Address Mac App Store App Acceptance issues

Apple Internal Use Only
After customers upgrade their computer to the latest version of macOS, they might experience issues using the Mac App Store to accept and download certain versions of apps.

This article is about App Acceptance for Mac computers using macOS. For specific procedural steps on how to handle app acceptance issues, see CP1303 - SOP: Handling Questions About App Acceptance.

What is App Acceptance?

After upgrading to the latest version of macOS, Apple apps that were originally included with your Mac (like iMovie) appear in the Purchases pane of the Mac App Store with an Accept button. When you click Accept, you're prompted for your Apple ID and password. Your bundled apps are then associated with your Apple ID for use with the App Store.
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To receive future updates, the bundled applications GarageBand, iMovie, iPhoto, Keynote, Numbers and
Pages will be assigned to your Apple ID. A unique hardware identifier from your computer must be sent to

Apple to verify eligibility.
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If App Acceptance doesn't work as expected
If your customer can't accept Pages, Numbers, Keynote, iMovie, or GarageBand, remove the currently installed copy of the app and then install it from the app's product page. If the computer included Pro Apps as a CTO bundle, gather the following information and then follow the steps for the specific issue your customer is experiencing.

· The macOS version currently installed.

· If an erase install has ever been performed.

· If the computer has previously had a logic board repair.

Specific Issues

· "These apps cannot be accepted by your Apple ID. These have already been assigned to another Apple ID" alert.
· “Update unavailable for this Apple ID. This update is not available for this Apple ID either because it was bought by a different user or the item was refunded or canceled” alert appears when attempting to update installed apps.
· Accepted apps are not visible in the Purchases pane.
· The Accept button does not appear in the Purchases pane.
"These apps cannot be accepted by your Apple ID. These have already been assigned to another Apple ID" alert

· The customer might be signed in with a different Apple ID than the one that originally accepted the apps. Please ask the customer to sign in with the appropriate Apple ID. If you and the customer can't locate the correct Apple ID, iTunes Store Tier 2 can verify the Apple ID currently associated with the adopted apps and help determine if the Apple ID is in the customer’s household, and un-adopt the apps if needed. Please don't ask iTunes Store Tier 2 to un-adopt apps if the customer or someone in the customer’s household has access to the Apple ID originally used to adopt the apps.

· The customer might have purchased the computer second-hand, or as an open-box resale purchase. If the customer can't accept the apps, ask iTunes Store Tier 2 to un-adopt the apps for the customer, as a one-time exception.

· In rare instances, this alert can appear if the customer's computer has been refurbished. If the customer's computer is marked in as refurbished in iLog, consult with iTunes Store Tier 2. This team can confirm if there is no adoption history for this computer's serial number and can try un-adopting the related apps for this computer. 

“Update unavailable for this Apple ID. This update is not available for this Apple ID either because it was bought by a different user or the item was refunded or canceled” alert appears when attempting to update installed apps

· The customer might have purchased or accepted the apps using multiple Apple IDs. Try updating apps individually in the Updates pane.

· Check the Purchases tab and accept the apps if they haven't been accepted yet.

Accepted apps are not visible in the Purchases pane

· Make sure that the customer is signed in to the Mac App Store with the Apple ID used to accept the apps.

· The apps might have been hidden by the customer from the Purchases pane. See Mac App Store: Hiding and unhiding purchases for more help.

· If the customer is now in a different country from the one that originally accepted the apps, iTunes Store Tier 2 can un-adopt the apps.

The Accept button does not appear in the Purchases pane

· Drag the currently installed version of iMovie to the Trash in the Mac App Store. Look to see what the price button for the app says in the App Store window:

· If the price button says “Accept,” click it to accept all apps available for acceptance on that computer.

· If the price button says “Install,” then the customer has either accepted the apps already, or has previously purchased them. Click Install to re-download the app. Search for the other bundled apps as well to confirm that the buttons say either “Install” or “Installed.”

· If the price button shows the price of the app or the word “Get”,  make sure the customer has not already accepted the apps using a different Apple ID. iTunes Store Tier 2 can verify this.

· Try removing the adoption.plist and ~/Library/Caches/com.apple.storeagent files. Restart the computer. Then re-open the Mac App Store. The adoption.plist file is in one of these locations:

· /Library/Application Support/App Store

· /Library/Caches/com.apple.appstore

· Send an RTA if these steps don’t resolve the issue and the computer included one or more of the Pro Apps in the CTO bundle.

Contacting iTunes Store Tier 2

Chat consult with iTunes Store Tier 2 for the following:

· You need to verify if apps have already been accepted.

· You need to un-adopt a customer’s apps.

Before contacting iTunes Store Tier 2, please gather the following information:

· Customer's Apple ID.

· Customer's email address.

· Serial number of the customer's computer as shown in About This Mac.

· Exact issue or error message the customer receives when attempting to follow the acceptance process.

If iTunes Store Tier 2 chat is unavailable, you can also contact this team by sending an RTA. Be sure your case is classified correctly as an iTunes Store/App Acceptance case before starting the RTA.

If iTunes Store Tier 2 un-adopts the apps

Move the /Library/Application Support/App Store/adoption.plist file to the Trash and restart the computer. Then, open the Mac App Store and accept the apps.

Learn more

For more information about App Acceptance, see CP1303 - SOP: Handling Questions About App Acceptance.

Use these iLog classifications for App Acceptance issues:

· Affected Product: iTunes Store

· Component: Accepting Bundled Software

· Issue: Mac App Acceptance
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