JINDAL TECHNICAL SUPPORT REPORT
	Date
	10 June 2026

	Start Time
	1:00 PM

	End Time
	2:00 PM

	Total Effort
	1 hour

	User
	deepak.khandelwal

	Service
	Microsoft 365 / Exchange Online / Outlook



Overview
This report summarizes the Microsoft 365 support activity performed for user deepak.khandelwal regarding Outlook Web, Outlook Desktop, mailbox search, Inbox/Archive behavior, MRM retention policy review, and Outlook desktop synchronization settings.
Case 1: Microsoft 365 Outlook Mailbox Search, Inbox/Archive and MRM Policy Review
Issue
User reported that mails were visible in Outlook Web / Outlook Online Inbox, while the expectation was that the mails should be in Archive. There was also a concern that Outlook Desktop item count appeared different/double compared to Outlook Web.
Affected Environment:
Microsoft 365 / Exchange Online
Outlook Web / Outlook Online
Outlook Desktop for Windows
Microsoft Purview Data Lifecycle Management - Exchange legacy MRM retention policies
Analysis
Performed investigation and user guidance around mailbox item location, Outlook search behavior, Outlook Desktop cache configuration, and Microsoft 365 MRM retention policy behavior.
Areas reviewed and verified:
Outlook Web mailbox search using From, To, subject, and date filters
Message location behavior between Inbox, Archive, Deleted Items, and other mailbox folders
Outlook Desktop count mismatch possibilities including view filters, focused inbox, conversation view, and cached Exchange mode
Outlook Desktop cache download period / sync slider setting
Company-wide Default MRM Policy from Microsoft Purview GUI
Retention tags associated with Default MRM Policy
Default archive action and retention period configured for the tenant policy
Difference between Default retention tags, Personal tags, and Inbox/UTR folder-specific tags
Expected archive movement based on message age, archive mailbox status, and Managed Folder Assistant processing
Findings
Mail was visible in Outlook Web Inbox, confirming that the item was still present in the Exchange Online Inbox and not only an Outlook Desktop local cache issue.
Outlook Desktop count differences can occur due to cached Exchange mode, OST sync state, focused inbox, conversation view, folder filters, search scope, or unread-vs-total count display.
Outlook Web search works better when smaller date ranges are used along with From and To filters, especially while tracing specific mails across folders.
The company-wide Default MRM Policy was checked from Microsoft Purview GUI under Exchange legacy MRM retention policies.
The policy included the tag “Default 2 year move to archive” with a retention period of 730 days and action Archive.
Because the current default archive period is 730 days, newer mails will remain in Inbox until they meet the retention age requirement.
Personal tags such as 1 year move to archive, 5 year move to archive, or never move to archive are available for manual use, but they do not automatically apply company-wide unless assigned by user or applied to folders/items.
Inbox/UTR refers to an Inbox/folder-specific retention tag type. If configured with Archive action, it can apply only to Inbox, but the visible default tenant behavior was controlled by the default 2-year archive tag.
Outlook Desktop was configured to download all available emails locally by setting the cached Exchange mode download period to All.
It was clarified that setting Outlook Desktop download period to 5 years applies to all primary mailbox folders, not only Inbox. Setting it to All downloads all available primary mailbox folders locally, while Online Archive remains a separate archive mailbox experience.
Action Taken
Checked Outlook Web behavior and confirmed that the mail appearing in Inbox means it is present in Exchange Online Inbox.
Guided the user to search mails in Outlook Web using From and To search operators.
Recommended searching with smaller date ranges for faster and more accurate results.
Explained that Outlook Desktop count mismatch may be caused by local view, cache, conversation view, focused inbox, search scope, or OST sync state.
Guided Outlook Desktop troubleshooting steps such as Reset View, clearing filters, checking exact folder scope, and verifying folder synchronization status.
Reviewed company-wide Default MRM Policy through Microsoft Purview GUI.
Verified that the relevant default archive tag is configured as 730 days / 2 years move to archive.
Explained the difference between the normal Archive folder, Online Archive mailbox, Default retention tag, Personal retention tag, and Inbox/UTR folder-specific tag.
Confirmed that recent mails will remain in Inbox until the configured retention period is reached.
Configured Outlook Desktop to show all mails by setting Download email for the past to All, since disk space limitation was not a concern.
Clarified that a 5-year Outlook cache setting would sync the last 5 years from all primary mailbox folders, not only Inbox.
Provided guidance that earlier automatic archiving requires a shorter Default archive tag or an Inbox-specific archive tag added to the required MRM policy.
Root Cause
The mails were still showing in Inbox because the company-wide MRM policy currently moves items to archive only after the configured retention period of 730 days. Therefore, mails newer than 2 years are expected to remain in Inbox unless manually moved, processed by a different Inbox-specific tag, or controlled by another rule/policy.
Resolution / Guidance Provided
User was guided that Outlook Web reflects the actual Exchange Online mailbox location.
Current company-wide MRM configuration was found to archive mailbox items only after 730 days / 2 years.
User was advised that recent mails will not automatically move to Archive under the current policy.
Outlook Desktop was set to download all emails locally by changing the cached Exchange mode sync slider to All.
User was guided to use smaller date-based searches with From/To filters for better mail tracing.
If earlier automatic archive is required, a shorter Default archive tag or Inbox-specific archive tag should be created and assigned to the MRM policy.
Status: Investigation Completed / Guidance Provided
Summary
	Metric
	Details

	Total Cases Handled
	1

	Total Effort
	1 hour

	Start Time
	10 June 2026, 1:00 PM

	End Time
	10 June 2026, 2:00 PM


Remarks
Client was provided detailed technical guidance regarding Outlook Web mail location, Outlook Desktop mail count and cache behavior, From/To and date-based mail search methods, Microsoft 365 MRM retention policy behavior, Default MRM Policy archive period, Inbox/UTR tag meaning, and Outlook Desktop configuration to download all mails locally. The current MRM configuration was identified as a 730-day / 2-year move-to-archive policy, which explains why newer mails remain in Inbox.
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