Cp1292 SOP iOS Classifications for iLog

Apple Internal Use Only

This document provides a list of iLog Component/Issue classifications for iOS devices.

Note: The information in this document is based on devices using iOS 5 or later. Certain components and issues may not apply to all iOS devices.
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1. Accessories
Use these classifications for issues related to accessories.

	Issue
	Use this classification for issues...

	3rd-Party Accessory 
	Isolated to a third-party accessory. Document the accessory in your case notes.

	Accessory not made for device
	

	AC Adapter
	Isolated to the listed accessory.

	Apple Component AV Cable
	

	Apple Composite AV Cable
	

	Apple Headset/Headphones
	

	iPad Smart Case/Cover
	

	Apple iPhone Case
	

	Apple iPhone Dock
	

	Apple Wireless Keyboard
	

	iPad Camera Kit - USB/SD Adapter
	

	iPad Dock (without keyboard)
	

	Lightning Digital AV Adapter
	

	Lightning VGA Adapter
	

	Lightning to 30 Pin Adapter
	

	Lightning to USB Cable
	




2. Apple Pay
Use these classifications for questions and issues related to Apple Pay.

	Issue
	Use this classification for issues...

	Adding Cards
	Related to adding cards.

	Deleting Cards
	Related to deleting cards.

	Lost Device (Suspend Cards)
	Where the customer lost their device and wants to suspend the associated cards.

	Manage Cards
	Related to managing cards.

	Suspicious Activity
	Related to suspicious card activity.

	Transaction at POS (in store)
	Related to in-store payments using a point of sale (POS) terminal.

	Transaction in App
	Related to in-App payments.

	Transaction on a website 
	Related to payments on websites in Safari. 




3. Apps
Use these classifications for issues related to a specific app.

Note: Use the component Sync with iTunes for issues related to iTunes syncing, and change the affected product to iCloud for issues related to iCloud.

	Issue
	Use this classification for issues...

	Activity 
	Isolated to Activity. 

	App Store
	Isolated to the App Store. For account and billing questions, use affected product iTunes Store.

	Apple App (User Installed)
	Isolated to Apple applications that do not ship installed on the device. 

Note: Some of these applications require changing the affected product.

	Calculator
	Isolated to Calculator.

	Calendar
	Isolated to Calendar. 

	Clock
	With Clock or the alarm.

	Compass
	With Compass, including calibration.

	Contacts
	Isolated to Contacts.

	FaceTime
	With FaceTime.

	Find my [Device]
	Isolated to Find my [Device].

	Find my Friends
	Isolated to Find my Friends.

	Game Center
	With Game Center.

Note: Use the component Third-Party app (user installed) for issues related to specific applications.

	Health
	Isolated to Health.

	Home
	Isolated to Home. 

	iBooks
	Isolated to iBooks. 

Note: Change the affected product iTunes for issues related to iTunes account and billing questions.

	iCloud Drive
	Isolated to iCloud Drive.

	iTunes Store
	Isolated to the iTunes Store.

Note: Change the affected product to iTunes Store for issues related to iTunes account and billing questions.

	Mail
	Isolated to Mail.

Note: Use the affected product iCloud for issues related to iCloud.

	Maps
	Issues related to Maps.

Note: Use the component Location Services for issues related to GPS or location accuracy.

	Messages
	Related to Messages, including iMessage, SMS, and MMS.

	Music
	Issues related to the Music playback and UI issues.

Note: Use the affected product iTunes for issues related to iTunes in the Cloud or iTunes Match.

	News/Newsstand
	Related to News or Newsstand.

	Nike + iPod
	Related to Nike+. Do not use for Nike+GPS.

	Notes
	Isolated to Notes.

	Photos
	Isolated to Photos.

Note: Change the affected product to iCloud for Photo Stream issues.

	Reminders
	Isolated to Reminders.

	Safari
	Isolated to Safari.

	Stocks
	Isolated to Stocks.

