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Learning Objectives

After completing this training session Retail Sales

Representatives will be able to:

Identify the overall strategy and positioning of iP hone
Identify the unique processes and procedures relate dto
iPhone sales

Sell iPhone and related accessories

Sell complimentary services to iPhone

These training materials are highly sensitive and considered Confidential Information. Itis a Code of
Business Conduct violation for any AT&T employee to share these materials or any inform ation contained
in these materials in any manner other than specifi  ed in this document or within the training material S
themselves. This applies before, during or after|  aunch. As with any COBC violation, failure to abid e by
this directive may result in discipline, up to and including termination.
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Welcome to IPhone
Launch Training

You already know iPhone is a revolutionary new mobile

device. However, there is more. During today’s tr
you will find out all the details that have been co
until now. In addition, we will cover a number of
processes and procedures that are different or new

“business as usual” model.

You are about to begin selling one of the most anti
consumer devices of all time! We know that you are
excited! This training is dedicated to making sure
all the information you need to sell iPhone, and to

with confidence.

The iPhone launch is a unique opportunity so let's
advantage of it and make it one for the record book

iPhone launch provides an opportunity to offer our

aining,
nfidential

new

from our

cipated

you have

do so

take full
s! The

customers a complete mobile solution for the entire family

-- including additional FamilyTalk lines, Unity and
Wi-Fi.

Home
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Pre-Purchase Understandings

To improve our customer’s iPhone experience, there are a number of key messages and
expectations you need to share during the Retail Sa les Process and before completing the
purchase. In this section, we will review a Pre-Purchase flyer that was created to h elp you
remember these messages during your sales conversat ions about iPhone.
On the following page is a sample of the Pre-Purcha se Understandings flyer, let’s review it now.
Details
Tear pads with copies of the Pre-Purchase Understan dings flyers will be provided at launch.
You are required to physically check off and discus s each line item with your customer.
A special customized shopping bag is available and must be used for iPhone and Apple-
branded Bluetooth Headset purchases. These bags wi Il also contain the Pre-Purchase
Understandings information.
0 Each bag must be rung out as an “item” with each iP hone sale (SKU on bag must be

scanned; there is no charge to the customer)
0 Seal the bag prior to handing it to the customer

Q What to Say

“Mr. Simmons, I'd like to review some key informati on with you about your iPhone purchase...
@

As much as possible, share these key messages and e xpectations with the customer throughout

the Retail Sales Process. Doing so will speed the review of these items just prior to purchase.

Always review the flyer prior to ringing up iPhone.
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A few things you should
know about purchasing and

activating an % Phone.

ATAT and Appls have an @clusie reldticnship that combinss a revoludaonary phons with
the langest digital woikce and data netarork.

You actwats your IPhons In awhole naw way— using ITunss right on your computsr.
Allyau nesd b a PC or Mac, a cradit card, acoass to the Internst and an e-mall address.

The credit approwal for your AT&T service also happens aon your computer. Its part of activating
through Muneas, but f youd rather have your credit pre-approvead bsfore you leave the store an
ATAET store representative can halp you with that.

To us2 IPhone, you ll need to sign up fora 2-year sarvice aJreement or a renewsad 2-year ssnvica
agreement If youre an existing ATAT formerty Cingularl wireless customer. The plans start at

£5999 and Include Visual Volcemall and Unlimited Cata with both emall and web plus teting
¥ou can browse the Internet and send emalls as often &s you like without being charged extra.

If yours an exkting ATAT [formearty Cingular) wirsless custamer and yau want to kssp your
current volce plan, you Just need to add an IPhone Data Plan. (ThiE may replace yoaur curment

data plan) The IPhone Data Plan giees you Visual Vokemall, &5 well &5 Unumitsd Data—Includes
both 2mall and weab plus texting, all for as Utkle as 5240.

IPhone Is coverad by the Apple Warmmanty. Ther2 i no lgibility for the wireless phone
INEUrance program.

Awvallable only o consumar 3coounts. IPhone and assocatsd wireless service ars not 2Ugiole
for corporats diecounts.

o can return your IPhone within 14 days Ter a full refund, but there lsa 10%
restocking fee If the bax has een apenad.

For Sales Training Use Only/Confidential
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Pre-Approved Credit Check

Later in this guide, you will learn about iPhone’s
save the customer time and occur outside the store.
always offer in the store. That process, completin

Approved credit check.

Completing a Pre-Approved credit check in the store
for everyone. This is because the Pre-Approved cre
whom we need to collect a deposit or conduct an ana
the store allows you to notify them of the deposit
deposit is required or an analyst review is needed
customer will either need to choose Pick Your Plan

an analyst review.

Customers who complete a Pre-Approved credit check
pay the deposit (this avoids a return trip to the s

not pay the deposit, but will choose pre-paid serv

not pay the deposit and choose to not purchase the

because they opened the box during the iTunes proce

To complete the Pre-Approved credit check in OPUS y

ACME Phone Purchase

unique activation process, which is designed to

However, there is one process you must

g a credit check, will be known as the Pre-

will result in a positive customer experience
dit check helps you identify customers from

lyst review. ldentifying these customers in

they owe and give them a series of choices. If a
during the out of store activation process the

or come back in to pay the deposit or complete

in-store and who owe a deposit can:
tore to do so),
ice, (during the iTunes activation process)
device (this avoids a 10% restocking fee
SS).

ou will select Sell iPhone — Check Credit Now

.ustomer Options

Refeonsdo check creditin ATET store:

[ + Fell PHONE - Check Credit Now { For New Customer or Add a Line )

* Required fields

&« Paydepositfiowsdfone is owed
e« Avoid Restocking Fee
e Enter FAMN Information

More Details.

"Sell PHONE - Check Credit Now™ populates by default.
Click Next to continue. Note: The other options on this
page are covered in other parts of this document.

custamer.

" Pay Deposit Only

" AT&T Pre-Approved Credit Check Number Search

" Sell PHONE - Don’t Check Credit Now { For Replacing a Phone or Giving PHONE as a Gift)
Ifthe customer is okay with returning to our store to pay a depositif one is owed, the credit check can he skipped for any

| Cancel | Next >:|

Apple Global Sales Training/AT&T Learning Services
For Sales Training Use Only/Confidential
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Details

You must always offer to complete a Pre-Approved credit check for every customer

purchasing iPhone with a new line of service

For customers that choose not to run the Pre-Approv ed credit check in the store, they will go

through a credit check during the iTunes activation
preferred method because customers that require a

will be presented with one of the following options
choose Pick Your Plan
pay the deposit, requiring a return trip to the s

process. However, this is not the

d eposit and or require an analyst review

to re

return product, requiring a 10% re-stocking fee

The Pre-Approved credit check generates a code call ed the Pre-Approved credit check code.

The customer will use this code during the iTunes a

ctivation process.

The Pre-Approved credit check code expires after 30 days. Inform customers that they need

to activate within 30 days; customers who do not ac

have their credit processed again.

The Pre-Approved credit check code does not work

tivate within 30 days will be required to

ac ross markets. The Pre-Approved credit

check should be run using the market in which the ¢ ustomer intends to activate their service.

If a deposit or analyst review is required you will

purchasing the device and leaving the store.

Credit and Activations will assist with analyst rev

IVR; this is business as usual.

Note: During Launch weekend, in anticipation of hea
be staffed to proactively work all analyst reviews r
save time and avoid hold times before calling, refr
application.

Credit and Activations will not perform a credit ev

handle in the store prior to the customer

iew. Use the C&A Number, option 4 in the

vy traffic due to iPhone, Credit & Activations will
eceived during and after the initial product launc
esh your system and view the latest updates to the

aluation on your behalf for an in-store

iPhone customer. This includes situations where OPUS is down.

Credit and Activations will not activate iPhone on

Q What to Say

“Mr. Jones, our wireless service requires a credit
that for you now. If your credit is approved, it w

process.”

Apple Global Sales Training/AT&T Learning Services
For Sales Training Use Only/Confidential

behalf of a customer.

check and I'd like to go ahead and take care of

ill save you time during the iTunes activation
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Tips
|

X cingular

WIRELESS

Slore Name
1234 Main St Suite 100
Beyytown, TH 12345
[355)123-4567
Slom Mo. 1234 Regesier Mo 12

64403 PHO LGECUS00 CORBK GSM 20000
SER. NO. 010851006T62516
ATAT Pre-Approwed Credit
Chack Number: 38360014

Deposit $100.00
Diaposil Slatus: PAID
ACTIVATION DEPOSIT 000-000-0000 100,00

64403 PHO LGECUSH) CORBE GEM fei2R ]
SER b e
e ATAT Pre-Approved Credil
Check Mumber: 30358014
D.apna o
Deposit Stahus: NOT PAID
SUBTOTAL G988
TAX T.80% 5480
TOTAL AMOUINT DUE To4.58
CASH TENDERED &00.00

i IMPORTANT ACTIVATION IMFORMATION ="
Your ATAT Pre-Approved Credit Check Mumber should be
retained for your reconds. This number may nol be needed
for all activations.

