Cp1244 SOP iPhone Service Strategy
Apple Internal Use Only

This document lists available service methods for iPhone and iPhone accessories.
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1. Be sure that you can provide service
A. See Providing Service for Yourself, Family Members, and Coworkers.

B. Ensure that a hardware failure has been identified.



2. iPhone service options
A. Determine available repair options based on the customer's location. 

B. Neutrally present all available repair options.

Note: If the customer needs service only for a damaged screen, offer mail-in service. Advise customers with AppleCare+ (AC+) that mail-in and carry-in service have lower fees than express replacement service (ERS).

Asia-Pacific, Japan
	 
	Service options

	
	Carry-in
	ERS
	Mail-in

	
	AASP
	ARS
	Carrier
	
	

	· Australia [1]
	√
	√
	√
	√
	√

	· China [1]

· Hong Kong [1]

· Taiwan
	√
	√
	 
	 
	 

	· Fiji

· Indonesia

· Malaysia

· Philippines

· Vietnam
	√ [2]
	 
	 
	 
	 

	· Japan [1]
	√
	√
	 
	√
	√

	· Korea
	√
	 
	√
	 
	 

	· Macau
	√
	√
	√
	 
	 

	· New Zealand
	√ [2]
	 
	√
	√
	√

	· Singapore
	√ [2]
	√
	 
	√
	 

	· Rest of Asia-Pacific
	√ [3]
	 
	√
	 
	 


[1] Always offer onsite service to customers with AppleCare for Enterprise.

[2] This service option is available only for products purchased directly from Apple or a local authorized carrier or reseller.

[3] This service option is available only for products purchased directly from Apple.

Canada, United States
	 
	Service options

	
	Carry-in
	ERS
	Mail-in

	
	AASP
	ARS
	Carrier
	
	

	· Canada [1]
	√
	√
	 
	√
	√

	· United States [1]
	√
	√
	√ [2]
	√
	√


[1] Always offer onsite service to customers with AppleCare for Enterprise.

[2] Sprint is the only wireless carrier that can perform in-store repairs. Do not refer customers using another carrier to a Sprint store.

Africa, India, and Middle East
	 
	Service options

	
	Carry-in 

	
	AASP [3]
	ARS
	Carrier

	· Africa [1]

· Middle East (excluding UAE) [1]
	√
	 
	√

	· India [2]
	√
	 
	 

	· United Arab Emirates (UAE)
	√
	√
	 


[1] For unsupported CEMEA countries, see Service and Support for Products in CEMEA Countries Not Directly Supported by Apple.
[2] This service option is available only for products purchased directly from Apple or a local authorized carrier or reseller.

[3] Service might be restricted for products purchased directly from the Apple Online Store.

Europe, Russia and Turkey
	 
	Service options

	
	Carry-in
	ERS [6], [7], [8]
	Mail-in[7], [8]

	
	AASP [3]
	ARS
	Carrier [5]
	
	

	· Albania

· Belarus

· Bosnia & Herzegovina

· Faroe Islands

· Georgia

· Gibraltar

· Guernsey

· Iceland

· Jersey

· Moldova

· Monaco

· Montenegro

· Republic of San Marcos

· Serbia

· Ukraine
	√
	 
	 
	 
	 

	· Austria

· Denmark [4]

· Finland

· Ireland

· Norway [9]
	√
	 
	√
	√
	√

	· Belgium
	√
	√
	√
	 
	√

	· Bulgaria

· Croatia

· Cyprus

· Czech Republic

· Estonia

· Greece

· Hungary

· Latvia

· Lithuania

· Macedonia

· Malta

· Poland

· Portugal

· Romania

· Russia

· Slovakia

· Slovenia
	√
	 
	√
	 
	 

	· France [1] [4]

· Germany [1] [9]

· Italy [1]

· Netherlands

· Spain [4]

· Sweden

· Switzerland

· United Kingdom [1] [4] [9]
	√
	√
	√
	√
	√

	· Liechtenstein
	 
	 
	√
	 
	 

	· Luxembourg
	√
	 
	√
	 
	√

	· Turkey [2]
	√
	√
	√
	 
	 


[1] Always offer onsite service to customers with AppleCare for Enterprise.

