HT206622 If a customer doesnt know their Apple ID to remove Activation Lock

Apple Internal Use Only
Customers may contact us with certain issues such as Activation Lock, or they can’t log in to a device. The steps below will help you piece together customer information to locate the correct Apple ID for verification. 

	For other Activation Lock issues, select from below:

	Compromised account:

Handling Calls About Compromised Apple ID Accounts
	Purchased outside Apple/Authorized reseller:

Handling Calls About Find My iPhone Activation Lock


Locate customer in iCloud Support App

Using the items below, you can narrow down the customer's information to find the correct Apple ID.
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Locate Apple ID email domain
 

	
	 
Locate customer with phone number, full name, or zip code
 

	
	 

Identify Find My... Device
 


Important: Don't provide information about an Apple ID account before verifying a customer's identity. Never disclose information from the iCloud Support App comments.
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Locate the customer’s Apple ID email domain (i.e.: @icloud.com, @gmail.com,@aol.com)

Note: Some domains may be hidden, but some text will be provided. For example, t****@t***.com
 Option A
Ask the customer which Apple ID they are seeing on the device screen.

Make a note of the Apple ID email domain.
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Option B
If the customer is unable to provide an Apple ID:

1 Locate the device serial number or IMEI in iLog. With this information, you can begin locating the customer's Apple ID email domain.[image: image4.jpg]0
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2 In the iCloud Support App, click "More Search Options".

3 [image: image5.jpg]=2 m
pomer Search € More search Options

Coud oo | Coud Supponet el Calencare |y Acpie 0

U




4 Enter the serial number or IMEI with the "Search Activation System" box selected to look up the device. 

5 Make a note of the Apple ID email domain. 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Narrow down the most likely Apple ID for the customer using their Name / Phone number / Zip code

1 In the iCloud Support App, click "More Search Options".[image: image7.jpg]=2 m
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2 Search with the customer's phone number or first and last name.[image: image8.jpg]<> o ‘ -mmwmm = B
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3 Identify a customer record with an Apple ID email domain that matches the domain previously noted. Note: Some domains may be hidden, but some text should be provided. 
4 Name searches will only yield up to 120 results.

Sorting by customer Postal Code or City can further refine the search results.

Locate the customer’s device name in the “Find my…” tab

1 After identifying the most likely Apple ID, select the customer record and locate their device in the “Find my…” tab.

2 [image: image9.jpg]Expanded Search

Koo e Gt foerame Lane Doeses ores i e s e coeamame Wb ders oo o et O sewracomionsrn | oy ooy

e e Ao 0 Sewen send mamespce st

Your e compled sl n 0893 sconcs

= o810 13567090 05 pason e ustomer A crck Adit i icows weno
o Enable Troubleshooting Mode | s nos acne Aopi D SecyTwo-Fctr Auhenicaton Akt Apie D Loin N
Jopplesesdeidons

Quik Unks Sna ¢ | Followers | Following ‘E\\mrumm

05 angage Erpisn

Yo o

= )
eionn
e
=
=
e
e
=

Err=—

o 3, 2018 115435 0 sor

JonAppisesd

o, 205 6520320 sor w——— T —————— -
Sort 1, 205 0520320 s
Sort 1, 205 0531 500 sor e e——————— - et -





3 If the device isn't present, return to the search results and select another likely customer record or search again.

[image: image10.png]



 

 

Verify the customer in the iCloud Support App

Once the customer’s account has been located in the iCloud Support App, follow the steps in CP1322: Verifying the Identity of Apple ID Accountholders.
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	If verified, provide the customer's Apple ID email address and proceed to Reset Apple ID password.
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	If the customer is unable to verify their identity, explain that Apple takes customer privacy and account security seriously. Refer the customer to HT201354: If you forgot your Apple ID.
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Reset Apple ID password
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	Refer the customer to the Apple ID account page for password reset.
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	If the customer is unable to reset their password, see CP1389: SOP: Handling Apple ID Password and Security Questions.
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