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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 ActiveSync. 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 Heidi Brownell (heidi.brownell@cts.wa.gov). 
	Name
	

	Is this the Customer Agency Helpdesk?
	No, send customer back to their agency helpdesk.

Yes, see next question.

	Has the person filled out an access request form?
	No, advise Customer Agency Helpdesk that the person needs to contact their supervisor.

Yes,  see next question.

	Is the device on the approved list?
	No, advise the Customer Agency Helpdesk that the employee needs to submit a ticket to their own Helpdesk to ask that their device be considered for future testing.  If it isn’t on the approved list, then it will not be able to sync.

Yes, see next question.

	Have you tried using the documents on the SSEP site to troubleshoot the issue?
	No, send them to http://cts.wa.gov/projects/shared_email/technical_resources.aspx
Yes, continue with ticket.

	Is the user able to make a phone call?
	No have the user contact their carrier.

Yes,  see next question.


	Is the user able use the browser on their phone to successfully connect to a website?
	No have the user contact their carrier.

Yes, see next question.

	What is the device?
	

	Has the mailbox been enabled to use ActiveSync?
	

	What administrative policy was applied to the mailbox?
	

	If the user received a quarantine message, what device id was listed in the message?
	

	Has the user ever successfully synced before?
	

	Agency
	

	Contact Number
	

	Email Address
	

	Description of Issue
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