[2] The IMEI number must be registered before a device can receive service.

[3] The customer's location might limit AASP availability. 

[4] AASP is the only service option in the Canary Islands, Faroe Islands, the French DROM COM territories, the Isle of Man, and the UK Channel Islands.

[5] Carry-in service from the wireless carrier might not be available for iPhone devices purchased from the Apple Online Store or Apple Premium Resellers (APRs) and is not available from Orange FRA.

[6] Requires an AppleCare Protection Plan (APP) or AppleCare+ (AC+).

[7] See Setting Up iPhone Repairs in iLog to determine whether a diagnostics test is necessary.

[8] Czech Republic, Denmark, Finland, Hungary, Norway, Poland, Portugal: ERS and mail-in service are available only for devices purchased from Apple.

[9] Some AASPs provide loaner iPhone devices during service.

Latin America
	 
	Service options

	
	Carry-in
	Mail-in

	
	AASP
	ARS
	Carrier
	

	Brazil
	√
	√
	√ [1]
	√

	Mexico
	√
	√
	√
	3 [2]

	Rest of Latin America
	√
	 
	√
	 


[1] VIVO is the only wireless carrier that can facilitate service. Service at VIVO stores is available only for devices purchased directly from VIVO.

[2]  ROM facilitates mail-in repairs.



3. iPhone accessory service options
iPhone cases are available only as billable service parts, but manufacturing defects are covered by Apple's limited warranty and consumer law.

If a customer claims that a case is defective and the failure is not due to accidental damage, send a request for technical assistance (RTA) to determine how to proceed.

Note: Dissatisfaction with color is not a reason to replace a case. Refer the customer to the place of purchase to discuss options.

Asia-Pacific, Japan
	 
	Service options

	
	Carry-in
	Do-it-yourself (DIY)

	
	AASP
	ARS
	Carrier
	

	· Australia
	√
	√
	√
	√

	· China

· Taiwan
	√
	√
	 
	 

	· Fiji

· Indonesia

· Malaysia

· Philippines

· Vietnam
	√
	 
	 
	 

	· Hong Kong

· Japan [1]

· Singapore
	√
	√
	 
	√

	· Korea
	√
	 
	√
	 

	· Macau
	√
	√
	√
	 

	· New Zealand
	√
	 
	√
	√

	· Rest of Asia-Pacific
	√
	 
	√
	 


[1] DIY is not available for iPhone 6s and iPhone 7 Smart Battery Case. 

Canada, United States
	 
	Service options

	
	Carry-in
	DIY and Mail-in [1]

	
	AASP
	ARS
	Carrier
	

	· Canada
	√
	√
	 
	√

	· United States
	√
	√
	√
	√


[1] Mail-in service is available only for iPhone 6s and iPhone 7 Smart Battery Case. 

Africa, India, and Middle East
	 
	Service options

	
	Carry-in 

	
	AASP
	ARS
	Carrier

	· Africa 

· Middle East (excluding UAE)
	√
	 
	√

	· India 
	√
	 
	 

	· United Arab Emirates (UAE)
	√
	√
	 


Europe, Russia and Turkey
	 
	Service options

	
	Carry-in
	DIY and Mail-in [1]

	
	AASP
	ARS
	Carrier 
	

	· Albania

· Belarus

· Bosnia & Herzegovina

· Faroe Islands

· Georgia

· Gibraltar

· Guernsey

· Iceland

· Jersey

· Moldova

· Monaco

· Montenegro

· Republic of San Marcos

· Serbia

· Ukraine
	√
	 
	 
	 

	· Austria

· Denmark

· Finland

· Ireland

· Luxembourg

· Norway
	√
	 
	√
	√

	· Belgium

· France

· Germany

· Italy

· Netherlands

· Spain

· Sweden

· Switzerland

· United Kingdom
	√
	√
	√
	√

	· Bulgaria

· Croatia

· Cyprus

· Czech Republic

· Estonia

· Greece

· Hungary

· Latvia

· Lithuania

· Macedonia

· Malta

· Poland

· Portugal

· Romania

· Russia

· Slovakia

· Slovenia
	√
	 
	√
	 

	· Liechtenstein
	 
	 
	√
	 

	· Turkey
	√
	√
	√
	 


[1] Mail-in repair is available only for iPhone 6s and iPhone 7 Smart Battery Case.

