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1. Login 

1.1. ¦ǎŜǊ Ŏŀƴ ŀŎŎŜǎǎ ƛ!a {ƳŀǊǘ ƘŜƭǇŘŜǎƪ ǘƘǊƻǳƎƘ ǘƘŜ άI9[t59{Yέ ǘŀō ƛƴ ƛ!a {ƳŀǊǘ 
tƛƭƻǘ {ŀƴŘōƻȄ ǇƻǊǘŀƭ ƻǊ ǳǎƛƴƎ ǘƘŜ ŦƻƭƭƻǿƛƴƎ ¦w[ Υ  

 
ƘǘǘǇǎΥκκǇƻǊǘŀƭΦŜƛŘŀǇƛΦƎƻǾΦƘƪκǎŜǊǾƛŎŜŘŜǎƪκŎǳǎǘƻƳŜǊκǇƻǊǘŀƭκрκŎǊŜŀǘŜκрм 

 
1.2. ¦ǎŜǊΩǎ ƭƻƎƛƴ ǳǎŜǊƴŀƳŜ ƛǎ ǘƘŜ ǎŀƳŜ ǊŜƎƛǎǘŜǊŜŘ ŜƳŀƛƭ ŀŘŘǊŜǎǎ ŦƻǊ ƭƻƎƛƴ ƛƴ ƛ!a {ƳŀǊǘ 
tƛƭƻǘ {ŀƴŘōƻȄΦ  

 

 

Please refer to User Guide for iAM Smart Pilot Sandbox for account registration. 

  

https://portal.eidapi.gov.hk/servicedesk/customer/portal/5
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2. Features of iAM Smart Helpdesk 

¢ƘŜǊŜ ŀǊŜ ǘƘǊŜŜ ƳŀƧƻǊ ŦŜŀǘǳǊŜǎΥ 
· wŀƛǎŜ ŀ ƴŜǿ ŜƴǉǳƛǊȅ 
· ±ƛŜǿ ǳǎŜǊΩǎ ŜƴǉǳƛǊƛŜǎ 
· ±ƛŜǿ ǳǎŜǊΩǎ ŀŎŎƻǳƴǘ ǇǊƻŦƛƭŜ 
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3. Raise Enquiry 

 ¦ǎŜǊ Ŏŀƴ ǊŀƛǎŜ ǘƘŜ ŜƴǉǳƛǊȅ ōȅ ŦƛƭƭƛƴƎ ǘƘŜ ŦƻǊƳ ŀƴŘ ǘƘŜƴ ŎƭƛŎƪ ά/ǊŜŀǘŜέ ōǳǘǘƻƴΦ 

 
 
¢ƘŜ ŘŜǎŎǊƛǇǘƛƻƴ ƻŦ ŦƛŜƭŘǎ ƛƴ ǘƘŜ ŦƻǊƳ ŀǊŜ ŀǎ ŦƻƭƭƻǿǎΥ 
 

Fields Description 

Summary Short description of the enquiry description (within 255 

characters) 

Component(s) Category of the enquiry, e.g. APIs (optional and by selection) 

Description Details of the enquiry 

Attachment(s) Any reference attachements e.g. ccreenshots, log file, etc., for the 

enquiry to be uploaded 
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4. Ticket Status : Waiting for support 

