Hardware Troubleshooting	1
Introduction:	1
Quick Battery Discharge:	1
Reset the battery meter:	2
Restart in Safe Mode:	2
Factory Data Reset	2
Incorrect battery %/ Battery will not charge fully:	3
Reset the battery meter:	3
Restart in Safe Mode:	3
Send for Repair:	3
Lines On Display/Partial Display:	3
Factory Data Reset	4
Send for Repair:	4
Broken Display/Screen Protector issues/Black Screen	4
Power Cycling	4
Software Fix	5
Will not Charge/Will not Power on	6
Fingerpring Sensor Not Working/Disappeared from Settings	6
Other Hardware Related Faults:	6
Software Troubleshooting	7
Introduction	7
Restarting in Safe Mode:	8
Factory Data Reset	8
What if the customer knows exactly which app is causing the issue?	9
What if the issue persists in Safe Mode too?	9
Carrier/Networking Related Issues	9
Introduction	9
Carrier Related Issues	10
No Signal	10
No Mobile Data	10
Cannot Make/Receive Calls	10
No 5G Signal/No VoLTE/No VoWiFi	11
WiFi Related Issues	11
Bluetooth Related Issues	12
NFC Related Issues	14
Restarting in Safe Mode:	14
Factory Data Reset	14
Other Generic Issues	15
Camera Issues	15
Audio Issues	16
Poor or No Call Audio- Phone Receiver(Earpiece)	16
Poor or No Call Audio- Wired Headset	17
Poor or No Call Audio- SpeakerPhone	17
Poor or No Call Audio- Bluetooth Accessory	18
Poor or No Media Audio- Headset	19
USB Connection Issues	20
Screen Mirroring / Screen Casting	20
Android Auto	21










[bookmark: _Toc52379521]Hardware Troubleshooting 

[bookmark: _Toc1970381187]Introduction: 

When dealing with a suspected hardware issue such as poor or no audio, display issues, poor connectivity or battery performance, the very first step should always be running the Hardware Test. To do this, guide the customer to:
· Find the Device Help app. This application will be in the app drawer or within a “Moto” folder. 
· Open the app and accept any prompts it offers. Accept any permission requests as well. 
· Tap on the “Device Diagnosis” option
· Tap on “Hardware Test” 
· Run the full test suite or any specific test you need depending on the fault present. 

[bookmark: _Toc167953083]Quick Battery Discharge: 

Battery discharge may be due to a software or hardware issue. To determine which of the two (or which combination) please follow the steps below: 

[bookmark: _Toc1893849601]Reset the battery meter:
· First, charge the phone to 100% and leave it on charge for a few more hours. 
· Without unplugging the phone, restart it. 
· Monitor battery levels for a day of normal use. 

[bookmark: _Toc1749180908]Restart in Safe Mode: 

· Press and hold the power button or drag down the notification shate twice and press on the power icon on the bottom right. 
· Press and hold the Power Off or Reboot option and when the phone asks if you’d like to reboot into Safe Mode, select “Yes” 
· Wait until the phone restarts. In Safe Mode all 3rd party apps will be temporarily unavailable. No data will be lost. 
· Disable airplane mode and test for a day of normal use. 

[bookmark: _Toc2041570129]Factory Data Reset 

· Caution: This will wipe your data from your device and return it to an out of box state.
· Please make sure to take a backup of your data before performing this procedure, by following the steps in the link here.
· Once your backup is complete, perform the reset by navigating to Settings -> System  -> Reset Options -> Erase All Data.
· Please make sure to not restore your device from a backup but set it up as new. Your contacts, and anything else you have synced to your account will still be available. Test the phone for a day or so and, if you find it working as it should, navigate to Settings -> Accounts, enter your Google account and restore from the backup. 



