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1. Call Processing 
 
1.1 Receiving a call 

Have a look at what's already happened in the call, and check that fields have been 
completed accurately 

 

2.1.1 Request Field 

The request field is found on the right side of the call record, and usually contains 
one of three types of information: 

1) The user's inital request 

2) Translation of the user's request into more technical, service-specific language 

3) Routing information on where the call may need to be passed. 

This means that the request field is the go-to place to find information about the 
original request. 

2.1.2 Action field 
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The action field will tell you what has happened since the user's original request 
was recorded. Operators can write information in the action field, which will be 
recorded when they save the call. As well as manually-entered information, the 
action field will also contain a link to any emails that were sent from the call by an 
operator (usually to the user), and the full text of any emails sent to the call (usually 
from the user). 

You can see the action field on the right side of the call record screen, below the 
request screen. The information will appear in date order, with the most recent 
information at the top. 

2.1.3 Attachments tab 

The attachments tab at the top of the screen will allow you to see any emails that 
have been sent to or from the call, and any attachments that were included in those 
emails. 

2.1.4 Audit Trail tab 

The audit trail will tell you which operator groups have already been involved in 
processing the call. 

2.1.5 Specify Object ID 

Objects may be found from the Object ID context menu ("..."). 
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Objects may be found by searching for any value, for example, Make, Object ID, 
Specification, serial number, etc. 

Select the desired object and click on OK. 

1.2 Recording work that you’ve done  

If you are going to deal with the call, make sure to record any work you do, or 
information you find out. You can use UniDesk to email the user directly. That way, 
a record of the email will remain within the call.  

If you've done something while processing a call, it is important to record what 
you've done within the action field in the call record in UniDesk. 

 

There are two main reasons for this: 



5 
 

1. It helps anyone else who processes this call by stopping them from duplicating 
things you've tried, and by giving them an idea of what might work. 

2. It helps anyone who is assigned a similar call in the future. They can find your 
call by searching for keywords, and can use the information you provided to 
assist them with that call 
 

Here's some things you might want to record: 
 Copies of mails sent to the user through UniDesk 
 Contact made with the user outwith UniDesk 
 Information you've received or things you've tried in the process of working on 

this call 
 Instructions or requests for another operator 

Please remember, the contents of the action pane will be visible to other operators 
and the caller. If you feel that you are including information that would not be 
relevant to the user (such as in depth technical requests), you can tick the "Make 
invisible for caller" box. However, the caller can request to be told this information, if 
they feel it would be useful. 

1.3 Contacting the user through UniDesk 

If you need to contact the user in relation to a UniDesk call, you can do so through 
the call card in UniDesk. To do this, navigate to the call in question. Then click on 
the button (...) next to the caller information. A menu will appear. Choose "Email 
user regarding call". The "Email user" functions are available on First Line, Second 
Line and Partial calls (note that Partial Calls are not visible in the Self Service Portal 
so users should not be sent direct links to calls in the SSP). 

 

 Please note - if you are emailing a user about a call you have just created, you 
will need to save the call before you will be able to select this option. 
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 A new tab will open with the "Email user" screen. The "To" address will have 
been automatically filled with the recorded email address for the user. You can 
see this in the caller section of the call record. 

 Type your email into the "Message" box.  
 Please summarise (or copy and paste) the contents of this email to the "action" 

field of the call record. This allows other operators, and people using the self 
service desk, to easily keep track of what has happened. 

 When you are ready to send the email, press  You can then close the "send 
email" tab. 

 If you need to wait for the user's reply before you can do any further work on the 
call, you can change the status to "Waiting on user", using the processing pane 
in the call record 

 To do this, choose "Waiting on user" from the Status menu, and save the call. 
This means that the call is "on hold", and will no longer appear in your to do list. 
When the user replies, the call will automatically go off hold, and will appear in 
your to do list again. 
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1.4 Excessive waiting for user 

Users may sometimes ignore requests for further information, which means their 
call is not progressed.  Operators may opt to filter out the on hold calls from their to 
do list, thus losing visibility of these calls. 

UniDesk has a selection to assist with this - On hold more than 14 days and 
assigned to my operator group(s). 

This is available from the Overview and Call Management Dashboards. 

One way to use this selection is as follows for calls where the user hasn't 
responded within 14 days: 

1. Set the status back to Open and save the call. 
2. Ask the user for the information a second time and update the Action field to 

note the reminder. 
3. Set the status back to Waiting on user and save the call. 

