Ht204220 Help customers use a specific Bluetooth profile on their iPhone iPad or iPod touch

Apple Internal Use Only
Customers who pair and connect a Bluetooth accessory with their iOS device might notice interference or get disconnected when trying to make phone calls, stream audio, or use other features supported by their Bluetooth accessory. These steps can help.

What is the customer having an issue with?

· Phone: Hands-Free Profile (HFP)
· Contacts: Phone Book Access Profile (PBAP)
· Music, Maps, Podcasts, and third-party audio apps: Advanced Audio Distribution Profile (A2DP)
· Playback controls: Audio/Video Remote Control Profile (AVRCP)
· Personal Area Network Profile (PAN)
· Wireless keyboard: Human Interface Device Profile (HID)
· Messages: Message Access Profile (MAP)
· Siri and Voice Control
If you're not sure which profile is causing the issue, see the complete list of Bluetooth profiles for iOS.

Phone: Hands-Free Profile (HFP)

First, let the customer know that if they make or answer a call using their iPhone display, they won't hear the call through their Bluetooth accessory.

To stream a call to their Bluetooth accessory, they need to use the call control button on the accessory. Anytime during a call, they can tap [image: image1.png]


 on their iPhone display to switch audio outputs.

If the customer has iOS 9, they can select a specific audio source in the Phone app. When they make a call, a window briefly appears—allowing them to choose the audio source that they want.

If the customer has an issue with audio quality, try making a call without using the Bluetooth accessory. Sometimes a poor cell signal can effect audio quality. If the issue continues without the Bluetooth accessory, use these steps for help with iPhone calls.

If the issue occurs only when using the Bluetooth accessory, try these steps:

1 Move the iOS device and Bluetooth accessory closer to each other and position them in a direct line of sight (like on the same side of the customer's body) so that there's nothing in between them.

2 If the customer is using a case, stand, or other accessory, remove it from the device. 

3 Try again a different location. Many wireless devices (such as cordless phones, baby monitors, and Wi-Fi networks) share the same frequencies as Bluetooth devices. See what might be a source of interference.

Contacts: Phone Book Access Profile (PBAP)

PBAP issues are often caused by corrupted or invalid contacts, or possibly a corrupted contacts database. Use these steps to isolate and clean contacts: 

1 Make sure that the customer has a backup of their device in iCloud or iTunes.

2 If the customer syncs contacts automatically (over-the-air) using iCloud, Exchange, or some other DAV service, go to Settings > Mail, Contacts, Calendars > [account name] > Contacts, and tap off.

3 Check that contacts have been removed from the device. If not, see if the customer is using another DAV services to sync contacts and turn it off. 

4 Add a local contact and test. 

If the issue occurs with the local contact (not a DAV-associated contact), try these steps:

1 Restore the customer's device and set up as new. Don't add any DAV accounts to the device during set up.

2 Add another local contact and test. 

3 If PBAP now works like it should, add the DAV accounts back to the device and test again. 

If the issue occurs only with DAV contacts, the customer might need to clean their contacts. If they're using a third-party DAV service, refer them to their DAV account administrator or the service provider for help. If they're using iCloud, try these steps:

1 Turn off contact syncing on the customer's computer. On a Mac, go to System Preferences > iCloud and deselect Contacts. On a PC, open iCloud for Windows and deselect Mail, Contacts, Calendars, and Tasks.

2 Make sure that contacts are still on the computer and the customer has copied the contacts from iCloud, then select and delete all of the contacts in iCloud.com.

3 Have the customer check their contacts and make sure that information is entered correctly:

4 Name: All contacts should have an individual or company name.

5 Phone numbers, email addresses, chat IDs, and other data: Make sure that these are entered in the right field. For example, a phone number shouldn't be listed in an email address field, etc.

6 Hyperlinks: Make sure that links are valid and are in the URL field.

7 Notes: Let the customer know that notes should only contain a few sentences, and shouldn't include things like scripts, terminal commands, long paragraphs, or copies of conversations.

8 If the customer makes changes to their contacts, have them back up their contacts again.

9 Check in the iCloud Support app to make sure that there's no contact data in iCloud.

10 Check the contacts on the computer to make sure that there are no duplicates.

11 Move the backup of contacts to the desktop, or somewhere that's easy to find.

12 Turn contact syncing back on. On a Mac, go to System Preferences > iCloud and select Contacts. On a PC, open iCloud for Windows and select Mail, Contacts, Calendars, and Tasks. Wait until you see the contacts in icloud.com and on other devices that are associated with this iCloud account.

