
FAQS: PIE-EBP TIPS – SUPPORT REQUESTS 

Last Updated: 4/17/2024 

One of post integration change involves using the PIE ticket system for support requests instead 
of utilizing ebptrackerhelpdesk@chdi.org for any data or data entry related issues for MATCH-
ADTC and TF-CBT treatment episodes.  CHDI is still working to support all of the agencies and 
any technical issues, but can only fix EBP related issues. 

Opening a NEW support ticket: When completing a support request it is essential that you 
include some identifying information so we (CHDI) can determine which case specifically 
requires assistance.  The easiest way to do this is to open the support request directly from the 
case requiring attention.  You can do this by opening the Case Home Page of the client that you 
are having trouble with, and then selecting “New Support Request” or “To Request Data Fix for 
the Information on this Page Click Here”.  Doing this will automatically direct you to the New 
Support Request page and will fill in the Participant Information section in your ticket (see 
pages 1-2 of attached PDF). If you cannot get into the Case Home Page, you can open a new 
support request from the PIE home page and include the PSDCRS Client ID # and initials for the 
case that needs support in the body of your request. 

Support Categories:  CHDI is continuing to support all of the EBP related issues, but is limited in 
what we can do within the PIE system.  Any support request with the category “EBP Treatment 
Model Functionality Questions/data fixes” will come to CHDI.  We are able to support any 
questions about EBP practices/ forms, delete EBP case data, answer questions about 
attention items, case assessment issues, change a clinician prior to finalizing an intake, and 
set up EBP access for users.  ALL other requests should be made using one of the other 
categories.  See attached information from the Training info section from PIE on what the 
different categories should be used for. 

Needs More Info From Submitter: Once CHDI views your support tickets we may have follow up 
questions, when this happens we will change the status of the ticket to “Needs more info from 
submitter.”  You will get an email saying the support ticket was updated and requires your 
attention. 

How to access an ongoing support ticket:  When on the PIE home page click “Support requests” 
on the left hand side under the Help and Support section.  (see page 4 of attached PDF).  This 
will direct you to the Existing Support Requests page.  Here you can search by status or by the 
assigned support requests ID. 

Closing a support ticket: When an issue no longer requires support, CHDI will change the status 
of the ticket to “closed: needs final review by submitter”.  As the submitter, you will then 
change the status to “closed and reviewed by submitter.  No more action required.”  This alerts 
all involved that the issue has been solved and no longer needs attention. 
Friendly reminders: 

Check out the Help & Support section of PIE for training videos or questions. 

ARC, Bounce Back, CBITS, and CPP will continue to use ebptrackerhelpdesk@chdi.org for all 
support support needs. 
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BATCH Documentation, Support Requests, & Questions 

EBP batching guidelines can be found on the Training Info page in PIE. The document is titled “OPCC: 
EBP project level, including BATCH provider guidelines” under the OPCC-EBP-specific section.  

For specific batching questions, fix requests, etc. you can open a ticket in PIE using the steps below. It 
should be noted that batch support requests go directly to Data Silo Solutions.  

1) Click on New Support Request under Help & Support in the left-hand navigation.

2) Under Request Category, Select: BATCH: Any questions related to the batch process.



Click link to create a NEW support request

Click link to create a NEW support request
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This information is 
filled in automatically 
by linking the case.

Select the category that relates to the issue 
you are experiencing.

Add all additional 
information about the 
issue you are 
experiencing.  The 
more details the better!

Click save to submit ticket to helpdesk.
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Click here to access ongoing support requests 
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You can filter through ongoing support tickets by changing the status.  

4

kach
Highlight

kach
Highlight

kach
Highlight



After your support request is completed the status 
must be changed to "Closed and reviewed by 
submitter.  No More Action Required".  This alerts the 
help desk team that you are no longer in need of 
support and takes your ticket out of the queue. 

Always select save!
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