Appie TrainingandSuppo
forMiacintosnSystem?/

Overview

e

Tomakeourcustomers'transitionto Macintosh® System Software
Version7assmoothaspossible, Applehasexpandeditstrainingand
supportprogramstoprovidedirectassistancetocustomers, support
providers,anddevelopers. ThisencouragescurrentApple® Macintosh
userstoupgrade, whichintumencouragesdeveloperstoupgradeexisting
applications,andcreate newapplications, thattake advantage ofthenew
featuresof System?.

ThesenewtrainingandsupportservicesaredesignedforMacintoshusers
whohavealreadyinvestedinapplications, utiiies, deskaccessories,and
other software; Apple supportwil helpensure thatthey can continueto
usetheirsoftwarewithSystem?7.PurchasersofnewMacintoshsystems
probablywontneeddirectassistancefrom Apple, becausetheyarestart-
ingwithnewsystemsandhavethebenefitofthe excellentdocumentation,
self-pacedtraining, andinstallationtoolsincludedwiththeirnewsystem.

Apple continuestorely onitsresellersto offeramore comprehensive set
ofservices. Resellerswhoalready provide suchservicesforother
productswilllikely offerthefollowing servicesfor System?7:

- Presale consultationandplanning, whichincludesevaluatingthe
systemstobeupgraded, listinghardware andsoftware upgradesthat
customerswillneedtotakefulladvantage of System7,andplanningthe
implementationoftheupgradeswithcustomers.

- System7 UpgradeKitsalesandinstallation, whichinvolvesselingup-
gradekits, selingadditionalmemoryandotherhardware components
neededtotakefulladvantage of System7,andinstalling System?.

- Postsaletrainingandsupport, whichincludestrainingfor customers’
in-housesupportstaffsandendusers,andongoing System 7 support,
including on-sitetroubleshootingandtelephone support.

Supportincludedwith System 7UpgradeKits

Likeeveryother Appleproduct, System 7 comeswithbuift-insupport
resources. Theseincludecomprehensiveinstructionalmanuals; the
Installer, whichsimplifiesthe process ofupgradingany Macintoshto
System7;the Networking Basics self-pacedtutorial;the Compatibility
Checker,whichcheckscustomers'softwareforcompatibilitywith
System7;BalloonHelp, whichprovidesinformationaboutMacintosh
while customersworkwiththe computer; and tolHree upgrade
assHance.

Trainingfor System?7

Tomeettheneedsofcustomers, supportproviders,anddevelopers,
Applehasdevelopedthefollowingtrainingprograms. Coursesare
scheduledatfaciliies nationwideandcanalsobedeliveredon-siteat
customerlocations.

System Software 7.0 Training
Thiscourseoffersinstructionintwosegments. Introductionto
Macintosh System Software 7.0providesbasicinstructiononinstaling
System7andusingitsfeatures, includingthedesktop, the SystemFolder,
workingwith documents, virtual memory, andfile sharing.Supporting
System7.Qisdesignedtotrain ApplesupportprovidersinSystem?7,
technologyinstakationsupportissues,andspecialtopicssuchasInter-
ApplicationCom-munication(IAC), AppleEvents, the DataAccess
Manager,andworkingwithINITsandCDEVs.

Availability:

- Resellersinterestedinattendinglntroductionto System7.0or
Supporting System 7.0shouldcalltheirRegional Sales Training
Registrar.

. CustorﬁertrainingisofferedbyauﬂworizedAppleTrajningProviders;
customerscancall 1-800-732-3131 forthenameofaproviderintheir
aen

- Customerscanpurchasecoursematerialsfromauthorized Apple
reselers.

Programming with System 7
Developerswhowanttoincorporate newfeaturesof System7into their
existing applications will benefitfromProgrammingwith System 7, which

focusesonthelACtoolkit,the Data PublicationManager, file system
tools, AppleEvents, humaninterfaceissuesrelatedto True Typesfont
capabilties,andvirtualmemory.

Availability:

- Thiscourseisofferedregularly by Apple Developer University; for
moreinformationortoregister, contactApple Developer University at
AppleLink® addressDEVUNIV, orbycalling (408) 974-6215.

System7telephonesupportservices

System 7 Upgrade Answerline
Thisdirecttelephoneassistanceservicefor System7isdesignedtohelp
customers:

- Plantheirupgrade, including hardwarerequirements, compatibility
issues,andbackupstrategies.

- InstallSystem?.0.

- Troubleshootissuesthatariseduringthe upgrade process.

