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  System Overview:  
This document provides the step-by-step demonstration during the course  of 
using the Helpdesk System    

Purpose  
This document provides the step- by -step necessary instructions for making use 
of the system to improve the service delivery to the stakeholders such as Service 
Providers (SP) and Payment Service Providers (PSPs) by ensuring the availability 
of the focal/central point whereby all the requests/incident reports are handled 
to ensure the smooth delivery of the GePG Services.  

Use of the Helpdesk System:  
The customer interacts with the system by logging and sending the request/ 
report the incident and tracking the status by making use of the reference ticket 
number.  

Average of  two administrators from each PSPs and SPs are registered to use the 
system during the course of service request /incident reporting. The two 
Administrators will be provided with the login credentials to the system.   
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1. Introduction  
Government e-Payment Gateway (GePG) has established the Helpdesk 
system which will be the focal point where by all the customers (i.e. SPs 
and PSPs) enquires/request will be properly handled via the system.  

The SPs and PSPs Support Staff will be able to log in to the system and send the 
request via a web portal. Also customer can use other communication channels 
such as phone or email to send report incident to GePG call center. GePG call 
center after received the request /incident will register it into system.  The portal 
will provide the room for the client to choose the type of the service and describe 
the nature of the request or incident in order to reduce the workload and ensure 
that the GePG Help Desk Support Team will troubleshoot accordingly and 
provide the feedback for the reported incident or service requested.  

This will enables the GePG team to provide 24/7 support service to its 
customers. After submitting the request/report the incident, the client is 
provided with the ticket reference number where by he/she will be able to 
track the status of his/her request or incident reported through the portal 
from opening stage to closure of the ticket/issue. 

2. Home Page (Client side)  
By making use of the following URL: helpdesk.gepg.go.tz  you will be redirected 
to the Login page as shown in the figure below:  

 

Fig. 1.0.0 Helpdesk System, Login page 

After the successful display of the login page of the Helpdesk System, the 
client can enter the user-name and password provided by the administrator    
(GePG).  

http://www.helpdesk.ega.go.tz/
http://www.helpdesk.ega.go.tz/
http://www.helpdesk.ega.go.tz/











