
Heating Issue 

Probing Questions Customer 
VOC 

Solution  Reason Of Asking Path For the Solution 

Since how long 
you are facing 
heating problem 
in handset. 

Long time 
back 

Need to confirm 
whether device 
software is updated 
or not and if not, 
need to suggest to 
tak data backup and 
visit SVC to upgrade 
the software and 
problem will be 
resolved. 

 Sometime it happens that the 
applications are not compatible 
with the device because of 
software version of the handset 
which may cause heating in the 
handset. Therefore, we need to 
guide customer to use latest 
software version in his handset. 

To check software version go to 
setting> more setting> about 
phone> software version. To 
update the handset:- Go to 
settings > System update 

Within 
One/Two 
Week/One 
month 

Need to probe below 
mentioned steps. 

    



When you are 
facing this issue? 

While using 
any third 
party 
application   

>Guide customer to 
update that 
application from 
Google play store.                                                          
> If issue occurs, 
guide customer to 
clear the data and 
cache of that 
perticular 
application.                                                                                                                                           
>If issue remains 
same guide customer 
to update the 
software version of 
handset and 
recommend to use 
latest software 
version.                                                                                                          
>If issue still persists, 
guide customer to 
reinstall that 
application.                                                   
>Lastly might be 
possible that 
application is not 
compatible with the 
handset. 

 Sometine it happens that the 
application is compatible with the 
device due to which issues like 
heating/hanging/ application 
issue/Battery draining can occur. 

  

While using 
preinstalled 
applications 

Guide him to update 
the application from 
the play store and 
update the software 
version of handset 
and recommend to 
use latest software 
version.                                                                                  
>If issue persists, 
guide customer to 
format his handset 
after taking backup 
of the data.                   
>If issue remains 
same, guide to visit 
service center. 

  

Issue 
occurs in 
normal 
usage 

Suggest customer 
not to use leather 
cover 

Leather/Plastic cover is the good 
insulator which does not let the 
internal heat of the processor come 
from the phone. 

  



Suggest customer to 
use “vivo charger” 

Local/fake charger may produce 
high output voltage and current 
which might affect the battery 
performance and may cause 
heating and autotuch issue in the 
handset. However customer can 
temporarily charge his handset 
with other brand charger if the 
output ‘voltage and current’ is 
same as Vivo charger.  

  

Guide customer to 
close the function if 
it is not required to 
be continued. 

If any function is being performed 
for a long time like-listening to 
music, playing games, watching 
videos, using internet, then phone 
gets heated up normally.  

  

Guide customer to 
turn off the features 
if not required. 

If in the handset many features like 
Wi-Fi, Bluetooth, Mobile data, GPS 
and other features are turned on 
for long time,  handset gets heated 
up normally. 

  

Guide customer to 
cleanup handset with 
I manager> phone 
clean/ space 
management. Or 
speed up device. 

If multiple applications are running 
in the background of the handset, 
then load on the processor 
increases and causes heating issue 
in the handset. 

  

Suggest customer to 
update all available 
applications in your 
handset.  

Sometimes it happens that if the 
applications are not updated which 
may create the compatibility issue 
in the handset due to which 
handset can get heated up. 

For the same, customer needs to 
go to Google play store > Click on 
three horizontal lines on the top 
left of the corner > Go to my apps 
and games then update all 
applications. 

Suggest customer do 
not use handset 
while it is getting 
charged. 

While handset is getting charged 
then normal heating is a general 
phenomenon because in charging, 
charge flows through charger to 
handset. If at the same time 
handset will be used then, handset 
may produce more heat. 

  

Processor always 
releases heat. 
Generally octa-core 
releases more heat.  

Octacore consists eight cores and 
can perform eight tasks at 
perticular time which may cause 
heating in the handset. 

  



Guide customer to 
put his handset in 
safe mode. 

In safe mode all 3rd party 
applications get disabled and 
handset runs only with inbuilt 
applications, hence it can be 
identified whether the issue with 
3rd party applications or inbuilt 
applications.  

For the same, customer needs to 
restart/ switch off and on his 
handset, the moment handset 
gets turned on, Vivo logo appears 
on the display, at that point of 
time customer needs to press and 
hold volume down key until the 
handset restarts completely. 

Guide customer to 
check latest software 
version and update it 
to latest version. 

