Cp1288 SOP Running Diagnostics for Apple Products
Apple Internal Use Only

This document guides Advisors through using diagnostics for Apple products to gather device information or to assist with troubleshooting steps.

For instructions about using the Send Files to Apple support tool, see Collecting Logs and Other Customer Files.
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1. When to use 
A. Use diagnostics reports to gather device information or to assist with troubleshooting steps.

	Situation
	Products
	Action

	Before an AppleCare+ (AC+)sale
	· iPad

· iPhone

· iPod touch
	If the device was purchased within 60 days (30 days in Japan), run diagnostics to verify whether the device meets the requirements for purchasing AC+.

	Unavailable device serial number
	· iPad

· iPhone

· iPod
	Use Get Product Info to gather the product's serial number. After the customer accepts the diagnostics request, iLog loads the serial number and basic diagnostics information.

	Troubleshooting
	· Apple Watch

· iPad

· iPhone

· iPod

· Mac [1]
	Run diagnostics to check the device's hardware and help identify the potential source of an issue.


[1] Only when a knowledge base article directs you to or Site Support Engineering (SSE) requests it in a request for technical assistance (RTA) response

B. Confirm the customer's product supports diagnostic testing.

	Product
	Requirements

	Apple Watch devices
	The Apple Watch must have watchOS 1.0 or later, and the paired iPhone must have iOS 8.2 or later.

	iOS devices 
	The device must have iOS 4.2 or later. 

	Mac computers 
	Computers manufactured before the dates below are not capable of diagnostics testing via iLog.

· iMac (21.5-inch, Mid 2014)

· iMac (Retina 5K, 27-inch, Late 2014)

· Mac mini (Late 2014)

· MacBook Pro (Retina, 13-inch, Early 2015)

· MacBook Air (11-inch, Early 2015)

· MacBook Air (13-inch, Early 2015)


C. iOS devices: Confirm that the reported issue occurred within the past two weeks and that the customer has not recently restored the device to factory settings.

Diagnostics for iOS battery life and performance, dropped or disconnected calls, and some MRI tests (backup and restore from backup history, app crashes, unexpected shutdowns, and temperature-related issues) are log-based. 

If the issue has not occurred within the last two weeks and/or since the last time the device was restored, these logs are no longer present, and potential issues cannot be identified. 



2. Run a diagnostics report
A. Confirm that the device's software is up to date.

B. Explain why you are running a diagnostics test on the device.

C. Click the Action pop-up menu (gear icon) in the product details section of iLog, and choose Diagnostics > Run Diagnostics.

D. Choose the diagnostics test that best matches the issue that the customer reports. 

Apple Watch, iPad, iPhone, and iPod
	Test 
	Reported issue

	Battery Usage
	· iOS battery life and performance

	Call Performance
	· Dropped or disconnected iPhone calls

	Mobile Resource Inspector 
	· AC+ sales [1]

· Hardware issues

· Software issues


[1] Proceed with the sale if the device can generate the diagnostics report. Do not decline the purchase based on diagnostics results.

E. Advise that the customer must agree to the terms and conditions and then initiate the test. Proceed based on the customer's product.

Note: If the customer does not agree to the terms and conditions, help as best you can. Advise that complete resolution might not be possible.

Apple Watch devices
a) Ask the customer to open Settings on the iPhone and then tap Privacy > Analytics (or Diagnostics and Usage) > Start Diagnostics With Apple Support. 

b) Advise the customer to tap Close and then Close Diagnostics when the test is complete. 

iOS devices
a) Proceed based on the device's iOS version.

	iOS version
	Action 

	4.1 and earlier 
	Because the device cannot send logs to Apple, proceed with normal troubleshooting.

	4.2 to 8.0 [1] [2]
	1) Confirm the customer's preferred method (email, verbal, SMS) for accepting the terms and conditions. 

2) Ask the customer to tap the received URL, accept the terms and conditions, and then click Quick Test.

	8.1 to 10.2.1
	1) Ask the customer to go to Settings > Privacy > Diagnostic and Usage > Start Diagnostics With Apple Support. 2) Advise the customer to tap Close and then Close Diagnostics after the test. 

Note: Diagnostics require at least 350 MB of available storage. 

	10.3 or later
	1) Ask the customer to go to Settings > Privacy > Analytics > Start Diagnostics With Apple Support. 

2) Advise the customer to tap Close and then Close Diagnostics after the test. 

Note: Diagnostics require at least 350 MB of available storage.


[1] Delivery via SMS is available only in Canada and the United States.

[2] A customer calling from a CDMA iPhone must be connected to a wireless network. Offer to call the customer back at another number after you receive a file-receipt notification. Call the customer within three minutes.

b) If iLog indicates that the serial number on record does not match the serial number that sent the diagnostics, determine whether the customer sent the diagnostics from the correct device.

· The correct device: Create a new case using the correct serial number, and proceed with viewing the files.

· An incorrect device: Initiate the test again, and remind the customer to accept the terms and conditions from the affected device.

Mac computers
Confirm that the computer is connected to the Internet, and have the customer restart it while holding Option-D.



3. Review the diagnostics report
A. Go to Interaction History > Diagnostics and select the most recent test. Click the refresh icon to refresh the test results.

iOS 4.2 to 8.0: Go to Diagnostics, and choose View ADR Report from the Action menu to view the results.

B. Review the test results listed next to Status, and proceed accordingly.

	Failed
	Proceed with offering service options. 

	Passed
	Click Show Detail Panel to expand the test results and view relevant troubleshooting articles. Continue troubleshooting the device. 

	Pending
	Allow the test time to complete. 

	Warning
	Click Show Detail Panel to expand the test results. Offer to run diagnostics again if the test was canceled or skipped. 


C. To view additional details about the test results, do the following: 

1) Choose Open Diagnostic Console from the Action menu or Show Detail pane, and review the results.

2) Click the information (i) icon next to the applicable test result. 

3) Click Testing Complete, and then click the individual icons to view additional information. 

4) Visit the recommended troubleshooting articles as needed.

Important: Do not set up a repair if the results indicate that the product functions as expected.
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