
GENERIC MAIL ALIAS/DELEGATE MAILBOX PROVISIONING

Request (containing line 
manager* approval) sent via 
email only to the ISD Service 

Desk

Discuss reason for rejection/
assist request amendment

Service Desk evaluate request to 
ensure appropriate for business 

need

Request accepted?

Service Desk log service request 
to ICT Infrastructure

Create generic alias

Is delegate mailbox 
required?

Create delegated mailbox 
Assign users & permissions

Add user receipt(s)

Confirm correct functionality

Advise service requester of 
completed actions

If delegate mailbox is 
Outlook confirmation 
assistance required?

Configure Outlook** Clients for 
additional mailbox

START

Service Desk call closed  
End of process

**Either via self-help FAQ or via ICTCS/Faculty Technician 
assistance

Must include all required information 
(see Service Catalogue for more details)
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