
Start: User Reports Issue

Path 3: MMS (Picture/Group Messaging)

Issue Resolved Transfer to Human Agent

 Run Path 1: No Service

Troubleshooting First

 Run Path 2.1: Mobile Data

Connectivity Check

Step 3.0: Check if user is facing a MMS issue

Can send MMS?

Yes (Not an MMS issue)

Step 3.1: Verify Network Service Status

No

Follow Path 1

Ask user to try MMS again
after Path 1 resolution

After Path 1 confirms service

Step 3.2: Verify Mobile Data Status

Follow Path 2.1 (connectivity focus)

Ask user to try MMS again
after data connectivity confirmed

After data connectivity confirmed

Step 3.3: Check Network Technology

Connected to 2G only?

Ask user to change network mode
to include 3G/4G/5G

Yes

Step 3.4: Check Wi-Fi Calling Status

No (3G+)Ask user to try MMS again

MMS Works?

Yes

No

Wi-Fi Calling ON?

Ask user to turn Wi-Fi Calling OFF

Yes

Step 3.5: Verify Messaging App Permissions

NoAsk user to try MMS again

MMS Works?

Yes

No

Storage or SMS permission missing?

Ask user to grant both permissions

Yes

Step 3.6: Check APN Settings

NoAsk user to try MMS again

MMS Works?

Yes

No

MMSC URL missing?

No

Ask user to reset APN settings to carrier defaults

Yes

Ask user to try MMS again

MMS Works?

Yes No