[bookmark: _Toc579831632]Incorrect battery %/ Battery will not charge fully: 

This issue is related to a software error on the battery reporting service. To correct it, please: 
[bookmark: _Toc374791044]Reset the battery meter:
· First, charge the phone to 100% and leave it on charge for a few more hours. 
· Without unplugging the phone, restart it. 
· Monitor battery levels for a day of normal use. 

[bookmark: _Toc245961283]Restart in Safe Mode: 

· Press and hold the power button or drag down the notification shate twice and press on the power icon on the bottom right. 
· Press and hold the Power Off or Reboot option and when the phone asks if you’d like to reboot into Safe Mode, select “Yes” 
· Wait until the phone restarts. In Safe Mode all 3rd party apps will be temporarily unavailable. No data will be lost. 
· Disable airplane mode and test for a day of normal use.

[bookmark: _Toc364936280]Send for Repair: 
Always as a last resort and if all else fails, we can send for testing and repair to the Local MASC per process for each model. 

[bookmark: _Toc438334337]Lines On Display/Partial Display: 

This issue is mostly due to pixel death/damage and is almost always a hardware issue. To make sure we do not arrange a repair for no reason, first we offer a Factory data reset: 
[bookmark: _Toc1851016128]Factory Data Reset 

· Caution: This will wipe your data from your device and return it to an out of box state.
· Please make sure to take a backup of your data before performing this procedure, by following the steps in the link here.
· Once your backup is complete, perform the reset by navigating to Settings -> System  -> Reset Options -> Erase All Data.
· Please make sure to not restore your device from a backup but set it up as new. Your contacts, and anything else you have synced to your account will still be available. Test the phone for a day or so and, if you find it working as it should, navigate to Settings -> Accounts, enter your Google account and restore from the backup.

[bookmark: _Toc592315908]Send for Repair: 
If Factory Data Reset does not help, we can send for repair to the Local MASC per process for each model.

[bookmark: _Toc1775185020]Broken Display/Screen Protector issues/Black Screen

For these issues a repair is arranged immediately with no troubleshooting required. Please arrange the repair per the process for the Local MASC. 

[bookmark: _Toc1569864326]Power Cycling

A phone can power cycle for two main reasons: 
· Either the Operating system has failed, stops loading and the phone tries again
· There is an electrical/hardware fault in the handset and the short is causing the phone to start over. 

To diagnose this, do the following: 
· Press and hold the Power and Volume down buttons. This will force the phone to restart into the bootloader. 
· Follow the software fix procedure: 

[bookmark: _Toc954100032]Software Fix
Here are the instructions on using our Software Fix software to re-flash your device:

Download the Software Fix application onto your PC through this link. 
After installing the software, please launch it. You will be prompted to sign in with your Lenovo ID account or your Google account. If you don't have a Lenovo ID then you can register a new account from this window or proceed through Google. This will not affect the process at all. 

You can use this software to take a backup of your phone before the Rescue by following these instructions.

Once logged in, select the "Rescue" option and follow the onscreen instructions.

You will be prompted to select your device model or enter your IMEI so that Software Fix can confirm which software your phone needs. If that doesn't work then you can select the firmware manually by entering your device name and model number.

If Software Fix prompts you to enter fastboot mode, you will need to press and hold volume down and power key button at the same time until Fastboot screen comes up. Once it is in Fastboot mode, plug it into your PC with a USB cable and the software should detect your device.

Click on "Download" to download the software. Once the download is complete, click on "Rescue Now" to proceed with re-flashing the device. Make sure you do not unplug the phone from the PC while the rescue is in progress.

This will download the re-flash the phone with the latest software. Be sure to backup your data first since this procedure will erase all data on your device. You may be given the option to retain your data but we strongly advise you do not take it, as the problem may be caused by this data itself. 

For more details on using this tool you can follow our step by step online guide here.