	Third-party App (user installed)
	Isolated to a third-party application.

	Tips 
	Isolated to Tips. 

	Videos/TV
	Related troubleshooting or general help with the VIdeos or TV apps.

Note: Use the affected product iTunes for issues related to iTunes in the Cloud or iTunes Match. 

	Voice Memos
	Isolated to Voice Memos.

	Wallet/Passbook
	Isolated to Wallet or Passbook.

	Weather
	Isolated to Weather.




4. Backup/Update/Restore
Use these classifications for questions and issues related to iOS backups, restores, and updates.

	Issue
	Use this classification for issues...

	Backup device to iTunes
	Related to backup using iTunes.

	Erase all content and settings
	Related to erasing all content and settings.

	iOS SW Update / iOS SW Restore
	Related to updating or restoring the iOS.

	Restore iTunes Backup to device
	Related to restoring a backup using iTunes.




5. Bluetooth/Wi-Fi
Use for issues related to device connectivity to wireless networks and accessories.

	Issue
	Use this classification for issues...

	Bluetooth
	Isolated to Bluetooth hardware or connectivity on the device.

	Wi-Fi
	Isolated to Wi-Fi hardware or connectivity on the device.




6. Buttons and Switches
Use these classifications for questions or issues with buttons or switches not caused by physical damage.

	Issue
	Use this classification when...

	Home button 
	The listed button is unresponsive, stuck, or not functioning properly.

	Sleep/Wake button 
	

	Ringer/Side Switch
	

	Touch ID Functionality
	The customer has questions or issues relating only to Touch ID functionality.

	Volume buttons
	The listed button is unresponsive, stuck, or not functioning properly.




7. Camera/Flash
Use these classifications for issues related to using phone features.

	Issue
	Use this classification when...

	Camera - App Only
	The question or issue is isolated to the Camera but works in other apps that use the camera.

	Camera - Front (Hardware)
	The question or issue affects all applications that use the camera.

	Camera - Rear (Hardware)
	

	LED Flash
	The question or issue is isolated to the flash on the back of the device.




8. Cellular/Phone
Use these classifications for issues related to using phone and cellular data features.

	Issue
	Use this classification for...

	Activation/SIM not supported
	All questions and issues related to Activation or devices not activating.

	Apple SIM Issue
	All Apple SIM issues unrelated to the carrier.

	Billing and Account
	All Cellular account and billing questions and issues.

	Call Forwarding/Caller ID
	All questions and issues related to Call Forwarding and Caller ID.

	Calls - Audio quality 
	Issues and questions related to dropout, crackling, buzzing, background noise, or for other related items about the audio quality while on a call only.

	Calls - Calls on Other Devices
	Questions and issues related specifically to answering calls on other iOS and Mac devices introduced with iOS 8.

	Calls - Dropped/Failed Call
	When a customer is on a call and it drops and ends the call

	Calls - Making calls
	When a customer is unable to make calls or experiences other issues while making calls.

	Calls - Receiving calls
	When a customer is unable to receive calls or experiences other issues while receiving calls.

	Calls - VoLTE
	Questions and issues related specifically to Wi-Fi Calling and Voice-Over -answering calls on other iOS and Mac devices introduced with iOS 8.

	Calls - Wi-Fi Calling
	

	Cellular Data (2G/3G/4G/LTE) 
	Questions or issues related to speed, usage or lack of cellular data being able to load on the device.

	iOS Instant Hotspot
	Questions and issues related specifically to using Instant Hotspot on other iOS and Mac devices.

	Invalid SIM
	iTunes or the device displays an alert about an invalid or unsupported SIM.

	International/Roaming
	Questions or issues about International or Roaming behavior.

	No Service/Searching
	When No Service or Searching shows in the upper-left corner of the display.

	No SIM
	A status bar or alert displays "No SIM". 

	Personal Hotspot
	Questions and issues for Personal Hotspot.

	Signal Strength (Poor)
	Questions and issues related to low signal strength. 