“Your AT&T Pre-Approved Credil Chack Number will expine

O KN,
coser ey
Receipt 10 XEMEIERTUCELA
IR0 12345 P00
CUSTOMER COPY
For customers that complete the credit check in the store, point out the code on their receipt. In
fact, circling it is a great idea!
Also, it is important to note that the code is not intended for use across markets. You should run
credit for the market in which the customer plans t 0 activate service.
Top reasons to complete a Pre-Approved credit check include:
Confirm a customer can choose a postpaid plan
The customer can avoid a 10% re-stocking fee if the y are assessed a deposit and do not
wish to pay the deposit
The customer can pay any applicable deposits/analys t review during their initial visit to
the store, avoiding a second trip.
The customer will obtain a Pre-Approved credit chec k code that is printed on their
receipt. This code expedites the iTunes activation process, saving the customer time
later on.
Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 9
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Overcoming Objections

Obijection Response

I'll just do the credit check at home, | don't “| certainly understand being pressed for time.

have time for you to run my credit right now. However, completing a Pre-Approved credit
check is quick and could save you even more
time later. If you are required to pay a
deposit you will not be able to proceed with
the iTunes activation process until you come
into the store to pay the deposit, which means
a second trip. Plus, completing the credit
check now expedites the iTunes activation

process!”

“The Pre-Approved credit check will take only
a few minutes of your time, and it may save

you money as well if credit issues arise.”

Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 10
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Deposits

In addition to the scenarios listed above for colle cting deposits, you will also be asked to collect
deposits for customers that did not purchase iPhone from one of our stores. This is because iPhone
will be sold through Apple’s retail and online stor es, as well as AT&T stores.

Regardless of whether a customer owes a deposit fro m a purchase in our store or an Apple store,

the process in OPUS is the same.

If you need to collect a deposit only, and not sell iPhone you will use the Pay Deposit Only  selection
in OPUS.

There are three scenarios, listed below, for which you will collect deposits from iPhone customers.

Be aware that customers who need to pay a deposit o nly, or who need to complete an analyst

review, will need to come into the store and comple te the Pre-Approved credit check process

before resuming the iTunes activation process.

Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 11
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Details

Customer Origination Action Taken
AT&T Store Customer Pre-Approved credit check
AT&T Store Customer Credit check completed

during iTunes activation
process, due to customer
declining in-store Pre-
Approved credit check or lack

of availability

Apple Store Customer Credit check completed
during the iTunes activation
process, due to customer
declining in-store Pre-

Approved credit check or lack

Analy

RSC Action Required

st review/collect deposit

at time of iPhone purchase

Analyst review/collect deposit
when customer returns to
store to pay deposit, inform
customer they will need to
resume the iTunes activation

process

Analyst review/collect deposit
when customer comes to
store to pay deposit, inform
customer they will need to

resume the iTunes activation

of availability process
What to Say
Scenario Response
Deposit required from customer for whom you “It looks like you have a $250 deposit. I'd be
have completed a Pre-Approved credit check glad to go ahead and take care of that for you

today before you leave the store.”

Deposit required from customer who has

completed credit check outside of the store;

“I'd be glad to take your deposit, I'll just need

to get your information to complete the Pre-

customer has now come into the store to pay Approved credit check.”

deposit

Apple Global Sales Training/AT&T Learning Services
For Sales Training Use Only/Confidential
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Tips

Always remember to offer the Pre-Approved credit ch eck to customers in our stores at the
time of purchase. This could save them a second tr ip to the store.

Take the opportunity to sell additional lines of se rvice or accessories to iPhone customers who
bought at an Apple store and who come in to pay dep osits.

Overcoming Objections

Obijection Response
| can’t believe you expect me to pay a deposit “l understand, however this is a small price to
in addition to the cost of the iPhone. pay considering all that you will gain from

iPhone. As well, if you have a good payment

history with us for twelve consecutive months

you will receive your deposit back in full.”

Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 13
For Sales Training Use Only/Confidential



Activation

Imagine a wireless activation experience that's com pletely different! That's exactly what you get
with iPhone. Customers who purchase iPhone will com plete activation away from the store. The
customer will need their PC or Mac, credit/debit ca rd, access to the Internet, and an Email address
in order to activate iPhone. This simple process will save both you and the customer time.
Details

iPhone will not be activated in the store. It will be activated b y the customer outside the

store.

Customers who purchase iPhone will leave the store with a sealed box.  The box is not to be

opened in-store.

The box will include:
iPhone, with SIM pre-inserted,
USB Cable,
Dock,
Stereo Headset
AC Adapter,
iPhone Product Information Guide,
Finger Tips Guide.

Customers will connect iPhone to their Windows PC o r Mac using the included USB cable or
Dock. The computer must have Internet access. The computer the customer chooses to use
should be the one they will access to add music, vi deos and to update their iPhone
periodically.

The PC operating system will need to be Windows XP Service Pack 2, or Vista. Windows 2000

is not supported.

The Mac operating system will need to be version 10 4.10.
Customers will use the latest version of the iTunes software to activate their wireless service.
iPhone will remain inactive until it is activated u sing iTunes. In the inactive state it will not
make or receive calls, except for emergency calls. As well, the iPod, Internet, and Wi-Fi
capabilities will not be functional until the devic e is activated.
After the iTunes activation process is completed, ¢ ustomers will receive an email with a link to
their Wireless Service Guide (WSG). The WSG is ver y similar to the CSS. The link will direct
the customer to OLAM (on line account management) t 0 access their WSG.
Note: If the WSG can not be delivered via email th e document will be mailed to the customer.

Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide

For Sales Training Use Only/Confidential

| 14



What to Say

“Sue, the process for setting up iPhone is differen t from our other phones. You will actually take
iPhone home, connect it to your computer with Inter net access, and use Apple’s iTunes software

to complete activation.”

Tips
|
Always remember to set expectations with the custom er on what is needed for the iTunes

activation process:
a personal computer with Internet access,
Apple’s latest version of iTunes, and

an email address and a valid credit card or debit ¢ ard (with credit card logo) to setup an

iTunes account.

Review the Pre-purchasing Understandings flyer with the customer prior to ringi ng up iPhone

Always offer the Pre-Approved credit check

Overcoming Objections

Why do | have to leave the store with my “The iTunes activation process allows you to

phone not working? choose your wireless service and sync all your
contacts and music right away, so iPhone is
ready to use all of its features right from the

start, the first time you use it.”

Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 15
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Customer Activation Steps / Activation Flow

Customers will activate iPhone outside the store, u sing Apple’s iTunes software. This will allow

customers to activate their phone and load their co ntent at the same time, enabling them to use all

of iPhone’s features from the start.

Details
Customers will leave the store with a sealed box . To activate iPhone, a customer will connect
iPhone to their Windows PC or Mac using the include d USB cable or Dock. The computer must

have Internet access.

iTunes will start when iPhone is connected to the ¢ omputer. Customers will be prompted to
download the latest version of iTunes if they do no t have it installed (requires version 7.3 or
later).
Once installed, the activation process will start w ithin iTunes.
iTunes will in most cases automatically begin to do wnload if a customer does not already have
it installed.
Customers will select if they are a new or existing AT&T wireless customer.
Existing AT&T wireless customers upgrading to iPhon e:
Authenticate their existing account by providing th eir mobile number, billing zip code
and last 4 digits of the Social Security Number fro m the account owner.
Select an iPhone Data Plan that will replace any ex isting data plan.
Agree to a new 2-year AT & T Service Agreement Term s and Conditions.

No upgrade fees apply.

Open an iTunes Store account, if they do not alread y have one.
Will receive an email with a link to their Wireless Service Guide (WSG). The WSG is very
similar to the CSS. The link will direct the custo mer to OLAM to access the WSG.

Note: If the WSG can not be delivered via email the document will be mailed to the customer.

Customers activating a new line of service:

Select if they are a new AT&T wireless customer or if they want to add a new line to an

existing AT&T wireless account.

Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide
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Details

If they want to add a new line to an existing AT&T wireless account, they will
authenticate their existing account by providing th eir mobile number, billing zip code
and last 4 digits of the Social Security Number fro m the account owner.

Have the option of transferring an existing phone n umber, also known as porting.

Select an AT&T Nation, FamilyTalk or Add a Line rat e plan and iPhone Data Plan.

Agree to a 2-year AT & T Service Agreement Terms a nd Conditions.

Agree to a $36 start of service activation fee ( $2 6 for Family Talk Add-a-line)

Open an iTunes Store Account, if they do not alread y have one.

Enter Pre-Approved credit check code if the Pre-App roved credit check was completed in

store and applicable deposits paid. If this process was declined in-store, the iTunes

activation process will require the information to complete a credit check.

Will receive an email with the link to their Wirele ss Service Guide (WSG). The WSG is

very similar to the CSS. The link will direct the customer to OLAM to access the WSG.

Note: If the WSG can not be delivered via email the document will be mailed to the customer.

Porting Details:
The porting process is business as usual.

Transferring a number will end a customer’s service with their existing provider and

charges may apply.

Mobile number transfer may take up to 6 hours. Land line number transfers will take 5-7
days.
Between the time iPhone is activated and the phone number is transferred the customer
will continue to receive calls on their current pho ne. iPhone will be able to make
outgoing calls but will not receive calls until the transfer is complete.
If additional information is required to complete t he transfer, the customer will be
contacted at the email address in their iTunes acco unt.
Customers will receive an SMS and email when the tr ansfer is complete.

