Cp1462 SOP iTunes Store Classifications for iLog

Apple Internal Use Only

This document provides a list of iLog Component/Issue classifications for iTunes Store.

Note: Refer to Classifying Apple ID cases in iLog for guidance on logging Apple ID issues.
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1. Classifying iTunes Store cases
Choose classifications that best represent the actual issue, not the customer's perception of the issue.

· Affected Product – choose iTunes Store 

· Component – a basic grouping of iTunes Store issues

· Issue – a more detailed grouping of the issue a customer is describing

· Content Type – the type of iTunes Store media the case most applies to

AppleCare and iTunes Store Engineering use this case data to make changes to iTunes Store processes and systems.



2. Content Types
	Type
	Use for

	App – iOS
	Free or paid iOS apps

	App – Mac
	Free or paid Mac apps, including macOS

	App – In-App
	In-app purchases or subscriptions for iOS and macOS

	App – Messages related 
	Apps or stickers downloads used with Messages app

	Apple Music Service
	Membership-related issues, and cases related to music and music videos played via Apple Music.

	Audiobook
	Audiobooks

	Book
	Books (non-audio)

	iTunes Match
	iTunes Match

	Movie
	Movie purchases

	Movie Rental
	Movie rentals

	Music/Music Video
	Music or music video

	Not Content Related
	An issue that is not specific to a type of content.

	Podcast
	Podcasts

	Ringtone/Tone
	Ringtones or tones

	TV
	TV shows




3. Accepting Bundled Software
Use this component for cases relating to Apple software that may come with iOS devices or Macs.

	Issue
	Use for

	Free iOS Apps with new hardware
	iLife or iWork app downloads or licenses for iOS

	Mac App acceptance
	iLife or iWork app downloads for Mac




4. Billing & Buying
Use this component for cases related to a customer’s payment method and issues with purchasing. An issue with a customer’s payment can prevent a download from taking place.

	Issue
	Use when

	AOL Username Conversion
	A customer is experiencing issues migrating an AOL username to an Apple ID.

	Ask to Buy
	A customer has questions or issues related to Ask to Buy.

	Cashout Request
	A customer requests a cashout of their store credit for any reason other than a country change.

	Charges – Accidental
	A customer reports an accidental purchase.

	Charges – Accidental (Child/Minor)
	A customer reports an accidental purchase made by a child or a minor.

	Charges – Duplicate Purchase
	A customer reports a duplicate purchase.

	Charges – Local Law
	A customer is asking for or about a refund that is required by law in their region.

	Charges – Price Dispute
	A customer reports the price they were charged for an item is incorrect. Also use this component when customers have questions about price differences on various iTunes storefronts. 

	Charges – Tax/VAT Related
	A customer has questions or issues related to taxes.

	Charges – Unauthorized (Fraud)
	A customer reports unauthorized charges made by someone unknown to them.

	Charges – Unrecognized, then identified
	A customer doesn't recognize a charge on their billing statement and you successfully help them identify it as a purchase they made.

	Country Change Request
	A customer requests information on how to change countries, receives an error when attempting to change countries, or requires a cashout of store credit before being able to change countries.

	Disabled – Chargeback
	A customer's account has been disabled by a Credit Card, Click & Buy, or Paypal chargeback. You may see this message in the iTunes Store support tool "Credit Card Chargeback Received".

	Disabled – Fraud
	A customer's account has been disabled due to fraudulent activity or unauthorized charges.

	Disabled – Non-Fraud
	A customer's account has been disabled at the customers request or for a non-fraudulent reason.

	Payment CC Pre-authorization
	A customer inquires about a credit card pre-authorization when editing their billing information or when making a purchase.

	Payment CVV Validation
	A customer inquires about an issue with the CVV Validation when using a new device. 

	Payment Method Declined
	A customer inquires about a recent order that was declined by their financial institution or requests information on how to pay for the declined purchase order.

	Payment Options
	A customer requests information on how to change payment methods or which payment methods are accepted.

	Phishing/Spam
	A customer contacts Apple about phishing or spam communications that claims to be from Apple.

	Receipt Request
	A customer requests information regarding receipts/invoices or requests to have a receipt re-sent.

	Status Inquiry of Refund
	A customer inquires about the status of a refund that was issued but has not yet been received.

	Store Credit Balance
	A customer inquires about their store credit balance or states that their store credit balance is incorrect.

	Transaction Declined Error
	A customer receives the message "Please contact iTunes support to complete this transaction."




5. Codes & Gifts
Use this component for cases in which a customer has a question about sending or receiving iTunes Gifts or is experiencing an issue related to a gift or an iTunes Store redemption code.

	Issue
	Use when

	Already Redeemed
	A customer cannot redeem a code because it has already been redeemed.

	Code Damaged
	A customer cannot redeem a code because it cannot be read.

	Confusion over iTunes and Apple Gift Cards
	A customer does not understand the difference between an iTunes Gift Card and an Apple Gift Card.

	Gift Purchased in Other Country
	A customer has an iTunes gift or code for a country other than the one their Apple ID is associated with.

	Gift Refund Request
	A purchaser requests a refund for a gift they sent.

	Gift Refund Request – Malicious Circumstance
	A contact seems related to a gift card scam. 

	Gifting Content or Amount
	A customer requests help gifting content.

	How-to Questions about Redeeming
	A customer wants to know how to redeem a code or gift.

	Invalid/Unrecognized Code
	A customer cannot redeem a code because the code is invalid or not recognized.

	iTunes Pass (Passbook)
	A customer inquires about their iTunes credit via Passbook app in iOS. 