If the software version of the 
handset is not updated then, 
compatibilty issue may occur, 
which causes fast draining of 
battery in the handset. Therefore, 
we need to guide customer to use 
latest software version in his 
handset. 

To check software version go to 
setting> more setting> about 
phone> software version. To 
update the handset:- Go to 
settings > System update 

Guide to format 
handset after taking 
the data backup. 

Sometimes it is possible due to 
longer usage of handset some junk 
files and other bugs may exist in 
the handset, which can be removed 
after formatting the handset. 

 Go to setting> More setting> 
Backup and reset> Erase all data. 

Guide customer to 
visit service center. 

Technical experts are available at 
our service center who can 
physically inspect the handset and 
issue can be reactified. 

  

     
     

Hanging Issue 

Probing Questions Customer 
VOC 

Solution  Reason Of Asking Path For the Solution 

Since how long 
you are facing 
hanging problem 
in handset. 

Long time 
back 

Need to confirm 
whether device 
software is updated 
or not and if not, 
then need to guide 
customer update the 
handset with latest 
software version, if 
issue persists, 
suggest to take data 
backup and format 
his handset. If issue 
remains same, guide 
customer visit SVC in 
order to get hiss 
issue rectified. 

 Sometime it happens that the 
applications don't compatible with 
the device because of software 
version of the handset which may 
cause of hanging in the handset. 
Therefore, we need to guide 
customer to use latest software 
version in his handset. 

To check the software version:-Go 
to settings > More setings> About 
phone > Software version 



Within One 
Week 

Need to probe below 
mentioned steps. 

To update the handset:- Go to 
settings> More settings > System 
update 

When you are 
facing this issue? 

While using 
any third 
party 
application   

Guide customer to 
update that 
application from 
Google play store. If 
issue occurs, guide 
customer to clear the 
data and cache of 
that particular 
application. If issue 
remains same, guide 
customer to update 
the software version 
of handset and 
recommend to use 
latest software 
version. If issue still 
persists, guide 
customer to reinstall 
that application. 
Lastly, might be 
possible that 
application is not 
compatible with the 
handset. 

 Sometime it happens that the 
application doesn't compatible with 
the device due to which issues like 
heating/hanging/ application 
issue/Battery draining can be 
occurred 

  

While using 
preinstalled 
applications 

Guide him to update 
the application from 
the play store and 
update the software 
version of handset 
and recommend to 
use latest software 
version. If issue 
persists, guide 
customer to format 
his handset after 
taking backup of the 
data. If issue remains 
same, guide to visit 
service center. 

  

Issue 
occurs in 
normal 
usage 

Suggest customer to 
make some internal 
space in the handset, 
atleast 250 MB of 
total internal 
memory of the 

If internal memory/space is not 
available in the handset, functions 
do not work smoothly due to 
insufficient internal storage. 

  



handset must be 
free. Advise 
customer to uninstall 
the unwanted 
applications and 
remove the content 
of the handset which 
is not required to be 
kept. 

Suggest customer to 
close applications 
which are running in 
the background  

When multiple applications are 
running in the background, 
consumes more space(RAM), which 
affect the proccessing speed of the 
handset and handset starts getting 
hanged. 

Press option key and drag the 
applications you want to stop 
from list of running apps. 

Guide customer to 
uninstall any Anti-
virus or other 
cleaning applications, 
if it is installed in the 
handset. 

Android is an open source 
operating system, which is based 
on Linux-kernel, on which virus 
does not run. If any anti-virus gets 
installed in the handset, which 
starts scanning every application 
being opened in the RAM to check 
the possibilty of availability of the 
virus in the application that causes 
hanging issue in the handset. 

  

Guide customer to 
cleanup handset with 
the help of I-
manager 

If multiple applications are running 
in the background of the handset, 
then load on the processor 
increases and causes hanging issue 
in the handset. 

 I manager> phone clean/ space 
management. Or speed up device. 

Suggest customer to 
update all available 
applications in your 
handset. 

Sometimes it happens that if the 
applications are not updated which 
may create the compatibility issue 
in the handset due to which 
handset starts getting hanged up. 

customer needs to go to Google 
play store > Click on three 
horizontal lines on the top left of 
the corner > Go to my apps and 
games then update all 
applications. 

Guide customer to 
put his handset in 
safe mode. 

In safe mode all 3rd party 
applications get disabled and 
handset runs only with inbuilt 
applications, hence it can be 
identified whether the issue with 
3rd party applications or inbuilt 
applications.  