Latin America
	 
	Service options

	
	Carry-in

	
	AASP
	ARS
	Carrier

	· Brazil

· Mexico
	√
	√
	√

	· Rest of Latin America
	√
	 
	√




4. International Service Strategy
Carry-in is the only service option when a customer is outside the device's country of purchase. If service is not available in the customer's location, advise the customer to seek service in another country.

Turkey: iPhone devices owned by Turkish nationals can be serviced in Turkey. Non-Turkish customers must seek service in the country of purchase.

iPhone 7 and iPhone 7 Plus
	Country of purchase
	Model
	Service available in:

	· China

· Hong Kong

· Macau

· Puerto Rico

· United States
	· A1660 MM

· A1661 MM

· A1780 MM

· A1786 MM
	· Argentina [1]

· Australia

· Bangladesh [3]

· Brazil [3]

· Canada

· China [4]

· European Union [5]

· Hong Kong

· India [3]

· Indonesia [3]

· Japan

· Macau

· Malaysia [3]

· New Zealand

· Puerto Rico

· Saudi Arabia [5] [8]

· Singapore

· United Arab Emirates [5] [8]

· United States

· Vietnam [3]

	· Asia-Pacific [2]

· Canada

· Caribbean

· Europe

· Latin America

· United States
	· A1778 GSM

· A1784 GSM 
	· Asia-Pacific

· Brazil

· Canada

· China [4]

· Europe [6]

· India

· Japan

· Latin America

· Macau

· Middle East [7] [8]

· Russia

· South Africa

· United States

	· Japan
	· A1779 MM

· A1785 MM 
	· Brazil [3]

· Canada

· European Union [5]

· Hong Kong

· India [3]

· Japan

· Macau

· Saudi Arabia [3] [8]

· Singapore

· United Arab Emirates [3] [8]

· United States


[1] The local model will be offered for service.

[2] Excluding China, Hong Kong, and Macau.

[3] The local model will be offered for service, except in Canada, Caribbean, and United States.

[4] FaceTime audio is not available on replacement units.

[5] Including Austria, Belgium, Bulgaria, Croatia, Cyprus, Czech Republic, Denmark, Estonia, Finland, France, Germany, Greece, Hungary, Ireland, Italy, Latvia, Lithuania, Luxembourg, Malta, Netherlands, Poland, Portugal, Romania, Slovakia, Slovenia, Spain, Sweden, and United Kingdom.

[6] Excluding Armenia, Belarus, Georgia, Kazakhstan, Moldova, Tajikistan, and Ukraine.

[7] Middle East includes Bahrain, Egypt, Iraq, Jordan, Kuwait, Lebanon, Oman, Qatar, Saudi Arabia, and United Arab Emirates.

[8] FaceTime is not available on replacement units in Pakistan, Saudi Arabia, and the United Arab Emirates.

iPhone SE
	Country of purchase
	Model
	Service available in:

	· Asia-Pacific (excluding China)

· Canada

· Europe

· Latin America

· United States
	· A1723 TD
	· Argentina

· Asia-Pacific

· Brazil

· Canada

· China [2]

· Europe [3]

· Israel

· Japan

· Latin America

· Middle East [4] [5]

· Pakistan [5]

· Russia

· South Africa

· Unites States

	· China
	· A1724 China Mobile TD
	

	· Caribbean

· United States
	· A1662 Non-TD [1]
	· Argentina

· Asia-Pacific

· Brazil

· Canada

· Caribbean

· China [2]

· Europe [3]

· Japan

· Latin America

· Middle East [4] [5]

· Pakistan [5]

· South Africa

· Unites States


[1] The local model will be offered for service, except in Canada, Caribbean, and United States.

[2] FaceTime audio is not available on replacement units.

