
Troubleshooting Guide 

 

 

Fix common Surface problems using the Surface Diagnostic Toolkit 
Applies to: Surface DevicesSurface  

 

If your Surface isn’t working properly, the Microsoft Surface Diagnostic Toolkit can help you 

find and solve problems. 

Note 

The Surface Diagnostic Toolkit doesn't work on Surface Pro or Surface Pro 2. It works only on 

other Surface devices running Windows 10.  

Run the Surface Diagnostic Toolkit 

Before you run the diagnostic tool, make sure you have the latest Windows updates. Go to Install 

Surface updates for more info. If that doesn't solve the problem, you'll need to run the diagnostic 

tool. 

Important 

If your work or school manages your Surface, check with their IT department before running the 

tool. 

To run the Surface Diagnostic Toolkit: 

1. Get your devices ready and gather information.  
o Make sure your Surface is connected to the internet. If you’re having Wi-Fi problems, go 

to Surface can't find my wireless network. 
o Save all of your files and close all open apps and programs. 
o Plug your Surface in and keep it connected to power during this process. 
o Find out which version of Windows you have. Go to Which Windows operating system 

am I running? 
o Make sure you know your serial number. Go to Find the serial number on Surface 

devices.  
2. Download the Surface Diagnostic Toolkit that matches your version of Windows:  

o Download the Surface Diagnostic Toolkit for Windows 10 Home or Windows 10 Pro and 
in the file download dialog box, find the SurfaceDiagnosticToolkit_SA.exe file. 
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o Download the Surface Diagnostic Toolkit for Windows 10 in S mode. 
3. Select Run, and follow the on-screen instructions. 

The diagnosis and repair time usually averages 15 minutes or less, but could take an hour or 

longer, depending on internet connection speed, whether updates need to be installed on your 

device, and the repairs the tool must do. 

Surface battery won’t charge or Surface won’t run on battery 
Applies to: Surface DevicesSurface  

 

Note 

Some products might not be available in your country or region. 

You may have a problem with your battery or with Windows recognizing your battery if you 

experience the following issues:  

 Surface and Windows start but you’re having trouble charging your Surface. 
 You receive a low-battery error. 
 Surface turns off when you unplug it. 

Surface Studio models don't have a battery. For more info, see Troubleshoot power problems 

with Surface Studio. 

Use the following steps to help you identify the problem. If you've gone through the 

troubleshooting steps and your Surface still won't charge, contact us.  

Check the connections 

 

First, check for things that might prevent your Surface or Windows from starting or the battery 

from charging. Make sure that the connections are secure and that nothing is plugged in to the 

USB charging port on the power supply. Here're some tips:  

 If your battery is completely drained, a Surface Dock may not be able to fully charge your 
device. Instead, use the power supply that shipped with the device. After your device has 
charged with the power supply for five minutes, again use the Surface Dock to continue 
charging. 

 If you see any damage to the charging port, power connector, or power cord, contact us. 

We strongly recommend that you use only the genuine Microsoft or Microsoft-licensed power 

supply that came with your Surface or was purchased separately to charge the battery. You can 

purchase Microsoft-licensed power supplies from the Microsoft Store. Make sure that the 
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connections are secure and that nothing is plugged in to the USB charging port on the power 

supply. 

 

Important 

NOTICE: Third-party compatibility 

Some third-party accessories may be incompatible with your device or are potentially 

counterfeit, so we strongly recommend that you purchase and use original Microsoft or 

Microsoft-licensed devices or accessories only. Use of incompatible or counterfeit accessories, 

batteries, and charging devices could result in damage to your device and pose a possible risk of 

fire, explosion, or battery failure leading to serious injuries, or other serious hazards. Damage 

caused by use with products, not manufactured, licensed, or supplied by Microsoft is not covered 

under the hardware warranty. 

Check the power connector light 

 

The LED light should be on when your power connector is plugged into your Surface.  

When the 

light is 
It means 

Off 

Make sure that the connector is fully clicked into the device, and then try moving the 

power supply to another wall outlet. If the LED light remains off, you may need to replace 

your power supply. For more info, see What to do if your Surface power supply or charger 

doesn’t work. 

Blinking or 

flashing 

white 

Remove the power connector from your Surface and check for damage or debris that 

could cause a bad connection. If the light continues to flash, you may need to replace the 

power supply. For more info, see What to do if your Surface power supply or charger 

doesn’t work. 
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Solid white 
If the power connector light is on but you still have the problem, go to the Check battery 

and icon status on your Surface section. 