For the same, customer needs to 
restart/ switch off and on his 
handset, the moment handset 
gets turned on, Vivo logo appears 
on the display, at that point of 
time customer needs to press and 
hold volume down key until the 
handset restarts completely. 

Guide to format 
handset after taking 
the data backup. 

Sometimes it is possible due to 
longer usage of handset some junk 
files and other bugs may exist in 

  



the handset, which can be removed 
after formatting the handset. 

Guide customer to 
visit service center. 

Technical experts are available at 
our service center who can 
physically inspect the handset and 
issue can be reactified. 

  

     
     

Application is not working(inbuilt/third party application) 

Probing Questions Customer 
VOC 

Solution  Reason Of Asking Path For the Solution 

When you are 
facing this issue? 

While using 
any third 
party 
application   

>Guide customer to 
check internet 
connection, should 
be working good. 
Guide customer to 
update that 
application from 
Google play store.                                                   
> If issue occurs, 
guide customer to 
clear the data and 
cache of that 
perticular 
application.                                                                                                                                                 
>If issue remains 
same guide customer 
to update the 
software version of 
handset and 
recommend to use 
latest software 
version.                                                                             
>If issue still persists, 
guide customer to 
reinstall that 
application.                                       
>Lastly might be 
possible that 
application is not 
compatible with the 
handset. 

If application accesses internet, 
then without internet it would not 
work. Sometime it happens that 
the application is not compatible 
with the hardware of the device 
due to which this issue might occur. 

  



While using 
preinstalled 
applications 

Guide him to update 
the application from 
the play store and 
update the software 
version of handset 
and recommend to 
use latest software 
version.                                    
> If issue occurs, 
guide customer to 
clear the data and 
cache of that 
perticular 
application.                                                                                                                                                 
>If issue persists, 
guide customer to 
format his handset 
after taking backup 
of the data. >If issue 
remains same, guide 
to visit service 
center. 

  

     
     

Battery Backup Issue 

Probing Questions Customer 
VOC 

Solution  Reason Of Asking Path For the Solution 

Since how long 
you are facing 
heating problem 
in handset. 

Long time 
back 

Need to confirm 
whether device 
software is updated 
or not and if not, 
need to suggest 
customer to update 
his handset, if issue 
persists guide 
customer to take 
data backup and visit 
service center to get 
his handset issue 
rectified. 

 Sometime it happens that the 
applications are not compatible 
with the device because of 
software version of the handset 
which may cause fast draining of 
battery in the handset. Therefore, 
we need to guide customer to use 
latest software version in his 
handset. 

To check software version go to 
setting> more setting> about 
phone> software version. To 
update the handset:- Go to 
settings > System update 

Within 
One/Two 
Week or a 
Month 

Need to probe below 
mentioned steps. 

    



When you are 
facing this issue? 

While using 
any third 
party 
application   

Guide customer to 
update that 
application from 
Google play store. If 
issue occurs, guide 
customer to clear the 
data and cache of 
that perticular 
application. If issue 
remains same guide 
customer to update 
the software version 
of handset and 
recommend to use 
latest software 
version. If issue still 
persists, guide 
customer to reinstall 
that application. 
Lastly might be 
possible that 
application is not 
compatible with the 
handset. 

 Sometime it happens that the 
application is not compatible with 
the device due to which issues like 
Battery draining can occur. 

  

While using 
preinstalled 
applications 

Guide him to update 
the application from 
the play store and 
update the software 
version of handset 
and recommend to 
use latest software 
version. If issue 
persists, guide 
customer to format 
his handset after 
taking backup of the 
data.If issue remains 
same, guide to visit 
service center. 

  

Issue 
occurs in 
normal 
usage 

Suggest customer to 
use “vivo charger” 

Local/fake charger may produce 
high output voltage and current 
which might affect the battery 
performance of handset. 

  

Guide customer to 
close the function if 
it is not required to 
be continued. 

If any function is being performed 
for a long time like-listening to 
music, playing games, watching 
videos, using internet, then phone 
consuming more battery and 

  



causes fast battery draining issue in 
the handset.  

Guide customer to 
turn off the features 
if not required. 

If in the handset many features like 
Wi-Fi, Bluetooth, Mobile data, GPS 
and other features are turned on 
for long time, handset battery 
drains fast. 