	Unlocking
	Questions and issues related to unlocking.

	Voicemail
	Questions and issues related to Voicemail.




9. Customer Sensory Issues
Use these classifications for issues related to customer sensory issues.

	Issue
	Use this classification for...

	Unexpected alert noise
	Issues related to noises coming from the device that seem to be of an electrical/audio nature.

	Unexpected noise (not an alert)
	Issues related to noises coming from the device that seem to be of an physical/mechanical in nature when the device is being moved.

	Temperature perception: AC Adapter
	Issues related to perceived warmth or heat from the AC adapter. 

Note: Do not use when you believe there is a safety issue or there is a claim of injury or damage; instead follow Safety First.

	Temperature perception: Unit
	Issues related to perceived warmth or heat from the device. 

Note: Do not use when you believe there is a safety issue or there is a claim of injury or damage; instead follow  Safety First.




10. Display
Use these classifications for issues related to the multi-touch display.

	Issue
	Use this classification when...

	3D touch
	The customer has questions or issues related to 3D touch.

	Blank black screen - Power On
	The screen is black, but the device appears to have power as evidenced by the vibration when the ringer button is switched on or off.

	Blank white screen - Power On
	The screen is all white and no other image is displayed.

	Brightness/Backlight Issues
	There are issues related to the brightness or backlight of the display.

	Display loose
	The display is loose within the housing.

	Display Produces Clicking Noise
	The display produces a clicking noise when the customer presses on it.

	Flickering/Flashing
	The screen is flickering or flashing.

	Image Quality (Color/Tint/Light Leak/Bleed)
	The image on the screen has any of the following symptoms:

· A warm (yellow) or a cold (blue) tinting

· Light is being emitted from the side of the display or spotlighting on the display itself

	Lines/Blocks/Bands
	The screen has bands, blocks, or lines in the image.

	Multi-touch
	Multi-touch is not responding properly to touch.

	Pixels / Foreign Material
	The screen has dark or bright pixels or foreign material (example: dust) is visible between the glass and LCD.




11. Features/Settings
Use these classifications for issues related to iOS features.

Note: If a customer is experiencing an issue with a Control Center feature, use the iLog classification for that feature.

	Issue
	Use this classification for...

	Accessibility
	Issues related to Universal Access or accessibility.

	AirDrop
	Questions and issues related to AirDrop.

	AirPlay
	Any AirPlay issue. Document affected applications in the case notes.

	AirPrint
	Any AirPrint issue. Document affected applications and printer model in the case notes.

	Airplane mode
	Issues that occur with Airplane mode.

	App Handoff
	Questions and issues related specifically to continuing with a particular task like Writing an Email or browsing a webpage on other iOS and Mac devices introduced with iOS 8.

	CarPlay
	Any CarPlay issue. Document affected applications in case notes.

	Date and Time
	Issues with inaccurate date/time or time zone.

	Home Screen/Lock Screen
	Any issue related to the Home Screen or Lock Screen (examples: Home Screen arrangement, wallpaper, iPod controls).

	International/Region Format
	Questions or issues about configuring International settings.

Note: Use Keyboard for international keyboard issues.

	Keyboard
	Questions or issues with configuring or using any keyboard layout.

	Night Shift
	Questions about how to use or schedule Night Shift.

	Notifications/Do Not Disturb
	Issues related to notifications, Notification Center, and Notification settings. Document application and notification issues in the case notes.

	Passcode Lock/Auto-Lock
	Questions or issues with configuring passcode, forgotten the passcode, or auto-lock options.

	Picture in Picture
	Questions or issues related to Picture in Picture.

	Privacy/Location Services
	Issues related to the Location Services setting or incorrect returned locations.

	Restrictions
	Questions or issues related to restrictions. If restrictions unexpectedly disabled an app or feature, note this in the case notes.

	Siri/Voice Control 
	Use for Questions and Issues related to Siri or Voice Control.

	Slide Over
	Questions or issues related to Slide Over.