  

For Surface Book devices 

If you’re having problems charging your Surface Book, make sure the Clipboard is fully attached 

to the keyboard. The Detach key has a flashing green light if the Clipboard and keyboard are not 

connected properly. If it still won’t charge, remove the Clipboard and clean the connectors.  

1. Clean the pins on the connector with a pencil eraser. Rub the eraser back and forth across the 
pins. 

2. Wet a cotton swab in rubbing alcohol. Clean the pins on the long, narrow part of the charger 
that you plug into your Surface. Rub the cotton swap back and forth across the pins. After you 
are done cleaning the connector pins, make sure that the pins are dry, and then reattach the 
Clipboard to the keyboard. 

Shut down and charge your Surface 

 

Turn off your Surface and charge it for awhile. Here's how:  

1. Make sure the power supply is connected and the power connector light is on. 
2. Select the Start  > Power  > Shut down. 
3. Let your Surface charge for at least 30 minutes. 
4. Press and release the power button to turn your Surface on.  

Install updates 

 

Make sure that you have the latest updates installed on your Surface. For more info on installing 

Windows updates, see Install Surface and Windows updates. Your Surface may restart 

automatically to install certain updates. If you need to restart your Surface, select Start  > 

Power  > Restart. 

After your Surface restarts, keep checking for updates until you see Your device is up to date. If 

the update failed, see Trouble installing Surface or Windows updates? 
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Force a shut down and restart 

Try forcing a shut down and restart. To find out how, see Force a shut down and restart your 

Surface. 

For devices with USB-C 

We always recommend that you use the Surface Connect charger that came with your Surface 

for faster charging.  If you use the USB-C port to charge your Surface, keep these things in mind: 

 Surface devices will only charge with USB 2.0 or 3.0 compliant chargers. Chargers that provide 5 
volts, 1.5 amps, or 7.5 watts can slowly charge your device and should be used only if there 
aren't other options. Low voltage USB-A chargers with a USB-A to USB-C cable won’t work at all. 

 If the battery is drained, and the charger you’re using uses 60 watts or more, your Surface will 
instantly turn on when you plug it in. If you’re using a charger that uses less than 60 watts, your 
Surface must charge to 10% before it will turn on. 

 For Surface Book without the NVIDIA GPU with the regular base, we recommend a charging 
power of 33 watts. For Surface Book with the NVIDIA GPU, we recommend 93 watts. 

 For Surface Go, we recommend using a charger that provides 15 watts or more. If you use a 
charger that provides less than 12 watts, your battery might not charge if you’re doing things on 
your Surface that use more power (for example, watching videos or something similar). In this 
case, your battery level would go down. 

 Surface Studio 2 has a USB-C port, but it doesn't have a battery and doesn't receive inbound 
power through USB-C. You should use the power cord that came with your Surface Studio 2 for 
power. 

 If you experience charging issues when using a USB-C port, see Fix USB-C problems. 

Check the battery icon status on your Surface 

 

For info about charging and battery status, view the battery icon at the right side of the taskbar. 

Look at or select the battery icon to view your battery status in the desktop notification area, and 

then select the section below that matches what you see on your screen. 

Hide all  

Plugged in, not charging   

The battery icon shows a power plug on the taskbar, but when you click on the battery icon, it 

shows Plugged in, not charging. This means that your Surface detects the power supply but is 

not charging the battery. Your Surface may turn off when you unplug it. Here's what to do: 

 Use included power supply 
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Surface is designed to work best with the included power supply. This makes sure your 

Surface is receiving enough power to operate the device and charge the battery. 

Remove the battery driver and install updates 

Note 

If you don’t remove the battery driver first, Windows and Surface update installation may fail 

with Windows Update error 8024004C. 

1. Plug in your Surface. 
2. Select the search box in the taskbar, enter device manager, and then select Device Manager 

from the list of results. 
3. Select the arrow next to the Batteries category. 
4. Double-tap or double-click Microsoft Surface ACPI-Compliant Control Method Battery, select 

the Driver tab, and select Uninstall > OK. (Or you can right-click Microsoft Surface ACPI-
Compliant Control Method Battery and select Uninstall.) 

5. Select the computer at the top of all the categories, select the Action menu, and then select 
Scan for hardware changes. 

6. Leave your Surface plugged in. 

After you remove the battery driver, install Surface and Windows updates. See Install Surface 

and Windows updates for details. If an update doesn’t install, see Trouble installing Surface or 

Windows updates. Check your battery. If it’s still having problems, see Force a shut down and 

restart your Surface. 

