
Contact to IT Service Desk, ITSD 
creates Clarify case, adds 
template to case notes

Existing device 
Email / Calendar not 

updating

Initial device setup, 
reset, or replace

Dispatch to ARC 
Telecom Services

ARC Telecom Services 
or EUS provides  

assistance as needed

ARC Telecom 
Services determines 

device support 
resources

ITSD provides ARC  
ActiveSync server 

name & domain to 
customer and 

instructions from 
Apple - http://

support.apple.com/
kb/ht2480

Microsoft ActiveSync 

Smartphone & Tablet Support 

Process Flow

ITSD provides ARC HQ 
ActiveSync server name 
& domain to customer.  

Android instructions 
vary by model and 

manufacturer.

Advises customer to 
contact personal 
telco provider if 

issues or questions

Lost or Stolen / 
Wipe device request

Approval noted in 
Clarify case, 

Dispatch to CSC 
Operations

Dispatch to CSC 
Operations-

Exchange

CSC Ops-Exch sends 
remote wipe / erase 

command to device via 
wireless signal (if 

available)

CSC Ops-Exch 
notifies customer 
and ARC Telecom 
Services via Clarify 

email

CSC Ops-Exch 
resolves case. 

Dispatches to Ops 
closure.

Customer, Telecom, 
or EUS contacts IT 

SD if/when replaced

ITSD provides ARC HQ 
ActiveSync server name & 
domain to customer and 

instructions from Microsoft - 
http://www.microsoft.com/

windowsphone/en-us/
howto/wp6/sync/sync-

windows-phone-6-5-with-
my-computer.aspx

Personal device or 
corporate asset?

Personal device

Corporate asset

Dispatch to ARC 
Telecom Services or 

ARC InfoSec for 
approval of remote 

wipe / erase

Can customer open 
mailbox via Outlook Web 

Access at https://
www.redcross.org/

arcmail

Dispatch to CSC 
Operations

YES

Is mailbox on 
ARCHQ cluster?

Confirm Outlook 
Web Access server 

status, troubleshoot 
as needed

NO – Dispatch 
to ITSD for field 
Exchange server 

support

YES – Confirm 
ARCHQ Exchange 

cluster status, 
troubleshoot servers 

if needed

If no server issues 
present & customer’s 
mailbox accessible via 

OWA – Dispatch to 
ITSD

ITSD contacts customer

Android device or 
tablet

Windows Mobile 
device

iPhone, iPad, or iPod 
touch

Dispatch to ARC 
InfoSec for approval

ITSD confirms if 
customer’s Active 

Directory ActiveSync 
enabled

NO

ARC InfoSec updates  
Clarify case, enables Active 

Directory account 
ActiveSync, dispatch to 

ITSD

YES

NO

ITSD confirms if 
customer’s Active 

Directory ActiveSync 
enabled

YES

NO
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