  

Guide customer to 
cleanup handset with 
I manager> phone 
clean/ space 
management. Or 
speed up device. 

If multiple applications are running 
in the background of the handset 
then, load on the processor 
increases and causes battery 
backup issue in the handset. 

  

Suggest customer to 
update all available 
applications in his 
handset.  

Sometimes it happens that if the 
applications are not updated which 
may create the compatibility issue 
in the handset due to which 
handset can get heated up. 

For the same, customer needs to 
go to Google play store > Click on 
three horizontal lines on the top 
left of the corner > Go to my apps 
and games then update all 
applications. 

Check brightness 
level of handset and 
do not set it to Auto 
brightness mode, 
adjust it manually. 

When the Auto brightness mode is 
turned on then, it turns on the light 
sensor, which senses the ambient 
light in order to adjust handset 
brightness to make display more 
visible, hence it increases the load 
on the processor, which starts 
consuming more battery. 

  

Guide customer to 
use "Super saving 
mode" when battery 
reaches below 10% 
or required to get 
good battery backup 
in this situation. 

In 'Super saving mode', only four 
applications(Phone, Contacts, 
Phone and Messages) work. As 
processor only works to operate 
four applications, hence battery 
consumption gets decreased, which 
causes long lasting battery backup 
of the handset. 

  

Do not use any third 
party application 
related to battery 
like battery saver or 
other similar 
applications. 

Such application itself starts 
consuming battery and causes 
battery backup issue in the 
handset. 

  



Advise customer to 
check network 
strength/connectivity 
in the handset, 
should be good. 

If the network is fluctuating or 
weak in the handset. Power(RF) 
applifier gets turned on, which 
increases the load on the processor 
and causes the fast battery draining 
in the handset. 

Path to check network strength:- 
Settings> More settings> About 
phone>  SIM status> Signal 
strength(It should be between -65 
dBm to -75 dBm for good signal, 
from -75 dBm to -90 dBm for 
average signal and from -90 dBm 
to 110 dBm for bad signal, above -
110 dBm is the call dropping 
condition, on which calls start 
getting dropped). 

Guide customer to 
put his handset in 
safe mode. 

In safe mode all 3rd party 
applications get disabled and 
handset runs only with inbuilt 
applications, hence it can be 
identified whether the issue with 
3rd party applications or inbuilt 
applications.  

For the same, customer needs to 
restart/ switch off and on his 
handset, the moment handset 
gets turned on, Vivo logo appears 
on the display, at that point of 
time customer needs to press and 
hold volume down key until the 
handset restarts completely. 

Guide customer to 
check latest software 
version and update it 
to latest version. 

If the software version of the 
handset is not updated then, 
compatibilty issue may occur, 
which causes fast draining of 
battery in the handset. Therefore, 
we need to guide customer to use 
latest software version in his 
handset. 

To check software version go to 
setting> more setting> about 
phone> software version. To 
update the handset:- Go to 
settings > System update 

Guide to format 
handset after taking 
the data backup. 

Sometimes it is possible due to 
longer usage of handset some junk 
files and other bugs may exist in 
the handset, which can be removed 
after formatting the handset. 

 Go to setting> More setting> 
Backup and reset> Erase all data. 

Guide customer to 
visit service center. 

Technical experts are available at 
our service center who can 
physically inspect the handset and 
issue can be reactified. 

  

     
     

Handset auto on/off issue 

Probing Questions Customer 
VOC 

Solution  Reason Of Asking Path For the Solution 

How frequently it 
is happening? 

Very 
frequently 

Guide customer to 
put his handset in 
safe mode. 

In safe mode all 3rd party 
applications get disabled and 
handset runs only with inbuilt 
applications, hence it can be 
identified whether the issue with 

For the same, customer needs to 
restart/ switch off and on his 
handset, the moment handset 
gets turned on, Vivo logo appears 
on the display, at that point of 
time customer needs to press and 



3rd party applications or inbuilt 
applications.  

hold volume down key until the 
handset restarts completely. 

If issue remains same 
then suggest 
customer to visit to 
the Service center . 

Technical experts are available at 
our service center who can 
physically inspect the handset and 
issue can be resolved. 

  

If  issue does not 
persist, then guide 
customer to take 
backup of the data 
and format the 
handset. 

If issue does not persist that means 
issue is with third party 
applications. 

  

Not 
frequently 

Guide him to update 
the applications from 
the play store. 

