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This bulletin provides troubleshooting steps to follow when diagnosing customer concerns

involving Bluetooth (BT) functionality. Please start by completing the Harman Investigation Guide
Questionnaire as it gathers important details which will help with diagnosis and will be required
should the condition not be resolved by this troubleshooting. While completing the questionnaire,
follow the question flow based on the customer concern. Answer each related question noting the
results to each in detail while performing the diagnostics. Review the entire bulletin before beginning
in order to understand the flow for the listed concern. Please apply the information captured in the
checklist to the Harman Investigation Guide Questionnaire. If the concern you have is not listed,
check the Service Manual “Infotainment (Diagnostics) - Diagnostics with Phenomena” section as a

starting point.

SERVICE PROCEDURE / INFORMATION: © compattity Resuts

Verizon Apple iPhone 8 on the 2018 Outback 3.5R Touring with STARLINK 8" Multimedia Navigation

REMINDER: Customer satisfaction and retention starts

Bluetooth Features Compatible

with performing quality repairs. e

1) Always confirm the condition as reported by the s e D
customer. Recse A

Call Transfer”

2) Visit the Subaru Technology page on the Subaru.
com website to verify smart phone compatibility. =
(https://www.subaru.com/engineering/ canwing

Yes

teChl’lOlOHV.html) Automatic Reconnection Yes

Phonebook Dowrload (single contact) No

Continued...

CAUTION: VEHICLE SERVICING PERFORMED BY UNTRAINED PERSONS COULD
RESULT IN SERIOUS INJURY TO THOSE PERSONS OR TO OTHERS.
Subaru Service Bulletins are intended for use by professional technicians ONLY. They
are written to inform those technicians of conditions that may occur in some vehicles,
or to provide information that could assist in the proper servicing of the vehicle. Properly
trained technicians have the equipment, tools, safety instructions, and know-how to
do the job correctly and safely. If a condition is described, DO NOT assume that this
Service Bulletin applies to your vehicle, or that your vehicle will have that condition.

Subaru of America, Inc. is
1ISO 14001 Compliant
ISO 14001 is the international standard for
excellence in Environmental Management
Systems. Please recycle or dispose of
automotiveproductsinamannerthatisfriendly
to our environment and in accordance with all
local, state and federal laws and regulations.
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As shown in the image above, the iPhone 8 may have an issue with Phonebook Download (single
contact) and SMS send functions (not shown). When the customer reports a condition involving
those features, STOP as there is no further Head Unit (HU) troubleshooting required. The issue is
linked directly to their smart phone’s compatibility. There are some cases where a particular smart
phone’s compatibility has not been fully or at all tested.

For those smart phones, BT functionality operation could be unreliable. These cases are not an
indication of a Head Unit (HU) malfunction. See the example shown in the image below.

ﬂ) Compatibility Results

US Cellular LG UX355 on the 2018 Outback 3.5R Touring with STARLINK 8" Multimedia Navigation

Bluetooth Features Compatible

Phone Paiing NT

Hands Free Dialing NT

Receive A Call NT

3) Itis also recommended to verify the customer’s phone setup is not causing BT related issues.
a. For any kind of car connection issue, it is important to make sure that the “Do Not
Disturb” teature is turned OFF. Some customers have not been able to shut off the “Do
Not Disturb” feature while connected to their vehicles. By default, this setting is set to
manual and must be activated before enabled.

TIP: It may be easier to disconnect and remove all Bluetooth device settings before upgrading the
device then, start over from scratch. This may save significant time in troubleshooting.

b. Can the condition be duplicated? If so, please provide the steps necessary to reproduce
and if possible, a video showing the steps and concern. It is important to know if the BT
connection is not made at start up or if the connection is lost at some other point during
operation.

1. If the BT connection drops during operation, confirm the device is in the paired
device list located under Settings > Phone. See image below.

Q | Settings > Phone

=+ Add Device

SAMSUNG-SM-GS920A
JAY S5

John’s iPod

o e |

General Sound Phone Navigation Vehicle

1. Verify the head unit is still listed as a paired device on the phone.

Continued...
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iii. If the device is not listed, try to manually reconnect through the phone settings
menu: Settings > Phone > Select the paired phone and select Connect.

ok SAMSUNG-SM-G920A

Connect
Delete
Phonebook Download

Reorder

iv. If the condition is still present, try confirming it with a similar model phone (capture
phone model and OS version).

v. Follow the Service Manual basic diagnostic procedure for “BLUETOOTH
CONNECTION CANNOT BE ESTABLISHED”.