Battery not detected  

The battery icon shows a power plug and a red X on the taskbar. It may also turn off immediately 

when you unplug it. This means that your Surface detects the power supply but can’t detect the 

battery.  If your Surface turns off when you unplug it, go to Device service and repairs to start a 

service request. 

Not plugged in  

The battery icon doesn't show a power plug on the taskbar, even when the power supply is 

connected and the power connector light is on. This means that your Surface does not detect the 

power supply and is also not charging the battery. If your charge is below 10 percent, a red X 

will appear. Try these solutions to help resolve this issue: 

Solution 1: Change the power connector orientation (Surface Book and Pro models only)  

Don’t try this solution on Surface 3. The Micro USB power connector on Surface 3 plugs into 

the Micro USB charging port only with the power cord extending downward. 

If your Surface doesn’t charge even when the power connector light is on, try this:  
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1. Remove the power connector from your Surface, turn it over, and plug it back in. Make sure the 
connection is secure and the power connector light is on. 

2. Wait 10 minutes, and check to see if your Surface is charging. 

Solution 2: Remove the battery driver and install updates 

Note 

If you don’t remove the battery driver first, Windows and Surface update installation may fail 

with Windows Update error 8024004C. 

Here’s how to remove the battery driver: 

1. Plug in your Surface. 
2. Select the search box in the taskbar, enter device manager, and then select Device Manager 

from the list of results. 
3. Select the arrow next to the Batteries category. 
4. Double-tap or double-click Microsoft Surface ACPI-Compliant Control Method Battery, select 

the Driver tab, and select Uninstall > OK. 
(Or you can right-click Microsoft Surface ACPI-Compliant Control Method Battery and 
select Uninstall.) 

5. Select the computer at the top of all the categories, select the Action menu, and then select 
Scan for hardware changes. 

6. Leave your Surface plugged in. 

After you remove the battery driver, install Surface and Windows updates. See Install Surface 

and Windows updates for details. If an update fails, see Trouble installing Surface or Windows 

updates? Check your battery. If it’s still having problems, see Force a shut down and restart your 

Surface. 

Plugged in, charging (won’t run on battery)  

The battery icon shows a power plug on the taskbar, and the battery shows a charge. This means 

that your Surface detects the power supply and is trying to charge the battery Your Surface turns 

off when you unplug it.  

Clean the connector on your power supply 

1. Unplug the power supply from the wall. 
2. Clean the pins on the connector with a pencil eraser. Rub the eraser back and forth across the 

pins. 
3. Wet a cotton swab in rubbing alcohol. Clean the pins on the long, narrow part of the charger 

that you plug into your Surface. Rub the cotton swab back and forth across the pins. After you 
are done cleaning the pins, make sure all the pins on the connector are dry, plug the power 
supply into the wall, and then plug the connector back into your Surface. 
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Windows doesn’t start on Surface 
Applies to: Surface DevicesSurface  

 

If Windows doesn’t start correctly when you turn on your Surface, here are solutions for some of 

the more common screens that might appear. 

Note 

Some products might not be available in your country or region. 

 Before you begin 
 Which screen do you see? 
 Windows still doesn’t start 

Before you begin 

Leave your Surface plugged in to the power supply included with the device, then remove all 

accessories. This includes the Type Cover, accessories, adapters, external monitor, and microSD 

card. If you're using a docking station, remove your Surface from it. 

Before trying these solutions, make sure that you’ve checked your connections as described in 

Surface battery won’t charge. 

If Windows starts but then freezes or stops responding: See Windows stops responding on 

Surface. 

If your Surface stops responding while installing updates: See Trouble installing Surface and 

Windows updates? 

Which screen do you see? 

If your Surface is turned on but Windows doesn’t start up correctly, you may see one of the 

screens below. Select the one that matches your problem and follow the steps to troubleshoot.  

 

Black, blue, other-dark-colored, or backlit 

screen 

 

Choose an option screen 
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Microsoft or Surface logo screen 

 

Large thermometer icon 

 

Automatic Repair screen 

 

Large battery icon 

 

Firmware interface (UEFI) configuration 

screen 

 

Red screen or Red bar with Microsoft or 

Surface logo 

 

American Megatrends TPM security 

options screen 

 

Large padlock icon 

Hide all  

Black, blue, other-dark-colored, or backlit screen  

What you see 

 A blank black, blue, or other dark-colored screen, with no Surface logo. 
 The screen may appear to be backlit, or it might be backlit just around the edges. 
 The screen may be blank or may show Getting devices ready or a spinning circle. 
 Your Surface is turned on, but it’s not responding. 

Note 
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If your Surface won’t turn on at all when you press the power button, go to Surface won’t turn on 

or wake from sleep. 

