Ht203516 If iCloud Backup couldn’t be completed or you can’t restore

Learn what to do when you need help with an iCloud backup of your iPhone, iPad, or iPod touch.

If you need help after you tried to back up in iCloud or to restore from an iCloud backup, use these steps.
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Get help backing up your device in iCloud 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Get help restoring from an iCloud backup  

Get help backing up your device with iCloud Backup

Learn what to do based on the issue that you experience or the message that you see.

If your device won't automatically back up at night

To automatically back up your device each day, here's what you need to do: 

· Make sure that iCloud Backup is turned on in Settings > [your name] > iCloud > iCloud Backup. If you’re using iOS 10.2 or earlier, go to Settings > iCloud > Backup.

· Connect your device to a power source.

· Connect your device to a Wi-Fi network.

· Make sure that your device's screen is locked.

· Check that you have enough available space in iCloud for the backup.

You can also back up from your Settings menu. Go to Settings > [your name] > iCloud, then scroll down and tap iCloud Backup. If you’re using iOS 10.2 or earlier,  go to Settings > iCloud, then scroll down and tap Backup. Check that iCloud Backup is on, then tap Back Up Now.*

*If the Back Up Now option is grayed out, it might be because you aren't connected to Wi-Fi or because of a network restriction. For example, sometimes public Internet networks (like school or business networks) have profile or restriction settings that make iCloud Backup unavailable. Contact the system administrator or IT department for help.
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If an alert says there's not enough iCloud storage

This message appears when you need more iCloud storage to back up (The available space on your iOS device  is different than your available space in iCloud).

Here are some things you can do: 

· Upgrade your iCloud storage plan.

· Make a smaller backup. You can back up fewer apps or delete unwanted photos and videos.

· Delete older backups that you don't need.
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If a message says there was a problem enabling iCloud Backup

1 Wait ten minutes, then go to Settings > [your name] > iCloud > iCloud Backup. If you’re using iOS 10.2 or earlier, go to Settings > iCloud, then scroll down and tap Backup. Make sure that iCloud Backup is on. If you see a different alert message, follow the steps for that message and try again.

2 Go to Settings > iCloud. Tap your Apple ID and sign in to iCloud with your Apple ID password.

3 Check whether iCloud Backup is available on the Apple System Support page.

If you still need help, contact Apple Support.

If an alert says your device is being restored

Stay connected to a reliable Wi-Fi network and a functional power source until the process finishes. The time it takes to create a backup or restore from a backup depends on the size of your backup and the speed of your Wi-Fi network. 

If a message says that your last backup couldn't be completed

Check that you're connected to Wi-Fi, because you can't use iCloud Backup over a cellular Internet connection. Next, go to Settings > [your name] > iCloud > iCloud Backup and tap Back Up Now. If you’re using iOS 10.2 or earlier, go to Settings > iCloud > Backup and tap Back Up Now. If you see the same message again, contact Apple Support.
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Get help restoring from an iCloud backup

Make sure that you're connected to Wi-Fi, because you can't restore from a backup over a cellular Internet connection. If you still need help, find out what to do based on your issue or the alert message that you see.

If a message asks for multiple Apple ID passwords

If you don't remember an Apple ID password when asked to sign in, you can tap Skip this Step and sign in later. If asked to sign in with multiple Apple IDs, it might be because your backup includes purchases that were made using more than one Apple ID. These purchases might include content like apps, movies, music, and more.

If the restore process takes a long time to finish

Stay connected to a reliable Wi-Fi network and a functional power source until the process finishes. The time it takes to restore from a backup depends on the size of your backup and the speed of your Wi-Fi network. 

If a message says that your restore is incomplete or some items won't restore

These messages mean that you disconnected from Wi-Fi during the restore process or that some of your apps or content couldn't be restored. Here are some possible causes and what you can do about each:

· If a message says something like, "Restoring 350 of 1200 items," then your photos are probably still being restored. Keep your device connected to a reliable Wi-Fi network and a power outlet so that the process can finish.

