Ers SOP Setting Up iPhone Repairs in iLog

Apple Internal Use Only

This document describes how to dispatch mail-in service for iPhone using iLog. See also:

· Handling Repeat Repairs
· Handling Repair-Status Requests and Service Issues
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1. Ask probing questions about physical damage
2. Determine service options
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4. Complete and save the case
5. Create the dispatch record
6. Close the call

Appendix: Accidental damage messages in iLog, Brazil repair exceptions


1. Ask probing questions about physical damage
A. Before initiating a repair, ask the customer whether the product has physical damage.

B. If the product has damage, follow Handling reports of damaged products.

C. Express Replacement Service (ERS): Explain that if accidental damage is discovered and the iPhone is eligible for out-of-warranty (OOW) service, the customer will be billed the OOW fee. 



2. Determine service options 
A. Confirm that direct mail-in service is available in the customer's region.

Italy: Advise a customer who requests a value-added tax (VAT) number on the invoice to facilitate repairs with an Apple Authorized Service Provider (AASP), Apple Store, or wireless carrier.

B. Provide service options to the customer, and explain the process. If the iPhone is covered by AppleCare+ (AC+) or an AppleCare Protection Plan (APP), offer express replacement service (ERS).

Asia-Pacific, Europe, and Japan: Run diagnostics unless the iPhone does not turn on, is dead on arrival, or has a cracked screen. Diagnostics must be completed within 72 hours before creating a repair. 

ERS: Diagnostics are not required if one of the above criteria applies and the device is covered by an AppleCare agreement.

	Region
	Shipping option
	Details

	· Australia

· New Zealand
	Direct mail-in
	Australia 
1) After receiving the repair ID, direct the customer to checkrepair.apple.com to print a shipping label. 

2) Advise the customer to take the label and product to Australia Post, who will package and ship the product to the AppleCare Repair Center (ARC). 

3) Remind the customer to get a receipt from Australia Post for proof of collection. 

New Zealand 
1) The customer receives a box from TNT within 2-3 business days. Advise the customer to call TNT at 0800 275 868 to schedule pickup after receipt. 

2) Advise the customer to tell TNT about using a prepaid return service, and provide the following information: 

Apple Account Number: 320 792
Customer Collection Address

3) Explain that TNT arranges for collection, and provide a booking reference number.

	
	ERS
	The customer receives a replacement product along with labels and shipping instructions for sending the defective product to the ARC.

	· Brazil
	Direct mail-in
	Within one business day, the customer receives an email with shipping instructions and a tax declaration. 

Advise the customer to sign the tax declaration and include it in the return box.

	· Canada

· United States
	Direct mail-in
	The customer receives a box with labels and shipping instructions for sending the product to the ARC.

	
	ERS
	The customer receives a replacement product along with labels and shipping instructions for sending the defective product to the ARC.

	
	United States:Customer drop-off (CDO)
	Note: CDO is not available for products covered by AC+. 

1) The customer takes the iPhone and the repair ID to a nearby UPS Store. 

2) UPS provides a box and arranges shipping to the ARC, and the customer receives a repaired or replaced product at the customer's shipping address. 

3) Advise the customer not to use a Drop Box or any other UPS location.

	· Europe [1] 
	Direct mail-in [2] [3]
	Collect-and-return (CAR) (excluding Ireland and United Kingdom): Explain that CAR is the preferred service strategy for Europe, and a UPS representative will pick up the product at the customer's location the next business day.

Austria, Italy, Spain, and Switzerland: DHL collects the product. If the first collection attempt fails, DHL leaves a note with instructions.

Rest of Europe: UPS picks up the product and delivers a replacement product later. The courier provides the box.

	
	
	Customer-arranged-shipping (CAS): Explain that the customer will receive a box from Apple with labels and shipping instructions for sending the product to the ARC.

Germany: Hermes delivers a box with labels and shipping instructions for sending the product to the ARC.

United Kingdom: If the customer is not present for the delivery, the courier leaves a note with instructions.

	
	ERS [2]
	The customer receives a replacement product along with labels and shipping instructions for sending the defective product to the ARC. 

Note: ERS requires an APP or AC+.

	· Japan
	Direct mail-in
	A courier picks up the product and delivers a replacement product later. The courier provides the box.

	
	ERS
	A courier delivers a replacement product and collects the original iPhone upon delivery. 

	· Singapore
	ERS
	DHL delivers the replacement product along with the return packaging. The customer contacts DHL to collect the defective product.


[1] Norway: A customer who lives outside UPS delivery zones must call AppleCare for a return label.