If your Surface is turned on and you see this screen, try the solutions below, in order. 

Solution 1: Wait while updates are installing 

Sometimes the Surface screen remains dark while Surface updates are installing. 

Large updates may take up to 20 minutes, so you may need to wait while they install.  

For info on troubleshooting installing updates, see Trouble installing Surface and Windows 

updates? 

If the Surface screen remains dark, try Solution 2. 

Solution 2: Force a shut down and restart 

To find out how to force your Surface to shut down and restart, see Force a shut down and restart 

your Surface. 

Solution 3: Reset your Surface using a USB recovery drive 

Start your Surface by using a USB recovery drive. Insert the USB recovery drive into the USB 

port on your Surface, and then press and hold the volume-down button while you press and 

release the power button. 

When the Surface logo appears, release the volume-down button. For more info, see Creating 

and using a USB recovery drive. 

Microsoft or Surface logo screen  

What you see 

 The Microsoft or Surface logo remains on a black screen and Windows doesn’t start. 
 Getting devices ready or a spinning circle may also appear on the screen below the logo. 

If you see this, try the solutions below, in order. 

Solution 1: Wait while updates are installing 

Sometimes the logo stays on the screen while Surface updates are installing. 

Large updates may take up to 20 minutes, so you may need to wait while they install.  

For info on troubleshooting installing updates, see Trouble installing Surface and Windows 

updates? 
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If the logo continues to appear, try Solution 2. 

Solution 2: Force a shut down and restart 

To find out how to force your Surface to shut down and restart, see Force a shut down and restart 

your Surface. 

If Windows starts after you force shut down and restart: Install the latest Surface and 

Windows updates to help prevent future problems. For more info, see Install Surface and 

Windows updates. 

If Windows doesn’t start: Go to Solution 3. 

Solution 3: Reset your Surface using a USB recovery drive 

Start your Surface by using a USB recovery drive. Insert the USB recovery drive into the USB 

port on your Surface, and then press and hold the volume-down button while you press and 

release the power button. 

When the Surface logo appears, release the volume-down button. For more info, see Creating 

and using a USB recovery drive. 

Automatic Repair screen  

What you see 

 A black screen that says Preparing Automatic Repair and then Diagnosing your PC. 
 You may then see a blue Automatic Repair or Recovery screen. 

If Automatic Repair starts when you turn on your Surface, follow the steps below. 

If your Surface freezes at the Automatic Repair screen or shortly after you select an option, try 

resetting your Surface. To learn more, see Solution 5: Reset your Surface. 

Solution 1: Restart your Surface 

 On the Automatic Repair screen, select Restart.  
o If Windows starts: Install the latest Surface and Windows updates to help prevent 

future problems. For more info, see Install Surface and Windows updates. 
o If Windows doesn’t start: Go to Solution 2. 

Solution 2: Continue to Windows 

1. On the Automatic Repair screen, select Advanced options. 
2. On the Choose an option screen, select Continue to exit the options screen and continue to 

Windows.  

https://support.microsoft.com/en-us/help/4036280
https://support.microsoft.com/en-us/help/4036280
https://support.microsoft.com/en-us/help/4023505
https://support.microsoft.com/en-us/help/4023505
https://support.microsoft.com/en-us/help/4023512
https://support.microsoft.com/en-us/help/4023512
https://support.microsoft.com/
https://support.microsoft.com/en-us/help/4036297/surface-windows-doesnt-start#Solution5
https://support.microsoft.com/en-us/help/4023505


o If Windows starts: Install the latest Surface and Windows updates to help prevent 
future problems. For more info, see Install Surface and Windows updates. 

o If Windows doesn’t start: Go to Solution 3. 

Solution 3: Repair your Surface 

1. If the Automatic Repair screen appears again, select Advanced options. 
2. On the Choose an option screen, select Troubleshoot. 
3. Select Advanced options > Startup Repair and follow the on-screen instructions. 

Windows will try to find and fix the problem.  
o If Windows starts: Install the latest Surface and Windows updates to help prevent 

future problems. For more info, see Install Surface and Windows updates. 
o If Windows doesn’t start: Go to Solution 4. 

Solution 4: Perform a System Restore 

A system restore will restore your Surface to an earlier point in time when Windows was 

working correctly. 

Notes 

 Performing a system restore doesn’t change your personal files, but it might remove recently 
installed apps and drivers. 

 Make sure you have access to product keys and installation files for all desktop apps (for 
example, Microsoft Office) that you may have installed after the point in time to which you’re 
restoring Surface. 