[bookmark: _Toc1722741304]Will not Charge/Will not Power on 
Both these issues are more often than not hardware related and are both diagnosed in an easy way: 
· Plug in a charger and leave for around 20 minutes. If the phone is too low on battery it will not respond to a power on attempt. 
· Attempt to charge with a different charger. Repeat the above. 
· If both these fail, please arrange a repair for the device. 
[bookmark: _Toc685367686]Fingerpring Sensor Not Working/Disappeared from Settings
The fingerprint sensor will disappear from the Settings if the sensor itself fails and becomed undetectable by the operating system. To resolve this:
· Attempt a Factory Data Reset (Always provide the full information to the customer) 
· Arrange a repair for the device per Local MASC process.

[bookmark: _Toc465531155]Other Hardware Related Faults: 
Under this category you will find: 
· Broken / nonworking headphone jack
· Broken power buttons
· Cracked housing (the part of the body that is not the screen) 
· Broken SIM tray 
· Broken or otherwise faulty camera lenses 
For all the above, please arrange a repair per the Local MASC process. Troubleshooting will not assist in this case. 










[bookmark: _Toc1555487044]Software Troubleshooting
[bookmark: _Toc2125180400]Introduction
Software faults can be broadly broken into two categories: 
· Those that are caused by the operating system
· Those that are caused by a downloaded app 

To differentiate between the two we can ask the following questions: 
· When did the issue start? Was it after an OS update or an app update? 
· What does it affect? Is it affecting a corebehaviour of the phone like Carrier signal or touch, or is it only one app misbehaving? 
· Does it happen in specific situations, or does it happen randomly throughout use? Is it tied to launching a specific app? 

The easiest way to differentiate between the two, if the above questions fail is by: 

[bookmark: _Toc147938901]Restarting in Safe Mode: 

· Press and hold the power button or drag down the notification shate twice and press on the power icon on the bottom right. 
· Press and hold the Power Off or Reboot option and when the phone asks if you’d like to reboot into Safe Mode, select “Yes” 
· Wait until the phone restarts. In Safe Mode all 3rd party apps will be temporarily unavailable. No data will be lost. 
· Disable airplane mode and test for a day of normal use.

If Safe Mode corrects the issue, then the issue is being caused by a 3rd party app. Once we are certain, we can proceed with: 

[bookmark: _Toc2115134955]Factory Data Reset 

· Caution: This will wipe your data from your device and return it to an out of box state.
· Please make sure to take a backup of your data before performing this procedure, by following the steps in the link here.
· Once your backup is complete, perform the reset by navigating to Settings -> System  -> Reset Options -> Erase All Data.
· Please make sure to not restore your device from a backup but set it up as new. Your contacts, and anything else you have synced to your account will still be available. Test the phone for a day or so and, if you find it working as it should, navigate to Settings -> Accounts, enter your Google account and restore from the backup.

[bookmark: _Toc843990130]What if the customer knows exactly which app is causing the issue? 
In the event that the customer can tell us exactly what app is misbehaving, we can offer some basic troubleshooting to attempt to correct the issue: 
1. Clear Storage and Cache for the offending app: 
· Navigate to Settings -> Apps -> See all <xx> Apps -> “App Name” -> Storage and Cache
· Here, select to Clear Storage. The Clear Cache option should also gray itself out. 
2. If the application is a system app, we can uninstall the latest update and check if this is the root cause of the issue. To do this, simply: 
· Navigate to Settings -> Apps -> See all <xx> Apps -> “App Name”
· Select the “Uninstall Update” option 


[bookmark: _Toc1445751980]What if the issue persists in Safe Mode too? 
In that case, and only if we are near certain that the issue does not stem from an update to a system app, we can be relatively confident that the issue stems from the operating system. 
In this case, we proceed with Software Fix. 
[bookmark: _Toc153431927]Carrier/Networking Related Issues 

[bookmark: _Toc2021596781]Introduction

Carrier and networking issues are some of the hardest to concretely diagnose, especially since not a lot depends on the phone itself. The main goal of troubleshooting these is to identify the problem with surety and refer the customer to the appropriate place. 

