Cp1422 SOP Validating a Proof of Purchase related to Find My iPhone Activation Lock
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This document outlines how the Purchase Validation Team (FMIP) handles requests to turn off Find My iPhone Activation Lock. To submit a request, see Handling Calls About Find My iPhone Activation Lock.
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1. Review the request
A. Review the transaction details, case notes, and proof of purchase (POP) to determine if the device is owned by an education or enterprise organization, and proceed as follows: 

Education or enterprise organization: Update the iLog case notes indicating the case needs to be handled by the Enterprise Support Team, and reassign the case to Enterprise. Enterprise FMIP Advisors, continue to the next step.

Individual consumer: Continue to the next step.

B. Review the device status in the iCloud Support App, and proceed as follows:

	Is Lost Mode enabled?
	Do this...

	Yes
	Enterprise FMIP: Customer represents an education or enterprise organization:

1) Validate the physical proof of ownership that the customer provided by matching the IMEI/MEID or serial number in the photo with the proof of purchase.

2) If the customer cannot provide a clear photo, decline the request.

3) If proof of physical ownership is validated, escalate to iCloud SSE.

	
	Customer does not represent an education or enterprise organization:

Reject the request, and send the appropriate prepared response to the customer referring them AppleCare. 

Note: If the iCloud Support App indicates “Refer to CP1416”, proceed to section 2.

	No
	1) Verify that Activation Status displays "Find My iPhone: Activation Locked".

2) If Activation Lock status displays "off", verify that the serial number/IMEI is correct, and proceed as follows: 



· Serial number/IMEI is not correct - Reject the request, and send the appropriate prepared response. 

· Serial number/IMEI is correct - Send the appropriate prepared response. 


3) If Activation Lock status displays "on", proceed to the next section.




2. Validate the proof of purchase or transaction details
A. Proceed based on where the device was purchased:

	Point of purchase
	Do this... [1] [2]

	Apple Online Store or Apple Retail Store
	1) Complete the template below and add it to your case notes:

PURCHASER NAME:
PURCHASER BILLING AND SHIPPING ADDRESS (AOS receipts only):
PURCHASER EMAIL ADDRESS:
DATE OF PURCHASE:
PURCHASE LOCATION:
PAYMENT METHOD:
PRODUCT INFORMATION (price, model, and serial number):

2) If the proof of purchase/transaction details match Apple’s records, continue to step B.

3) If the proof of purchase/transaction details do not match Apple’s records, send the customer the prepared response informing them the documents supplied are invalid and close the request.

	Reseller - China
	1) Review the POP documentation to ensure it is from a business, includes a fapiao/invoice or receipt, and one of the following:

3R card
Carrier contract
Product box showing serial number 

2) Confirm that the serial number on the document(s) matches the device in question. [3]


· Serial number does not match - Use the appropriate prepared response to request a new proof of purchase with the correct serial number. If the customer cannot provide the correct proof of purchase, decline the request.

· Serial number matches - Continue to the next step.

3) Confirm that the name on the document(s) matches the customer record


· Name does not match - Use a prepared response to request additional documentation with the correct customer name. If the customer cannot provide the correct documentation, decline the request.

· Name matches - Continue to step B.

	Reseller - All other regions
	1) Review the POP documentation to ensure it is from a business entity and includes the following:

Date of purchase
Product information (product serial number, IMEI or MEID) [4]
Reseller's business name
Reseller's business contact information (either address, phone, or website URL)

2) Confirm the date of purchase falls within 90 days of one of these dates:

iCloud Support App First Activation Date
iLog Purchase Date
iLog First Activation Date
Business- and education-owned devices: SAP Ship To Date

3) If any of the information is missing or invalid, reply with a prepared response requesting a new proof of purchase. If the customer cannot provide the correct proof of purchase, decline the request.

4) If all of the information is included and the purchase date is valid, continue to the next step.


[1] Declined requests: If there is an exceptional case that would normally be declined, but you feel the extreme circumstances warrant an exception, escalate to iCloud SSE.

[2] Advisors may not provide a POP on the customer's behalf. The customer must send their documentation to Apple.

[3] If no serial number appears on the fapiao/invoice or receipt, the customer may write it on the document. However, the customer's supplemental proof of purchase must display the printed serial number. 

[4] If no product information is included on the POP, the customer can write it on the document. For multiple devices, ask that the customer provide a separate document that lists each product’s identifying information (serial number, IMEI, or MEID) and date of purchase separately.

B. Unlock the device in the iCloud Support App, send the customer the prepared response informing them the device is now unlocked, and close the request.

Notes:

· If an iCloud Support App error prevents you from turning off Find My iPhone Activation Lock, escalate to iCloud SSE.

· If the customer requires technical assistance, send the customer the prepared response asking them to call Apple.
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