Here’s how to do a system restore on your Surface: 

1. On the Choose an option screen, select Troubleshoot > Advanced options. 
2. Select System Restore and follow the on-screen instructions.  

o If Windows starts: Install the latest Surface and Windows updates to help prevent 
future problems. For more info, see Install Surface and Windows updates. 

o If Windows doesn’t start: Go to Solution 5. 

Solution 5: Reset your Surface 

A reset does the following: 

 Reinstalls Windows and the apps that came installed on your Surface 
 Removes all your personal settings 
 Removes all apps that you installed 
 Provides the following options for keeping or removing your personal files or restoring factory 

settings:  
o Keep my files: Removes apps and settings but keeps your personal files. 
o Remove everything: Removes all your personal files, apps, and settings. 
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 Make sure that you have access to the product keys and installation files for any desktop apps 
(for example, Microsoft Office) that you plan to reinstall after the reset. This includes desktop 
apps you installed from websites or USB drives. 

Here’s how to reset your Surface: 

1. On the Choose an option screen, select Troubleshoot. 
2. Select Reset this PC and follow the on-screen instructions.  

o If Windows starts: Install the latest Surface and Windows updates to help prevent 
future problems. For more info, see Install Surface and Windows updates. 

o If Windows doesn’t start: If the Automatic Repair screen appears again, your Surface 
needs service. Go to Send my Surface in for service. 

Firmware interface (UEFI) configuration screen  

What you see 

 A black screen with configuration options like Trusted Platform Module and Secure Boot 
Control.  

This is the Unified Extensible Firmware Interface screen (UEFI, formerly known as the 

BIOS). If you see this screen when you turn on your Surface, don’t make any 

configuration changes. Instead, try Solution 1. 

Solution 1: Force restart 

To find out how to force your Surface to shut down and restart, see Force a shut down and restart 

your Surface. 

If Windows starts after you force a shut down and restart: Install the latest Surface and 

Windows updates to help prevent future problems. For more info, see Install Surface and 

Windows updates. 

If Windows doesn’t start: Go to Solution 2. 

Solution 2: Reset your Surface using a USB recovery drive 

Start your Surface by using a USB recovery drive. Insert the USB recovery drive into the USB 

port on your Surface, and then press and hold the volume-down button while you press and 

release the power button. When the Surface logo appears, release the volume-down button. For 

more info, see Creating and using a USB recovery drive. 

Choose an option screen  

What you see 
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 A blue Choose an option screen with options like Use a device and Troubleshoot. 

If you see this screen, go to Solution 1. 

Solution 1: Continue to Windows 

 Select Continue to exit the options screen and continue to Windows.  
o If Windows starts: Install the latest Surface and Windows updates to help prevent 

future problems. For more info, see Install Surface and Windows updates. 
o If Windows doesn’t start: Continue to Solution 2. 

Solution 2: Repair your Surface 

1. On the Choose an option screen, select Troubleshoot. 
2. Select Advanced Options > Startup Repair and follow the on-screen instructions. Windows will 

try to find and fix the problem.  
o If Windows starts: Install the latest Surface and Windows updates to help prevent 

future problems. For more info, see Install Surface and Windows updates. 
o If Windows doesn’t start: Go to Solution 3. 

Solution 3: Perform a System Restore 

When you perform a system restore, Windows will restore your Surface to an earlier point in 

time when Windows was working correctly. 

Notes 

 System Restore doesn’t change your personal files, but it might remove recently installed apps 
and drivers. 

 Make sure you have access to product keys and installation files for all desktop apps (for 
example, Microsoft Office) that you may have installed after the point to which you’re restoring 
your Surface. 

Here’s how to do a system restore on your Surface: 

1. On the Choose an option screen, select Troubleshoot > Advanced options. 
2. Select System Restore and follow the on-screen instructions.  

o If Windows starts: Install the latest Surface and Windows updates to help prevent 
future problems. For more info, see Install Surface and Windows updates. 

o If Windows doesn’t start: Go to Solution 4. 

Solution 4: Reset your Surface 

A reset does the following: 

 Reinstalls Windows and the apps that came installed on your Surface 
 Removes all your personal settings 
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 Removes all apps that you installed 
 Provides options for keeping or removing your personal files or restoring factory settings:  

o Keep my files: Removes apps and settings but keeps your personal files. 
o Remove everything: Removes all your personal files, apps, and settings. 

 Make sure that you have access to the product keys and installation files for any desktop apps 
(for example, Microsoft Office) that you plan to reinstall after the reset. This includes desktop 
apps you installed from websites or USB drives. 