- EnsurethattheirMacintoshsystemscanrecognizeandusenetworked
Appleperipherals,aswellasapplicationsthatare compatiblewith
System?7.0(asindicatedbythe Compatibility Checker).

Upgradeassistanceappliesonlytothe customer'simmediateworkgroup;

itdoesnotcoverrouters, spoolers, hubs, bridges, unattendedservers, or

third-party hardware products. Upgradeassistancealsodoesnotinclude
supportfortheongoinguseof System?.

Availability:

- CustomerscancallMonday through Friday, 6a.m. to 5p.m. (Pacific

time).

- Purchasersofthe System 7 Personal UpgradeKitreceive 90days of
tolHreeupgradeassistance.

- Purchasersofthe System7 GroupUpgradeKitreceive 180daysof
tolHreeupgradeassistance.

- CustomerswhohavequestionsaboutupgradingtoSystem7, butdo
notpurchaseanupgradekit,cancontactthe System7Upgrade
Answerlinebycalling 1-900-535-APPL atthecostof$2 perminute.

Throughthisservice, Appledoeseverythingpossibletoanswerques-

tionsoverthetelephone. Thisincludes providing off-lineresearch,

referencestoApple Technical Communications,and, ifnecessary,assis-
tancefromApple R&D. [faquestioncannotbeansweredoverthetele-
phone, the callerwillbe referredtoan Apple reseller or other support

provider.




System 7telephonesupportservices(cont.)

Automated Q&A System

Thisautomated, computer-basedsystemallowscallerstolistentorecord-
edanswerstothemostfrequentlyaskedquestionsaboutinstalingand
usingSystem?7.0.

Availability:

- Thissenviceisavailable24hoursaday, 7daysaweek.

- Purchasersofthe System7 Personal UpgradeKitreceive 90daysof
tolHreeaccess.

- Purchasersofthe System7 GroupUpgradeKitreceive 180daysof
tolHreeaccess.

- Customerswhodonotpurchaseanupgradekitcancall(408) 257-7700
toaccesstheautomated Q&Asystem, forthe costofthe phonecall.

AppleTechnicalAssistance

Forabroaderlevel ofongoingassistancewith System7andother Apple
solutions, customersmaybeinterestedinthese Apple-directservices.

Technical Coordinator Answerline
Thisproductisdesignedforcustomers'in-house supportstaffswho
provide dailyassistancetoMacintoshusersandcannotfindthe

supporttheyrequirethroughresellersorothersupportproviders. This

serviceassistswith:

- Configuring,installing,administering, troubleshooting,andusing
Macintoshoperatingsystems, including System 7and AUX. ©

- The AppleShare® FileandPrintServersoftware, Apple TalkPand other
localareanetworksolutions.

- Appleconnectivity solutionsfor Digital, IBM, Ethemet,and Token-Ring
environments.

Availability:

- CustomerswhowantdirectaccesstoApple supportengineersforan
unlimited numberofquestionsduringa 12-monthperiod cansubscribe
tothe Technical Coordinator Answerline.

- Customerswhowantassistanceforsixproblem‘incidents”duringa12-
monthperiod cansubscribetothe Technical Coordinator Answerline6.

- BeginninginJune 1991, bothproductscanbeordereddirectlyfrom
Appleat1-800-950-2442. Formoreinformation, seetheApple Technical
Assistance ProductOrientation Guideinthe System 7 IntroKit, orlook
underthe Apple SupporticononAppleLink.

Software Development Answerline
Customerswhodevelopsoftware solutionsforin-houseusecanuse
AppleLinkorcallthe Software DevelopmentAnswerlinefordevelopment
assistancewithprogrammingtoolsandlanguages, guidanceinwriting
code,anduserinterfaceconsiderations. SupportcoversMacintosh
operatingsystems,includingSystem7and A/lUX;Macintoshhardware;
Applenetworkingandcommunicationsproducts;andMacintosh
developmentproducts, suchasMPW®andMacApp.®

Availability:

- CustomerswhowantdirectaccesstoApple supportengineersforan
unlimited number of questionsduringa12-monthperiod cansubscribe
tothe Software DevelopmentAnswerline.

- Customerswhowantassistanceforsixproblem‘incidents”duringa12-
monthperiodcansubscribetothe Software DevelopmentAnsweriine6.

- BeginninginJune 1991, both products canbe ordered directly from
Appleat1-800-950-2442. Formoreinformation, seetheApple Technical
Assistance ProductOrientation Guideinthe System 7 IntroKit, orlook
underthe Apple SupporticononAppleLink.
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