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CTS Service Desk Information Requested from Customers

Below is a list of questions that will assist the CTS Service Desk when addressing requests for assistance with Exchange 2010 email. Not all questions will apply to all issues, and others will not have answers at the time an issue is initially reported. 

Any questions about this document can be directed to your project liaison Steve Lovaas (stevel@cts.wa.gov) or Jim Hammond (james.hammond@ofm.wa.gov). 

	Name
	

	Agency
	

	Contact Number
	

	Email Address
	

	Are you reporting an outage?
	

	Is this a Shared Service Exchange Issue?
	

	What version of Outlook is the impacted user running?
	

	Is this an OWA (Mobile) issue?
	

	Is this a WEBMail issue?
	

	Are you trying to connect through VPN?
	

	Description of Issue
	

	Has this occurred before?
	

	Is this an emergency?
	

	Symptom (what is NOT working right)
	

	Has it ever worked? (If not, it may relate to a new install)
	

	When did it stop working?
	

	Is anyone else at your location having this problem?
	

	What application or service are you trying to access?
	

	Source Address (user’s workstation IP address, or specific address from which the service is not working)
	

	Destination Address (URL or specific IP address to which the service is not working)
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