Here’s how to reset your Surface: 

1. On the Choose an option screen, select Troubleshoot > Reset this PC and follow the on-screen 
instructions. 

2. If Choose an option appears again, choose Continue.  
o If Windows starts: Install the latest Surface and Windows updates to help prevent 

future problems. For more info, see Install Surface and Windows updates. 
o If Windows doesn’t start: If the Choose an option screen appears again, your Surface 

needs service. Go to Send my Surface in for service. 

American Megatrends TPM security options screen  

What you see 

 A black screen with American Megatrends at the top. 
 The screen contains configuration options for the Trusted Platform Module (TPM) settings. 

This screen may appear after a recovery or reset of your Surface. It tells you that a TPM 

configuration change was requested. 

  

Important 

You’ll need a keyboard to complete this solution. If you don’t have a Surface Typing Cover or 

another USB keyboard available, contact us. 

If you see the American Megatrends TPM screen on your Surface, do the following: 

 Press F12. (If you’re using a Surface Typing Cover, press Fn+F12.) 
This will keep your current TPM settings, and your Surface will continue to Windows.  

o If Windows starts: Install the latest Surface and Windows updates to help prevent 
future problems. For more info, see Install Surface and Windows updates. 

o If Windows doesn’t start: If the American Megatrends TPM screen appears again, 
contact us. 

Large thermometer icon  

What you see 

https://support.microsoft.com/en-us/help/4023505
http://www.microsoft.com/surface/support/service-order
https://support.microsoft.com/
https://support.microsoft.com/contactus
https://support.microsoft.com/en-us/help/4023505
https://support.microsoft.com/contactus
https://support.microsoft.com/


 A black screen with a large thermometer icon, and your Surface shuts down immediately. 

When the thermometer icon appears, it means your Surface is too hot. This device is rated as a 

commercial product for operation at +32ºF (+0ºC) to +95ºF (+35ºC). 

Here’s what to do to resolve this: 

1. Turn your Surface off and let it cool down. 
2. Keep your Surface turned off for about five minutes and move it to a cooler place. 

To reduce heat related concerns, follow the guidelines published at Safety and regulatory 

information. 

If the thermometer icon continues to appear, contact us. 

Large battery icon  

What you see 

 A black screen with a large battery icon, and your Surface shuts down immediately. 

When the battery icon appears, it means the battery is critically low. If you haven’t done so 

already, plug in the power supply and charge your Surface. 

If you already have the power supply plugged in, the problem may be with the power supply or 

battery. Here are some solutions to try. 

Solution 1: Change the power connector orientation where possible 

Important 

Don’t try this solution on Surface 3. The micro USB power connector on Surface 3 plugs into the 

micro USB charging port with the power cord extending downward only. 

If your Surface isn’t charging even when the power connector light is on, try this:  

1. Remove the power connector from your Surface, turn it over, and plug it back in. Make sure the 
connection is secure and the power connector light is on. 

2. Wait 10 minutes and turn on your Surface. 

If your Surface still won’t turn on, go to Solution 2. 

Solution 2: Force a shut down and restart 

To find out how to force your Surface to shut down and restart, see Force a shut down and restart 

your Surface. 
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If Windows starts: The battery is probably very low and needs to charge for a while. When the 

battery has at least a 40 percent charge, install the latest Surface and Windows updates to help 

prevent future problems. For more info, see Install Surface and Windows updates. 

If Windows doesn’t start: Your Surface needs service. Go to Send my Surface in for service. 

Red screen or red bar with Microsoft or Surface logo  

What you see 

 A red screen with the Surface logo on a black background. 

A red screen means you may need to change some settings in the UEFI (Unified Extensible 

Firmware Interface). 

Note 

Windows might prompt you for your BitLocker recovery key. If you don’t have it, you can 

retrieve it by going to windows.microsoft.com/recoverykey and signing in with the same 

Microsoft account you use on your Surface. 

To change settings in the UEFI: 

1. Go to Start , search for Manage BitLocker and select it from the list of results. 
2. Select Suspend protection and select Yes to confirm. 
3. Go to Start  >Settings  > Update & Security  > Recovery . In Advance startup, select Restart 

now. 
4. From the Choose an option screen, select Troubleshoot > Advanced options > UEFI Firmware 

Settings > Restart. 

The UEFI screen will display within a few seconds. 

5. Verify the following settings:  
o Trusted Platform Module (TPM) should be enabled. 
o Secure Boot Control should be enabled. 

6. Select Exit > Restart now and, if prompted, select Yes to save the configuration and reset. 

If you continue to see the red screen when you turn your Surface on, your Surface needs service. 