! ŎƻƴŦƛǊƳŀǘƛƻƴ ŜƳŀƛƭ ǿƛƭƭ ōŜ ǎŜƴǘ ǘƻ ǳǎŜǊΩǎ ǊŜƎƛǎǘŜǊŜŘ ŜƳŀƛƭ ŀŘŘǊŜǎǎ ǳǇƻƴ ǎǳŎŎŜǎǎŦǳƭ 
ŎǊŜŀǘƛƻƴ ƻŦ ŀƴ ŜƴǉǳƛǊȅΦ  ! ǘƛŎƪŜǘ ƴǳƳōŜǊ ǿƛǘƘ ǘƛŎƪŜǘ ǎǘŀǘǳǎ ά²!L¢LbD Chw {¦tthw¢έ 
ǿƛƭƭ ōŜ ŀǎǎƛƎƴŜŘ ƻƴŎŜ ŀƴ ŜƴǉǳƛǊȅ ǿŀǎ ŎǊŜŀǘŜŘΣ ǎƘƻǿƛƴƎ ǘƘŀǘ ǘƘŜ ǘƛŎƪŜǘ όŀƴŘ ǘƘǳǎ ǘƘŜ 
ŜƴǉǳƛǊȅύ ƛǎ ǿŀƛǘƛƴƎ ŦƻǊ ǇƛŎƪǳǇ ōȅ ŀ ƘŜƭǇŘŜǎƪ ŀƎŜƴǘ ŦƻǊ ǇǊƻŎŜǎǎƛƴƎΦ 
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5. Ticket Status : In progress 

¢ƘŜ ǘƛŎƪŜǘ ǎǘŀǘǳǎ ǿƛƭƭ ōŜ ŎƘŀƴƎŜŘ ǘƻ άLb twhDw9{{έ ƻƴŎŜ ƛǘ ƛǎ ǳƴŘŜǊ ǇǊƻŎŜǎǎƛƴƎ ōȅ ŀ 
ƘŜƭǇŘŜǎƪ ŀƎŜƴǘΣ ǎƘƻǿƛƴƎ ǘƘŀǘ ǘƘŜ ŜƴǉǳƛǊȅ ƛǎ ōŜƛƴƎ ƛƴǾŜǎǘƛƎŀǘŜŘΦ 
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6. Ticket Status : Responded to customer 

¢ƘŜ ǘƛŎƪŜǘ ǎǘŀǘǳǎ ǿƛƭƭ ŎƘŀƴƎŜ ǘƻ άw9{thb595 ¢h /¦{¢ha9wέ ƻƴŎŜ ǘƘŜ ƘŜƭǇŘŜǎƪ ŀƎŜƴǘ 
Ƙŀǎ ǊŜǇƭƛŜŘ ƻǊ ǇǊƻǾƛŘŜŘ ŎƻƳƳŜƴǘǎ ǘƻ ǘƘŜ ŜƴǉǳƛǊȅΦ   
 
¢ƘŜǊŜ ŀǊŜ ǘǿƻ ǎƛǘǳŀǘƛƻƴǎ ŦƻǊ ǘƘƛǎ ǎǘŀǘǳǎΥ 

6.1. Additional information is required from user 

Sometimes the helpdesk agent will ask follow-up questions in order to get more 

information for investigation.  Further information or attachment(s) may need to 

be provided for the enquiry.  User can input further information in the input box 

ά/ƻƳƳŜƴǘ ƻƴ ǘƘƛǎ ǊŜǉǳŜǎt...έ and upload attachment(s) accordingly. 
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· After providing information in the input box ά/ƻƳƳŜƴǘ ƻƴ ǘƘƛǎ ǊŜǉǳŜǎǘΦΦΦέΣ 

the buttons and drag / drop icons for uploading attachment(s) will appear 
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6.2. Answer is provided to user  

LŦ ǳǎŜǊ ƛǎ ǎŀǘƛǎŦȅ ǿƛǘƘ ǘƘŜ answer provided by the helpdesk agent, user should 

change the ticket ǎǘŀǘǳǎ ǘƻ άResolvedέ ōȅ ŎƭƛŎƪƛƴƎ the άwŜǎƻƭǾŜŘέ link on the right 

panel.  On the other hand, user may initiate another communication with the 

helpdesk agent for further information by provding his/her comments in the input 

ōƻȄ ά/ƻƳƳŜƴǘ ƻƴ ǘƘƛǎ ǊŜǉǳŜǎǘΦΦΦέ ŀƴŘ upload attachment(s).   
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7. Ticket Status : Escalation to Developer 