If the customer requires a deposit, they will be giv en the option of returning to an AT&T store

to pay the deposit or activate iPhone on GoPhone Pick Your Plan.

Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 17
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Details

iPhone will remain inactive until the customer comp letes the iTunes activation process.

If the customer experiences issues, or additional i nformation is required, during the iTunes
activation process they will receive an on-screen m essage or email explaining the status
and/or next steps. Some customers will need to reco nnect after they receive an email to

complete the iTunes activation process.

What to Say
“Sue, the process for setting up and using iPhone i s different from our other wireless phones.
You will take iPhone home and connect it to a Windo ws PC or MAC with Internet access to

activate your service with Apple’s iTunes. It's a really simple process.”

Tips
|
Customers who are activating an additional line on a FamilyTalk plan will need the phone
number of the primary line and the personal informa tion from the account owner. Remind the
customer that information from the primary account holder will be needed to complete an Add

A Line activation.

Remember!  You cannot give out personal account information to the customer. Customers
will need to obtain this information from the prima ry account holder.
Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 18
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IPhone Rate Plans

iPhone requires both a voice and a data plan. New customers will select their voice plan from our
standard Nation Plans, Standalone and FamilyTalk P lans. Existing customers will not be able to
select a new voice plan during the iTunes activatio n process. An iPhone Data Plan is required for

all customers.

New Customer Rate Plan Selection
AT&T Nation Plans bundled with iPhone Data Plan

$59.99 $79.99 $99.99 $119.99 $169.99 $219.99

Minutes 450 900 1350 2000 4000 6000

Unlimited Data
(Email/Web)
Visual
Voicemail
SMS Text
Messaging
Night & Weekend
Minutes
Rollover
Minutes
Unlimited Mobile
to Mobile
Additional Minutes | 45¢/min ~ 40¢/min  35¢/min  25¢/min  25¢/min  20¢/min

INCLUDED FEATURES : Nationwide Long Distance and Roaming, Call

200 200 200 200 200 200

5000 Unlimited Unlimited Unlimited Unlimited Unlimited

Forwarding, Call Waiting, 3-Way Calling and Caller ID.
The above selection bundles the Nation Plan and the $20/mth iPhone Data Plan.
For example:
The $59.99 plan is made up of the followi ng:

The $39.99 AT&T Nation Plan
The $20 iPhone Data Plan(with Visual Voicemail, 200 SMS Text Messages and
Unlimited Data)

If a customer would like to add more text messages to the Data Plan they will be able to
select their choice: 1500 SMS Text Messages or Unli mited Text Messages:
Add more texting: 1500 SMS Text Messages $10 more/month
Unlimited Text SMS Messages $20 more/month
Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 19

For Sales Training Use Only/Confidential



New Customer Rate Plan Selection

AT&T FamilyTalk Plans bundled with iPhone Data Plan
$149.99

$109.99 $129.99

Minutes 700 1400 2100

Unlimited Data
(Email/Web)
Visual
Voicemail
SMS Text
Messaging
Night & Weekend
Minutes
Rollover
Minutes
Unlimited Mobile
to Mobile
Additional Minutes

Unlimited Unlimited

45¢/min 40¢/min

ADDITIONAL iPHONE LINES
INCLUDED FEATURES

200 200 200

Unlimited

35¢/min

The FamilyTalk prices include 2 lines of service and
Plan. The text message package can be upgraded on

: $29.99 per line (up to 3 additional lines)

for New customers

$189.99 $239.99 $339.99
3000 4000 6000
200 200 200
Unlimited Unlimited U nlimited
25¢/min 20¢/min 20¢/min

the required iPhone Data
any iPhone plan.

: Nationwide Long Distance and Roaming, Call

Forwarding, Call Waiting, 3-Way Calling and Caller ID.

Add more texting: 1500 SMS Text Messages

Unlimited SMS Text Messages
Existing Customer Rate Plan Selection
iPhone Data Plans

Existing Customers will only able to select iPhone
iTunes Activation Process.

+200 Text
SMS Text 200
Messaging 5¢/add’|
Unlimited Data
(Email/Web)
Visual
Voicemail
Monthly
Access $20

Apple Global Sales Training/AT&T Learning Services
For Sales Training Use Only/Confidential

$10m ore/month

$20 more/month

Data Plan options during the

+1500 Text +Unlimited Text
1500 -
5¢/add'l Unlimited
$30 $40
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Details

To use iPhone, customers must sign up for a 2-year AT &T Service Agreement or a renewed
2- year AT & T Service Agreement if they are an exi sting customer.
New iPhone customers will select an AT&T Nation Standalone or FamilyTalk Plan an d the

iPhone Data Plan.

New lines of service will require the standard $36 activation fee. Family Talk Add-a-line will

require a $26 activation fee.

Existing customers will not be able to change their current voice rate plan du ring the iTunes
activation process. If the customer’s current voice plan needs to be upgraded or changed it
can be completed in-store. You should check curren t usage to see if a rate plan change is
required. The rate plan can be changed in-store or after the iTunes activation process via
OLAM.
Existing customers will be required to select the iP hone Data Plan which includes Text
Messaging, Visual Voicemail and Unlimited Data. An y existing data plan, if applicable, will be
automatically removed. This will happen at the sam e time the iPhone Data Plan is activated.
Customers will only be offered GoPhone Pick Your PI an if the credit check results in a deposit
requirement. GoPhone Pay as You Go is not offered with iPhone.
New customers interested in Unity will need to call into Care after the iTunes activation
process is completed to select a Unity version of t heir voice rate plan.
Features available post activation via Customer Car e or OLAM:

Early N&W

Roadside assistance

International data (new feature being created)
International calling (AT&T WorldConnect)

Voice Dial

iPhone Data Plan with 1500 or Unlimited M2M SMS
Answer Tones

Wireless Phone Insurance

Wireless Phone Insurance program is NOT available for this device.

The iPhone activation process will prevent customer s from adding Wireless Phone

Insurance to their account at the time of activatio n.

Customers who were previously enrolled in Wireless Phone Insurance who activate an

iPhone and those customers who may enroll in error in Wireless Phone Insurance post

activation, will have the Wireless Phone Insurance feature automatically remov ed from
Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 21
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Details

their active iPhone line via AT&T daily sweeps.

Additionally, customers who have the Wireless Phone Insurance feature removed from
their active iPhone mobile via the sweep will recei ve a coverage cancellation letter (via
first class mail) from Asurion (the program adminis trator).

Tips
|
Always check a customer’s current usage to see if a rate plan upgrade is needed! Especially,
existing customers who are adding an additional line to their FamilyTalk plan -- they may

need a larger plan.

Don't forget to hand the appropriate collateral to new customers interested in Unity to remind
them to call Customer Care to change their voice pl an after the activation.
Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 22

For Sales Training Use Only/Confidential



Accessories

At launch we will offer an assortment of Apple bran

will be available in AT&T Stores as well as online

Apple Branded Accessories Available at Launch

Oracle Part Number Description

ded and third party accessories. Accessories

through eStore; selection may vary by location.

Mono-earbud

iPhone Dock Connector to USB Cable

71564 iPhone Travel Charger

71565 iPhone In-Box Stereo Headset
71562 iPhone Bluetooth

71583 iPhone Bluetooth Travel Cable
71563

Third Party Accessories Available at Launch

Oracle Part Number Description
71572 Black Nappa Leather Sleeve
71568 Vertical Case
71574 Horizontal Case
71570 Armband
71579 Leather wrapped holster
71569 Clear Plastic Shell
71575 Black Gel
71576 Clear Gel
71577 Pink Gel
71578 Blue Gel
71571 Vehicle Power Adapter
71590 Shure Stereo Headset

Apple Global Sales Training/AT&T Learning Services
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Details

Not all accessories are available in every store; y ou can order accessories for your customer

using the direct fulfillment accessory process or d irect your customers to order on-line.

The Apple-branded Bluetooth Headset is available in

except AT&T online.

iPhone supports two Bluetooth profiles: Hands-free

The Apple-branded Bluetooth Headset supports Blueto

Hands-Free Profile 1.5, and is fully compatible wit

third party Bluetooth enabled devices.

The Apple-branded Bluetooth Headset is compatible w

following devices:

limited quantities in all iPhone channels,

and Headset.

oth Headset Profile and Bluetooth

h iPhone. It may be compatible with some

ith all AT&T products except for the

Cingular 3125 Cingular 8525
HP HW 6925 LG CU500
Pantech PG-3CB Pantech C150
Pantech C810 UT Starcom

The Apple-branded Bluetooth Headset may be compatib

other carriers. It is the customer’s responsibility

otherwise a 10% re-stocking fee will apply upon ret

The Apple-branded Bluetooth Headset will have a 14

will have a 30-day return policy.

Stay tuned to CSP over the coming months to see a v

become available.

Works with iPhone Program

Apple has a very successful accessory program desig

certification program has been established for iPho

The “Works with iPhone” logo will be assigned to ac

to be compatible with iPhone.