[3] Excluding Armenia, Belarus, Georgia, Kazakhstan, Moldova, Tajikistan, and Ukraine.

[4] Middle East includes Bahrain, Egypt, Iraq, Jordan, Kuwait, Lebanon, Oman, Qatar, Saudi Arabia, and United Arab Emirates.

[5] FaceTime is not available on replacement units in Pakistan, Saudi Arabia, and the United Arab Emirates.

iPhone 6s and iPhone 6s Plus
	Country of purchase
	Model
	Service available in:

	· Asia-Pacific (excluding China)

· Canada

· Europe

· Latin America and the Caribbean

· South Africa

· United States
	· iPhone 6s: 
A1688

· iPhone 6s Plus:
A1687
	· Asia-Pacific

· Brazil

· Canada

· China [1]

· Europe
· India [2]

· Japan

· Latin America and the Caribbean

· Middle East [3], [4]

· Pakistan [2]

· South Africa

· United States

	· China
	· iPhone 6s: 
A1700

· iPhone 6s Plus:
A1699
	

	· United States
	· iPhone 6s: 
A1633

· iPhone 6s Plus:
A1634
	· Argentina [2]

· Australia

· Bangladesh [2]

· Brazil [2]

· Canada

· Europe [5]

· Hong Kong

· India [2]

· Indonesia [2]

· Japan

· Macau

· Malaysia [2]

· New Zealand

· Pakistan [2]

· Saudi Arabia [2] [4]

· Singapore

· United Arab Emirates [2] [4]

· United States

· Vietnam [2]


[1] FaceTime audio is not available on replacement units.

[2] The local model will be offered for service.

[3] Middle East includes Bahrain, Egypt, Iraq, Israel, Jordan, Kazakhstan, Kuwait, Lebanon, Oman, Palestine, Qatar, Saudi Arabia, and United Arab Emirates.

[4] FaceTime is not available on replacement units in Saudi Arabia and the United Arab Emirates.

[5] Excluding Armenia, Belarus, Georgia, Kazakhstan, Moldova, Russia, Tajikistan, and Ukraine.

iPhone 6 and iPhone 6 Plus
	Country of purchase
	Model
	Service available in:

	· Asia-Pacific (including China)

· Europe

· United States
	· iPhone 6: 
A1586
A1589

· iPhone 6 Plus:
A1524
A1593
	· Australia

· Bahrain

· Brunei

· Canada

· China [1]

· Egypt

· Europe

· Hong Kong

· India

· Indonesia

· Israel

· Japan

· Jordan

· Korea

· Kuwait

· Latin America (excluding Colombia)

· Lebanon

· Malaysia

· New Zealand

· Oman

· Philippines

· Qatar

· Russia

· Saudi Arabia [2]

· Singapore

· South Africa

· Southern Asia

· Taiwan

· Thailand

· Turkey

· United Arab Emirates [2]

· United States

· Vietnam

	· Brazil

· Canada

· Latin America

· United States
	· iPhone 6: 
A1549

· iPhone 6 Plus:
A1522
	· Australia

· Bahrain

· Brunei

· Canada

· China [1]

· Egypt

· Europe

· Hong Kong

· India

· Indonesia

· Japan

· Jordan

· Korea

· Kuwait

· Latin America (including Colombia)

· Lebanon

· Malaysia

· New Zealand

· Oman

· Philippines

· Qatar

· Saudi Arabia [2]

· Singapore

· South Africa

· Southern Asia

· Taiwan

· Thailand

· Turkey

· United Arab Emirates [2]

· United States

· Vietnam


[1] FaceTime audio is not available on replacement units.

