Samsung Service Issue IQC Guide

When customers are coming into the store because they are experiencing service issues on
Samsung devices, below are the steps to pull the Call/SMS and Data Drops so that we can
show the customer that it is a “Carrier” issue not a “Hardware” issue. This is all done in IQC and
we can either print or show the customer the results depending on where your IQC computer is
located.

1. Open IQC from GSPN and follow the steps to get the device ready.
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Plezse check the devica settings

Cnce the USD debugging setur is complete, you can roceed to the next step.
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2. Connect device and follow prompts on the screen to start IQC testing and select
“Connectivity” on the right hand side.
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3. Select all tests under “Connectivity” and press “Start”
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4. Most tests should run automatically on my devices. Just watch the device and follow any
prompts that appear. At the Results Screen make sure to select “Connectivity" on the left
hand side and at the top you will see quick links to the info we need.
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5. Under those tabs will be all the information we need. Most importantly will be “No
Service”, “Data Connection issue” and “Call Drop Data”. This will tell you if the issue is
with the carrier or with the device.
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6. You can either print the results with the printing icon on the left side of the results screen.
Just make sure to only print the pages that are needed. If not you will get 20 to 30 pages

printed out everytime. But if you have a GD computer set up to be able to run IQC on,
you can just turn the screen and show the customer that info.



