chatbot in the
bottom-right corner of the page. The chatbot is available 24/7 and is trained to answer
questions about the platform and provide guidance on general immigration inquiries. You
can also find a larger version of the chatbot on the Applications tab in BorderPass.

[ XN app.borderpass.ai

Start Product Tour “+

Application Hub

Apply to study, work, build o pathway to

View your applications

. ap to chat — available -
Get your RBC Bank Account and Credit Carg™"*""~""****”
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a STEP TWO
Ask your question
Open the BorderPass Assistant and ask your question — you'll receive a response within
just a few seconds. The chatbot is trained on simple legal questions as well as questions

that help you navigate the BorderPass platform. You can also use it to create a support

ticket with our support team.

® BorderPass Assistant

How many days do | have to apply for
PGWP?

You have 180 days to apply for a Post-
Graduation Work Permit (PGWP) after

receiving confirmation that you've completed

your program of study.

For personalized guidance on your situation,
we recommend signing in to your BorderPass

account.
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° STEP THREE
If needed, ask to speak to a person

If your question can't be answered by the BorderPass Assistant, ask to speak to a person
by typing "create a support ticket". The chatbot will open a ticket on your behalf and send
it directly to a BorderPass support team member. We aim to respond to all Briefcase
tickets by email within 1 business day, during our hours of operation (Monday to Friday,
8am-5pm ET). Click the "here" link in the chatbot message to be redirected to Briefcase,

our support ticket system.

® BorderPass Assistant

create a support ticket

We've created a support ticket for you. You can

view your support case here.

Please upload any files you were unable to
submit, along with screenshots of any error
messages, so our team can assist you

effectively.
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Use Briefcase to communicate with our team

After you create your first case, open Briefcase from the icon in the left-hand navigation.
View all of your cases, click into any one, and type in the text box at the bottom of the
ticket to add context. Attach files with the paperclip icon. When our team responds, you'll

get an email notification — and can return to Briefcase any time to read their reply.

[ ] app.borderpass.ai/support

Briefcase

Chat directly with our experts and get personal support.

Q Search cases [SP]1 Document Upload — Support Ticket Request
Last update: 2026-05-15, 1:33pm
LV
@® IN PROGRESS
Y4

review your document shortly.

Attach files here J,

[SP] Document Upload — Hi — | wasn't able to upload my updated PAL. I've attached it here for
S rt Ticket R t

- upport lickeT Reques your team.

Lo Updated ém ago

&~  Open Briefcase Thanks for reaching out! A case specialist has been assigned and will

@ Send a message to our team...

Please keep one open case per issue. Creating multiple cases or contacting us separately can delay

your response time — we aim to get back to you within one business day.
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