The “Works with iPhone” logo will be clearly displa

Apple Global Sales Training/AT&T Learning Services
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le/incompatible with devices from

to validate prior to opening the package,

urn.

day return policy; all other accessories

ast array of additional accessories as they

ned for iPod. The same type of self-

ne.

cessories that are engineered and certified

yed on the packaging of certified

iPhone Launch Training Participant Guide | 24



Works with iPhone Program

accessories.
While many of the “Made for iPod” accessories will

The wireless service of a phone can sometimes cause
combination with some non certified accessories; in

choose “airplane mode.”

When customers connect an accessory which is not “W
pin connector (located at the bottom of the device)

screen letting them know that the experience may no

Using accessories which are not “Works with iPhone”

interference, however, using these accessories does

Compatibility Matrix

Not all iPod accessories are compatible with iPhone

work with iPhone, not all are compatible.

audio interference when used in

this case the customer may want to

orks with iPhone” certified into the 30-
the customer will receive a warning

t be optimal.

certified may cause some audio

not void the iPhone warranty.

. Apple has provided a compatibility matrix to

indicate compatibility between iPhone and popular i Pod accessories. You can find this resource

on-line at iZone in CSP.

What to Say

“Pam, | know that you are excited about your iPhone

and I'd like to suggest a few items that will

enhance your wireless service even further. I'm su re you will want to purchase a case to protect
your investment, also a car charger is a must to en sure that your iPhone is always charged, and
since you plan on listening to music a lot the ster eo headset would be a great idea as well!”

Tips

The iPhone experience is enhanced by the use of acc

Customers purchasing a phone in iPhone’s price cate

accessories as well.

Cases are a great idea for iPhone customers; encour

purchase accessories to protect their investment an d enhance their experience as well.

essories. Your customers will want to

gory are likely willing to spend money on

age customers to protect their iPhone.

Apple Global Sales Training/AT&T Learning Services
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Overcoming Objections

Obijection Response

| don’t understand why my iPod accessories “Some of your accessories may work fine.
won’'t work. Why do | need to buy new However, wireless service interacts differently
accessories? with electronic devices, sometimes causing

interference. The “Works with iPhone”

accessories are designed with this in mind.”
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ITunes Gift Card

Effective June 29, AT&T will begin selling iTunes G

used to purchase music, TV Shows, movies and much m

Cards are a great addition to an awesome selection

Details

The cards will be available in denominations of $25
Target customers for an iTunes Gift Card include:

Customers buying iPhone or iPhone accessories, thos

interested in using iTunes.

Anyone shopping for the perfect gift.

Parents, who wish to give their kids the music they

card.

Customers who do not have credit cards, or choose t

content from the iTunes store.

Anyone who is interested in iPhone.

You can find out more about iTunes Gifts Cards and

the iTunes Gift Cards Job Aid located on the iZone

What to Say

“Would you like an iTunes Gift Card to go with your i

music and movie purchases.”

“We have iTunes Gift Cards. These are a great gift

“The iTunes Gift Card is a great solution for your teenagers.

and you do not have to worry about them overspending.”

ift Cards. An activated iTunes Gift Card can be

ore from the iTunes Store. iTunes Gift

of iPhone accessories!

or $50.

e who use iTunes, or those

want without handing over a credit

0 not use credit cards, to purchase

how to provision these cards by accessing

site of CSP.

Phone today? Itis a great way to pay for

idea. Would you like to purchase one today?”

They can purchase iTunes content,

Tips

Be sure to offer iTunes Gift Cards to customers not

purchasing iPhone as well!

Apple Global Sales Training/AT&T Learning Services
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Returns/Exchange

The return policy for iPhone will mirror Apple’s re turn policy. The return policy for iPhone is very
different from the AT&T return policy for other dev ices. Regardless of where iPhone is purchased,

customers will receive the same return policy.

Details
There is a 14-day return policy on iPhone and the A pple-branded Bluetooth Headset, (which
are collectively referred to as Apple-branded equip ment).
You can return your iPhone or Apple-branded Bluetoo th Headset within 14 days for a full
refund, but there is a 10% re-stocking fee if the b ox has been opened. Returns must have all

original equipment.

An AT&T original receipt is required for all return S.

All other accessories, including third party and Ap ple-branded accessories, (except the Apple-
branded Bluetooth Headset), will have a business as usual 30-day return policy.

The standard 30-day return policy for wireless serv ice still applies to iPhone

AT&T stores will only accept returns of iPhone and the Apple-branded Bluetooth headset if the
items were purchased at an AT&T store or kiosk loca tion. AT&T will not accept returns for

items purchased at Apple stores or at Apple on-line

Returns will only be accepted in AT&T Store locatio ns (not Kiosk locations).
iPhones which are Dead on Arrival(DOA) will not be exchanged over the counter. There will
be no manager override allowing this process. The Apple Warranty & Repair process will be
followed.
What to Say
“Tom, the return policy for iPhone is 14 days from date of purchase. However, once the seal is
broken, 10% of the original price will be charged f or a re-stocking fee.”
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Tips
|
Make sure your customer fully understands the retur n policy before ringing up iPhone. Be

sure to review the Pre-Purchase Understandings flyer!

The return policy will be printed on the back of th e customer’s receipt. Circling this is a great

idea to bring your customer’s attention to it.

Overcoming Objections

Obijection Response

| can’t believe | will have to pay a re-stocking “| certainly understand so let's make sure your
fee if | want to bring the iPhone back. purchase today is what you want. | will

complete a Pre-Approved credit check to

ensure there is no deposit required.”
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Warranty & Repair

iPhone and the Apple-branded Bluetooth Headset have a one year Apple supported warranty. All
iPhone devices and Apple-branded Bluetooth Headset issues will be directed to Apple.
Details
Apple manages the Warranty and Repair Process. The process is called the Same Unit Repair
Process. This process requires the customer to sen d their iPhone and Apple-branded
Bluetooth Headset device(s) to Apple for repair. Ap ple will repair the device and send it back

to the customer.

All iPhone and Apple-branded Bluetooth Headset devi ce issues requiring repair, from the day
of purchase, will fall under Apple’s Warranty and R epair Process.

AT&T will not exchange defective devices for iPhone or Apple-branded Bluetooth Headsets.
iPhones which are Dead on Arrival(DOA) will not be exchanged over the counter. There will
be no manager override allowing this process. The Apple Warranty & Repair process will be
followed.

All other accessories will fall under business as u sual process.

Customers visiting our store locations for iPhone o r for Apple-branded Bluetooth Headset
repair(s) need to be referred to Apple. Present th e following three options for the customer:

Apple On-line Support: www.apple.com/support/iphone,

AppleCare Support: 1-800-MY-IPHONE (1-800-694-7466)

Apple Stores (refer to www.apple.com for nearest st ore). Apple Store Representatives
will ship the device for the customer to the Apple Warranty and Repair center.
The Apple repair process normally takes three (3) b usiness days.
For a small fee, Apple can provide an AppleCare Ser vice iPhone to the customer while their
iPhone is being repaired. Details regarding the App leCare Service iPhone are available at

www.apple.com/support/iphone.

SIM cards are not required for repairs, and should not be returned with the device. Advise
the customer to remove the SIM card, prior to sendi ng it to Apple, and store it in a safe
location.

If a customer decides to insert their iPhone SIM ca rd into another AT&T device they will have

the following experience:

Visual Voicemail will not be available, however reg ular voicemail will be accessible by
pressing “1” to hear messages.
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Details

MEdiaNet will be used to access the Internet. MMS a nd IM messages are included in the
customer’s iPhone Data Plan.

Contacts will not be accessible via the SIM.

Contacts added to the SIM while in another device w ill not be synced back to iPhone.
What to Say
“I apologize for the inconvenience. Apple handles repairs and warranty service and will be able
to provide you with the best assistance. | can pro vide you with contact information for Apple.”
Tips
|
Review the warranty and repair process at the point of sale, during the Educate step.
Always be sure to set customer’s minds at ease when they require warranty service by
presenting them the options to contact Apple, remin d them to remove their SIM card.
Set clear expectations around what to expect if the customer chooses to insert their AT&T SIM
card in another device while their iPhone is being repaired.
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IPhone Troubleshooting

Apple iPhone troubleshooting and support procedures are based upon specific applications and their
application type. The troubleshooting process for iPhone is simple; issues related to the device will
be directed to Apple and support issues related to basic voice and data network service will be

handled by AT&T.

Details

Issue or Concern

SIM issues

Basic Voice and Data Service

Issues
text message
voice service
Visual Voicemail
Device Based Applications
calculator
calendar
camera
contacts
iPod
notes
photos

Device Web-based

Applications:
browser
Email
Google maps
stock widget

weather widget

Solution Provider

AT&T Retail Stores

Note: Refer to CSP - SIM Replacement M&Ps on how t 0
handle
Follow standard AT&T troubleshooting processes. Re fer

customer to the AT&T self support site:

www.wireless.att.com/support/content.do?page=phone-

device-support , or

1-800-331-0500

Refer customers to:
AppleCare Support: 1-800-MY-IPHONE

Apple on-line Support: www.apple.com/support

Turn off Wi-Fi Connect and connect to a website via the
browser:
If website loads refer customer to: Apple Support

AppleCare Support 1-800-MY-IPHONE
Apple On-Line Support: www.apple.com/support

If website does not load follow standard data
connectivity troubleshooting or contact AT&T Custom er
Care at 1-800-331-0500.
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Contact Migration Process

iPhone is great at syncing contact information from your computer! iTunes wor ks to make the
process seamless. iPhone will not read contact info rmation stored on the SIM and will not store
data back to the SIM.Contacts will be managed and s ynced with the computer, including
Outlook/Outlook Express for Windows and Address Boo k/iCal for Macs.
Details
If a customer would like to add their contacts from their existing SIM card or their old device

the following options are available:
Transfer contact information from their computer vi a iTunes,
Manual transfer of contacts into iPhone, or

In-store Universal Memory Exchanger(UME) tool.