· If you see a grayed-out app or one that takes a long time to load, make sure that you're connected to a Wi-Fi network. Next, tap the app to pause the process, then tap it again to continue. If this doesn’t fix the issue, delete and re-download the app.

· When your backup contains purchases that were made from more than one Apple ID, a messages asks you to sign in with multiple Apple IDs. If you can’t remember a password or didn't purchase an app using your own Apple ID account, you might see this message:

· "Some apps or content can’t be restored, because they are no longer available in the iTunes or App Store, were purchased with a different account, or were synced from your computer." If you have this content saved in iTunes on your Mac or PC, try syncing your device with your computer to restore your content. 

Important notes about backups and preserving customer data

Before troubleshooting an issue related to creating a backup:

· Create an iTunes backup. 

· Make copies of any important data outside of iCloud. See HT204055: Archive or make copies of your iCloud data.

Before troubleshooting an issue related to restoring from a backup:

·  Make copies of any important data outside of iCloud. iCloud backups can't be merged, so any current data on a device will be removed when it's erased to restore from a backup.

· You can also create an iTunes backup, but note that iTunes only keeps the most recent backup. If you need to keep an older iTunes backup, make a copy of it before creating a new one.

· Turn off iCloud Backup in Settings > [your name] > iCloud > iCloud Backup on the device where the backup was created that needs to restored. If you’re using iOS 10.2 or earlier, go to Settings > iCloud > Backup. iCloud only keeps the three most recent snapshots for a device, and backups that are overwritten by newer snapshots can’t be recovered.

Alerts that might appear when a customer tries to back up

· “Some files were unavailable during the last backup.” Customers should attempt at least three more manual backups to see if the files become available. If it continues to fail, toggle Backup off and back on, then try three more times.

· “The last backup could not be completed.” Customers may receive this message when there is not enough iCloud storage available to complete the backup. If the device is using iOS 10.3 or later, check Settings > [your name] > iCloud > iCloud Storage > Manage Storage> [this device] > Next Backup Size against their total available iCloud storage. If the device is using iOS 10.2 or earlier, check Settings > iCloud > Storage > Manage Storage > [this device] > Next Backup Size against their total available iCloud storage. If the issue persists, test on multiple Wi-Fi networks and gather the information needed to send an RTA.

· “The last backup could not be completed because of poor network conditions. You must be connected to a Wi-Fi network to start a backup.” Have the customer attempt to back up on another Wi-Fi network in a different location. If the issue is isolated to a single network or location, refer the customer to HT202068: Recommended settings for Wi-Fi routers and access points. Note that mobile hotspots are not supported Wi-Fi networks for iCloud Backup.

· "iCloud Backup Failed: There was a problem enabling iCloud Backup.” Follow the steps in the public section of this article. If the issue persists, gather the information needed to send an RTA. 

· “Not Enough iCloud Storage: Your iOS devices cannot be backed up because there is not enough iCloud storage available. Upgrade your storage to keep backing up daily.” Customers receive this message when there is not enough iCloud storage available to complete the backup. On iOS 10.3 or later, check Settings > [your name] > iCloud > iCloud Storage > Manage Storage > [this device] > Next Backup Size against their total available iCloud storage. On iOS 10.2 or earlier,  check Settings > iCloud > Storage > Manage Storage > [this device] > Next Backup Size against their total available iCloud storage. They can follow the prompts to upgrade their storage, or reduce the amount of data that they’re storing in iCloud. 

· "This iPhone is currently being restored and will automatically back up when it is done." Customers can’t back up to iCloud while their device is restoring from an iCloud backup. Wait for the restore to complete, then try backing up the device to iCloud.

If the customer’s "Next Backup Size" or completed backup is larger than they expect, it’s important to note that there’s a difference between the total size of the backup and the amount of data that appears under the device’s “Choose data to back up” section. For example, Voice Memos and Messages (especially messages with attachments) also add to the size of a backup. See the internal comments of HT204136: About backups for iOS devices for a full list of data that is included in an iCloud backup.

