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UniDesk Passing a call between Second Line Teams 

 
Calls may be passed directly between Second Line Teams. This function can be used when: 

 

1. Information is needed from another second line team to support an answer you are working 
on for a user, an existing call. 

2. You have information or data to pass to another team as part of your work process. Creating 
a new second line call. 
 

To pass an existing call, open up the call tick the box “make invisible to caller” and enter comments, 
notes or information in the text box.  

To attach a document, click on the paperclip icon and select the file. 

 

 

Comments should be added in the text box to all transferred calls, letting the receiving team know 
why the call has been added to their queue.   
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To change the operator group, go to the processing section. Click on the drop down arrow and begin 
to type the name of the operator group. Typing “Fin” will bring up the list of operator groups within  
Finance.   
 

 
 

 

Another way to find the operator group is to click the three dots (…) to the right of the operator 
group box and select find. 
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Type the name of the department in the search box and click on the magnifying glass 

 

This will bring up the names of the operator groups within UniDesk. Clicking on the headers at the 
top of the columns will order the selection alphabetically. Select the operator group and click okay. 

 

To send the call to the operator group, leave the operator name as the same as the group and click 
save.  

 

This call will now appear in the operator group, call list. 

Click refresh to remove the call from your call list 
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If the name of the operator is known or you have agreed with a colleague to pass a call directly to 
them, click in the operator group box and delete the entry. The box will colour red.  

 
Click the operator drop down arrow and begin to type the colleague’s name. Their name will auto fill 
as you type and auto populate the operator group box. If the operator is in more than one operator 
group, you will need to select the queue for the group you would like the call added to. 

Clicking the person icon will allocate the call to yourself.  

Clicking the three dots icon (…) beside the operator and selecting “Find” will bring up a selection box. 

Enter the operators name in the box and click the magnifying glass. 

 
If the operator is in more than one operator group there will be more than one group listed, as 
above.  Select the group and click okay. Then click save, the call will now appear in the selected 
operator queue. Refresh the page by clicking the refresh Icon, the call will no longer show in your 
queue. 

To create a new Second Line call to send information to another second line team.  From the main 
UniDesk screen, select New Second Line Call. 
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Click on this icon and follow the steps above to make the call invisible to caller, adding comments 
and if needed, attaching a document. 

 
Enter the caller name and support group as yourself, complete the brief description and call type.  

 

The category and sub category should be completed for the department you are sending the 
information to. Ie Tax sending information to Pensions, the sub category would be Pensions and 
Payroll. 

The operator group will be the department you are sending to. Comments with instructions for the 
receiving team must be entered in the red text box. Click save to send the call to the queue. 

Creating a Second Line call will mean that the call bypasses Finance Helpline and the call creator will 
be responsible for closing the call. 