Customers not using Outlook/Outlook Express or a Mac to manage their contacts will be

required to manually transfer contacts or visit a | ocal AT&T retail store to take advantage of

the UME tool.

Customers who want to use the UME process will be r equired to purchase a USB flash drive to

use for the transfer. Customers will not be allowed to use their own flash drives.

The required flash drives will be 512 MB and sell f or $14.95.

What to Say
“I know that having your contacts available on your iPhone will be important to you. There are
several ways to accomplish the transfer of contacts and I'd like to share that information with
you. The simplest way is to use iTunes to transfer your contacts from your computer to iPhone.”
Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide
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Tips
|
Always offer the UME process prior to completing th e sale so that the customer can pay for

the flash drive at the time of purchase.

In some cases Apple customers will visit AT&T retai | locations to utilize the UME process,

make the most of this opportunity by offering additional lines of service or acce ssories.

Overcoming Objections

Obijection Response

Why can’t | just use my existing SIM card with “iPhone will not recognize your contacts
my contacts already on it? directly from your existing SIM, but | assure
you that we have several options to help you

successfully complete this one time transfer.”
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Direct Fulfillment Option

If iPhone is out of stock, you will still be able t

0 maximize your sales opportunities by offering the

Direct Fulfillment Ordering Process.

Details

All locations will have the ability to take iPhone and/or Accessory Direct Fulfillment Orders.

Placing the Order:

1.
2.

4.

The customer must be present in store/kiosk, no phone orders are allowed.
Credit card payment only. No cash, checks or deb it cards. While the credit card
information will be taken at the time of order plac ement, the customer will not be

charged until the order is shipped.

Prior to placing the order, review the Pre-Purcha se Understandings flyer and offer to
complete a Pre-Approved credit check. If the custome r accepts, process the Pre-
Approved credit check and print the receipt for cus tomer.

At launch the Direct Fulfillment tool will be limi ted to one iPhone per order.

Shipping Options:

1.

Apple Global Sales Training/AT&T Learning Services
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Shipping charges will follow business as usual fo r direct fulfillment orders:

a. Priority Overnight: From the time the order is sh ipped, $14.95 shipping charge. This
should be the preferred method for customers — offe r this method of shipping first.

b. Economy — 3-5 days from time order is shipped: No charge for shipping.

c. Non AT&T Customer (e.g., accessories only): 3-5 da ys from time order is shipped.
$9.95 shipping charge

Customers will have an option of where to ship iP hone. A signature will be required

when the order is delivered. There will be differences for shipping and return S

between stores and kiosks:

a. First Option: Ship directly to customer address. Should always offer this as first
option.

b. Second Option: Ship to AT&T Store location for pi ck-up ( great option if customer is
not available at their address for signature),

c. Exceptions to shipping locations

i. Kiosks locations will ONLY offer shipping directl y to customer address.
ii. West Region Stores and Kiosks will ONLY offer sh ipping directly to customer

iPhone Launch Training Participant Guide | 35



Details

address.
3. If the customer orders both iPhone and accessorie s, the order will not be shipped until
the iPhone is available.
Process the order in OPUS (refer to systems training). After order is placed print order
placement receipt and present to customer with the Pre-Approval Receipt. Set expectations

regarding the shipping and activation process.

Setting Expectations regarding order placement, shi pping and delivery:

1) Placing an order does not guarantee immediate shipm ent and/or delivery. Due
to the high demand of the product, direct fulfililme nt orders will be processed on a first
come, first serve basis for the entire country. (ch eck with your Manager for updates on
“window timeframes” for when direct fulfillment shi pments may occur).

2) The customer will receive emails regarding the st atus of the order. Below are the
various emails. In addition the customer can always check their status on line at our
website or by calling 877-782-8870.

a) iPhone Order Acknowledgement: Acknowledges order placed.

b) iPhone Shipment Notification: Notifies customer order has been shipped, credit card
has been charged. Also notes that if the shipment i stoan AT & T store, the customer
will be notified again when it arrives and they will have 7 days to pick up the order.

If order is not picked up it will be canceled.

c) iPhone Order Update (will only be sent if determin ed shipment dates are 2 — 3 +
weeks out). Notifies customer that due to extraord inary demand their order is not
yet available for shipment.

d) iPhone Order Available for Pickup and AT & T Stor e Location: Notifies customer their
order has arrived at the AT & T Store and they will need to pick up within seven days
or order will be canceled.

e) iPhone Order Canceled: Will be sent ONLY if cust omer refuses order at the time of
delivery. Once the customer signs for the order (r eceives it) all returns will be
processed via the return process.

3) If customer elects to ship to store Location. Inform the customer you will notify
them via email when the order arrives. If they do not pick up within 7 days their order
will be canceled.

4) Canceling orders. Customers can cancel their order under the follow ing scenarios:
a) Prior to the order being shipped, the order can b e canceled in OPUS.
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Details

b) If shipped, the customer can refuse order when de livered. The order will return to

AT&T’s Distribution Center for processing the cancellation.

If shipped to store location and customer does not pick it up after 7 days, the store
manager will return it to the AT&T Distribution Cen ter for processing the cancellation
(refer to M &P’s on CSP for details on processing t he cancellation)

If iPhone is shipped to AT&T Store location:

Delivery will be addressed to customer in the care of (c/o) Store Name  and will require

a rep/mgr signature.
Do not open the direct fulfillment box.

Immediately store/secure the order in the designate d section of the inventory room (i.e.

Security Cabinets)

Rep/mgr must acknowledge receipt in OPUS. This is the only way the customer will

receive an email to notify them their order is read y to be picked up in the store.
Customer must present ID at the time of pick-up.
Be sure to review Pre-Purchase Understandings with customer again.

Print 2 copies of the “Acknowledgement Receipt” and have the customer sign one copy.

Keep/store the copy of the signed receipt.

Customer will have 7 days to pick-up their iPhone, or th e device will be sent back to the
Distribution Center (refer to M & P’s on processing /sending back to DC).
Once the iPhone completes the iTunes activation pro cess, the sales representative will receive

compensation credit.

Returns will only be accepted in AT&T Store locatio ns. Kiosk locations will not accept
returns . Itis important to set this expectation at the p oint of sale! Ensure you inform your
customer of the nearest AT&T Store location if a re turn is required.

14 Day Return Policy:

If shipped to customer address the 14 Day Policy “c lock” will start 5 days from shipped
date.

If shipped to retail store address the 14 Day Polic y “clock” will start the day the
customer picks up the order (important to print an d present the “acknowledgement /

pickup receipt”)
Use OTIVA (Order Tracking & Inventory Visibility Ap plication) to check the status of the

customer’s order.
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What to Say
If your location stocks inventory

“I know you're disappointed but what | CAN do today is place an order for you and have it
shipped directly to you as soon as new inventory is available. The direct fulfilment option is
based on a first come, first serve basis which is gr eat because these orders are fulfilled first, and

then remaining inventory is shipped to stores.”

“You can come back to the store, but keep in mind | cannot hold one for you it will be first come
first serve. | cannot specifically tell you when new inventory will be arriving, our store usually
receives a shipment every...” (insert time period e.g. week, usually later in the week — BUT check
with your store manger to determine if the informat ion is available)

What to Say

If your location does not stock inventory

“I totally understand your disappointment but, | ha ve a great solution! You can place an iPhone
order with us today and have it shipped directly to you as soon as new inventory is available!”
“This direct fulfillment option is also based on a first come first serve basis but it is a great opti on
because these orders are fulfilled first, before an y inventory is shipped to stores.”
Tips
|
Remember — iPhone is in demand! Customers want iPh one and will be willing to wait until
inventory arrives or until it can be shipped to the m. Always keep a smile in your voice. If
your store runs out of inventory, thank the custome r for their interest and for visiting your
location today. They will either come back when mo re inventory arrives or will order via the

Direct Fulfillment option.

Always review the Pre Purchase Understandings flyer and offer to run the Pre-Approved credit
check prior to customers ordering iPhone via the Di rect Fulfillment tool.
Always set appropriate expectations with customers about shipping, and that a signature is

required for delivery.

Never give a definite date of delivery to a custome r, this could set false expectations. Do
check with your Store Manager to determine if a “wi ndow timeframe” can be given.
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Overcoming Objections

Obijection Response

Why should | pay for the iPhone now, when | “Placing an iPhone order today gives you

don’t know when I'll receive it? priority when new inventory arrives.
Furthermore, your credit card will not be
charged until your iPhone ships, so you will be

able to delay payment until that happens.”

| don't think this option will work for me; | am “That will not be a problem; you can authorize

never home and will not be available to sign me to ship it directly to another location other

for the delivery. than your home address — perhaps your
office?”