Under networking, you will find issues such as:
· No signal
· No mobile internet
· Cannot make/receive calls 
· WiFi Connectivity issues 
· Bluetooth Connectivity issues 
· NFC Issues 

[bookmark: _Toc1937325488]Carrier Related Issues 
Carrier related issues are more often than not beyond our control, but we can try the following steps to attempt to resolve them before we send the customer to their carrier:. The most typical complaints are: 

[bookmark: _Toc1454855433]No Signal
To attempt to resolve this, please try: 
1. Attempt to use a different SIM card, preferably from  a different carrier
2. Reset the network settings; navigate to Settings -> System -> Reset Options -> Reset Mobile Network Settings 
3. Perform a Factory Data Reset with the SIM inserted 

[bookmark: _Toc2112999949]No Mobile Data
To attempt to resolve this, please try:
1. Attempt to use a different SIM card, preferably from a different carrier 
2. Reset the network settings; navigate to Settings -> System -> Reset Options -> Reset Mobile Network Settings
3. Reset the APN; navigate to Settings -> Network & Internet -> Mobile Network/SIM & Mobile Networks -> “SIM CARD”  and scroll all the way down to “Access point names”. Tap on the top right and select “reset to default” 

[bookmark: _Toc1689255453]Cannot Make/Receive Calls 
This may be caused either by the carrier’s network or by the Phone app itself, so the troubleshooting is a little more complicated: 
1. Attempt to use a different SIM card, preferably from a different carrier
2. Reset the network settings; navigate to Settings -> System -> Reset Options -> Reset Mobile Network Settings
3. Clear the storage and cache for the Phone app 
4. Test the phone in Safe Mode
5. Perform a Factory Data Reset 

[bookmark: _Toc1864221014]No 5G Signal/No VoLTE/No VoWiFi 
VoLTE and VoWifi are supported by all the motorola devices released in the last 15 years and 5G is supported by the handsets that state so. However for all these functions to work, the carrier needs to also enable support for them from their side. 
If a customer is stating they are missing one or more of the above, explain that their device supports the function but the carrier needs to explicitly enable support for this model. Until they do, the phone will not even display the option. 

[bookmark: _Toc903053984]WiFi Related Issues 
To attempt to correct WiFi related issues, please follow the steps below: 


1. Forget and reconnect to the network:
Go to Settings > Network and Internet > Wi-Fi > "network name" > Forget > attempt to reconnect
2. Restart your wireless router by unplugging it from the power outlet for about 30 seconds and then plugging it back in.
3. If you are using security, please make sure you password/passkey on both router and device are identical. You can also attempt to change the security type to WAP2 or remove it temporarily to check for compatibility issues. 
We want to make the network an “Open Network” in order to rule out authentication issues. For security reasons, you may wish to unplug the router from your ISP’s connection.
4. Make sure your device software is up-to-date
Software updates come out periodically and may contain performance enhancements for the device.
To manually check if you have the latest software:
Go to Settings > System Updates
(If you do not see System Updates, Touch About Phone > System updates)
The device will check if any updates are available. If an update is available, follow the on-screen prompts to download and install the update.
If the device does not automatically do so, select Check for System Updates
5. Try a different WiFi network. If it connects to a different network then please try some of the steps below:
-Disconnect some of the other connected devices, restart the router.
-Make sure the firmware of your wireless router is up-to-date.
-Enable SSID broadcasting on your wireless router (if it is disabled).
-Check MAC Filtering is allowing the device through
-If available, change the frequency of your router from 5Ghz to 2.4Ghz as some devices do not support the 5Ghz band (see Moto Series Specs). There are also a limited number of channels for each frequency band.
6. Perform a factory data reset. This will wipe your data from your device and return it to an out of box state. Please make sure to take a backup of your data before performing this procedure, by following the steps in the link below:

https://motorola-global-en-uk.custhelp.com/app/answers/detail/a_id/126674 


Once your backup is complete, perform the reset by navigating to Settings -> System -> (Advanced) -> Reset Options -> Erase All Data.