Go to Send my Surface in for service. 

Large padlock icon  

What you see 

 A black screen with a large white padlock icon with an X on it. 
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The padlock icon indicates that there’s a certificate error or a certificate is corrupted.  

To resolve this, force your Surface to shut down and then turn it back on. Here’s how:  

1. Press and hold the power button on your Surface for 30 seconds and then release it.  

Note 

If the screen flashes, continue to hold down the power button for the full 30 seconds. 

2. Press and release the power button on your Surface to turn it back on.  
o If Windows starts: Install the latest Surface and Windows updates to help prevent 

future problems. For more info, see Install Surface and Windows updates. 
o If Windows doesn’t start: If forcing your Surface to restart doesn’t fix the problem, your 

Surface needs service. Go to Send my Surface in for service. 

Windows still doesn’t start  

If you’ve tried everything and you’re still having issues, go to Device service and repairs to start 

a service request. 

If you experience other symptoms with your Surface, here are some helpful related resources: 

If your Surface … Go to this page 

 Doesn’t turn on or respond at all when you press the 
power button 

 Doesn’t wake from sleep 

Surface won’t turn on or wake 

from sleep 

 Turns on but the battery doesn’t charge when your Surface 
is plugged in 

 Turns on but Windows doesn’t detect the battery 
 Turns on but doesn’t recognize that it’s plugged in 
 Turns off when you remove the power supply 

Surface battery won’t charge 

 Turns on but Windows freezes and stops responding Windows stops responding on 

Surface 

Windows stops responding on Surface 
Applies to: Surface DevicesSurface  

 

Note 

Some products might not be available in your country or region. 
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If Windows isn’t responding on your Surface or if your Surface is starting up or running slowly, 

here's info to help you get things back up and running. 

Things to check first  

Before you start troubleshooting, do the following: 

Disconnect everything from your Surface 

Unplug the power cord from the electrical outlet and remove everything you have connected to 

your Surface—power supply, Typing Cover, accessories, adapters, and memory card. Remove 

your Surface from the docking station if you’re using one. 

Have your BitLocker recovery key handy 

Windows might prompt you for your BitLocker recovery key. If you don’t have it, you can 

retrieve it by going to windows.microsoft.com/recoverykey and signing in with the same 

Microsoft account that you use on your Surface. 

Clean the connectors on your Surface Book 

If you're using a Surface Book, try cleaning the connectors between the Clipboard and the 

keyboard. 

1. Detach the Clipboard from the keyboard. 
2. Clean the pins on the connector with a pencil eraser. Rub the eraser back and forth across the 

pins. 
3. Wet a cotton swab in rubbing alcohol. Clean the pins on the long, narrow part of the charger 

that you plug into your Surface. Rub the cotton swab back and forth across the pins. After you 
are done cleaning the pins on the connector, make sure the pins are dry, and reattach the 
Clipboard to the keyboard. 

If your Surface or Windows won’t start  

If any of the following is happening, go to Surface won’t turn on, Windows won’t start, or the 

battery won’t charge: 

 The screen remains black when you turn your Surface on or wake it from sleep. 
 Your Surface gets stuck on the Surface logo screen. 
 Windows doesn't start correctly—for example, Windows goes to the Automatic Repair or the 

Choose an option screen at startup. 
 The Surface battery won’t charge. 

Windows is frozen  

Note 
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If your Surface gets stuck on the Surface logo screen or if your screen remains black when you 

turn your Surface on or wake it from sleep, go to Surface won’t turn on, Windows won’t start, or 

the battery won’t charge. 

Solution 1: Shut down your Surface 

See Force a shut down and restart your Surface to find out how. 

Windows frequently stops responding  

If your Surface stops responding often and the problem doesn’t appear to be related to a 

particular app, here are a few solutions to try. 

Solution 1: Install Surface and Windows updates 

For info about how to update Windows, see Update Windows 10. To learn more about updating 

your Surface, see Install Surface and Windows updates. 

Solution 2: Scan Surface with Windows Defender 

For info about how scan your Surface using Windows Defender, see What is Windows 

Defender? 

For info about how to schedule a scan in Windows Defender, see Help protect my computer with 

Windows Defender. 

Solution 3: Disable fast startup 

Fast startup is a setting that helps Windows start faster after shutdown. Windows does this by 

saving system info to a file when it shuts down. Disabling this setting can help resolve some 

Windows startup problems. To see how, go to Fast Startup - How to disable if it's causing 

problems. 

Solution 4: Disable unnecessary startup programs 

When you turn on your Surface, some programs start automatically and run in the background. 

