Creating UniDesk Users/Operators and Adding/Removing them from
Operator Groups.

Users and Operators
There are two components to setting up a new staff member in UniDesk: the user, and the operator.

The User is a login account, where you set permissions (roles) and assign the correct categories.

The Operator card is what other people see in the system: when you pass incidents, you are passing
them to the Operator. Visibility of Operators is dependent on what ‘tasks’ the Operator is available
for, such as 1* or 2™ line Incident Management or even Problem Management.

To complete a User/Operator setup, Operators are linked to their matching User, and also linked
into the appropriate Operator Group.

How to set up the User
Note: Before you create a new User/Operator you should make sure they don’t already exist in the
system. (They may have already worked in other teams, for example).

_ To create a User, go to Supporting Files in the Process View, and

_ click User, from the ‘New’ pane on the right of the page.

©  User You will then see a new user card. Enter the Name for the user, and
click 'Create Login Name'.

a Person

&8 Person Group Enter the user as UUN@ed.ac.uk into the login name field for the

user, where ‘UUN’ is the correct username.

The @ed.ac.uk bit does not make this an email address, although it might look like one: it’s set that

way so that the federated access system
| ) |"® New User Joe Bloggs
(Shibboleth) knows the full domain for .

the username (ed.ac.uk)

The user will not use the password that

you set, because their entry to the imeortant
. . . Name |Joe Bloggs |
system will be authenticated via AR O
Shibboleth. It can even be left blank. Click "9 Permsser
Login Name Create Iog;fl name
OK when done, and then SAVE the user. - LogimHams [ibloggs@ed.ac.uk |
Password
Once the User has been saved, you will Repeat password
be able to access the other tabs. You
need to add Roles and the appropriate ok || cancel

Category filter at this time.



Roles
Roles are permissions to use different areas of the system. You want to give permissions to the bits
of the system that your new User will need to access.

For many teams, this will include just IM First Line, and IM Second Line. It may also include PM roles
if your team is involved with Problem Management. In the future, there may be Change and Release
roles to consider as well.

Use the ‘Links Wizard’ button to add selected Roles to a User.

Roles (4) Operators (1) Filters (1) | Authonzations

BE2EHEH "R tvS® 0 X Y
Filter: Active cards

[ ] Name

[] 1M First line

[ ] 1M Second line

[] PM for IM Operators

Things to remember:

e If you are managing a Second Line only team, then you should not add the IM First Line role
to your Users.

e If you are in a team which does Problem Management, your users should have the PM
Problem Operator role. However, they will only need the PM Problem Management role if
they are actually Problem Managers (see this list: https://www.wiki.ed.ac.uk/x/Vx9HBw )

e Incident Operators who need to interface with Problem Management, for example to link
Incidents with Problems, should add PM for IM Operators.

You should not add IM or PM Report roles, or any other roles, without explicit guidance.

Category Filter

The Category Filter controls which list or lists of categories a User will see. Everyone gets the ‘Junk’
category automatically. You should also add the correct Category Filter for your group, to each user
in your group.

Under the Filters tab, select the Category filters sub tab. Use the ‘Links Wizard’ button to add the
correct Category Filter(s) to a User.


https://www.wiki.ed.ac.uk/x/Vx9HBw

Roles (4) Operators (1) Filters (1) | Authorizations

| Category filters (1) ','f College/Support Group filkers ".I'r Operator filters ".I

Z2EH %A MNE O X

[] name Activ Vahd for
[] 15 cCategories Yes specific users
[] 1unk Category Yes all users

Troubleshooting tip: if an Operator complains that they can only see the Junk Category, it’s a good
bet that they do not have correctly set Category Filters!

You should not add filters in the Operator Filter or College/Support Group Filter areas.

With the Roles and Filters set up, you are ready to create and configure the Operator.

How to set up the Operator

Creating an Operator
You can create an operator from an existing Person card. Using a Person card to create an operator
saves you manually keying this information, as it will usually be the right information. (Note: This is
just a timesaver - there are no links
between persons and
users/operators, other than that
they contain roughly the same
information.)

General

Find the Person Card using Search, Surname |Bloggs |
. . p . First name(s) |Juseph |
and then open it. Click the ‘Assign s o | |

New Operator’ button.

Fill any missing information into the Operator Card, and make absolutely sure that the email field is
correct. Save it, and then continue editing.

You will need to add Tasks, and link the Operator to the appropriate User.

Assigning Tasks

You will need to assign appropriate tasks to the Operator, using the checkboxes. For many teams,
this will just be First Line Incident Operator, and Second Line Incident Operator. Teams dealing with
Problem Management will need to assign those Problem tasks as appropriate.



Tasks

[ Installer [ External Help desk Party
E First Line Incident Operator [J 5LA Contract Manager
ES&::-"d Line Incident Operator [] Operations Operator

[] Problem Manager [] Operations Manager

[ Problem Operator [J knowledge Base Manager
[ Change Coordinator [J Account Manager

[] Activities Operator

[] RfC Authonizer

[ Change Authorizer

[ Operator of Simple changes

Things to remember:

e If you are managing a Second Line only team, then you will not need to tick the
First Line Incident Operator for your Operators.

e If you are in a team which does Problem Management, your Operators should have the
Problem Operator task ticked. However, they will only need the Problem Manager task if
they are actually Problem Managers (see this list: https://www.wiki.ed.ac.uk/x/Vx9HBw )

e |M Operators who need to interface with Problems, but not create and manage them, do
not need the Problem Operator role.

Linking the Operator to the User
The final step in creating a User/Operator is linking the User and the Operator together. This is done
with the TOPdesk user field at the bottom of the Operator card.

TOPdesk
TOPdesk user |Joe Bloggs M[>]

When this is done, save the Operator. This link should now be set up, and should also show up in the
Operator tab of the User record as well.

You’re ready to add your new Operator to an Operator Group.

Adding an Operator to an Operator Group

' _ ! _ ! l In order to add an Operator to an Operator Group,
||I General 1|||r Information ' Operator groups Links MNaotes
you actually need to link the Operator to the

i O [E=E| | S = e B
= o= B i‘% v & O O® Operator Group. You should do this from the

Filter: Active cards

[] school / Division Location Compound name City Operator Groups tab Of the Operator Card'

Use the ‘Links Wizard’ button to bring up a list of Operator Groups. Then select the correct Group
from the list, and click ‘Link’ to finish.

Link all | | Link | | Cancel



https://www.wiki.ed.ac.uk/x/Vx9HBw

Hidden Teams
If you need to add an Operator to a Hidden Team, please contact the IS Helpline when you have
finished the steps above, and ask to have the correct Hidden Team setup done for that Operator.

Removing an Operator from an Operator Group
To remove an Operator from an Operator Group, you simply need to unlink the Operator from that
Group.

However, if the Operator is not a member of other groups, has left the University, or will no longer
use UniDesk, you should also archive the Operator. Doing so will mean that nobody can assign
incidents directly to that Operator any more, whether they are in an Operator Group or not.

Un]inking the Operator from a Group General || Inf{:rmation“‘ Operator Groups (1) || Links |

To unlink the Operator from a Group, go to the '3 S = “‘R % .,‘ 2 O
Operator Groups tab of the Operator card. Select e

the Group to unlink from, and click the red ‘unlink’  |[] Schoal / Division Lacation Compound Name
button. Confirm the Selection to unlink. User Services 1S US Helpline

Archiving the Operator

To archive an Operator, open the Operator card #® Operator Matt Beilby
and then click the Archive button. Choose ‘No :

longer valid’ as the reason for archiving.

You should not do this if the Operator is still active
in other Operator Groups.