[bookmark: _Toc1795740809]Bluetooth Related Issues 
To attempt to resolve Bluetooth related issues, please do the following. Remember that Bluetooth connections depend very much on the compatibility between devices and, should the following fail, we cannot assist further and we refer the customer to the manufacturer of the accessory. 

1.  Test with more than one bluetooth device if possible.
This will help narrow down whether there is a compatibility issue with one particular bluetooth accessory or if there is an issue with the phone’s  bluetooth in general. If the phone connects well with other accessories, please refer the customer to the accessory manufacturer. 

2.  Reset app preferences
Navigate to Settings -> System -> Reset options -> Reset App Preferences. This will not cause any of the customer’s data to be deleted but will simply cause the phone to ask for permissions and default apps once more. 

3.  Turn off wi-fi and bluetooth location scanning
Navigate to Settings -> Location -> Location Services and turn both options off. 

4. Clear Bluetooth Data 
- Un-pair all Bluetooth device from the phone.
- Turn Bluetooth off on the phone
- Go to Settings > Apps > See all <XX> apps (or App Info), tap the menu icon at the top right and select Show system.
- Select the Bluetooth app and tap on -> Storage & cache -> Clear Storage.
- Restart the phone.
- Reconnect the Bluetooth device to the phone and test again.
     5. Reset Network Settings 
Go to Settings -> System -> Reset options -> Reset Wi-Fi & Bluetooth (or Reset Wi-Fi, mobile & Bluetooth in Android 12, 13)

[bookmark: _Toc1176025338]NFC Related Issues 
NFC is simple to diagnose in the sense that if it’s not working, 99% of the time the antenna has broken or the phone didn’t have it to begin with. 
Before anything, ask the customer if they are a using third party case (particularly a wallet case). If so, ask them to remove. Also make sure that the NFC antenna is as close to the other tag or device as possible. 
To diagnose NFC, please do the following: 
1. Go to Settings > Apps (Apps & notifications in older models) > See all apps, tap the menu icon at the top right, and select Show System. Select the "NFC service" app, tap Storage & cache > Clear storage > OK.
2. If the issue continues, download the NFC TagInfo by NXP app: https://play.google.com/store/apps/details?id=com.nxp.taginfolite. Launch this app and hold your phone against other objects with RFID tags to test it.

[bookmark: _Toc1549846434]Restarting in Safe Mode: 
· Press and hold the power button or drag down the notification shate twice and press on the power icon on the bottom right. 
· Press and hold the Power Off or Reboot option and when the phone asks if you’d like to reboot into Safe Mode, select “Yes” 
· Wait until the phone restarts. In Safe Mode all 3rd party apps will be temporarily unavailable. No data will be lost. 
· Disable airplane mode and test for a day of normal use.

If Safe Mode corrects the issue, then the issue is being caused by a 3rd party app. Once we are certain, we can proceed with: 

[bookmark: _Toc2094297915]Factory Data Reset 

· Caution: This will wipe your data from your device and return it to an out of box state.
· Please make sure to take a backup of your data before performing this procedure, by following the steps in the link here.
· Once your backup is complete, perform the reset by navigating to Settings -> System  -> Reset Options -> Erase All Data.
· Please make sure to not restore your device from a backup but set it up as new. Your contacts, and anything else you have synced to your account will still be available. Test the phone for a day or so and, if you find it working as it should, navigate to Settings -> Accounts, enter your Google account and restore from the backup.







[bookmark: _Toc531148154]Other Generic Issues 

[bookmark: _Toc1193364882]Camera Issues 
Camera issues can be caused either due to the hardware itself failing or the app misbehaving. To troubleshoot these issues, please follow the steps below:
1. Clear the storage and cache for the Camera app. Navigate to Settings -> Apps -> See all <xx> Apps -> Camera -> Storage and Cache -> Clear Storage. The Clear Cache option should also gray out. 
2. Open the Camera app and tap on the little gear on the top right. Select Settings, scroll down to “About” and select “Reset”. This will clear all problematic settings in the camera app. 
3. Test with a different camera app. Our suggestion for this is OpenCamera. If it works, then we can be confident the issue is with the pre-installed camera app and we can proceed to uninstall the latest update and attempt to resolve the issue. 
4. Test the phone in Safe Mode
5. Perform a Factory Data Reset
6. If none of the above can correct the issue, then the issue is most likely hardware-related and we can send the phone to repair per the Local MASC process. 