	Lost Gift Card/Certificate
	A customer inquires about a lost or stolen iTunes Gift Card or iTunes Gift Certificate.

	Not Activated
	A customer cannot redeem a gift card because it was not activated.

	Refund Request - Malicious Circumstance 
	A customer requests a refund for a gift purchased at the request of an unknown party. 

	Subscription or Credit Redemption 
	A customer has trouble redeeming an Apple Music Card to a subscription or as store credit.




6. Connecting & Downloading
Use this component for cases related to customers unable to connect to the iTunes Store or when they experience a problem downloading content. 

Notes:
· If a customer cannot download content due to a billing issue, use the Billing & Buying component instead.

· If a customer experiences a problem with content after downloading, use the Content Issue component.

	Issue
	Use when

	Can't connect to iTunes Store
	A customer indicates they cannot connect to the iTunes Store or they see a blank white page.

	Can't redownload previous purchases
	A customer is unable to redownload something they previously downloaded or bought.

	Cannot find a downloaded item 
	A customer indicates they cannot locate the item on their device or in their download queue, or they did not receive an in-app purchase.

	Download Interrupted
	A customer reports not being able to start a download or download an item successfully from the iTunes Store.

	How to download
	A customer is not sure how to download or redownload something from the iTunes Store.




7. Content Issue
Use this component for cases relating to App Store, iTunes Store, iBooks Store, and Mac App Store content that is not functioning correctly. Complaints, requests, and reports of lost purchases can also be classified using this component.

	Issue
	Use when

	Inappropriate Content Complaint
	A customer complains about content they deem inappropriate.

	Lost/Erased Content
	A customer indicates purchased content has been lost or erased.

	Quality Issue
	A customer indicates their content is not playing back, not functioning, not opening correctly, or is missing portions.

	Request Addition to Catalog
	A customer requests that content not currently available in the iTunes Store be made available.

	Storefront Description Issue
	An item's description is inaccurate or has a typographical error.




8. iCloud Music Library
Use this component when customers encounter an issue with the iCloud Music Library feature.

	Issue
	Use for

	Adding to Library or Playlists 
	Issues related to adding content to Library or Playlists

	Error enabling iCloud Music Library 
	Issues related to enabling iCloud Music Library

	Mismatched Songs or Artwork 
	Issues related to mismatched songs or artwork

	Removing from Library or Playlists 
	Issues related to removing tracks from Library or Playlists 




9. Store Feature
Use this component for cases in which customers cannot access features or functions of the iTunes Store, or when a feature or function is not working correctly.

	Issue
	Use when

	Adding Apple Music on Sonos
	A customer is unable to add their Apple Music account to their Sonos controller.

	Apple Music – Lyrics
	A customer has trouble viewing lyrics to a song or the lyrics are inaccurate.

	Apple Music - Radio & Beats 1 
	A customer is unable to access Apple Music Radio or Beats 1. 

	Authorization/De-authorization
	A customer is unable to authorize their computer or is inquiring about authorizing/deauthorizing their computer(s). Sometimes customers confuse this with device association.

	Complete My…
	A customer requests information about Complete My Album/Season Pass/Bundle or receives an error when attempting to complete it.

	Content Previews
	A customer reports an issue when previewing content in the iTunes store. They have not made a purchase yet.

	Customer Reviews
	A customer reports an issue with a customer review or states they are unable to write a customer review.

	Device Association
	A customer encounters a 90-day message when attempting to use their device with their account. Sometimes customers confuse this with authorization/deauthorization. See iTunes Store: Handling Requests to Associate a Device with a Different Apple ID.

	Digital Copy
	A customer inquires about the digital copy that came with a purchase of their physical DVD or Blu-ray.

	Disney Movies Anywhere
	A customer inquires about Disney Movies Anywhere or experiences issues using the feature.

	Genius
	A customer experiences issues sending genius data to Apple or generating Genius playlists or Genius mixes.

	Multi/Season Pass
	A customer inquires about Multi/Season Pass. Do not use this issue for Complete My Season Pass questions.

	My Wish List
	A customer inquires about the My Wish List feature, experiences issues when attempting to purchase from their Wish List, or needs their Wish List cleared out due to errors.

	Pre-order
	A customer inquires about pre-orders or is experiencing issues when attempting to fulfill the pre-order.

	Promotions
	A customer inquires about iTunes or iTunes Content promotions.

	Store Navigation
	A customer inquires about iTunes Store Navigation on one of their devices or computer, or needs assistance finding items or genres in the iTunes Store.

	iTunes Extras
	A customer is not able to access iTunes Extras menus.

	iTunes Radio
	A customer inquires about iTunes Radio or has problems with the functionality of iTunes Radio.

	iTunes Pass (Passbook) 
	A customer is unable to access iTunes Pass. 




10. Subscriptions
Use this component for cases related to Subscriptions issues.

	Issue
	Use when

	Cancel free trial membership
	A customer wants to cancel a trial membership or subscription.

	Canceled subscription, charged anyway
	A customer was billed for a subscription they thought they canceled.

	Didn't intend to renew but didn't cancel
	A customer did not want to renew a subscription but did not cancel the subscription before the billing cycle renewed.

	Expected free trial, was charged
	A customer was charged for a subscription billing cycle but thought it was a free trial.

	Has overlapping or similar memberships
	A customer has two similar subscriptions in the same household through Family Sharing, or one subscription billed through Apple and one directly with the content provider.

	How-to question on managing subscription 
	A customer has questions on how or where to cancel a subscription. 
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