How to access email via the web
1. Navigate to the new Outlook Web App (aka “Webmail”) sign in page – https://outlook.com/kctcs.edu

2. Enter your email address and password in the appropriate fields, then click Sign In
3. Continue to use Outlook Web App as you have in the past

Mobile Device Reconfiguration
Quick Reference iPhone Reconfiguration
After your mailbox has been upgraded, the following instructions will allow you to easily reconfigure your iPhone for the
new service.
1.
2.
3.
4.
5.
6.
7.

After your mailbox has been upgraded, open the Mail app on your iPhone.
You will receive an error “Cannot Get Mail: The username or password is incorrect”
Click Settings
Change Server to m.outlook.com
Ensure Username is set to your full email address
Click Done
Allow time for the device to verify settings, and then exit to the home screen. After opening the mail app, it will
need time to resynchronize content.

If mail is still not being delivered to your device, you may need to go through the full setup using the instructions below,
depending on your device type.
General Android Setup
1.
2.
3.
4.

Navigate to Account Settings, and select Add Account
Choose Microsoft Exchange Activesync
Enter your email address and password
If prompted to accept the Activation Agreement, select Yes

5.
6.
7.
8.
9.
10.

When prompted to enter Domain, scroll to the bottom and select Manual Setup
Enter m.Outlook.com in the Exchange server field
If prompted that "Outlook.com must be able to remotely control security features", select Yes
Set any account options required
Name your account
If prompted to "Update Security Settings", click Activate

General iPhone Setup
1.
2.
3.
4.
5.
6.
7.
8.

From Settings, select Mail Contacts Calendar
Select Add Account
Select Microsoft Exchange as the account type
Enter your email address in both the Email Address and Username fields
Enter your password in the Password field
If prompted that settings could not be determined, click Continue
If asked for server name, enter m.outlook.com
Save the configuration

Possible Issues, with resolutions
*************************************************************************************
SCENARIO 1: After mailbox is migrated, Outlook does not auto-discover the new server settings.
RESOLUTION:
1. Navigate to the registry subkey: HKEY_CURRENT_USER\Software\Microsoft\Office\14.0\Outlook\AutoDiscover
2. Delete the following registry entries:
a. PreferLocalXML, ExcludeHttpRedirect, ExcludeHttpsAutodiscoverDomain, ExcludeHttpsRootDomain,
ExcludeScpLookup, ExcludeSrvLookup, ExcludeSrvRecord, Kctcs.edu, Kctcs.microsoftonline.com
*************************************************************************************
SCENARIO 2: At any time before, or after the migration, a user cannot drag and drop an item from the Inbox to a
subfolder when using the Outlook Web App and IE10.

RESOLUTION: This is a known issue with the Outlook Web App and Internet Explorer 10 that exists with both our existing
environment and Office 365. Right clicking the message and using the “Move To:” option moves the message
successfully. A future update to either OWA, or IE10 is expected to resolve this.
*************************************************************************************
SCENARIO 3: Shared mailbox continues to prompt for credentials after migration even after entering the credentials of
the user’s mailbox.

RESOLUTION: Remove the shared mailbox from Outlook, then add it back to reset the connection.
*************************************************************************************
SCENARIO 4: User checks their mailbox size through Outlook soon after connecting to their migrated mailbox for the first
time. They are still showing a maximum size of 500mb.
RESOLUTION: Outlook will update to show the full 25GB available when it has had time to completely synchronize after
the migration. Typically, this takes up to an hour.
*************************************************************************************
SCENARIO 5: Error when opening Outlook: “The set of folders could not be opened”, or similar error.
RESOLUTION: Exit Outlook and Lync. Take note of any PST, shared calendars, or shared mailboxes attached to the
mailbox, then delete the user profile from Control Panel  Mail (32-bit), click Show Profiles, then delete the profile.
Next, navigate to %userprofile%\appdata\local\Microsoft\Outlook and delete the contents (not the Outlook folder
itself). NOTE: The AppData folder is hidden by default, so you may need to unhide it. It is recommended that you back
up the contents, or verify that there are no PST files stored in this folder before deleting the contents. Open Outlook
and create a new profile for the user.

Possible Issues, with resolutions (cont’d)
*************************************************************************************
SCENARIO 6: iPhone, iPad, etc does not connect when using the new mail settings.
RESOLUTION: Completely remove the mail account from the phone, then add it back.
*************************************************************************************
SCENARIO 7: Attempts to email an individual internally fails with “The email address you entered could not be found.”
RESOLUTION: Contact SO_ExchangeTeam@kctcs.edu so we can review the account.

Password Changes
Passwords can no longer be changed by using the Outlook Web App. Changing a password requires that the user either
log into a domain joined computer that is connected to the network and use CTRL+ALT+DEL, or use the Password Reset
Portal (https://pwreset.kctcs.edu). The portal requires that users have enrolled, so they should be reminded to enroll. If
they forget their enrollment details, the college technology team will need to submit a ticket to the Exchange team to
reset their options.

Miscellaneous Information for IT Staff
1. After migration, a single email can contain a maximum of 500 recipients. A distribution group that is selected
from the address book, is considered a single recipient.
2. Distribution group management must be completed using Active Directory Users and Computers, and can no
longer be updated through Outlook. If you have any non IT users who are updating group membership, they will
now need to submit requests to your technical team for these updates.