4) This section addresses concerns with Bluetooth Phonebook or SMS synchronization as
referenced in 2) above.

a. Confirm the phonebook / SMS access request was granted when phone was paired to the
HU. When the pairing procedure is performed and the device is connected, the phone
may prompt the user to accept access for phonebook. The HU will prompt to initiate
phonebook download. Accept this pop up by pressing “Download”.

Download phonebook contacts ?

b. Phone behavior may differ between models and OS versions and between Android
phones (i) and Apple iPhones (ii):

i.  Android phone

< BLUETOOTH SCAN }

ON

1. Android phone will prompt user on the phone for
phonebook access as shown to the right.

06 HKEsquire2
Allow access to Contacts and Phone log |
Subaru BT is requesting permission to 3

access your Contacts and Phone log
Allow?

3

You can change this later by going to
Bluetooth settings.

|

.l HIFHN503021
Subaru BT

8 SsubaruBT

Continued...
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2. Also, in the case of Android phones, a second pop-up
will appear requesting access to SMS messages.
ON

Gear S3 (96CE)

Connected for call audio

HK Esquire 2

( Allow access to messages

e,

( Subaru BT is requesting permission to }
access your messages. Allow?

-

YYou can change this later by going to
Bluetooth settings. B

DO NOT ALLOW AlLOW |

HIFHNGU732

HIFHN503021

Subaru BT

Subaru BT

@ @ 0T -

ii. Apple iPhone:

1. The iPhone will download the phonebook after
pressing “Download” on HU if the Sync Contacts

option is enabled. NOTE: Some versions of 10S will A"F‘;‘gof;:asc;;:;‘d

prompt the user for phonebook access as shown to the Your car may request your contacts,
. phone favorites, and recent pljone

rlght_ calls over BILAa(TIt:xtG;ig?o you wish to

Don't Allow Allow

all ATET & 2:39PM 7 % 67% )

{Bluetooth ~ Subaru BT

2. For iPhones, after pairing is complete, access must Forget This Device
be enabled on the phone for SMS. To do this, go to

Settings > Bluetooth > Select the paired HU labeled Stow Notficatons O

“Subaru BT” and make sure both Sync Contacts and

Show Notifications are enabled. R O
Phone Favorites v
Phone Recents v
All Contacts v
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3. Once enabled, the iPhone must be disconnected then reconnected for the
changes to apply for SMS download ONLY. See section 5a “How to Pair an
Apple Device”.

c. Ifthe device is already paired and connected, confirm the Phonebook Download option
is enabled. To do this go to Settings > Phone, select the paired phone and enable
Phonebook Download as shown below.

{ ek Galaxy S6 edge+

Disconnect

Delete

Phonebook Download

Reorder

NOTE: The device may still require performing Steps a. and b. above after enabling Phonebook
Download on the HU.

If the phonebook or messages can still not be accessed, go back to the phones Bluetooth settings and
select the gear (Settings) icon next to your vehicle’s device name. Ensure all settings are enabled.

= 1 ey

‘3
o - -

5) This section will help to assure Android and Apple phones are properly paired.
a. How to pair an Apple device:

i.  Go to Settings on the vehicle infotainment icon
screen.

ii. Select “Phone”

Continued...
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1. Select “Add Device”

ﬁlSetﬁngs>Ph e

|"))|UQ|
Phone

General Sound

iv. This screen will be displayed when pairing mode is in progress. Make note of the

“Device Name:” (Subaru BT).

Device Name;Suharu BT

M
s
Begin Bluetooth pairing on device. Make sure
Bluetooth is active.
PIN: 12790145
Cancel |

v. On the i0S/Apple device, go to settings. Location on home screen will vary.

vi. Select “Bluetooth”

Wil ATET LTE 8:35 AM Tim

Settings

Airplane Mode
a Wi-Fi
u Bluetooth

Cellular
Personal Hotspot

Notifications
m Control Center

Do Not Disturb

=] General
Display & Brightness

D Wallpaper

vii. Select “Subaru BT” or whatever the device name is from step iv.

all ATET LTE 8:36 AM +m )

{ Settings Bluetooth

Bluetooth L
Now discoverable as "PM's iPhone”.
DEVICES

LWJIPAWO2

LWSJOSYUGO/

Subaru BT

To pair an Apple Watch with your iPhone, go to the
Watch app.