You can disable these programs at startup to improve Windows startup time and overall system 

performance. To see how, go to Change startup apps in Windows 10. 

Solution 5: Run Disk Cleanup 

You can run Disk Cleanup to reduce the number of unnecessary files on your drive, which can 

help your Surface run faster. Disk Cleanup can delete temporary and system files, empty the 

Recycle bin, and remove other items you might no longer need. See Disk cleanup in Windows 10 

for more info. 
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Caution 

By default, Windows pre-selects file types that generally are not necessary for you to keep. 

However, before proceeding, make sure you don’t need the files that are selected. Microsoft isn’t 

responsible for the loss of personal data. 

Solution 6: Optimize (defragment) your hard drive 

Defragmentation consolidates data on a disk or storage device so it will work more efficiently. 

The disk defragmenter tool rearranges the data and reunites fragmented data so your computer 

can run more efficiently. To see how, visit Defragment your Windows 10 PC. 

Solution 7: Identify hardware issues 

To help identify specific hardware-related problems on your Surface, try running the following 

diagnostic tools that are built into Windows. 

Windows Memory Diagnostic tool: Run this tool to determine whether your Surface memory is 

working properly. 

1. Select the search box in the taskbar, enter memory, and in the search results, select 

Windows Memory Diagnostic. 

2. Select Restart now and check for problems (recommended). 

When your Surface restarts, the diagnostic tool will run and display the test status on the 

screen. Although the test may appear inactive, it’s still running. Windows will restart 

automatically after the test is complete. 

If the Windows Memory Diagnostic tool finds any errors, contact us. 

Error Checking tool: Run this tool to scan for errors on your hard drive. 

1. Open File Explorer in the taskbar and select This PC. 

2. Press and hold (or right-click) Windows (C:) and select Properties. 

3. Select the Tools tab, and under Error checking, select Check. 

Follow the on-screen instructions. 

If the tool finds any errors, contact us. 

Solution 8: Restore or reset your Surface 

If you’re still having a problem with Windows, try fresh start, restoring, and resetting your 

Surface (in that order). 

To learn how to restore your Surface, see Restore or reset Surface 

Note 
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If you upgraded your Surface from Windows 8 to Windows 10, a reset will reinstall Windows 

10, unless you choose Restore factory settings during the reset. 

Windows stops responding when you use a certain app  

If Windows stops responding when you’re using a certain app, try these solutions:  

Solution 1: Install Surface and Windows updates 

For info about how to update Windows, see Update Windows 10. To learn more about updating 

your Surface, see Install Surface and Windows updates. 

Solution 2: Update or reinstall the app 

Check for app updates and, if necessary, uninstall and reinstall the app. 

Solution 3: Contact the app's publisher 

To contact the publisher of your app: 

1. Go to Start , and select Microsoft Store. 
2. Search or browse for the app and select it. 
3. Scroll to the Additional information section of the app's description page, and under Learn 

more, select the support link for the app. The link will open an email message for you to contact 
support or will take you to a support website. 

Troubleshoot blue screen errors 
Applies to: Windows 10  

 

A blue screen error (also called a stop error) can occur if a problem causes your device to shut 

down or restart unexpectedly. You might see a blue screen with a message that your device ran 

into a problem and needs to restart. 

Note 

If you are experiencing a black or blank screen error, see Troubleshoot black screen or blank 

screen errors for more info. 

On this page, we’ll take you through a series of troubleshooting steps to try and help you figure 

out the cause of the blue screen error and how to resolve it.  

The steps in this article are intended to help troubleshoot common stop error codes, such as the 

following: 
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 CRITICAL_PROCESS_DIED 
 SYSTEM_THREAD_EXCEPTION_NOT_HANDLED 
 IRQL_NOT_LESS_OR_EQUAL 
 VIDEO_TDR_TIMEOUT_DETECTED 
 PAGE_FAULT_IN_NONPAGED_AREA 
 SYSTEM_SERVICE_EXCEPTION 
 DPC_WATCHDOG_VIOLATION 

Notes 

 You may also receive hexadecimal error codes, such as 0x0000000A, 0x0000003B, 0x000000EF, 
0x00000133, 0x000000D1, 0x1000007E, 0xC000021A, 0x0000007B, 0xC000000F, and more. 

 This article doesn't contain a list of all error codes, but since many error codes have the same 
potential resolutions, your best bet is to follow the steps below to troubleshoot your blue 
screen error.  

 

Though the steps on this page might look complicated at first glance, just follow them in order, 

step-by-step, and we’ll try to get you back on track. 

 