	Social Networking
	Questions and issues related to built-in social-networking services such as Facebook, Twitter, Vimeo, Flickr, Sina Weibo, and Tencent Weibo.

	Split View
	Questions or issues related to Split View.

	Spotlight search
	Issues related to the Spotlight search screen or within specific applications.

	System Sounds
	Issues with system sounds or alerts. This includes setting ringtones, tones, or both.

Note: Use the component Sync with iTunes for sync-related issues.

	TV Provider Sign In
	Issues isolated to signing in to a cable, satellite, or television service provider.




12. Migration/Switch
Use these classifications for migrating or switching to another device.

	Issue
	Use this classification when...

	From Android to iOS device
	Assisting the customer with how-to questions or migrating data from an Android device to an iOS device, including the use of the Move to iOS app in the Google Play store. 

	From Other phone to iOS device
	Assisting the customer with how-to questions or migrating data from a device that is not an iOS device or an Android to an iOS device.

	From iOS device to new iOS device
	Assisting the customer with how-to questions or migrating data from one iOS device to another iOS device.




13. Physical Damage
Use these classifications for issues related to physical damage to the device or accessories.

	Issue
	Use this classification when the...

	Button/Switch (Damage) 
	There is damage to a button or switch. 

	Camera Lens (Damage)
	There is damage to the lens of the camera on the front or back camera.

	Counterfeit device (suspected)
	Device serial number, color, or capacity does not match what is logged in Apple's system.

	Display - Multiple cracks
	Display has multiple or spider-type cracks.

	Display - Single hairline crack
	Single hairline crack appears on the display.

Important: Use Display - Multiple cracks if there is more than one crack.

	Dock connector on device
	Dock connector has bent pins, is cracked, or has other physical damage.

	Enclosure - Bent
	Enclosure on device is bent.

	Enclosure - Bubbling
	Device has bubbling on enclosure.

	Enclosure - dent/scratch/crack
	Enclosure has dents, scratches, or cracks.

	Enclosure - discoloration
	Enclosure is discolored.

	Headphone/Headset port
	Headphone port is damaged.

	Headset 
	Headset has physical damage.

	Incorrect Personalization
	Customer reports that they received a repaired or replaced unit that did not have the correct message etched on the back.

	LED Flash
	Camera's LED Flash is physically damaged.

	Lightning to USB Cable
	Lightning to USB Cable is damaged.

	Liquid Damage
	Device LCI is triggered or has other signs of liquid damage.

	Incorrect personalization
	Customer reports that they received a unit that did not have the correct personalization etched on the back.

	Physical damage during repair
	Device was damaged by an Apple Technician attempting a module repair of the device and it required a new device.

	SIM tray
	SIM tray is bent or has other physical damage.

	Speaker/Mic/Receiver (Damage)
	One of the mesh audio ports on the device has been damaged by caused by physical abuse.

	Swollen battery
	Battery has swollen and caused the enclosure to separate. See also Enclosure separation due to expanded battery.




14. Power
Use these classifications for issues related to charging, battery, or power.

	Issue
	Use this classification when...

	Battery Life/Performance
	There are issues related to the battery, battery life of the device, or when a device fails the battery diagnostics.

	No Power/Charging Issues
	The device has charging issues or is not powering on after charging, nothing shows on the display, and the Ringer button does not vibrate. 

Note: If an accessory seems to be the root cause of the issue, classify the case using the accessory.




15. Safety
Use these classifications for issues related to safety. See also Safety First.

	Issue
	Use this classification when the customer states that...

	Fire
	The device caught fire, caused a fire, or a flame was visible.

	Leakage
	Liquid exited the device. Follow Liquid exiting iPhones, iPods, or iPads.

	Sharp Edges
	The device edges are very sharp. 

	Smoke
	Smoke or fumes came out of the device. 

	Spark/Shock
	Sparks or shocks occurred.

	Unusual Heat
	The device feels hotter than normal to the touch.