Continued...
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Viil.

Select “Pair”

Bluetooth Pairing Request
“Subaru BT" would like to pair with
your iPhone. Confirm that this code is
displayed on “Subaru BT

472460

Cancel

Allow Contacts and
Favarites Sync?
Your car may request your contacts,
phone favorites, and recent phone
calls over Bluetooth. Do you wish to
allow this?

Don't Allow

ix. Select Allow to “Allow Contacts and Favorites to Sync?”

x. On the vehicle screen, select “Download” phonebook contacts.

xi. On the i0OS/Apple device, the vehicle’s Bluetooth should now be listed under
Bluetooth settings. Select the blue “i” next to the device name (Subaru BT).

xii. Confirm “Show Notifications” and “Sync Contacts” are enabled.

il ATET LTE 8:58 AM L ol ATET LTE 8:38 AM 3 m
 Settings Bluetooth ¢ Bluetooth Subaru BT
Bluetoath () Disconnect

Now discoverable as "PM's iPhone*, Forget This Device

MY DEVICES

Subaru BT Not Connected (1)

Show Notifications C

OTHER DEVICES 3,

Sync Contacts 0

LWIPAWO2

To pair an Apple Watch with your iPhone, go to the

Waihan GROUPS
Phone Favorites v
Phone Recents v
All Contacts v

Continued...
Page 7 of 13
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xiil. At this point, the 10S/Apple device is paired. The vehicle may need to be restarted
to fully complete the pairing process so messaging and other features work

correctly.

xiv.  If smartphones are not connecting with the HU via Bluetooth, try it again after
removing all the connection history from the phone. This may help the
smartphone and HU “find each other” easier when performing the Bluetooth

connection process.
b. How to pair Android Device:

i.  Go to Settings on the vehicle infotainment icon screen.

Settings Add Shortcut

ii. Go to the “Phone” page
iii. Select “Add Device”

Q [ Settings > Phone

__DY

UNEL Wiy

<

- B

General Sound Vehicle Navigation

iv. This screen will be displayed when pairing mode is in progress. Make note of the
“Device Name:” (Subaru BT).

Device Name: Subaru BT
DM
e

Begin Bluetooth pairing on device. Make sure

Bluetooth is active.
PIN: 12790145

—_ - _

v.  On the Android device, go to Settings. This step will vary by Android device.
Settings can always be found under Apps. On newer Android devices, Apps is
opened by swiping UP from the bottom of the screen.

Continued...
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vi. Select “Connected devices’

L

~
G
P

Pandora

Texa

EEh)
)

United Airl

G|

vil.  Select “Bluetooth”

3 O 'l 85% W 9.05

(CRCAN NS

Phone Phiotos  Play Morieqilay Music
. )
PowerPoint  Relax Melo. Seated Settings

R:0:

Trenslate  TripAdvisor  TuyaSmart

O=00

Venmo Voice Waze WhatsApp

O v .

0@

SieepCycle  SmartRec.  Snapchal  Southwest

shIa

Spotify  Starbucks  SulcherRa. SUBARUS.

®E 0

Uber

b

en

Q

or

‘connections”.

* 0 "y 85% 0§ 9:06

Search settings

Turn on Wi-Fi Calling

Use Wi

Fi instead of maobile netwark

Network & Internet
WI-Fi, mobile, data uquV
Connected devices

Bluetoath, Cast, NFC

Apps & notifications
Permissions, default apps

Battery

85%-13h left

Display

Wallpaper, sleep, font size

Sound

Volume, vibration, Do Net Disturb

Storage
b

viii. At this step, either select “Pair new device” or, the phone will already begin
showing nearby devices to add.

ix. Select “Subaru BT” or whatever the device name is from step 4.

a8

%1004 85% W 9:06

Connected devices

Bluetooth
Not connected

Cast
Not connected

NFC
Allow data exchange when the phone
touches another device

Android Beam
Ready to transmit app content via NFC

Printing
2 print services on

(7]

2R
<

S O = O =D N = =2 R =D

%0 4l 85% W 9:06

Bluetooth

On

HK Esquire Mini
HK Soho Wireless
Soundwave
Subaru BT

Xtrek

Pair new device /

Device name
Joes Pixel 2

Received files

Phone's Bluetooth address: 40:4E:36:A2:64:1C

o o 0 00 0|l e

Continued...
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x. Select “PAIR” and ensure “Allow access to your contacts and call history” are
enabled (checked).

xi. Select “YES” to the Message access request” pop up.