“That will not be a problem; you can authorize
me to ship it directly to our store. When it
arrives you will be contacted via email to come
and pick it up within 7 days.” (this response
not applicable for Kiosks or West Region

locations)
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Sales Compensation for iPhone

Commissions for iPhone will be calculated as part o f the Opportunity component.
Details
New customers purchasing iPhone will retire your Gr 0ss Add Qualifier goal — and will

contribute to your performance standard tier.

Existing customers who upgrade to the iPhone and si gn a 2-year contract renewal will retire
your Opportunity goal — and will contribute to your performance standard tier.

Chargebacks will be processed business as usual. S ince the purchase of iPhone by an existing customer
does not change their standard upgrade eligibility and, consequently, that purchase event does not
create a chargeback. In other words, there are no chargebacks for previous upgrades/opportunity
commissions advanced when existing customers purcha se iPhone.

Commissions are earned when the customer completes the iTunes activation process and the
device is activated in the biller, which may not be the same day as the device sale. For
example, if customer purchases iPhone on June 30 ™ however does not activate it until July 1 st
your commission will be reflected in the July commi ssion statement not June’s commission
statement.

The dealer code under which the sale is performed m ust match the Billing Market in which
iPhone is activated for commissions to be applied ¢ orrectly.

Customers must complete the iTunes activation proce ss and the device must be activated in
the biller within 45 days of device purchase in ord er for the commission to be earned.

Reconcile Process

You should discuss with customer who iPhone is for and in what Billing Market the device

will be activated.

Track the IMEI on the iPhone sales tracker.

Normal reconcile process applies — all fields are req uired!
MIN is required. Since activation will not occur with in the store, sellers should track
the IMEI in the iPhone sales tracker (or other loca lly-provided tracker).
Because the MIN is required for reconciles, use OPU S and the IMEI to find an iPhone
MIN.
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What to Say
In order to find out the correct market

“Will you be using this iPhone or is it a gift?”

“Do you want to get a local number?”

Tips
|
Record the IMEI!

Know the Billing Market in which the device will be activated.
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The sales process for iPhone will follow the Retail Sales

Process just as you would follow for any other devi ce or
service. Of course, there will be a few difference s in how
the process is completed. There are approximately 6
different customer categories and multiple scenario S.

In the following pages we will cover details on eac h of the

customer categories. The categories include:
Consumer Customers
Family Talk Customers
Existing Customers
Business Customers
Pre-paid Customers

Unity Customers

We will cover information on each of these customer
categories during our discussion today. We will see video

segments and review the Customer Category Job Aid for

iPhone
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Qualifying Questions

A very important part of selling any device is usin g just the right qualifying questions to uncover
your customer’s needs and desires for their wireles S service.
The first question you should ask any potential iPh one customer is:

“What is it about iPhone that appeals to you?”

This question will direct your conversation to focu s on the customer’s needs or desires such as:

Email, Music, Photo and Messaging, and Browsing.

Qualifying Questions for Email

Who do you use for email? iPhone offers access to many of today's most
Yahoo popular email services including most IMAP
AOL and POP3 services. The collection of
) capabilities that make it such a revolutionary
Gmail

consumer experience can also make it a

MS Exchange great corporate email device. Note that

Mac access to corporate email via IMAP may
Lotus require a user's IT department to change

business communications?

How much email do you plan to send

each day from your phone?
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Qualifying Questions for Music

How do you take your music with you

today?
iPod
Zune
MP3 Player
Phone

CD player

Where do you buy or subscribe to your

digital music?
iTunes
CDs
Napster
Yahoo

eMusic

Qualifying Questions for Photos and Messaging

What type of messages would you like to

send?
Text
Pictures
Instant Messages

Video

Apple Global Sales Training/AT&T Learning Services
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Some music formats may not import directly
into iTunes. Some formats may require a
transition process such as burning to CD and

then reloading to iTunes.

iPhone supports SMS text messaging. Text
messages appear in a chat-style, similar to an
ongoing conversation. However, Instant
Messaging is not supported.

iPhone also includes a built-in 2-megapixel
camera and great photo management application

so you can take photos and take photos with you.
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Qualifying Questions for Browsing

What types of information or
entertainment are you looking for on

your device?

Personalized and searchable news,

sports, weather,
Videos
Maps

Full website access

Apple Global Sales Training/AT&T Learning Services
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iPhone includes Apple’s Safari browser allowing
customers to see websites just as they would on
their personal computer — in full screen, with
the ability to zoom in on specific areas of the

web page.
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Setting Expectations

Due to the unique nature of iPhone activation and s
need to establish with your customer. You should p

the Build Value step.

Setting appropriate expectations with customers abo

positive customer experience!

etup there are a few expectations you always

lan to set these expectations before completing

ut iPhone early in the process will create a

Details
Question to ask Why ask it?
Does the customer have A personal computer is required for setup and activ ation, to
access to a PC or Mac with store iTunes content, and to receive updates from i Tunes.

Internet access?

Does the customer have a A credit or debit card is necessary to complete iTu nes setup,
credit or debit card? which is required to complete activation.

Does the customer have an A valid email address is necessary for iTunes setup and to
email address? receive important information from AT&T.
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Consumer Customers

Consumer customers in this setting include customer s who are activating as standalone lines on
postpaid service.

Details

The specific consumer customer scenarios include:
New customers activating a single line or multiple standalone lines, and
New add a line customer activating a standalone lin e to an existing account.

In both of these scenarios you will need to:
Follow the Retail Sales Process,
Discuss the Pre-Purchase Understandings with your ¢ ustomer,

Use appropriate qualifying questions to discover th e customer’s needs, and
Offer a Pre-Approved credit check.

Tips
|
Always ask existing customers how their current rat e plan is working, check their current
usage, and offer to do a rate plan upgrade if they would benefit from a change to their

existing rate plan.

Make sure to find out if the customer has additiona | communication needs such as additional
wireless lines, home broadband, etc.

Video
|

We will now see a video showcasing the new single li ne consumer.
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FamilyTalk Customers

FamilyTalk is one of our customer favorites and custo mers purchasing iPhone will love it too!
FamilyTalk presents one of our largest opportunitie s for additional sales!
Details

The specific FamilyTalk scenarios include:
Adding an iPhone to an existing FamilyTalk Plan,
New FamilyTalk Plan with 2 or more iPhones,

New FamilyTalk Plan with 1 iPhone, 1 non-iPhone, an d
Adding a single iPhone to an existing single line a ccount and converting to a FamilyTalk
Plan.

In all of these scenarios you will need to:
Follow the Retail Sales Process,
Discuss the Pre-Purchase Understandings with your c ustomer, and
Use appropriate qualifying questions to discover th e customer needs.

Specific Steps for FamilyTalk Scenarios:

Customers who are adding an iPhone to an existing F amilyTalk Plan will activate through
the iTunes activation process and select the Family Talk Add A Line option. The customer
will need to have the wireless phone number and acc ount information of the existing

line.

Customers activating two iPhones on a new FamilyTalk Plan will activate both d evices
using the iTunes activation process. The first one activated will be the primary line. The
second line activated will require the phone number and account information from the
first line; the customer will select the Add A Line FamilyTalk option.

Customers activating a new FamilyTalk Plan with 1 i Phone and 1 non-iPhone will need to
have their non-iPhone device activated in-store wit h it being setup as the primary line.
The credit check you run should be for the total nu mber of lines. The customer will
activate iPhone at home using iTunes, selecting the Add A Line FamilyTalk option. The
customer will need to have the wireless phone numbe r and account information of the

line activated in-store.

Customers adding a line to an existing standalone | ine and converting to FamilyTalk Plan
will need to have their existing line rate plan cha nged to FamilyTalk, establishing it as
the primary line. This should happen in-store. Th e customer will then go home to
complete the iTunes activation process and select t he Add A Line FamilyTalk option for
their iPhone. The customer will need to have the w ireless phone number and account
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Details

information of the existing line.

In situations where you set up a FamilyTalk Plan wi th non-iPhone devices and then add
iPhone devices, the in-store activation of the non- iPhone device will generate a CSS. You
should always review the CSS with the customer being sure to point o ut the differences
between the return policies for the two types of de vices.
Tips
|
Always ask existing customers how their current rat e plan is working for them, check their
current usage, and offer to do a rate plan upgrade if they would benefit from a change to their
existing rate plan. Customers adding an additional line of service may need a larger FamilyTalk
Plan.
Video
|
We will now see a video of a FamilyTalk sales scena rio.
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Existing Customers

As you can imagine many of our existing customers w ill be anxious to switch to iPhone. We are
excited to offer our existing customers this great choice!
Details
The specific scenarios for existing customers inclu de:

Customers upgrading their existing equipment and,
Customers upgrading equipment, who are currently on a TDMA or converted Blue Plan.
In all of these scenarios you will need to:

Follow the Retail Sales Process,

Discuss the Pre-Purchase Understandings with your ¢ ustomer,
Use appropriate qualifying questions to discover th e customer needs,
Inform customer that they will need to subscribe to an iPhone Data Plan during the

activation process,

Inform customer that they will not  be able to change their rate plan during the iTune s

activation process,

Inform the customer that there are no equipment dis counts available on iPhone,
Inform customer that iPhone will use the pre-instal led SIM,
Offer the customer assistance with Contact Migratio n options.