Alternatively, if there is a known reason for delaying before asking for the 
information again, simply toggle the status by following just steps 1 and 2 above. 

The second time the call appears in this selection, that is, the user has not 
responded to the reminder, different steps may be taken: 

1. Set the status should be set to Resolved by 2nd line. 
2. Update the Action advising that the user is not responding to the requests for 

further information. 
3. Save the call. 

If you have processed the call as far as you can, you may want to reassign the call 
to someone else (if it still requires further processing), or you can mark the call as 
"2nd line resolved", meaning that you believe you have solved the user's issue or 
answered their query. Marking a call as "2nd line resolved" returns it to the control 
of the first line service desk who were originally associated with the call. They will 
then confirm whether the user is satisfied with the solution. Please make sure to 
record in the "Action" field whether you have notified the user of the solution. 
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1.5 Reassigning a call to someone else 

If you can't answer the query or resolve the issue yourself, you can reassign a call 
to another operator group using UniDesk. 

Passing a call is used to reassign a call from one first line operator group to 
another, or from one second line operator group to another.  

If you are a second line operator and, a call has been escalated to you incorrectly, 
you can de-escalate the call. 

1.6 De-escalating a call 

If, as a second line operator, a call is escalated to your operator group, and you feel 
that it was incorrect for the call to be escalated, you can de-escalate the call.  

You can see that this is a second line call because of the icon next to the title of the 
call. 

   

To de-escalate the call press the "De-escalate" button. 

You will be asked to select a reason for de-escalating the call. 

1. Incorrect assignment. The call should not have been assigned to this operator 
group or operator - "you've got the wrong team" 

2. Unnecessary escalation. This call should not have been assigned to any second 
line operator group - "you can do this one yourself" 

3. Premature escalation. More information is needed from first line before the call 
is ready to be processed by second line - "you've not gathered all the required 
data" 

 

Choose a reason, and press "De-escalate". 

Once you have saved the call it should automatically return to the first line operator 
group that escalated the call to you. 

1.7 Resolving a call 
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If you've resolved the issue, you should mark the status as "Resolved by 2nd line", 
and then save the call. This will return the call to the first line operator group that 
was dealing with the call, meaning it will be removed from your To Do list, and it will 
appear in the service desk's "awaiting service desk confirmation" selection.  

Make sure to record the work you've done in the action field. Please also mention 
whether you've notified the user of this resolution or not. It's nice if you do, but if you 
don't, the first line team it came from can do it for you. Just make sure you explain, 
either way. 

1.8 Saving a Call 

Saving a call is how you tell UniDesk to process the information you've entered. 

You will not be able to save a call unless you have completed the mandatory fields. 
Before you save the call, nothing you have entered will be recorded. It is a good 
idea to save often, to avoid losing changes. 

After you save the call, it will be assigned to the operator group you have specified. 
As such, it is important to make sure you've included all relevant information before 
saving. If you want to save the call to make sure you don't lose anything, or to come 
back to later, you can choose your own operator group and operator, meaning that 
the call will be assigned to you for the time being. You can then go back and input 
further information at a later time, and then change the operator group as 
necessary. Unless otherwise specified, please do not change the operator group 
until the call has been saved for the first time. 

To save a call, press the "Save" button in the top left corner of the window. Once 
you have saved the call, you can then close it by pressing the x at the right of the 
call tab. 
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2. Finding an existing call 
 

UniDesk lets you view existing calls in the system, as long as they haven't been 
restricted. UniDesk allows you to find calls in a number of ways. 
 
2.1 Using the caller card to find all calls for a specified user 
 
To do this, go to the quick links bar at the left of the screen, and press the "caller 
card" button  

 

A "caller card" will open in a new tab. 

 

To find the caller you're looking for, start typing their name into the "Name" field. 
Once the correct name comes up, click anywhere on the screen to accept that 
name. 

The calls associated with the user will come up. For calls where the person you've 
chosen is the caller, look at the "logged calls" tab. Double click any of the calls to 
open them in a new tab. 

2.2 Searching for a call 
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To access the search feature in UniDesk, go to the quick access toolbar, and press 

the  button. 

3.3.1 Simple Search 

This box will open, allowing you to perform a simple search. 

 

The first field is a drop-down menu, with the following options: 

 

The item you choose from this menu will determine what UniDesk is searching for. 
For example, if you're looking for a call, select this from the drop-down menu. 

