Apple Service, Support, and Training

Apple Computer offers service, support, and training directly and through a network of third-party providers. These providers
include authorized Apple® resellers, Training Providers, Systems Integrators, Consultants, User Groups, and customers' in-house
support staff. Apple is committed to offering these providers the tools, information, and backup assistance that will ensure a high
level of customer satisfaction. For more information, see the Apple Guide to Service, Support, and Training (p/n LOO2SLL/A).

Support products for all Apple customers

ARpIe Customer Assistance Center (1-800-776-2333)
TheA ppleCustomer AssistanceCenter hel pscustomerswith

problemsthat werenot resol vedby their support provider. The
AssistanceCenterisnotatechnical supportline;itisprovidedto
helpwhenall other channel shavebeenexhaused.
Customer benefits:
- A sourceof assistancewhen customersaren’ t satisfiedwith
theeffortsof thesupport provider
- Satisfactioninknowingthat atoll-freenumberisavailableif
thereisaproblem (evenifitisnever used)
- Lessconfusionabout wheretogofor hel p; customerscanget
immediateassi stancefromasinglesource
Formoreinformation,look ontheAppleLink®network:Apple
Supportworld: Serviceand Supporticon.

Apple Warranty ) .
Every Applehardwareproductcarriesaone-year limitedwarranty

agai nstdefectsinworkmanship.
Customer benefits:

- Peaceof mind--customersareprotectedfor onefull yearfrom

repairexpensescausedby defectsinworkmanship

- Costincludedinthepriceof theproduct

- RepairavailableworldwideonU.S.-purchasedequipment
Formoreinformation,lookonAppleLink: AppleSupportworld:
Serviceand Supporticon: Serviceand Supportfolder.

ﬁ%& gggrrg@ isanextendedmaintenanceagreementthat covers
Appleproductsoncetheirwarranty hasexpired. Customerscan
purchaseA ppleCarecoverageforany Appleproductatany time
whilethey owntheproduct. A ny out-of -warranty equipment must
beinspectedby anauthorized A ppleresel ler beforetheAppleCare
serviceagreementbegins. Resellersareencouragedtouse
AppleCaretounderwritetheir ownservicecontracts.
Customer benefits:
- Peaceof mind, knowingthatif their Appleproductfails,
repair chargesarecovered
- Oneyear’ scoverageforlessthanthecostof atypical repair
- Ability totransferthecontract should customersmoveor sell
theircoveredequi pment
Formoreinformation,lookonA ppleLink: AppleSupportworld:
ServiceandSupporticon.

Sﬁstem 7 Telephone Support Services .
TheSystem7UpgradeAnswerlinewill helpcustomerswiththe

processof upgradingtheir MacintoshecomputerstoSystem7.0. It
providesdirecttel ephoneaccesstoaSystem7 specialistwhocan
helpplantheupgrade, assist withtheinstal lation process, and
troubl eshootissuesthat ariseasadirect result of theupgrade.
Telephoneassi stanceisavail ableM onday throughFriday, from
6a.m.to5p.m.Pacifictime.

Applea sooffersanautomated Q& A system, whichprovides
recordedanswerstothemostfrequently askedquesti onsabout
installingandusing System7. TheQ& A systemisavailable
24hoursaday, 7 daysaweek.

Customer benefits:
- DirectaccesstoAppleSystem7 specialistsfor prompt
resol utionof questions
- 24-houraccesstoQ& A systemtohel presol veproblemsafter
hoursand over weekends
- Smoothupgradewithminimal downtime
Formoreinformation,lookintheSystem7icononAppleLink,or
seetheTraini ng & Supportfor System 7POGthatwasinthe
System 7 IntroKits.

Aﬁple Software Update Program . .
TheSoftwareUpdateProgram providessubscriberswithupdates

anddocumentationrel eased duringthesubscriptionperiodfor
variousA pplesystem, networking,andcommuni cationssoftware.
Subscri ptionsincluderight-to-copy licenses.