Alerts that might appear when a customer restores from an iCloud backup

There are three different points during the restore process when alerts might appear:

· During the initial setup of the device, when a customer chooses a backup to restore from.

· In the middle of the restore process (foreground restore), when the "Time remaining" progress bar appears.

· After the progress bar (background restore). The device restarts and begins downloading purchased music, movies, TV shows, apps, books, photos, and other content in the background. 

Alerts that appear during initial setup:
· "No backups available."

· If there are no available iCloud backups to restore from, there are several possible causes:

· The customer is signed in with a different Apple ID than the one they signed in with when they originally backed up. If so, the customer should sign in with the Apple ID that was used when they backed up.

· The customer never successfully made an iCloud backup of their device. Learn how to back up your device to iCloud. 

· The customer's device has an earlier version of iOS and needs to be updated.

· The customer hasn't backed up in 180 days (If you haven't backed up your iOS device to iCloud for 180 days or longer, Apple reserves the right to delete the backups associated with that device. Review the iCloud Terms and Conditions for more information).

· The customer needs to enter their two-factor authentication passcode. Backups are protected under two-factor authentication.

· "If you restore this iPhone from an iPad backup, settings and iPad-only apps will not be restored."

· This happens when customers restore an iPhone or iPod touch from an iPad backup. Settings and apps made for iPad won't be restored.

· "If you restore this iPad from an iPhone backup, settings will not be restored."

· This happens if customers restore an iPad from an iPhone backup. Only purchased apps (including their data) and books will be restored.

· "Your iPhone cannot be restored because another device is backing up. Try again later."

· You can’t restore a backup from a device that is currently backing up. Wait for the backup that's in progress to finish or cancel it, then try again.

· "There was a problem loading your iCloud Backups. Try again, set up as a new iPhone, or restore from an iTunes backup."

· This message is caused by network timeouts. Wait a few minutes, then try to restore again. If the customer still sees the message, make sure that the iOS device can successfully connect to the Internet over Wi-Fi.

Alerts that appear in the middle of the restore process (foreground restore):
· "Your iPhone could not be restored because you are no longer connected to the Internet."

· The customer's Internet connection became inactive while their device was restoring from a backup. Check that their device is connected to a reliable Wi-Fi network and a power source. For best results, stay connected to both until the restore finishes completely.

· "Your iPhone cannot be restored because of a server error."

· This happens when a server issue interrupts a restore. This type of alert is rare and might be caused by a server-side timeout. Check the iCloud System Status make sure there aren’t any known issues with iCloud Backup. If you don’t see any known issues listed, wait several minutes and try to restore again.

· "Your iPhone cannot be restored because there is a problem with your backup data. Choose a different backup to restore from."

· If a customer sees this message, check the iCloud System Status on the iCloud Support website to make sure there aren't any known issues with iCloud Backup. If there aren’t any issues listed there, try to resolve the issue by waiting several minutes before you try to restore the backup again.

Alerts that appear after the progress bar completes (background restore):
· "A Wi-Fi connection is required to download your apps and media." Customers might see this message when their device disconnects from Wi-Fi while they're trying to restore. A Wi-Fi connection is necessary for the restore process to finish. Make sure that the iOS device is connected to the Internet with a Wi-Fi network.

· "This iPhone is currently being restored and will automatically back up when it is done." Customers can’t back up to iCloud while their device is restoring from an iCloud backup. Wait for the restore to complete, then try backing up the device to iCloud.

· "Restore Incomplete - Some items could not be downloaded from the Store. If they are on your computer, you can restore them by syncing with iTunes."

· The customer might have apps or content that is no longer available in the iTunes or App Store. If that content is saved in iTunes on the customer's Mac or PC, the customer should connect their device to their computer and use iTunes to recover the data.