{ƻƳŜ ŜƴǉǳƛǊȅ Ƴŀȅ ōŜ ŜǎŎŀƭŀǘŜŘ ōȅ ƘŜƭǇŘŜǎƪ ŀƎŜƴǘ ǘƻ ŘŜǾŜƭƻǇŜǊ ŦƻǊ ŦǳǊǘƘŜǊ 
ƛƴǾŜǎǘƛƎŀǘƛƻƴ ŀƴŘ ǘƘŜ ǘƛŎƪŜǘ ǎǘŀǘǳǎ ǿƛƭƭ ōŜ ŎƘŀƴƎŜŘ ǘƻ ά9{/![!¢95 ¢h 59±9[ht9wέΦ  
!ŦǘŜǊ ǇǊƻǾƛŘƛƴƎ ŦŜŜŘōŀŎƪ ŦǊƻƳ !tL ŘŜǾŜƭƻǇŜǊΣ ǘƘŜ ƘŜƭǇŘŜǎƪ ŀƎŜƴǘ ǿƛƭƭ ŎƘŀƴƎŜ ǘƘŜ ǘƛŎƪŜǘ 
ǎǘŀǘǳǎ ǘƻ άLb twhDw9{{έ ƻǊ άw9{thb595 ¢h /¦{¢ha9wέΦ  
 
LŦ ǳǎŜǊ ƛǎ ǎŀǘƛǎŦȅ ǿƛǘƘ ǘƘŜ ŀƴǎǿŜǊ ǇǊƻǾƛŘŜŘ ōȅ ǘƘŜ ƘŜƭǇŘŜǎƪ ŀƎŜƴǘΣ ǳǎŜǊ ǎƘƻǳƭŘ ŎƘŀƴƎŜ 
ǘƘŜ ǘƛŎƪŜǘ ǎǘŀǘǳǎ ǘƻ άwŜǎƻƭǾŜŘέ ōȅ ŎƭƛŎƪƛƴƎ ǘƘŜ άwŜǎƻƭǾŜŘέ ƭƛƴƪ ƻƴ ǘƘŜ ǊƛƎƘǘ ǇŀƴŜƭΦ  hƴ 
ǘƘŜ ƻǘƘŜǊ ƘŀƴŘΣ ǳǎŜǊ Ƴŀȅ ƛƴƛǘƛŀǘŜ ŀƴƻǘƘŜǊ ŎƻƳƳǳƴƛŎŀǘƛƻƴ ǿƛǘƘ ǘƘŜ ƘŜƭǇŘŜǎƪ ŀƎŜƴǘ ŦƻǊ 
ŦǳǊǘƘŜǊ ƛƴŦƻǊƳŀǘƛƻƴ ōȅ ǇǊƻǾŘƛƴƎ ƘƛǎκƘŜǊ ŎƻƳƳŜƴǘǎ ƛƴ ǘƘŜ ƛƴǇǳǘ ōƻȄ ά/ƻƳƳŜƴǘ ƻƴ ǘƘƛǎ 
ǊŜǉǳŜǎǘΦΦΦέ ŀƴŘ ǳǇƭƻŀŘ ŀǘǘŀŎƘƳŜƴǘόǎύ 
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8. Ticket Status : Resolved 

¢ƘŜ ǘƛŎƪŜǘ ǎǘŀǘǳǎ ǿƛƭƭ ōŜ ŎƘŀƴƎŜŘ ǘƻ άw9{h[±95έ ƛŦ ǳǎŜǊ ƛǎ ǎŀǘƛǎŦƛŜŘ ǿƛǘƘ ǘƘŜ ǊŜǇƭƛŜǎ ƻǊ 
ǘƘŜǊŜ ƛǎ ƴƻ ŎƻƳƳŜƴǘǎ ŦǊƻƳ ǳǎŜǊ ƻƴ ǘƘŜ ǊŜǇƭƛŜǎΦ   
 

 

 

¢ƘŜǊŜ ŀǊŜ ǘǿƻ ǎƛǘǳŀǘƛƻƴǎ ŦƻǊ ǘƘƛǎ ǎǘŀǘǳǎΥ 

8.1 Resolved being marked by user 

LŦ ǳǎŜǊ ƛǎ ǎŀǘƛǎŦƛŜŘ ǿƛǘƘ ǘƘŜ ŀƴǎǿŜǊΣ  ƘŜκǎƘŜ ǎƘƻǳƭŘ ŎƘŀƴƎŜ ǘƘŜ ǎǘŀǘǳǎ ǘƻ άRESOLVEDέ 

by clicking the άwŜǎƻƭǾŜŘέ link on the right panel.  