Productssupported: Applell gsPandM acintoshsystemsoftware,
HyperCarde, andsel ectedother A pplesoftware.

Customer benefits:

- Convenientway tobudget for and obtai nsoftwareupdates.

- Automaticrecei ptof softwareupdatesanddocumentationfor
oneannual fee(completedocumentationonly providedwith
major rel eases)

- Bundledoptionsandright-to-copy licenses, allowing network
administratorstoupdatel ocal areanetworkseasily

Formoreinformation,lookonA ppleLink: AppleSupportworld:
AppleSoftwareUpdateicon.

Support for in-house developers

Software Development Answerline .
ThroughtheSoftwareDevel opmentAnswerline, Appleoffers

direct supporttoM acintoshsoftwaredevel opersinbusiness,
government, and educationwhoarecreating applicationsforin-
houseuse. Experienceddevel opment supportengineersoffer
guidanceincodewritinganddebugging, tools, designand user
interfaceconsiderations, andresourceandproductinformation.
Customer benefits:

- DirectaccesstoA ppleengineersforfastresol utionof

development problemsandquestions
- Supportfor devel opment inmultiplatformenvironments

Software Development Reference Tools .
TheSoftwareDevel opment Reference T ool sproduct consi stsof

monthly mailingsof devel oper referenceinformationincludingthe
Developer CD series, Macintosh Technical Notes,devel op s
Magazine, APDAIlog,andDevel oper University courseschedul es.
Theproductincludesaone-year membershipinAPDA.
Customer benefits:
- Providesaccesstocomprehensiveset of devel opmenttools,
languages,andreferencematerial.
- ProactivemailingsfromA ppletokeepdevel opersuptodate
withthelatestinformation.
Formoreinformation, seetheSoftwareDevel opment Reference
ToolsPOG ortheSoftwareDevel opment Reference Tools
datashest.




Products for Apple support providers

Aﬁple Technical Coordinator Answerline
TheTechnical Coordinator Answerlineprovidessupportfortheuse

of Macintoshproducts,includingtheoperating system, rel ated
software, drivers,andnetworkingandcommunicationshardware
andsoftware. Callsareansweredby A pplesupportengineers,who
cananswer questionsabout configuration, install ation, compatibil -
ity, adminstration, andtroubleshooting.
Productssupported: Macintoshand A/UX @ operatingsystems,
AppleTake,and Apple-brandedIBM@& D ECenetworkingand
connectivity products.
Customer benefits:
- Immediatetel ephoneaccessto A ppl esupport engineersfor
fastresolutionof theproblem
- Minimizedsystemdowntime
- Quarterly call reportsthat hel pcustomerstoeval uatetheir
organi zation’ ssupport andtrai ningrequirements
Formoreinformation,lookonAppleLink: AppleSupportworld:
Support Programsicon; or seetheA ppleTechnical Assistance
POG, ortheTechnica Coordinator Answerlinedatasheet.

Technjcal Information Source .
Technical | nformati on Sourcei saCD-ROM -basedtechnical

supportproductthat providesdiagnostics, systemutilities,
anApplesoftwarearchive, atechnical support database, technical
referencestacks, andtrainingstacks. A HyperCardfrontend,
searchandfeedback capabilities,andon-linedocumentationhel p
supportprovidersfindinformationquicklyandeasily.
Customer benefits:
- Increasedself-sufficiency, becausesupport providers
andenduserscananswer many of theirownquestions
- Easy,local accesstoalargeamountof technical
informationabout A ppleproducts
- Increasedefficiency of in-housesupport providers
Formoreinformation,lookonA ppleLink: AppleSupportworld:
ServiceandSupporticon.