X [ Y 84% W 9:06 100 "4 84% W 9:06

Pair with Subaru BT?

Message access request

Subaru BT wants to access your
799431 messages. Give access to Subaru BT?

Bluetooth pairing code

NO YES

llow access to your contacts and call history

CANCEL PAIR

xiii. At this point, the Android phone should be paired and ready to use.

xiv. If smartphones are not connecting with the HU via Bluetooth, try it again after
removing all the connection history from the phone. This may help the
smartphone and HU to “find each other” easier when performing the Bluetooth
connection process.

Continued...
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6) This section addresses concerns with BT call handling.

a. Capture the steps required to reproduce the concern. If possible, record a video showing
the steps and the condition. Please note the model, OS version, and service carrier of the
customer’s phone.

b. For concerns regarding holding calls and / or swapping calls (call waiting), please note
CDMA networks do not support this functionality. Some phones may have the ability
to perform these actions internally but in general, CDMA carriers (such as Sprint or
Verizon) do not support these features.

c. For concerns related to the audio quality, verify microphone operation. See figure below
for Line Diag display of Microphone check.

Q | Factory Settings > Microphone Lo | .d"
R VR e e S

Mic 1input Level [
Mic 2 Input Level s

Play Through Spaaker ] »

Comnection | Vehicle Signal |Cameri Setting | Audio Check | Microphane

d. Follow the Service Manual basic diagnostic procedure for SOUND DOES NOT COME
OUT FROM THE SPEAKER. See image below for Line Diag display of Audio Check.

{RY | Factory Settings > Audio Check L B

AMIFM: FM 909 MMz’
=Speaker Output Freq

+Spesker Dutput Intensity

«Speaker Check

Speaker Chec..

Connection | Viehicle Signal | Camera Setting | Audio Check | Microphone

e. If the concern persists, swap a known good HU into the problem vehicle. If component
swap addressed concern, request exchange for the suspect component.

IMPORTANT CAUTION: Always disconnect the Telematics Data Communication Module
(DCM) BEFORE any swapping of head units. DCMs must NEVER be swapped or the customer’s
services will not function and DCM replacement may be required to resolve.

7) If the above diagnostics and procedures do not resolve the customer’s concern with Bluetooth
functionality, complete a fresh Harman Investigation Guide Questionnaire documenting the
customer’s concern and the results of each diagnostic step in this bulletin. If possible, capture
a video of the condition then contact the SOA Techline to review the next steps. Techline will
request you send the completed questionnaire, step-by-step bulletin test results and any videos
of the condition.

Continued...
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BLUETOOTH® FUNCTIONALITY CONCERN CHECKLIST

Repair Order Date:

Vehicle Identification Number (VIN):

1. Condition confirmed as reported by the customer? NO: O YES: O
Concern details:
Phone details: Make Model (0N}
Carrier

2. Is the phone compatible? NO: O VES:

3a. Is the phone listed among paired devices on the head unit display? NO: O  YES:
3b. Is the vehicle listed among paired devices on the phone? NO: O  YES:
3c. Head Unit software version:

4. If applicable, is Phonebook Download enabled on the head unit? ~ N0: O YES:

S5a. If applicable, perform Line Diag test: NO: O YES:
Sb. Microphone test passed? NO: O  VES:
Sc. Speaker test passed? NO: O YES:

NO: O YES:

5d. Tested using a like vehicle?

Continued...
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WARRANTY / CLAIM INFORMATION:

For vehicles within the Basic New Car Limited Warranty period or covered by an active Subaru
Added Security Gold plan, this repair may be submitted using the following claim information:

Labor Description Labor Operation # Labor Time Fail Code H/U Type
HARMAN BLUETOOTH FUNCTION NOT COMPATIBLE A850-803 0.3 7RQ-43 Base, Mid &
HARMAN BLUETOOTH TROUBLESHOOTING A850-805 0.8 High

IMPORTANT REMINDERS:

* SOA strongly discourages the printing and/or local storage of service information as
previously released information and electronic publications may be updated at any time.

» Always check for any open recalls or campaigns anytime a vehicle is in for servicing.

» Always refer to STIS for the latest service information before performing any repairs.
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