If you see a 0xE error when you connect your iOS device to a PC

Apple Internal Use Only

This error includes an "iTunes could not connect" message. You might see it when you connect your iPhone, iPad, or iPod touch to a Windows PC.

Tier 1 instructions

When connecting your iOS device to a PC, you might see a message that looks like this, though the error number might vary:

"iTunes could not connect to this [device] because an unknown error occurred (0xE8000001)."

To fix this issue, try the following:

· Restart your computer.

· Update iTunes to the latest version.

· Go to the Windows Update website and install any available updates.

· Plug your device directly into a USB port on your PC, not into an external hub.

· Try another USB cable.

· Unplug everything from your USB ports except your keyboard and mouse. Then restart your computer, connect your iOS device, and open iTunes.

If, after trying the above steps, you still receive the error message, follow these steps:

Have the customer try another PC
Have the customer connect their iOS device to a different PC.

If the customer sees the error only on their PC
1. Have the customer update the drivers on their PC. 

2. Check to see if they have one of the listed Intel 5 series or 3400 series chipsets. If they do, have them update the drivers.

3. Help them create a new Windows user on their PC and try again. 

If the customer still sees the error, have them change the settings of their third-party security software.

If the customer sees the error on other PCs
1. Ask them to try an Apple-certified cable.

2. Have them install USB chipset driver updates. They can check with their computer’s manufacturer or their system administrator to see if any are available. Some computer manufacturers won’t have updates available to resolve the issue.

3. Have them update their security software and make sure that it’s configured correctly.

4. Help them back up to iCloud and then restore their device. If the customer can't use iCloud, or wants a secondary copy of their data, have them email their pictures, notes, and other data to themselves.

5. If they’ve already created a backup, have them make a copy of the backup on their computer.

6. If the they still see the error, have them erase the content and settings on their device. Then have them restore from their latest backup.

If they still have the issue, have them erase their data from the device and then set it up as a new device.

If the issue continues, escalate to Tier 2.

Tier 2 instructions

1. Make sure that all of the above steps have been followed.

2. Find out which chipset is listed in Device Manager. 

3. Send an RTA. If they have a workaround, set the priority to Low. Otherwise, set the priority to Medium.

In the RTA, include this information:

· Any workarounds that the customer can use. For example, if they can connect the device to the PC using an externally powered USB hub, document this as a workaround.

· The exact error message. Include the full "0xE" error code.

· The results of all of the troubleshooting steps that you've tried.

· The iTunes Diagnostics logs. Work with the customer using the "Send Files to Apple" feature in iLog to upload the logs.

· The MSInfo32 report. 
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