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Quick Guide: 
Submitting and Updating Tickets in ClientTrack 

Submitting a new issue 
1. Click “Help” at the top right of ClientTrack, then click “Report an issue” 

a. It’s best if you do this from the page you are having a problem on – it will send us all of the 
information about where you are in the program 

 
 

2. On the “Report an Issue” page that pops up, enter a description of the issue or question, add any 
additional details if necessary (the more information you can give the better), enter your email 
address and phone number, and click Submit 

a. Please do not give any client identifying info in your ticket unless absolutely necessary (name, 
SSN, etc.). Use ONLY the client ID, if possible. 

3. You will get a confirmation email when the ticket has been submitted. 
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Reviewing and updating an existing ticket 
 

1. Once you have submitted a ticket, you can review its status and add updates if necessary. 
2. Go to the Home Menu Option.  

a. Click on My ClientTrack if isn’t already expanded.  
b. Then highlight and click on My Submitted Issues:  

 

 
3. A list of your open issues will be displayed within the My Submitted Issues Screen: 

 
 

4. Click the pencil to the left of the issue you want to review and/or update. 
5. You can do the following here: 

a. Read any notes that have been added to the ticket by another person. 
b. Add a new note of your own, with updated information, by clicking “New Note” in the bottom 

left corner. 
c. Add screenshots or other attachments by clicking the paperclip icon in the top right. 
d. Close the issue using the button in the bottom right.  

If you cannot log in to ClientTrack 
 

1. Send an email to PhilaHMIS@phila.gov with your username and a screenshot or description of the 
issue you’re having.  
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