Specific Steps for Existing Customer Scenarios:

Customers will activate iPhone using the iTunes act ivation process.
Customers will need to select an iPhone Data Plan d uring the activation process. If the
customer has an existing data bundle it will be automatically removed from their line.
Customers who are converting from TDMA or converted Blue Plan will need to have the
Nation Plans explained to them. DO NOT change their rate plan in-store, this will be
handled during the iTunes activation process, custo mers will be notified via email to call
iPhone Activation Support to make this change. The phone number will be provided in
the email.

No upgrade discounts will be available through the AT&T Upgrade Advantage Program for

iPhone.

Apple Global Sales Training/AT&T Learning Services iPhone Launch Training Participant Guide | 50

For Sales Training Use Only/Confidential



Details

iPhone product purchases will not affect the custom er's upgrade eligibility.

Example: Customer has an $80 month combined MRC and is 14 months into existing
contract/last equipment discount. Customer purchas es and activates iPhone. If the
customer returns to the store 4 months later (now 1 8 months since initial activation or
last discounted equipment upgrade) the eligibility checker will display a discount for

non-iPhone devices.

Due to an IT system development issue, customers on a no commit or 1-year contract
will show a different future eligibility date to up grade with a discount after purchasing
iPhone. IT has a fix planned to address this approximately 30 days after iPhon e launch.

At that time all of the correct future eligibility dates will be calculated.

What to Say

“Mr. Garcia | am so glad that you have come in toda y to purchase the new iPhone. The purchase
price of the 8GB model is $599. iPhone is not elig ible for any equipment discounts so this will be

your price as well. I'm sure you will find it well worth the price!”

“Mrs. Thomas | know you are excited about purchasin g iPhone! iPhone does work a little
differently and so you won't be able to simply swap your SIM card. Instead, i Phone is pre-loaded
with a SIM. If transferring your contact informati on is important to you | can show you several

options that we have available to accomplish this.”

Tips
|
Always make sure the customer understands there is no discount available on iPhone, in any

circumstance.
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Overcoming Objections

Obijection Response

Is there a discount with the plan? “No, discounts a re not available, but when you
think about it, the iPhone is a fair value at the
current price. It is an exciting device that
combines 3 great devices into one. It's a
revolutionary mobile phone, a widescreen
iPod, and it gives you the Internet in your
pocket. Let's try and figure what it would cost
to purchase separately the various things
found in iPhone. The mot popular iPod is a
4GB model that sells for $199. An average
smartphone costs about $299 with a two-year
service agreement. So for just those two
devices you're up to the same amount as an
iPhone. And that’s without figuring in the all of
the things that make the iPhone special like its
widescreen display with touch controls, Visual
Voicemail, built-in Wi-Fi connectivity, and
desktop-class applications. When you look at it
this way for the same price as a separate iPod

and smartphone, the iPhone provides much

more value.”
Video
|
We will now see a video showcasing the Existing Cus tomer sales scenario.
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Business Customers

Business customers will be very interested in iPhon e. At the time of launch iPhone is not being sold
by representatives in our Business Markets Group (B MG). Many business customers will be visiting
retail stores to find out more information and potentially purchase iPhone. Some business
customers have already received email notifications describing limitations on the purchase and use
of iPhone; however you will still need to appropria tely direct business customers who come into
your store.

Details

The specific Business scenarios include:
Customers activating a new IRU account,
Customers with an existing IRU account,
Customers with an existing IRU Split Liability Bill ing account, and
Customers with a new or existing CRU account.
In all of these scenarios you will need to:

Follow the Retail Sales Process,

Discuss the Pre-Purchase Understandings with your ¢ ustomer,
Use appropriate qualifying questions to discover th e customer needs,
Inform customer that they will need to subscribe to an iPhone Data Plan during the

iTunes activation process,

Inform the customer that there are no device or ser vice discounts available on iPhone,
Inform customer that iPhone IRU revenue will count towards their Minimum Annual
Commitment(MAC),

Inform CRU or IRU with Split Liability Billing cust omers that they are not eligible to
activate iPhone on their account; CRU customers can convert to an IRU account or setup

a new consumer account.
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Details

If a CRU or IRU with Split Liability Billing custom er tries to activate via the iTunes
activation process they will be blocked. They will be given a URL link t 0 a specific BMG
message. The message will provide a toll free numbe r and will provide information on
how to convert to an IRU or setup a consumer accoun t. The phone number will route

them to a special Business Customer Care (BCS) Appl e CRU activation assistance group.

Note: If customer wants to purchase and activate an iPho ne the best option would be to activate as a new
consumer account with a new CTN (new number). If customer ever elects to transfer back to CRU with a non-

iPhone device their phone number will not be transf erred.

Specific steps for Business Customer scenarios:

New IRU customers need to be informed that they wil | need to add their FAN via

www.att.com/wirelessdiscounts or by visiting an AT&T retail store, after they ha ve

activated iPhone.

Existing IRU customers need to be informed that the y will have to select an iPhone Data

Plan during the iTunes activation process.

What to Say
What do | tell my customer regarding reason why CRU s aren't eligible for iPhone at launch?
If a customer asks why iPhone is not available to C RUs, please explain to them that due to
unigue processes, billing arrangements, and special ized offers available to CRUs, we are

unable to offer the device for CRUs at launch.

o iPhone uses a totally new and unique paradigm for device provisioning a nd
activation, which was not designed to accommodate t he special needs of CRUs,
including their unique offers, billing arrangements an d authorization rules.
0 Keep in mind the initial version of iPhone is a con sumer-oriented device which does
not support Blackberry, MS Direct Push or Good email clients.
“Mrs. Baker | know that you are interested in iPhon e. Itis a great device. However, if you do
not want to establish a separate account from your corporate account, nor convert to an
individual responsibility line, iPhone is not avail able to you. We have many other great devices
that | am sure will meet your needs and allow you t o keep all of your corporate line benefits.”
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What to Say

“Mr. Hunt | can certainly help you get an iPhone to day for your business account. Individual
responsibility business accounts are able to activa te iPhone, however, you will not receive any

device or service discounts with iPhone.”

Tips

|

iPhone offers access to many of today's most popula r email services including most IMAP and

POP3 services. The collection of capabilities that make it such a revolutionary consumer

experience can also make it a great corporate email device. Note that access to corporate email

via IMAP may require a user's IT department to chan ge settings on the server and firewall.

iPhone does not support our corporate email solutio ns such as Good Mobile Messaging, Microsoft

Direct Push, and Blackberry Enterprise Server.
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Prepaid Customers

iPhone is designed to be activated primarily on a p

the opportunity to first choose prepaid service, it

The prepaid choice will be GoPhone Pick Your Plan.

iPhone.

Details

The specific Prepaid scenarios include:

ostpaid account. Customers will not be given
will only be a choice should credit issues arise.

GoPhone Pay as You Go is not available with

Customers wanting to activate a new Pick Your Plan account,
Customers wanting iPhone who have an existing Pick Your Plan account, and
Customers wanting iPhone who have an existing Pay a s You Go Plan.

In all of these scenarios you will need to:

Follow the Retail Sales Process,

Discuss the Pre-Purchase Understandings with your ¢ ustomer,
Use appropriate qualifying questions to discover th e customer needs,
Inform the customer that they will need to subscrib e to the iPhone Data Plan during the

iTunes activation process,

Set expectations with the customer that during the activation process they will be
required to set up a new account and a new number w ith AT&T. They will be required to
select a postpaid service plan. They will be able t o choose Pick Your Plan if the credit

check returns a deposit.

Set expectations with the customer that Pay as You Go is not a prepaid option at all for

iPhone.

Specific steps for Prepaid Customer scenarios:

Set expectations for existing GoPhone customers, bo th Pick Your Plan and Pay as You

Go, that their existing account will still be activ e and they will need to cancel or give to

friends and family.
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Details

Migrating from Prepaid to Postpaid AFTER iPhone Activation

If customers activate iPhone on Pick Your Plan and want to move to postpaid, they will
follow the business as usual process to migrate. Th ey will take their number to postpaid
and their balance will be applied as a credit (e.g. their AT&T account changes from Pick

Your Plan to postpaid).

What to Say
“Mr. Cooper | am very glad to know that you have en joyed our Pick Your Plan service. iPhone will
require you to choose a postpaid plan. Either way your current Pick Your Plan line will still be
active, and you'll need to cancel it or give it to a friend or family member. Let me go ahead and
complete a Pre-Approved credit check for you to fin d out more about your options.”

Tips

|

Always stress the idea that an existing prepaid acc ount can be given to someone else, rather
than canceling the service!
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Unity Customers

iPhone represents a wonderful opportunity for us to sell all of our AT&T services! Pre senting Unity
offers to new and existing customers interested in iPhone will be very important and a great way
for you to make a more solid AT&T customer, with po tential for repeat business!