[bookmark: _Toc539167176]Audio Issues 
A problem with Audio on a phone may be an earpiece/receiver, mic, speaker, accessory port (headset jack) orBluetooth connection/accessory. It is important to ask the right questions in order to determine what area is causing the problem.
[bookmark: _Toc2004843492]Poor or No Call Audio- Phone Receiver(Earpiece)
1. Ensure receiver is not covered 
If customer is using a case, cover or screen protector on the device, please remove and try without it. 
2. Check call volume : Settings > Sound > Call volume 
3. Try using the speakerphone/speaker or an attached HS. If the Audio works with these, there may be an issue with the receiver. 
4. Test phone with Moto Help 
Select Moto Help  > Hardware test > Microphone 
If the result of the test is “FAIL”, it indicates that the mic may have a problem - Follow RMA process. 
If the result is “PASS”, it indicates that the mic itself has no problems. 
5. Check signal strength: If the customer is experiencing this problem only in certain areas, or certain times of the day, it could indicate a network issue. 
-Advise them they can contact their carrier to report the issue, or we can proceed with an RMA. 
 
6. Follow RMA process

[bookmark: _Toc1071279323]Poor or No Call Audio- Wired Headset
1. Reboot the phone 
Press and Hold Power button for 1 minute to reboot phone.  
(For the moto z3  hold volume down + power to force the reboot.) 
2. Check connection 
Make sure the connection is tightly fitting and secure. 
Ensure the headset is inserted completely into the headset jack. 
Remove any case or cover to ensure headset is inserted completely. 
Wiggle the connecter to see if that makes a difference (it may tighten the connection) 
Try a different HS or try the HS on a different device 
3. Test phone with Moto Help 
Select Moto Help  > Hardware test > Audio connection 
If the result of the test is “FAIL”, it indicates that the port may have a problem - Follow RMA process. 
If the result is “PASS”, it indicates that the port itself has no problems. 
4. Try different headsets, adaptors 
For moto z devices, has the customer tried different adaptors? 
If the customer has tried different headsets with the same issue, Follow RMA process.

[bookmark: _Toc963096096]Poor or No Call Audio- SpeakerPhone

1. Ensure speakerphone is not covered 
If customer is using a case, cover or screen protector on the device, please remove and try without it. 
 
2. Check call volume 
Settings > Sound > Call volume 
 
3. Test phone with Moto Help 
 
Select Moto Help  > Hardware test > Speaker 
If the result of the test is “FAIL”, it indicates that the speaker may have a problem - Follow RMA process. 
 
If the result is “PASS”, it indicates that the speaker itself has no problems. 
4. Check signal strength 
If the customer is experiencing this problem only in certain areas, or certain times of the day, it could indicate a network issue. 
Advise them they can contact their carrier to report the issue, or we can proceed with an RMA. 
 
5. Follow RMA process

[bookmark: _Toc1255976185]Poor or No Call Audio- Bluetooth Accessory

1 - Check battery level on the devices 
If you are having problems while using Bluetooth, the first thing to check is the battery level on the phone and the accessory. 
Bluetooth devices may disconnect or create noise when the phone or Bluetooth battery are low. 
 
2 - Verify positioning 
Ensure you are wearing or positioning the accessory correctly. 
If the current location does continue to result in dropped connection or audio issues try changing the position. 
If the phone is in your pocket or bag, an alternative is to use a carry case or arm band. 
 