Sometimes it happens that if the 
applications are not updated which 
may create the compatibility issue 
in the handset due to which 
handset can get heated up. 

For the same, customer needs to 
go to Google play store > Click on 
three horizontal lines on the top 
left of the corner > Go to my apps 
and games then update all 
applications. 

Guide customer to 
put his handset in 
safe mode. 

In safe mode all 3rd party 
applications get disabled and 
handset runs only with inbuilt 
applications, hence it can be 
identified whether the issue with 
3rd party applications or inbuilt 
applications.  

For the same, customer needs to 
restart/ switch off and on his 
handset, the moment handset 
gets turned on, Vivo logo appears 
on the display, at that point of 
time customer needs to press and 
hold volume down key until the 
handset restarts completely. 

Check latest software 
version and update it 
to latest version. 

If the software version of the 
handset is not updated then, 
compatibilty issue between 
hardware and software may occur, 
which may cause of application 
non-functional. 

To check software version go to 
setting> more setting> about 
phone> software version. To 
update the handset:- Go to 
settings > System update 

Guide to format 
handset after taking 
the data backup. 

Sometimes it is possible due to 
longer usage of handset some junk 
files and other bugs may exist in 
the handset, which can be removed 
after formatting the handset. 

 Go to setting> More setting> 
Backup and reset> Erase all data. 

If issue remains same 
then suggest 
customer to visit to 
the Service center . 

Technical experts are available at 
our service center who can 
physically inspect the handset and 
issue can be resolved. 

  

     
     



Handset Dead  

Probing Questions Customer 
VOC 

Solution  Reason Of Asking Path For the Solution 

When it got dead, 
while operating 
the handset or fell 
down. 

While 
operating 
handset, it 
got dead. 

Guide customer to 
put the handset in 
charging mode and 
observe for 15 to 20 
minutes.Make sure 
to use only vivo 
charger   

Check whether it responds or 
notification light turns on. 

  

If there is no 
response while 
getting charged, 
guide customer to 
visit service center in 
order to get issue 
rectified. 

Technical experts are available at 
our service center who can 
physically inspect the handset and 
issue can be rectified. 

  

Fell down Guide customer to 
visit service center 
for further 
assistance. 

May be, it is dropped down and 
damaged, due to which it is dead 

  

     
     

Auto Touch(Ghost touch) Issue 

Probing Questions Customer 
VOC 

Solution  Reason Of Asking Path For the Solution 

When you are 
facing this issue? 

While 
charging 
the handset 

Suggest customer to 
use vivo approved 
charger  

Local/fake charger may produce 
high output voltage and current 
and high output current(charge) 
may flow on the display of the 
handset and can cause of auto 
touch issue. 

  

Issue 
occurs in 
normal 
usage 

Wipe the handset 
slightly with soft neat 
cloth to remove the 
particles from the 
screen and the body. 

Oily screen and dust particles on 
screen may cause automatic 
working of touch of your phone. 

  

If issue persists and if 
can operate his 
handset then, check 
the handset in safe 
mode. 

In safe mode all 3rd party 
applications get disabled and 
handset runs only with inbuilt 
applications, hence it can be 
identified whether the issue with 
3rd party applications or inbuilt 
applications.  

For the same, need to restart/ 
switch off and on his handset, the 
moment handset gets turned on, 
Vivo logo appears on the display, 
at that point of time need to 
press and hold volume down key 
until the handset restarts 
completely. 



 

If issue gets resolved 
in safe mode, 
uninstall third party 
applications one by 
one which are 
installed in the 
handset recently. 

If issue gets resolved in safe mode 
that means, issue is coming due to 
third party applications. 

  

check latest software 
version and update it 
to latest version. 

If the software version of the 
handset is not updated then, 
compatibilty issue between 
hardware and software may occur, 
which might cause of mic issue in 
the handset. 

To check software version go to 
setting> more setting> about 
phone> software version. To 
update the handset:- Go to 
settings > System update 

If issue remains same 
after, guide customer 
to take backup of the 
data and format his 
handset.  

Sometimes it is possible due to 
longer usage of handset some junk 
files and other bugs may exist in 
the handset, which can be removed 
after formatting the handset. 

  

If issue remains same 
then suggest 
customer to visit to 
the Service center . 

Technical experts are available at 
our service center who can 
physically inspect the handset and 
issue can be resolved. 

  