In the second field, enter your search term. If you are searching for an call, you 
might want to type one of the following: 

 The call number 
 The name or username (UUN) of the user 
 Words you know came up in the call 
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This means that when you click search, UniDesk will search for instances of the 
search term that fit into the choice from the drop-down menu, e.g. a call that has the 
words Outlook problem in it. 

By default the simple search is a fuzzy search, however using quotes "Outlook 
problem" will find only that exact phrase, or a single word (e.g. "printer" which 
wouldn't return calls about printing). 

3.3.2 Searching for Strings 

In the simple search box, if you put quotes around a set of words, UniDesk will 
search for that exact string, as complete words. So if you search for "Network 
Failure", you will get back all calls containing the words Network and Failure 
together. 

If you want to search for partial strings, you can use asterisks instead. So if you 
search for *Network Fail*, you will get back all calls containing the words Network 
Failure, but also all calls containing Network Failover. 

3.3.3 Advanced search 

If you want to make your search more specific, you can use the advanced search 
tool by clicking on the "Advanced Search" link on the search box. 
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Unlike the simple search, which looks for your search term in any field (as long as 
it's within the item specified in the dropdown list), advanced search lets you identify 
search terms for specific fields. 

Remember, the more information you enter as search criteria, the fewer results you 
will get. 

If you want to make your search less strict, make sure the "fuzzy" box next to the 
main search box is ticked. A fuzzy search includes items that are close to your 
search criteria, even if they don't match exactly. This means that if you have 
misspelled a word, the fuzzy search still may find results. The simple search is 
always fuzzy, and the advanced search will have the "fuzzy" box ticked by default. 

If you find yourself performing the same search on a regular basis, you can create a 
selection. This allows you to see all of the items that meet set criteria (see section 
3.6) 

2.3 Finding a call using the tasks widget on the start page 

The tasks widget can be found in UniDesk's start page. 

 

It will show you tasks that you might be responsible for, including first line and 
second line calls. It will only show tasks for modules that are assigned to you, in this 
case, Call Management and Problem Management. 
 
There are two columns with numbers in them. By default, the first column is set to 
show you how many items are assigned to you as an operator ("own"). The number 
in the second column represents items assigned to you as an operator ("own"), 
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your operator group ("groups"), and any items that have not been assigned yet 
("unassigned"). Unless you work on the IS Helpline, you are unlikely to be 
responsible for processing unassigned calls, so you may wish to change this 
column to something more relevant. 

You can change the columns by clicking on the button in the top right of the 
widget, and choosing an option from each of the drop down menus. Once you've 
done this, click save. 

 

Clicking on the numbers in the tasks widget will show you the corresponding items. 
In the example above, if you click the number 3 next to "first line calls", you will 
open a list of open first line calls that are assigned to you. This is also referred to as 
a "To Do" list. 
 

 

2.4 Finding a call using a premade selection 

There are certain selections that have already been built by the university. You will 
have access to different selections depending on your role. To access these 



15 
 

selections, navigate to the dashboard. On this screen, you should see the 
selections widget. This will have different selections in the list, depending on your 
job role, and whether you've made any changes in the widget settings. 

 

To choose what selections appear in the list, click  

A widget settings pane will appear 

 
Here you can choose which selections are displayed, and which are not. 
Remember, the selections that come up here depend on your role, and whether 
you've created any selections manually. 

Once you've chosen which selections to display, click save to return to the 
dashboard. 

The selections you've chosen should appear in the selections widget. Click on a 
selection to view the list of items associated with it. 

To filter the results that appear, press More then the Filter button at the top right. 

https://www.wiki.ed.ac.uk/display/UsingUniDesk/Dashboard
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Choose your desired options from the settings that appear. This will change what 
shows up in your selection. 

2.5 Finding a call by creating your own selection 

To create a new widget, click on "All Selections". A new tab will open. 

On the right side of this screen, there is a "New selections" pane. To create a new 
selection, click the icon for what you'd like the selection to apply to, e.g. First Line 
Calls. 

 

A "new selection" tab will open 
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You can now choose the criteria for your selection, by clicking "where...". 

The next screen shows a list of criteria you can set. Try clicking on different ones to 
get an idea of what's available. From this screen, you can create your own 
selections. 

 

For example, to make a selection which includes all first line calls with a specific operator, 

click on "Operator" from the processing section Dialogue will appear for you to give more 

information about this criteria. 
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Type the name of the appropriate operator, and press "Apply". You can then add 
further criteria, use the selection as it is, or save the selection for future use. 

More information on selections can be found in the Report Training Guide.  

 

 

 


