JINDAL TECHNICAL SUPPORT REPORT
Date: 10 April 2026
Start Time: 2:30 PM

Overview
This report summarizes the technical support activity performed, including issue analysis, actions taken, and final resolution.Case 1: Missing Sent Items (Exchange Online Mailbox)
Issue
User reported that sent emails from last week to last year were missing from the Sent Items folder in Outlook Web (OWA).
· Primary Sent Items contained only 51 items 
· Archive Sent Items contained approximately 2 years of emails 

Analysis
· Retention policy verified → Default MRM Policy applied 
· No Sent Items Retention Policy Tag (RPT) configured 
· Folder-level retention tag on Sent Items → Not set 
· Retention policy ruled out as root cause 
Mailbox investigation using PowerShell:
Get-MailboxFolderStatistics -Identity manoj@jindalstainless.com | Where {$_.Name -eq "Sent Items"} | Select Name, ItemsInFolder, DeletedItemsCount, FolderSize
Get-MailboxFolderStatistics -Identity manoj@jindalstainless.com -FolderScope RecoverableItems | Select Name, ItemsInFolder, FolderSize
Get-MailboxFolderStatistics -Identity manoj@jindalstainless.com -Archive | Where {$_.Name -eq "Sent Items"} | Select Name, ItemsInFolder, FolderSize

Findings:
· Primary Sent Items: 
· 51 items (12.36 MB) 
· Recoverable Items → Deletions: 
· 2792 items (1.619 GB) 
· Missing emails located here (soft-deleted state) 
· Archive Sent Items: 
· 3249 items (1.069 GB) 
· Valid archive movement via DPT 

Action Taken
1. Verified retention configuration and ruled out policy-based deletion 
2. Identified emails present in Recoverable Items → Deletions 
3. Attempted Compliance Search recovery: 
New-ComplianceSearch -Name "ManojSentRecover" -ExchangeLocation manoj@jindalstainless.com -ContentMatchQuery "kind:email" -Description "Recover deleted sent items"
Start-ComplianceSearch -Identity "ManojSentRecover"
Get-ComplianceSearch -Identity "ManojSentRecover"

4. Switched to OWA-based recovery method: 
https://outlook.cloud.microsoft/mail/recoverableitemsdeletions
5. Performed bulk restore: 
· Used Select All option from top menu 
· Restored all items successfully 

Root Cause
Emails were soft-deleted and stored in Recoverable Items → Deletions, not permanently removed.

Resolution
· Successfully restored 2792 emails back to the mailbox using OWA bulk restore 
· Mailbox data fully recovered 
Status: Resolved

Summary
	Metric
	Details

	Total Cases Handled
	1

	Total Effort
	1 hour 20 minutes

	Start Time
	10 April 2026 , 2:30 PM




Remarks
All missing mailbox data has been successfully restored.
No retention policy or automated system process was responsible.
The issue originated from soft deletion, with data retained safely in recoverable storage and fully restored.
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