Ht203528 Get help using iCloud Mail

If you can't access your email or you can't send and receive messages with your @icloud.com email address, follow these steps.

First things first

1 Update your Mac to the latest macOS. iCloud Mail accounts require OS X 10.7.5 or later. 

2 Go to the System Status page and check iCloud Mail.

If you still need help, try the steps below for your issue. 
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If you can't access iCloud Mail at iCloud.com

1 Make sure that you're using a supported browser. Use these steps to update Safari. If you're using a different browser, check its help to learn how to install updates.

2 Clear your browser's cache. In Safari, choose Safari > Clear History. If you're using a different browser, check its help for steps.

3 If you can access iCloud Mail from a different location or Internet connection, contact your Internet service provider or network administrator. Some Internet configurations intentionally or unintentionally prevent access to certain websites or services, such as iCloud Mail. 
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If you can't send mail from the Mail app on your Mac

Use these steps if your message can't be delivered, you're attaching a large file, or the recipient didn't get your message.

If you receive an alert when you send a message from your @icloud.com email address using Mail on your Mac

“This message could not be delivered and will remain in your Outbox until it can be delivered. The reason for the failure is: An error occurred while delivering this message via the smtp server: server name.”

1 Open Mail and choose Mail > Preferences.

2 Click the Accounts tab.

3 Select your iCloud email account.

4 Click the Account Information tab.

5 Choose your iCloud email account from the Outgoing Mail Server (SMTP) menu. If you choose Edit SMTP Server List, you won't see your iCloud SMTP server as an option. 

If you're attaching a large file

Message attachments can't exceed the maximum size allowed by your email service provider or the recipient's email service provider. The maximum size varies by service provider. Try using Mail Drop, compressing the file before sending it, or sending your message without the attachment.

If your recipient doesn't receive your message

1 If an “unknown address” or “undelivered mail returned” message appears in your Inbox after you send a message, go to your Sent mailbox and make sure that the recipient's email address is correct. 

2 If you're using macOS Mail or accessing your iCloud Mail using Safari or another supported web browser, check your Drafts, Sent, and Outbox mailboxes:

· If you see an unsent copy of the message in Drafts, try to send it again.

· If you see the message in your Outbox, make sure that you're connected to the Internet and use the steps above to select the iCloud SMTP server.

3 Ask the recipient to check their Junk mail folders or mailboxes. 

4 If your recipient still doesn't receive your message, but your message was sent without any alerts or “undelivered mail” messages, your message might have been blocked or filtered by the iCloud Mail servers or the recipient's mail server. To find out, contact iCloud Support. You should also ask your recipient to contact their email administrator.

If you can receive messages but can't send them

Your Internet service provider might be blocking the protocol used to send email (SMTP) across their network. Contact your service provider and ask about SMTP traffic that crosses their network to an external service, such as iCloud. If your service provider blocks SMTP traffic, ask them how you can be exempted from SMTP blocking.

If your service provider isn't blocking SMTP traffic and you still can't send messages, contact Apple Support for help.
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If you can't receive mail in the Mail app on macOS

Find the name of your iCloud email account on the left side of the main Mail window. If your account name is dimmed and has a lightning-bolt symbol next to it, your account is offline. To take your account online, connect to the Internet, then choose Mailbox > Take All Accounts Online.

If you still can't receive email, get more help with your Mail app.
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If you need help sending or receiving mail on your iPhone, iPad, or iPod touch

1 Make sure that you're connected to the Internet. Try to open apple.com in Safari on your iPhone, iPad, or iPod touch.

2 Go to iCloud.com on a Mac or PC to see if you can receive email for your iCloud email.

3 Tap Settings > [your name] > iCloud and turn on Mail on your iPhone, iPad, or iPod touch. If you're using iOS 10.2 or earlier, go to Settings > iCloud.

4 Make sure that new data is pushed to your device automatically:

· On your device with iOS 10 and later, tap Settings > Mail > Accounts > Fetch New Data and turn on Push.

· On your device with iOS 9 and earlier, tap Settings > Mail, Contacts, and Calendars > Fetch New Data and turn on Push.

· Then send an email to your account to see if Push is working.

5 Go back to Fetch New Data. Then Tap your iCloud account and turn on Push. If you have multiple iCloud Mail accounts, you can use Push with one account at a time. Make sure that Push is turned on for your primary iCloud Mail account.

6 Turn your device off and back on.

If you still can't send or receive mail, turn off each of the settings in steps 3, 4, and 5 above, then turn them back on. 
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If you need help using iCloud for Windows

Get help with your iCloud Mail, Contacts, and Calendars in Outlook.
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Get more help

Use these steps if you need help sending or receiving email in the Mail app on your Mac. 

If you still need help, contact iCloud Support.

Isolating the issue to the email client

To determine if an email client is the source of the issue, turn the slider off for Mail on every client.

· If the issue persists, there may be server-side or iCloud.com mail issue.

· If the issue is resolved, turn the slider on one device or client at a time to isolate the source of the issue.

· Testing may need to occur over a period of time.

When to use the Reconstruct User feature in the iCloud Support App

Always ask the customer to verify their issue using iCloud.com/mail before performing a reconstruct. If you perform a reconstruct to check and receive an error or alert, send an escalation to the iCloud SSE team and include the message text. Use the Reconstruct User feature when customers have iCloud mail issues such as the following when using iCloud Mail or their local email client:

· Messages not loading

· Folders not opening

· Issues creating a folder

Message sending limits

iCloud has limitations on mailbox size and message sending. Messages can't exceed any of these additional limits:

· Message size is greater than 30,428,800 bytes

· or attachment count is greater than 256

· or attachment size is greater than 30,971,520 bytes

· or file size in archive is greater than 30,971,520 bytes

· or file count in archive is greater than 256

· or file depth in archive is greater than 20

Isolating the issue to the wireless carrier

Include the wireless network and carrier in your steps to isolate the issue:

1 Turn Wi-Fi on.

2 Try to reproduce the issue.

3 If possible, try using Wi-Fi on a different network to further isolate the issue.

Guidelines for deleting webmail preferences

Deleting webmail preferences should be a last resort when troubleshooting issues related to the mail preferences available at iCloud.com/mail.

When to enable or disable the "No Reply" rule

Customers report that they're receiving a large number of mail delivery-failure messages for emails they didn't send ("bounced" email messages). In most cases, their email address was involved in a mass mailing as the spoofed sender or reply-to address. Advise the customer to create a mail rule to filter these delivery-failure notifications to a different folder. If the issue persists for an extended period of time, or your customer would like a more permanent solution, escalate the issue to the iCloud SSE team for guidance.

Information about products not manufactured by Apple, or independent websites not controlled or tested by Apple, is provided without recommendation or endorsement. Apple assumes no responsibility with regard to the selection, performance, or use of third-party websites or products. Apple makes no representations regarding third-party website accuracy or reliability. Risks are inherent in the use of the Internet. Contact the vendor for additional information. Other company and product names may be trademarks of their respective owners.
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