· "Some items could not be restored from the iCloud backup." If a customer's device disconnects from Wi-Fi during the restore, an alert will say that some items couldn't be restored. Use the public section about this message to learn what to do. 

· "iCloud Backup is unable to access the account "[email address]." Review your account information in Settings."

· This message might appear when customers reset their Apple ID password and need to update it, or if iCloud can't authenticate the customer's Apple ID password. If the customer has an iOS device using iOS 10.3 or later, they should go to Settings > [your name] to make sure they're signed in with their current password. If the customer is using iOS 10.2 or earlier, they should go to Settings > iCloud to make sure they're signed in with their current password. Then if they still get this message, check the system status to see if iCloud Backup is available.

· "iCloud Backup requires that you verify your password." The customer should enter their Apple ID password when prompted. If they're using iOS 10.3 or later, they can go to Settings > [your name] to enter the password. If the customer is using iOS 10.2 or earlier, go to Settings > iCloud > [account name] to enter the password. This alert always appears when restoring a new device from a backup. 

· "Any data that has not been downloaded will not be restored or backed up in the future."

· If customers cancel a background restore, they need to restore the device again to get all of their data onto the device. Otherwise, they need to download the music, apps, and other data again in another way. The best way to avoid this is to not cancel a background restore. If you do cancel one, make sure you have a copy of the data that wasn't restored. If you restart a canceled restore, you need to erase all the content and settings on the device and restart the restore during setup.

· "Download Remaining Purchases? Not all purchased apps and media have been downloaded. Would you like to download these purchases, or delete them along with any app data?"

· A customer sees this message if their iOS device is still restoring, or has tried for more than three days to finish restoring. This might happen when apps or songs are still downloading or if the restore is interrupted due to another issue, like network connectivity. Try restoring the missing data directly from iTunes.

Gather this information before sending an RTA

First, make sure that the customer's device is on its latest compatible iOS software version. See HT202411: Latest version of iOS by device.

For iOS 10 backup issues:

· iOS sysdiagnose taken after reproducing the issue. Make sure that the entire [device-name] folder is collected, not just the individual sysdiagnose files.

· The date and time including the customer's time zone for when the customer reproduced the issue during logging.

· A screenshot of the error message or behavior.

· If the customer is using iOS 10.3 or later, a screenshot of Settings > [your name] > iCloud > iCloud Storage > Manage Storage > [this device] showing the “Next Backup Size” section. If the customer is using iOS 10.2 or earlier, a screenshot of Settings > iCloud > Storage > Manage Storage > [this device] showing the “Next Backup Size” section.

· The iOS device model and software version used in the backup attempt.

For iOS 10 restore issues:

· iOS sysdiagnose taken after reproducing the issue. Make sure that the entire [device-name] folder is collected, not just the individual sysdiagnose files.

· Start the sysdiagnose immediately after the restore fails, wait five minutes, restart the device normally, then, set it up as new to sync with iTunes. This will not remove the logs.

· The date and time including the customer's time zone for when the customer reproduced the issue during logging.

· A screenshot of the error message or behavior.

· The exact name, size, and date of the affected backup snapshot as it appears in the iCloud Support App.

· The iOS device model and software version used in the restore attempt.

For iOS 9:

· iOS device logs.

· The date and time including the customer's time zone for when the customer reproduced the issue during logging.

· A screenshot of the error message or behavior.

· For backup issues, a screenshot of Settings > iCloud > Storage > Manage Storage > [this device] showing the “Next Backup Size” section.

· For restore issues, the exact name, size, and date of the affected backup snapshot as it appears in the iCloud Support App.

· The iOS device model and software version used in the attempt.

All logs must be uploaded by the customer using Send Files to Apple Support. Don't use Attaché or have the customer email you the files directly. Once the customer tells you that the files have been uploaded, confirm that they appear on the iLog case before creating the RTA. Do not download the log files to your computer.

If the customer can’t gather some of this information, include those details in the RTA.
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