[2] Norway, Switzerland: Advise the customer to retain the pro forma invoice that the package included. The customer must hand the invoice to the courier upon the courier's arrival to collect the package.

[3] France, Netherlands: If the customer is not present for the delivery, the courier leaves a note with instructions.



3. Review the process with the customer
Packaging instructions
1) Offer to send Get your iPhone, iPad, or iPod touch ready for service to the customer.

2) Advise the customer to back up important data, and read the following paragraph:

"Please note that Apple accepts no responsibility for loss or damage to data or any other information stored on the iPad and that your personal data will not be transferred to the new iPad at the repair center. During the course of a repair, it is possible that data on your device might be erased. Apple cannot overemphasize the importance of syncing your data to your computer before sending your product to Apple for service."

3) Remind the customer to do the following:

· Disable Find My iPhone Activation Lock and unpair Apple Watch.

· Erase iPhone.

· Remove all accessories including the SIM card [1]. 

· Send the product within 30 days (Brazil: 7 days) of dispatch creation; otherwise, the service request will be canceled.

· Transfer unexpired iTunes Store movie rentals from the device to a computer.

· Brazil: Wrap the device in protective material to avoid damage during shipping.

[1] iPhone devices that do not use SIM cards: Contact the wireless-service provider to suspend service. Verizon customers can suspend service at www.MyVerizon.com.

4) Japan: Have the customer remove Suica cards from Wallet before sending the device for repair. If the device doesn't turn on, have the customer remove the cards from iCloud.com > Settings. 

Shipping times
1) Advise the customer that shipping times to and from Apple vary.

2) Mail-in and pickup and delivery: Explain that after shipping iPhone to the repair center, the replacement will ship within the following times:

	Asia-Pacific
	10 business days 

	Brazil [1]
	· Rio De Janeiro

· Sao Paulo
	10 business days 

	
	· All other cities
	12 business days 

	Canada, United States
	3 business days 

	Europe
	7 business days 

	Japan 
	5 business days 

	Norway
	10 business days 


[1] Repair times vary based on the customer's location and other factors. The customer can track repair status online or contact AppleCare for repair-status information.

3) Advise the customer to allow two business days for delivery after the product ships. (Australia: five business days)

Express Replacement Service
1) Advise the customer of the  ERS fee for devices not covered by AC+ or an APP.

Note: Europe: ERS requires an APP or AC+.

2) Explain that a credit card is required, and Apple will place a hold for the full replacement value on the card. A customer paying for an AC+ incident or ERS fee should expect two separate transactions.

Notes:
· Discourage debit card use.

· Products covered by a wireless carrier protection plan (AC Carrier Services): If the customer does not want a hold on the card card, offer to warm transfer to the carrier insurance provider, Assurant.

3) Advise the customer to return the device within 10 days to avoid charges.

4) Explain that Apple is unable to release funds held by third parties, including credit card or debit institutions.

Note: Do not issue customer-satisfaction codes to cover charges for ERS nonreturn fees or ERS accidental damage.

Handling exceptions
Contact Tier 2 to waive the ERS fee in the following circumstances:

· The customer has APP, but iLog is not automatically waiving the fee.

· An iPhone requires service within 90 days of a previous repair.

· The repair has extenuating circumstances that you must note in the case for management review.

Tier 2 Advisors: If the criteria is met, take the call and create the repair. Provide the reason for the override. 

Asia-Pacific, Europe: If you waive the ERS fee for extenuating circumstances, a Team Manager must log approval in iLog. 

Note: Europe: ERS requires an APP or AC+. Do not grant an exception for a device not covered by an AppleCare agreement.

Repair policy
Do not proactively discuss Apple's repair policy. If the customer initiates a conversation, explain that Apple can repair the product using new or remanufactured parts, unless otherwise dictated by consumer law.



4. Complete and save the case
A. Confirm the device serial number. A mismatched serial number can delay service or cause Apple to return an unrepaired product.

B. Confirm that all fields are populated and classified correctly. 

C. If you are setting up a repeat repair, reclassify the case as necessary to ensure that it reflects the current component and issue.

D. Save the case.



5. Create the dispatch record
Important: Do not disclose personal information from the customer’s profile. Ask the customer to state the personal information. See Understanding Apple's Global Privacy Policy.

Contact Technical Support Tier 2 for issues setting up repairs.

Repair Type pane 
1) Ask the customer to confirm the ship-to country and ship-to postal code. 