8.2 Resolved being marked by helpdesk agent 

IŜƭǇŘŜǎƪ ŀƎŜƴǘ Ƴŀȅ ŀƭǎƻ ŎƘŀƴƎŜ ǘƘŜ ǘƛŎƪŜǘ ǎǘŀǘǳǎ ǘƻ άRESOLVEDέ ƛŦ ǳǎŜǊ ŘƻŜǎ ƴƻǘ 

ǊŜǎǇƻƴǎŜ ǘƻ ŀ ǊŜǇƭȅ ŦƻǊ ŀ ƭƻƴƎ ǇŜǊƛƻŘ ƻŦ ǘƛƳŜΦ 
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9. Ticket Status : Closed 

²ƘŜƴ ǘƘŜ ǘƛŎƪŜǘ ǎǘŀǘǳǎ ƛǎ ŎƘŀƴƎŜŘ ǘƻ ά/[h{95έΣ ƛǘ ƳŜŀƴǎ ǘƘŀǘ ǘƘŜ ŜƴǉǳƛǊȅ ƛǎ ǊŜǎƻƭǾŜŘ 
ƻǊ ŎƭƻǎŜŘ ŀƴŘ ƴƻ ŦǳǊǘƘŜǊ ǊŜǇƭȅ ǿƛƭƭ ōŜ ǇǊƻǾƛŘŜŘΦ  ¸ŜǘΣ ǳǎŜǊ Ŏŀƴ ǎǘƛƭƭ ǾƛŜǿ ǘƘŜ ŎƭƻǎŜŘ 
ŜƴǉǳƛǊȅ ƛƴ ǘƘŜ ƛ!a {ƳŀǊǘ IŜƭǇŘŜǎƪΦ 
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10.  View Requests 

User can go to the requests panel to view all his/her requests by clicking the button 

on the top right corner of the page.  User can also do searching or filtering of the 

requests. 
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11.  Change User Profile 

¦ǎŜǊ Ŏŀƴ ǾƛŜǿ ǘƘŜ ǳǎŜǊ ǇǊƻŦƛƭŜ ōȅ ŎƭƛŎƪƛƴƎ ǘƘŜ ǳǎŜǊ ŀǾŀǘŀǊ ƻƴ ǘƘŜ ǘƻǇ ǊƛƎƘǘ ŎƻǊƴŜǊ ƻŦ ǘƘŜ 
ǇŀƎŜ ŀƴŘ ǎŜƭŜŎǘ άtǊƻŦƛƭŜέ ŀƴŘ ŎƘŀƴƎŜ ǇŀǎǎǿƻǊŘ ƛƴ ǘƘŜ ǳǎŜǊ ǇǊƻŦƛƭŜ ǇŀƎŜΦ  IƻǿŜǾŜǊΣ 
ŜŘƛǘƛƴƎ ƻǘƘŜǊ ǇǊƻŦƛƭŜ ŎƻƴǘŜƴǘǎ ƛǎ ƴƻǘ ǊŜŎƻƳƳŜƴŘŜŘ ŀǎ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ Ƴŀȅ ōŜŎƻƳŜ ƻǳǘ 
ƻŦ ǎȅƴŎ ǿƛǘƘ ǘƘŜ ǊŜƎƛǎǘǊŀǘƛƻƴ ǊŜŎƻǊŘ ƪŜǇǘ ōȅ ƻǳǊ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜΦ 
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· LƴǇǳǘ ŎǳǊǊŜƴǘ ŀƴŘ ƴŜǿ ǇŀǎǎǿƻǊŘǎ 
 

 
 
 
 

~ End ~ 


