Help customers with performance or stability issues on their Mac
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If a Mac has performance or stability issues when a customer tries to start or run applications, these solutions might help. We've organized them by how probable and difficult they are. Try them one at a time and in order until the issue has been resolved. You probably won't need to run through all of the steps listed in this article.

These solutions are for Mac desktops and Mac notebooks that use OS X Yosemite or later. 

Check hard drive space

Check for available hard drive space. If the drive space is low, learn how to increase disk space.

Install updates

Install all software updates available in the Mac App Store. Also install all third-party software and plug-in updates.

Start up in safe mode

To start up in safe mode, follow these steps:

1. Restart the Mac while holding down the Shift key.

2. When you see the Apple logo, release the Shift key.

3. If the Mac starts up successfully, restart it without holding any keys.

Reset the SMC

Reset the System Management Controller (SMC).

Reset NVRAM

To reset NVRAM, follow these steps:

1. Press Command-Option-P-R while restarting the Mac.

2. Hold the keys until the Mac restarts.

Check for Wi-Fi congestion

1. Open Wireless Diagnostics: Option-click Wi-Fi Menu > Wireless Diagnostics.

2. Press Option-Command-4. Look for "Best 2.4 GHz" and "Best 5 GHz" in the Summary section for the least congested Wi-Fi channels for the customer to choose.

Note: If the customer is in a highly congested environment like New York, not much can be done here.
Clear DNS for DHCP systems

Follow the steps in HT203244: Non-responsive DNS server or invalid DNS configuration can cause long delay before webpages load.

Reset home folder permissions

Follow the steps in HT203538: Resolve issues caused by changing the permissions of items in your home folder.
Check for adware

Follow the external and internal steps in HT203987: Stop pop-up ads in Safari.

Check date and time

Make sure that the customer has the date and time properly set up for the time zone that they're in.

Use Disk Utility to check the startup drive

1. Start up from OS X Recovery. Press Command-R when you restart the Mac. 

2. When you see the OS X Utilities window, choose Disk Utility. 

3. Use the First Aid feature to check the startup drive.

If a different startup drive is available, use that instead of OS X Recovery:

1. Hold down the Option key when you hear the startup sound.

2. Following the Mac prompt, choose the other startup drive and open Disk Utility to run First Aid on the drive.

Disconnect external devices

1. Turn off the Mac, then disconnect all nonessential items.

2. If the Mac needs an external keyboard or display, leave them connected.

3. If that works, isolate the issue to one or more of the items that they have disconnected.

Check Memory Pressure in Activity Monitor

Is the Memory Pressure amber or red when the customer runs only a few applications? If so, tell them that a memory upgrade would help with the issue.

Reinstall OS X

Start up from OS X and reinstall OS X.

Reformat then reinstall OS X

1. Use Option-Command-R to boot from Internet Recovery or an external startup device that uses OS X 10.11 or later.

2. Show the customer how to use Disk Utility to format the startup drive.

3. Reinstall OS X.

4. If a Time Machine backup was done, restore the customer's date from the Time Machine backup.

Check third-party memory

If the customer recently installed third-party memory (RAM), ask them to make sure that it's installed securely and correctly. If necessary, test without the added memory. Memory installations guides are available for MacBook Pro, MacBook, Mac Pro, Mac mini, and iMac.

Recommend service

If you still can't resolve the performance or stability issue, recommend service. 
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