13 On the iOS device, turn contact syncing back on. Go to Settings > iCloud > and turn Contacts on.

Music, Maps, Podcasts, and third-party audio apps: Advanced Audio Distribution Profile (A2DP)

If the customer isn't hearing Maps audio through their Bluetooth accessory, check the Navigation Voice settings.

Customers may report that they don't hear alert tones when connected to a Bluetooth accessory. This is likely expected behavior.  Most Bluetooth accessories will allow an A2DP connection to sleep when not in use.  When the connection needs to be re-established, the connection will wake.  Some alert tones (for Calendar, Mail, Messages, etc) may start and finish playback before the A2DP connection completes the wake process.  Have the customer test this by keeping the A2DP connection active by playing music via Bluetooth and then triggering an alert tone.

If you identify that alert tones aren't playing back because the A2DP connection is sleeping, have the customer consult with whomever supports their Bluetooth accessory for more information.

For other A2DP issues, try playing audio from a different app that uses A2DP, like Music, FaceTime, Maps (using turn-by-turn navigation), or Safari (streaming video).

If the issue occurs in the Music app, try these steps:

1 Make sure that the customer has their music backed up, stored in iTunes (on a computer or in the Cloud), or available in iTunes Match.

2 Delete all the music from the the iOS device. Go to Settings > General > Usage > Manage Storage > Music. Swipe left on All Songs, then tap Delete.

3 Open the iTunes Store app on the iOS device and download a free song, or a song from iTunes Purchased.

4 Try playing the test song through the Bluetooth accessory.

5 If A2DP playback works with the test song, download or sync the customer's music back to their device and test again. If it doesn't work after adding the customer's music back to the device, there might be corrupted data in the music. Use the split-half approach to isolate the corrupt song or songs.

6 If A2DP playback doesn't work with the test song, restore the customer's device and set up as new.

Playback controls: Audio/Video Remote Control Profile (AVRCP)

Customers might need to update their car stereo's firmware to work with AVRCP 1.4.

When streaming content from an iOS device to a Bluetooth accessory, customers should have these playback controls:

· Play

· Pause

· Stop

· Volume

· Previous/Next

· Call (iPhone only)

If the playback controls don't work after updating the customer's firmware, test in a different app that uses AVRCP like Music, Videos, or Podcasts. If the issue occurs in the Music app, try these steps:

1 Make sure that the customer has their music backed up, stored in iTunes (on a computer or in the Cloud), or available in iTunes Match.

2 Delete all the music from the the iOS device. Go to Settings > General > Usage > Manage Storage > Music. Swipe left on All Songs, then tap Delete.

3 Open the iTunes Store app on the iOS device and download a free song, or a song from iTunes Purchased.

4 Try playing the test song through the Bluetooth accessory.

5 If playback controls work with the test song, download or sync the customer's music back to their device and test again. If they don't work after adding the customer's music back to the device, there might be corrupted data in the music. Use the split-half approach to isolate the corrupt song or songs.

6 If playback controls don't work with the test song, restore the customer's device and set up as new.

Personal Area Network Profile (PAN)

PAN is typically used for Personal Hotspot or a third-party app (like a multiplayer game).

Use these steps for help with Personal Hotspot.

If the customer has an issue with a third-party app or service that uses PAN, refer them to the app or service provider.

Wireless keyboard: Human Interface Device Profile (HID)

If the customer is using an Apple Wireless Keyboard, make sure that it's compatible with iOS.

When pairing a Bluetooth keyboard, the customer might see a PIN on their iOS screen. They'll need to type this PIN on their keyboard, but won't see the PIN or any visual indicators as they type. 

For help with accessbility, see this list of VoiceOver keyboard commands.

Messages: Message Access Profile (MAP)

MAP is typically used in Bluetooth car kits, and supported features vary depending on the customer's iPhone hardware, software, and accessory version. Check online to see what features the customer's accessory supports.

If the customer can't access a MAP feature that's supported by their Bluetooth accessory, try these steps:

1 Test with a different contact and a different conversation.

2 Check to see if the coversation contains emoji or other non-unicode text.

3 On the iOS device, go to Settings > Bluetooth and tap [image: image2.png]


 next to the name of the Bluetooth accessory. If the Bluetooth accessory has options for notification and message settings on this screen, make sure that they're turned on. Settings vary by accessory.

Siri and Voice Control

Siri and Voice Control over Bluetooth use A2DP, but also require the BVRA (a protocol, not a profile). This feature might not be available on all Bluetooth accessories. Check online to see if the customer's accessory has this feature. 

Tier 2

If the steps above didn't fix the issue, file an RTA and include information for the Bluetooth headset, speaker, or keyboard, or the Bluetooth car kit.
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