
  

 

Impacted Channels: All (Rep+)  
Impacted Markets: All 
Effective: Ongoing 

  

 

 
  

 

Bring Your Own Device (BYOD) Unlock Mobile Devices 
Reminder 

 

 

We can improve the customer 

experience by addressing an issue that 

can lead to mobile disconnects—
locked, incompatible, or inactive 

devices. This is especially important 

for BYOD (Bring Your Own 

Device) customers, who may not 

realize there’s an issue until they 
attempt to port or activate their service. 

See below for more information ⬇️ 
 

  

 

 
  

 

Why is it important that a customer's device is unlocked? 

• Customers are required to have an Unlocked Device when signing up for 

Optimum Mobile 

o If the device is still locked, it will not work with Optimum Mobile 

service 

• Generally, devices are automatically unlocked if all outstanding 

installment payments have been satisfied 

o Customers can confirm whether they owe any installment payments 



with their current carrier 

o The current carrier will assist in unlocking the phone if no installment 

payments are owed 

• When installment payments are still owed for the device, customers are 

to be referred to their current carrier 

o Unlocking policies vary from carrier to carrier 

• For iPhone users (iOS 14 and above), device lock status can be checked 

directly in Settings.   
 

 
  

 

To help reduce these avoidable mobile cancellations, please ensure the 

customer's phone is unlocked during the sales process.  

 

Here's a reminder on how to unlock some of the carriers' phones: 

 

Apple: 

• Verify if iPhone is unlocked already: 

o Tap Settings > General > About > Scroll down to “Carrier Lock” 
• No SIM restriction: iPhone is Unlocked 

• SIM locked: iPhone is Locked 

o Customer will need to contact the other carrier to unlock the device. 

o Go to “Unlock Devices (Locked by Other Carriers)” section below 
and provide information to customer 

 

 



  

 

Motorola: 

• Motorola devices do not indicate in their settings if unlocked 

• Customer will need to contact the previous carrier if unsure if unlocked 

• Go to “Unlock Devices (Locked by Other Carriers)” section on the KDB and 

provide contact information to customer 

 

Samsung: 

• Recent Samsung phone models provide a way to instantly check SIM-lock 

status and request SIM-unlock without the need for a code.  

o Tap: Settings > Connections > More Connection Settings > Network 

Unlock > Network lock status 

• Always check lock status before proceeding with the sale. If locked - 

attempt Permanent Unlock and only proceed if it’s successful. 
• Some Samsung devices do not indicate in their settings if unlocked 

o Customer will need to contact the previous carrier if unsure if 

unlocked 

o Go to “Unlock Devices (Locked by Other Carriers)” section below 
and provide contact information to customer 

 

Taking a moment to verify device eligibility upfront will help prevent activation 

issues, improve the customer experience, and reduce unnecessary disconnects. 
 

 

https://u48926286.ct.sendgrid.net/ls/click?upn=u001.paQq6pgG9OaiXnMa9j0VS1x8XAeUQ4X28lCoiuG95yH3AqX8zvfLLAGyg5gb8dovNZs-2Fpw3UDm2cjq5oXultA0XMIwIFK4z0JvcuGH878VPmxjLUM2iTlouXpM1K89uMM3Pb_LyOzlL8IZNjM9i3fQQfGii65ufLh6k09T7QkfbouMyaaKs9M-2BkWPVGYAiUqwAHgloWw45uwBpSqrmSb1veXECnhc9UUWhwiDk6MF7rmL8NUXxJcvYrZSLyiRzUfpLhpJlrdp7KCherTQW5N-2Fa0GeNrTFy7bL3PzledPLIUYeOm1NCXNga-2BaSmOGv0fJHRDtM65-2F8AKliS94ryd-2Bk9ANS7Yes4tehzbgPYh9yZVATEwiGMLsl8jYDFCoa2NniUf2Jtd-2BUwQ07IOnuwbYUUr2V2w-3D-3D


Click here for more information on Unlocking Devices (Locked by Different  

Carriers), including other major phone carriers and their steps to unlock their  

phones  

  

 

 
  

 

Have questions or feedback? We’d love to hear from you. Share your 
thoughts here. 

 

Thank you! 
Sales Communications, 
salescommunications@alticeusa.com 

 

 

  

 

Optimum Sales Communications 

One Court Square, Long Island City, NY 11101 

Want to change how you receive this email? 

Update your preferences 
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