	Unusual Smell
	The device is emitting an unusual smell.




16. Sensors
Use these classifications only for issues related to sensors.

	Issue
	Use this classification when...

	Accelerometer/Gyroscope
	Content is not properly rotating from landscape to portrait or in 3-D directions.

	Ambient Light Sensor (ALS)
	The brightness of the display does not auto-adjust.

	Hall-Effect (Smart Cover sleep/wake)
	There are questions or issues with smart cover sleep/wake on iPads.

	Proximity Sensor
	The display does not turn off when the sensor is covered, or the display does not turn on when the sensor is uncovered.




17. Sound
Use these classifications for issues related to sound.

	Issue
	Use this classification when...

	No sound - Headset Jack
	No sound can be heard through any earbuds or speakers connected to the headset jack.

	No sound - Mic
	No sound can be heard when recording voice memos.

	No sound - Receiver
	No sound or only intermittent sound from the receiver.

Note: Only use this classification if the issue is not limited to phone calls and occurs in all applications.

	No sound - Speaker
	There is no sound or only intermittent sound from the speaker.

Note: Only use this classification if the issue is not limited to phone calls and occurs in all applications.

	Sound quality - Headset Jack
	There is poor sound quality through multiple earbuds or speakers connected to the headset jack.

	Sound quality - Mic
	There are issues with mic sound (examples: buzzing, static, distortion).

	Sound quality - Receiver
	The receiver has buzzing, static, and so on from the receiver.

Note: Only use this classification if the issue is not limited to phone calls and occurs in all applications.

	Sound quality - speaker
	The speaker has buzzing, static, and so on from the speaker.

Note: Only use this classification if the issue is not limited to phone calls and occurs in all applications.




18. Sync with iTunes
Use these classifications for issues related to iTunes USB or Wi-Fi sync. Do not use for iCloud; instead, use the iCloud affected product.

	Issue
	Use this classification for issues with...

	Apps
	Syncing applications with iTunes.

	Audio/Video content
	Syncing audio or video content (examples: podcasts, iTunes U) with iTunes.

	Bookmarks
	Syncing bookmarks with iTunes.

	Books
	Syncing iBook or Audiobook content with iTunes.

	Calendars
	Syncing Calendars with iTunes.

	Contacts
	Syncing Contacts with iTunes.

	Device not seen in iTunes
	Only when the device is not seen in iTunes on a Mac or PC.

	Notes
	Syncing Notes with iTunes.

	Photos (not Photo Stream)
	Syncing Photos from iPhoto, Aperture, folders, or other supported applications.

	Reminders
	Syncing Reminders with iTunes (use only if syncing Calendars with iTunes, and the issue is isolated to Reminders).

	Ringtones/Tones
	Syncing Ringtones or Tones from iTunes.




19. System-wide Issues
Use these classifications for issues that are system-wide.

	Issue
	Use this classification when...

	Accessory not made for device
	Connecting an accessory causes this alert to appear.

	Capacity/Low disk space
	When iTunes or the device indicates there is not enough space on the device.

	Device running slowly
	There is a noticeable delay in using applications, features, or functions on the device, that is not isolated to a single application or feature.

	Frozen - Apple Logo
	The iOS device is stuck on the Apple logo. If there is a progress bar on the screen as well, document that in the case notes.

	Frozen -Unresponsive
	The entire iOS interface is not responding, including buttons (example: cannot restart). Multiple applications are freezing. Document affected applications in the case notes.

	Temperature Alert
	The device displays the temperature alert.

	Unexpectedly restarting
	The iOS device is randomly resetting or restarting. The iOS device randomly powers off but can be powered on manually.




20. Vibration/Haptics
Use these classifications for vibration or haptic issues.

	Issue
	Use this classification when...

	Weak Vibration / Weak Haptic (Taptic)
	The vibration or haptic is weak. 

	No Vibration / No Haptic (Taptic) 
	There is no vibration or haptic. 
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