[2] FaceTime is not available on replacement units in Pakistan, Saudi Arabia, and the United Arab Emirates.

iPhone 5c and iPhone 5s
	Country of purchase
	Service available in:

	· Australia

· Hong Kong

· India

· South Korea

· Southeast Asia [1]

· Singapore

· Taiwan
	· Australia

· Canada

· China [2]

· Europe

· Hong Kong

· India

· Japan

· Latin America

· New Zealand

· South Korea

· Southeast Asia [1]

· Taiwan

· United States

	· Brazil

· Costa Rica

· Columbia

· Chile

· Europe

· Paraguay

· Russia

· Turkey

· United Arab Emirates

· Uruguay
	· Australia

· Brazil

· Canada

· Europe

· Hong Kong

· Japan

· Latin America

· New Zealand

· Russia

· Singapore

· Turkey

· United Arab Emirates

· United States

	· China

· Macau
	· China

	· Canada

· Japan (multimode)

· Latin America countries not listed in other rows
	· Australia

· Canada

· Europe

· Hong Kong

· Japan

· Latin America

· New Zealand

· Singapore

· United States

	· United States
	· Australia

· Brazil [3]

· Canada

· Europe

· Hong Kong

· Japan

· Latin America

· Middle East [3], [4], [5]

· New Zealand

· Pakistan [5]

· Singapore

· United States


[1] Southeast Asia includes Brunei, Indonesia, Laos, Malaysia, Myanmar, Philippines, Singapore, Thailand, and Vietnam.

[2] FaceTime audio is not available on replacement units.

[3] The local model will be offered for service.

[4] Middle East includes Bahrain, Egypt, Iraq, Jordan, Kuwait, Lebanon, Oman, Qatar, Saudi Arabia and United Arab Emirates.

[5] FaceTime is not available on replacement units in Pakistan, Saudi Arabia, and the United Arab Emirates.

iPhone 5
	Country of purchase
	Service available in:

	· Asia-Pacific

· Australia

· China (GSM)

· Europe

· India

· Japan

· New Zealand

· Russia

· South Korea

· Taiwan

· Turkey

· United Arab Emirates
	· Asia-Pacific

· Australia

· Canada

· China [1]

· Europe

· India

· Japan

· Latin America

· New Zealand

· Russia

· South Korea

· Taiwan

· Turkey

· United Arab Emirates

· United States

	· Brazil

· Canada

· Latin America (GSM)

· United States (GSM)
	· Australia

· Brazil

· Canada

· Europe

· Japan

· Latin America

· New Zealand

· United States

	· China (multimode)

· Japan (multimode)

· Latin America (multimode)

· United States (multimode)
	· Australia

· Canada

· China [1]

· Europe

· Japan

· Latin America

· New Zealand

· United States


[1] FaceTime audio is not available on replacement units.

iPhone 4s
	Country of purchase
	Service available in:

	· Asia-Pacific

· China

· Europe

· Hong Kong

· India

· Japan (GSM)

· Russia

· Singapore

· South Korea

· Taiwan

· Turkey

· United Arab Emirates
	· Asia-Pacific

· Australia

· Canada

· China [1]

· Europe

· Hong Kong

· India

· Japan

· Latin America

· New Zealand

· Russia

· Singapore

· South Korea

· Taiwan

· Turkey

· United Arab Emirates

· United States

	· Australia

· Brazil

· Canada

· Guam

· Latin America

· New Zealand

· United States (GSM)
	· Australia

· Brazil

· Canada

· Europe

· Guam

· Hong Kong

· Japan

· Latin America

· New Zealand

· Singapore

· United States

	· China (multimode)

· Japan (multimode)

· United States (multimode)
	· Australia

· Canada

· China [1]

· Europe

· Hong Kong

· Japan

· Latin America

· New Zealand

· Singapore

· United States


[1] FaceTime audio is not available on replacement units.



Recent changes

12 JUL 2017: Added footnote for Japan in section 3 to highlight that DIY is not available for iPhone 6s and iPhone 7 Smart Battery Case.
01 JUL 2017: Added ARS option for Taiwan in section 2 and 3.
21 JUN 2017: Added DIY option for Hong Kong in section 3.
27 MAY 2017: Added IVR instructions for Singapore in section 2 and 3. Added service strategy for A1780 and A1786 in section 4.
11 MAY 2017: Updated table formatting. 
17 APR 2017: Updated guidelines to always neutrally position service options to customers. 
21 MAR 2017: Added Turkey to International service matrix. International devices owned by non-Turkish nationals cannot be service in Turkey.
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