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How do I prevent a specific agent being assigned
tickets?

Matthew Watt - 2023-08-10 - Zy6Awa (0) - Admin

Ticket Assignment overrides Department Permissions, which means even if you have an agent that doesn’t need
to be assigned tickets, they could still accidentally be assigned tickets by other agents.

If you have a specific agent that doesn’t need to be assigned tickets, you can create a Ticket Update Trigger to
unassign tickets from them automatically. This is useful in the event another agent accidentally assigns them a
ticket.

Simply, go to Admin > Business Rules > Triggers > Ticket Update Triggers, and click the New button at
the top right.
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Triggers automatically perform actions in response to ticket events. You can also define

TICKET STRUCTURE extra criteria the ticket must meet for the trigger to run.

BUSINESS RULES ~ 0 selected
& Queues Ticket Update Triggers
=i j Title = D
4 Triggers

Apply: Per Department (11) s
© SLAs

A Escalations D Customer Support

S Round Robin i

Customer Support - EU

@ Agent Shifts

Depending on how you want the action to run, you can either: 1) Create a Trigger that automatically
assigns the ticket back to the agent who made the change, or 2) Create a Trigger that automatically
moves the ticket back into unassigned.

Option 1:

To automatically assign the ticket back to the agent who made the chang, create a trigger with the following
settings:


https://support.deskpro.com/el
https://support.deskpro.com/el/kb
https://support.deskpro.com/el/kb/using-deskpro
https://support.deskpro.com/el/kb/admin
https://support.deskpro.com/el/kb/articles/how-do-i-prevent-a-specific-agent-being-assigned-tickets
https://support.deskpro.com/el/kb/admin

( 3 ) Criteria

L The criteria section is a list of terms that must match before the actions are applied to the Ticket.

When the following conditions are met:

Agent - was changed to (L) Lara Proud
v o+
5
(4) Actions
These actions will apply when all of the criteria pass.
Then the following actions will run
Set assigned agent - Current agent +
a

Option 2:

To automatically move the ticket to unassigned, create a Trigger with the following settings:
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