Ht201412 If your iPhone iPad or iPod touch won't turn on

If your device has a frozen screen or doesn't respond when you touch it, or becomes stuck when you turn it on, learn what to do.
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 This article contains time-consuming steps. Follow the guidelines in CP28 - SOP: Technical Support Advisor Call Handling. 

If your screen is black or frozen

If your screen is black or frozen, you might need to force restart your device. A force restart won't erase the content on your device. You can force restart your device even if the screen is black or the buttons aren't responding. Follow these steps:

· On an iPhone 7 or iPhone 7 Plus: Press and hold both the Sleep/Wake and Volume Down buttons for at least ten seconds, until you see the Apple logo.

· On an iPhone 6s and earlier, iPad, or iPod touch: Press and hold both the Sleep/Wake and Home buttons for at least ten seconds, until you see the Apple logo.
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If your device still won't turn on or start up

Plug in your device and let it charge for up to one hour.
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After a few minutes, you should see the charging screen. 
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If you don't see the charging screen within an hour, or you see the connect to power screen, check the jack, USB cable, and power adapter. Make sure that everything is plugged in firmly, free of debris, and not damaged. You might want to try a different USB cable or power adapter.

 

If your device still doesn't turn on, see what to do next.
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If your device turns on but gets stuck during start up

If you see the Apple logo or a red or blue screen during startup, try these steps:

1 Connect your device to a computer and open iTunes. If you don't have a computer, try to borrow one, or go to an Apple Store or Apple Authorized Service Provider for help. 

2 While your device is connected, force it to restart. 

· On an iPhone 7 or iPhone 7 Plus: Press and hold the Sleep/Wake and Volume Down buttons at the same time. 

· On an iPhone 6s and earlier, iPad, or iPod touch: Press and hold the Sleep/Wake and Home buttons at the same time.

3 Don't release the buttons when you see the Apple logo. Keep holding until you see the recovery mode screen.
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5 When you get the option to restore or update, choose Update. iTunes will try to reinstall iOS without erasing your data.
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The problem may be fixed by updating your iPhone, which preserves your
settings and content. However, if updating doesn’t work, it may be necessary
to click Restore, which erases all settings and content. If you backed up this
iPhone to this computer or iCloud, you’ll be prompted to restore the backup
onto the iPhone.




iTunes will download the software for your device. If it takes more than 15 minutes, your device will exit recovery mode and you'll need to repeat steps 2 and 3.
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If you need more help

Contact Apple Support to set up service if you have any of these issues:

· You still see a black screen after charging, force restarting, or following the steps in this article.

· You see a black screen, but you can hear alerts, sounds, and vibrations.

· Your screen is on, but it doesn't respond when you tap, slide, or try other gestures. 

· You can't force your device to restart because your Home button or Sleep/Wake button is broken or stuck.

· Your device is stuck on the Apple logo, displays a solid color, or isn't recognized in iTunes.

If a customer reports that the device often needs to be reset to wake from sleep, follow these steps:

1 Classify the case as System-wide Issues > Frozen - Unresponsive

2 Answer the trigger questions.

3 Collect the following information and send an RTA:

· What was the last app the customer used on the device?

· Did the customer press the Sleep/Wake button to lock the device, or was the device auto-locked?

· Does iTunes see the device if it's connected in this state? If so, get iOS Device Logs and click the Sleep/Wake and Home buttons two to three times.

· Unmute the device and connect it to a power source. Does it "chirp" when connected?

· Generate a sysdiagnose while the device is in this state. You can reset the device after you've taken the sysdiagnose.
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