Apple Service

Appleisworkingtoensuretheavailability of serviceoptionsthat
canbetail oredtomeettheuniqueneedsof itscustomers. Aspart of
itscommitmenttoquality service, Appleoffershardwaretroubl e-
shootingandsystemsoftwaretrai ning, superior diagnostictools,
documentation, andtechnical supporttoitsmorethan2,000service
providers. Appleiscommittedtohigh-quality servicepartsandthe
timely delivery of newandreplacement partstoserviceproviders.
For moreinformation, talktoyourlocal AppleCustomer Support
AccountManager (CSAM).

Dealer-Sponsored Servicing Qrganization .
TheDeal er-Sponsored ServicingOrgani zation(DSSO) programis

designedforlargeinstitutionswhowouldliketorepairtheirown
Applesystems. Theprogramisimplementedthroughauthorized
Appleresellers,whoarrangefortraining, sell replacementmodul es
andparts, and providetechnical support.
Customer benefits:

- Hexibilitytoprovidein-househardwarerepair

- AccesstogenuineApplepartsandsupportfromresellers
For moreinformation, contactyourlocal AppleCustomer Support
AccountManager(CSAM).

Products for the Apple community

Q%BESH Pllléistheon-l ineinformationand communi cationsservice
fortheinternational Applecommunity. Inadditiontoelectronic
mail,itprovidescustomers, resellers, devel opers, supportprovid-
ers, andother businesspartnerswithup-to-dateinformationona
variety of Appleandthird-party productsandprograms.
Customer benefits:

- DirectaccesstoAppleandtheApplecommunity

- Communi cationandinformationexchangewithintheApple

community

Forinformation,call theAppleLink HelpLineat (408) 974-3309.

Apple Training

raining Providers . . .
ustomerscan o%tal nM acintoshtrainingfromauthorizedApple

TrainingProviderswhoparticipateinthefollowingprograms:
AppleAuthorized Training Centersprogram, designedfor autho-
rizedAppleresellers;theAppleTrainingAlliancesv, comprised of
dedicatedthird-partytrai ningcompanies; andtheTraining
Associatesprogram, designedtomeet customers needsfor
consistent, nationwidedelivery of training.
Customer benefits:
- Rangeof providerstomeettheneedsof all typesof customers
- CustomerscanbeconfidentinTrainingProviders ability to
offerconsi stent, high-qualitytraining
Formoreinformation,lookonApplelLink: AppleSupportworld:
Customer Trainingicon. Customerscancall 1-800-732-3131, ext.
300, tofindanauthorized AppleTrainingProviderintheirarea.

Training Courseware . o .
Applehasdevel opedtrainingcoursewaretohel ptrainingproviders

teachnew skillstoindividual users. Apple-devel opedcourseware
fallsintofour categories: producttutorials, providingsel f-paced
instructiononA pplecomputers; M acintoshproducttraining,
focusingonMacintoshusageskills; productivity training, covering
M acintosh softwareapplications; andtechnical training. Customers
canpurchaseA ppletrainingmaterial sfromany Applereseller.
Customer benefits:

- High-quality coursewareavailabletoall trainingproviders

- Coursesofferawiderangeof learningexperiences
Formoreinformation,lookonA ppleLink: AppleSupportworld:
Customer Trainingicon.

Support for A/JUX customers

A/UX Answerline . . o
TheA/UX Answerlineprovidesspecialized supportfortheA/UX

operatingsystem, rel atedsoftware, utilities, drivers,andnetwork-
ingprotocols. Customer callsareansweredby A/UX engineers
whocananswer questionsaboutconfiguration,installation,
compatibility,adminstration, andtroubleshooting.
Customer benefits: ) )
- DirectaccesstoAppleengineersforfast problemresolution
- Minimizedsystemdowntime
- Quarterly call reportsthat hel pcustomerstoeval uatetheir
orgni zation'ssupport andtrai ning requirements
For moreinformation,look onAppleLink: AppleLink Support
world: Support Programsicon; or seetheAppleTechnical Assis-
tancePOG, ortheA/UX AnswerlineDatasheet.
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