3 - Test phone with Moto Help 
Select Moto Help  > Hardware test > Bluetooth 
If the result of the test is “FAIL”, it indicates that the bluetooth antenna may have a problem - Follow RMA process. 
 
If the result is “PASS”, it indicates that bluetooth itself has no problems. 
4 - Delete and Re-establish connection 
Go to Settings > Connected devices > Bluetooth 
To manually disconnect your smartphone from a paired device, touch the  or  next to the device name in the devices list, then touch Unpair or Forget. 
Reconnect device 
 
5 - Follow RMA process

[bookmark: _Toc1583666417]Poor or No Media Audio- Headset

1. Reboot the phone 
Press and Hold Power button for 1 minute to reboot phone.  
(For the moto z3  hold volume down + power to force the reboot.) 
2. Check connection 
Make sure the connection is tightly fitting and secure. 
Ensure the headset is inserted completely into the headset jack. 
Remove any case or cover to ensure headset is inserted completely. 
Wiggle the connecter to see if that makes a difference (it may tighten the connection) 
3. Test phone with Moto Help 
 
Select Moto Help  > Hardware test > Audio connection 
If the result of the test is “FAIL”, it indicates that the port may have a problem - Follow RMA process. 
If the result is “PASS”, it indicates that the port itself has no problems. 
4. Try different headsets, adaptors 
For moto z devices, has the customer tried different adaptors? 
If the customer has tried different headsets with the same issue, Follow RMA process.


[bookmark: _Toc942950323]USB Connection Issues 
Often you will receive the complaint that a second device (most often a laptop/tablet) cannot see the phone once connected and selecting Data Transfer from the phone’s menu does nothing. Here are the steps to try to correct this: 

1. Use a different cable; come cables are charging only and do not allow data transfer, or they may have become damaged and the data lanes cut. 
2. Use a different port on the other device. 
3. Try Safe Mode
4. Force data transfer through the Developer options menu:
· Navigate to Settings -> About Phone -> Build Number (or Settings -> About Phone -> Device Identifiers -> Build number on newer versions) and tap 7 times until you receive a pop up saying “You are now a developer”. 
· Move to Settings -> System -> Developer Options 
· Scroll Down until you see the entry Default USB Configuration
· Tap this and from the options select “File Transfer”
5. Perform a Factory Data Reset
6. Send the device to repair per the Local MASC process 
[bookmark: _Toc1339538402]Screen Mirroring / Screen Casting 

Screen Mirroring is only available in its full version on the higher end models that we offer, and you can determine this by going to the Spec Sheet and checking the following rows: 

[image: ]

All devices we offer support Chromecast, which is a separate dongle that plugs into the HDMI port of any TV.
All other formats are only supported if mentioned explicitly here. MHL and HDMI/Display port require a cable while Miracast requires both devices to be compatible and enabled. 
If a customer is trying to get these to work and failing, please check the Spec Sheet first. On the off chance it really doesn’t work but the phone supports it, it is unfortunately a question of compatibility between devices and we cannot assist further. 

[bookmark: _Toc1738979236]Android Auto 
Android auto is a built in functionality that exists in all non-E devices. The feature is built-in, meaning you won’t find a separate app for it, and can work either via cable or via bluetooth connection. 
Issues with Android auto will almost always stem from compatibility between the car and the device, but we can offer the following in an attempt to help: 
1. Disconnect and delete the saved connection between the car and the phone from both the car and the phone. 
2. Reset the network settings through Settings -> System -> Reset Options -> Reset Wifi, Network & Bluetooth 
3. Re-pair the devices after the reset
4. Disable Bluetooth A2DP in Developer Settings and try again. To access developer settings navigate to Settings -> About Phone -> Device identifiers (or Settings -> About phone in older models) and tap 7 times until you are told you are now a developer. Then, navigate to Settings -> System -> Developer Options and find the Bluetooth A2DP option. 
5. Finally, check if the car has a firmware update and check if the feature works when connected via cable. 
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