2) Brazil:
Important: Remove all punctuation from the customer's name and address information.

a) Ask the customer to confirm the shipping address for the repair, and enter it on line 1. The first address line can contain only 32 characters, including spaces. Abbreviate the address to fit.

b) Leave line 2 blank. 

c) Enter the district on line 3; use fewer than 30 characters, including spaces. 

d) Enter the applicable state abbreviation.

e) Go to Correios to confirm that the customer-provided postal code matches the postal code on the website. Do not proceed if the codes do not match.

f) Add the telephone number, and remove any symbols, spaces, or additional numbers. The maximum number of digits is 10.

g) Personal repairs: Confirm that the repair name reflects the name under the CPF number on the  government website. 

h) Business repairs: Confirm that all information in the repair exactly matches the information under the CNPJ number on the government website, including the following:

· Business name: Add the company name from the CNPJ to the Customer field, and leave the Business field blank.

· Address: Add the repair address as the CNPJ lists it. 

i) Confirm that the business is a state taxpayer by visiting SINTEGRA and entering the CNPJ. If the company lacks a state tax number (IE) and is exempt, leave the State Tax Number line blank.

3) Choose the repair type.

AC+ devices with accidental damage: If the device needs service only for a damaged screen, choose Screen Damage. Explain that a repair technician finding additional damage can affect the repair cost and duration.

If the device requires additional screening, normal repair options might not appear available. Offer the available repair options.

If the product has been previously flagged for unauthorized modifications, iLog does not allow you to set up an ERS. If the customer returned the product to its original state, offer a Repair or Replacement (ROR) repair, or refer the customer to a carry-in service location.

4) Select the correct shipping option.

5) If the iPhone has been damaged, select a payment method for the repair.

Note:If the customer has already used both AC+ incidents, iLog prevents you from setting up an AC+ repair at this step. Advise that the customer has consumed all available incidents, and provide normal accidental damage repair options.

Express Replacement Service
1) Select Express Replacement.

2) Verify that the last four digits of the iPhone IMEI or MEID number match the number in iLog. See iPhone: Locating the serial number, IMEI, and ICCID number. If you cannot identify the IMEI or MEID number, offer alternative service methods.

3) When prompted, enter the payment information or select the Web Payment option.

Instructions pane
Complete the service agent instructions.

Shipping and return
1) Enter the customer's ship-to street address. Apple cannot ship service dispatches to PO boxes or APO boxes.

2) Explain that the shipping address cannot be changed after dispatch creation.

3) Include an alternative contact and alternative phone number. If alternatives are not available, enter "NONE" in these fields. 

4) Enter a valid email address in the email address field. If the customer does not provide an email address, enter refused@apple.com. 

5) Advise the customer that someone might need to sign for the service box. A signature is required for the product returned after service. Suggest a work address as the best option because delivery occurs during business hours.

6) Verify that the correct parts are listed.

7) Chat Advisors: If you are processing a paid repair over chat, select the Web Payment payment method.

8) United States: The city name appears automatically based on the ZIP or postal code, but it might be incorrect. Verify the city after you press Tab to exit the Postal Code field.

9) Japan:
a) Verify the prefecture and city with the customer. If the customer is unsure of the correct postal code, search for the information on the Japan Post website.

b) Set the pickup time and date.

10) Paid repair: Provide the repair price quote that iLog indicates, and explain that if the repair cost exceeds the quote, the customer receives an email with the following options:

· Pay for the repair (or use an AC+ incident if the product has one available).

· Have the product returned unrepaired.

· Have Apple recycle the product.

· Talk to Apple about the customer's options.

Note: ERS for screen replacement is available only for iPhone devices covered by AC+.

11) Do not speculate about a repair's final price.

Payment pane
If there are billable parts or the customer has requested ERS, process the payment using the web payment system.

Tier 2: The Billing tab is available if you process the payment using a credit card. Enter the customer's billing address, and complete the payment.

Important: Billing information you enter must match the banking institution's record of the customer's information. Mismatches can cause repair holds or cancellations.



6. Close the call
A. Provide the case number and dispatch ID so that the customer can track the repair status at checkrepair.apple.com or by calling Apple Support.

B. Explain that the outbound tracking number can take up to 24 hours to update after the first scan. 

Brazil: If the customer requests a status update, provide the Correios voucher number from the Tracking pane. Advise the customer to take the device to Correios for packaging and shipment and track the shipment on the Correios or DirectLog website.

C. Advise the customer that Apple will email repair-status updates during the service process to the address on the dispatch.

D. Remind the customer to obtain proof of collection from the courier. 
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