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Purpose

This policy addresses the Ohio Lottery Commission guidelines for lost, stolen or destroyed instant ticket reporting and reimbursement.   If tickets are missing from shipments or shipments have not been received, refer to the Delivery Problems Procedure document located in the Sales section on the Lottery Intranet.   

Policy

Instant Ticket Management 

Lottery Retailers are responsible for all tickets issued to them.  Retailers are expected to maintain the inventory in a secure location as required by the Ohio Revised Code.  

Retailers will not be reimbursed for money stolen out of any Ticket Vending Machine (TVM) or cash register.  

Procedures

When a Retailer is aware of lost, stolen or destroyed tickets, they should conduct an immediate inventory to assess the extent of the loss.  If individual tickets are missing from a book, the Retailer must immediately deactivate the remaining tickets within that book.  If full books of tickets are missing, the Retailer should attempt to identify the Game and Serial Number of the missing books.  For their protection, Retailers are required to deactivate all instant tickets at the end of the business day if they are sold over the counter.   Deactivation of instant tickets would prevent stolen tickets from being cashed.  

Reporting Lost, Stolen or Destroyed Tickets to the Lottery

Retailers must report lost, stolen, or destroyed tickets, within 24 hours of detection, to their Lottery Regional Office, which will then notify the Lottery Office of Security.  If an incident occurs after normal business hours, retailers should contact the Lottery Customer Call Center at 1-800-686-4208.  The Lottery Customer Call Center will then submit a detailed message to the Lottery Office of Security, outlining the retailer number, store-contact personnel, and a list of lost/stolen/destroyed tickets no later than the next business day.  

Retailers should be prepared to provide their Agent number and a list of stolen or destroyed tickets and books or should have an inventory of books still on hand.  

When tickets are reported lost, stolen or destroyed, the missing or damaged tickets are placed in a holding status pending investigation.  The Retailer will be unable to activate, deactivate or mark sold the book until the investigation is completed.  Once the stolen-ticket report has been made, the remaining tickets in the book can be sold.  The retailer may activate other books of the same game by contacting the Office of Security for assistance.  The Office of Security will contact the Retailer when the investigation is completed.  

Reporting Stolen Tickets to the Authorities 

Retailers must file a report with the police or fire department concerning the lost, stolen or destroyed tickets within 24 hours of the incident.  In the event that the responsible party is arrested, the Retailer will be expected to prosecute.  The Ohio Lottery will assist the Retailer, local law enforcement, and the prosecutor any way it can.  

The Ohio Lottery must be provided with a copy of the Law Enforcement Report within 30 days of the incident.   

The Director or Designee may determine whether reasonable exceptions to the 24-hour and 30 day reporting requirements should be granted.  

Investigation of Lost, Stolen or Destroyed Ticket Reports

Upon receiving a Lost/Stolen Ticket Report, a Lottery Sales Representative will visit the Retailer location to verify the inventory and to complete a Stolen or Destroyed Ticket Affidavit.  Lottery Security will assign an investigator who will review the Affidavit and Law Enforcement reports.  

Reimbursement for Lost, Stolen or Destroyed Tickets

Retailers are financially responsible for all tickets issued to them. 

If the lottery investigation determines that the Retailer is not responsible, the Retailer may not be charged for the lost, stolen or destroyed tickets.  When tickets are stolen and the Police report is titled as a “THEFT,” credit will be determined based on the individual circumstances.  A Retailer may receive credit for lost, stolen or destroyed tickets when they have not been cashed and they have been properly placed into an inquiry status before any cashing activity occurs.  

If the Lottery investigation determines that the Retailer is responsible for lost, stolen or destroyed tickets that have not been cashed, the Retailer will be charged 80 percent of the street value of the tickets, for all books.  Partial books will be charged at 100 percent of the street value.  The street value of the tickets is the face value of the ticket times the number of tickets in the book, or partial book reported lost, stolen or destroyed less the retailer commission.  If the Lottery investigation determines that the Retailer is responsible for lost, stolen or destroyed tickets that have been cashed, the Retailer will be charged 100 percent for the street value of the tickets, less the retailer commission.   

The following are reasons why a Retailer may not receive credit for lost, stolen or destroyed tickets.

1. Improper inventory of the original amount of alleged reported lost, stolen or destroyed tickets. 

2. Incident occurred during non-business hours and the tickets were not deactivated. 

3. Failure on the part of a Retailer to file a Police or Fire report within 24 hours of the theft, fire or catastrophe, or to file such a report with the Lottery within 30 days of the incident.  

4. A Retailer or his/her employee is involved in the alleged theft or destruction of the tickets. 

5. A false report filed by a Retailer with the Ohio Lottery Commission or Police/Fire Department.

6. A Retailer or his/her employee is perpetrating a false insurance claim.

7. Tickets reported lost, stolen or destroyed were cashed. 

8. A Retailer has had 3 or more instances of lost, stolen or destroyed tickets within a 6 month period.   

Notification:

Lottery Security will complete their investigation within a reasonable time frame, after receiving the initial stolen report.

Retailers will be notified of any resolution/ disposition.  
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