Details

The specific Unity scenarios include:
New iPhone customer also interested in Unity servic es,
Existing Unity customer purchasing iPhone
Existing customer purchasing iPhone and adding to t heir Unity account, and
New Unity Add a Line adding to an existing Unity Fa milyTalk account.
In all of these scenarios you will need to:

Follow the Retail Sales Process,

Discuss the Pre-Purchase Understandings with your ¢ ustomer,
Use appropriate qualifying questions to discover th e customer needs, and
Inform customer that they will need to subscribe to an iPhone Data Plan during the

iTunes activation process.

Specific steps for Unity Customer scenarios:

For new customers interested in Unity you will need to complete an eligibility check and
explain the Unity offer. Customer will activate us ing the iTunes activation process.
Once customer has activated iPhone they will need t o call into Customer Care

to select a Unity rate plan.

Existing customers switching an iPhone for another d evice on their Unity account will use
the iTunes activation process. The customer will ¢ omplete activation just like any other
existing customer keeping their current voice plan.

Existing Unity customers adding an additional line, the iPhone line, will use the iTunes
activation process. There is no additional in-store or customer action required

A new Unity line adding to an existing FamilyTalk P lan customer will use the iTunes

activation process. There is no additional in-store or customer action required
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What to Say

“Mrs. Sanchez | know you will enjoy iPhone, and | h ave some additional options for you to
enhance your communication services! I'd like to s hare information with you about our Unity
program, a program which allows you to easily take advantage of more than just wireless
services with AT&T.”
Tips
|
Listen closely in the Build Value step to details t he customer gives about their communication
needs. Customers will provide you with valuable in formation on how they communicate and

how Unity may work well for them.

Don't forget to hand the appropriate collateral to new customers interested in Unity to remind
them to call Customer Care to change their plan aft er the activation.
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Demo Devices

Demo devices will be available in most store locati ons on the day of launch, and they will be
connected to the iPhone display. The demo devices along with the iPhone displays will assist you in
the selling process as you share iPhone and all of its features with your customers.
Due to a delay in display installation, kiosks and a selected number of stores will not have a display
at launch; therefore, those locations will not have demo devices at launch.
Details
The demo devices will have the following items prel oaded on the device to assist with a great

customer demonstration:
Approximately 100 songs,
2 TV show clips,
2 Movie clips,
Approximately 50 photos,
An address book with 50 contacts (fake content),
Browser bookmarks,
Cities for weather,
Stock samples, and
Visual Voicemail samples.
You will also be able to demonstrate iPhone’s Wi-Fi capability at the iPhone display.

Note: The Wi-Fi connection will be available in mos t store locations and will only work

with your iPhone demonstration unit. Kiosk locatio ns will not have Wi-Fi connection.

Note: DO NOT sell demo devices under any circumstance. The un its have completed a

special provisioning process and are to be used sol ely for demonstration.
For locations without demo devices(i.e. in locations where the iPhone display has not arrived):

DO NOT open up boxes for a customer to view the device, as the device is considered

“used” once the box has been opened.

During the selling process follow the “Say it” trai ning. If the customers would like to see
the device, refer to the POP or show the device on- line at www.apple.com/iphone
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What to Say

“I can see that you have a great interest in the ne

phone’s functionality.”

Note: Due to bandwidth issues, some locations with
that require high data throughput. If your location
have limited Wi-Fi access in this location. Howeve

video or web applications such as Google Maps.”

w iPhone, I'd love to show you more of the

Wi-Fi will not be able to demo applications
is limited please explain “unfortunately we

r, | can show you pre-loaded TV, movies and

Tips

Practice your demo prior to presenting it to custom
learn quickly!
If you don’t have a demo unit in your store or kios

demonstrations on  www.apple.com/iphone

your presentation.

Listen closely to your customer to determine their

demonstrate the applicable iPhone features first!

and use their on-line flash demos to assist with

ers. Don’'t worry—it is an easy device to

k location, continue to review the

primary needs or interests so that you can

Overcoming Objections

Can't you just open a box and show me one?

Obijection Response

“No, | a

m sorry | cannot. Once it is opened
the device is considered used and | will not be

able to sell it.

Why don’t you have a demo phone?

We will receive ou

r demo units once our
display arrives. | would be happy to answer
any questions you may have and we can

review the iPhone demo on-line — the flash

demos are really good and informative.”
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AT&T Home Wi-Fi with iPhone (13 States Only)

Remember from Saturday’s sales coaching session tha
of AT&T, Randall Stephenson, says “this product is
change the way our customers view AT&T. We are quic
entertainment company and home solution products ar
will allow AT&T to bridge the gap between our tradi
and our in-home mobility solutions.

In addition to iPhone, when combined with our Home
mobility experience to our customers that no other

the ability to be truly mobile in their homes using
devices, as well as continuing to enjoy our ‘more b

the country (and via roaming around the world). Hom

get the maximum enjoyment from iPhone.

Details

t we discussed Home Wi-Fi and our President
a game changer”. We have the opportunity to

kly evolving into a communications and

e a vital part of the transition. iPhone launch

tional wireless solutions for outside the home

Wi-Fi service, we are offering an ‘everywhere’
company can offer. Our customers now have
iPhone, laptops, printers, or other Wi-Fi enabled
ars in more places’ wireless service throughout

e Wi-Fi is a ‘must have’ for our customers to

Home Wi-Fi network is as simple as broadband servic e with a wireless gateway. On a wireless

network a laptop, printer, and now wireless phones
through Wi-Fi signals transmitted from the wireless
Home Wi-Fi is simple; it is AT&T Yahoo! High Speed
the AT&T wireless gateway. These two components gi

mobile in their homes.

Advantages of Home Wi-Fi with iPhone:

You can use iPhone for web browsing anywhere in you

Utilize your home high-speed Internet connection w
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router (like AT&T Wireless Gateway).

Internet Service or FastAccess DSL plus

ve our customers the benefit of going

r home

ith iPhone
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Qualifying Questions for Home Wi-Fi

Do you currently have internet service?
What about wireless internet at home, work,

or other places you visit?

Who is your internet service provider? And
do you have a laptop or more than one

computer at home?

Did you know that you can have a wireless

network at home?

How much of your communication happens

through email?

What to Say

“iPhone is Wi-Fi enabled so if you had a home wirel

that network first providing faster downloads and a

“iPhone makes internet access portable. It automat

Use the answers as a means to sell AT&T
Broadband benefits such as enhanced e-mail,

web browsing, entertainment and more.

If they currently have AT&T Broadband but are
not wireless, this is a great opportunity to up
sell them on the AT&T wireless gateway and
give them the Home Wi-Fi experience for no

additional cost per month.

If they currently have a wireless router, they
can still take advantage of the Wi-Fi experience
with iPhone. If they don't, in addition to the
iPhone, offer the Home Wi-Fi Network — it's as
simple as signing and purchasing an AT&T
Wireless Gateway which will provide you the

freedom to go mobile in your home and beyond!

Determine what type of email user the customer
is. Review the unlimited storage feature and
ability to send large attachments with AT&T
Broadband.

ess network your iPhone would connect to

better experience.”

ically finds and connects to Wi-Fi networks

allowing you to surf the web at blazing speeds. Do you have a wireles s network at home?”

“iPhone will automatically connect to your Home Wi-
and when you’re out and about if your broadband ser
over 10,000 AT&T Wi-Fi Hot Spots across the nation!
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Tips
|

Leverage Home Wi-Fi to open the door to getting all the accounts and all the business.

Leverage home Wi-Fi by offering the AT&T Wireless G ateway promotion to all your customers.

iPhone applications will work best using the Wi-Fi network.

For out-of-footprint customers, they can still take advantage of the Wi-Fi feature of iPhone by

using their existing home wireless network.

Overcoming Objections

Objection Response

| already have a wireless router, why do |

need your device?

“With AT&T's Wireless gateway, you can
replace two separate devices with one box,

giving you the modem and router all in one.”

| have experienced weak wireless signals in

some remote part of my home

“With the Wireless gateway, there are three
internal antennas giving you better reception
than any other router on the market for

consumers.”

| don’'t need the Wi-Fi experience, my iPhone

operates on EDGE

“While you are correct on the EDGE
operations, utilizing your Wi-Fi network at
home and out at other locations will give you
broadband speeds. This allows your access to
movies, emails, music and more to be much
faster and a much better user experience.
And, iPhone will prefer and search for Wi-Fi
first before the EDGE network.”
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Ready, Set, Go!

It is almost time to begin selling iPhone! With al | of the
media buzz, customer inquiries, and everyone’s spec ulation
this device launch will be like no other! Obviousl y there is a
lot of information for you to remember at the time of
launch, but you can do it! Remember to use the fol lowing
resources:

iZone, on CSP

Training Workbook

Launch Training Materials

iPhone Job Aid — Summary

iPhone Customer Category Job Aid

These resources will help you remember the details,
processes, and tips for selling iPhone.

Remember, we are the ONLY provider of iPhone servic e.
So, we undoubtedly will gain new lines of service fr om other
wireless providers. But, it's about more than just iPhone

sales. There is an abundant opportunity to sell Fam ilyTalk
Plans to customers who come to get an iPhone. Cust omers
will walk in with the intentions of getting one iPh one... they
should leave with a FamilyTalk Plan, and a device t 0 meet
the needs for each person in their family. For the customer
to get the most value from AT&T (and from their new

iPhone), they should have their entire family with AT&T to
take advantage of our 61 million person calling com munity,

and over 100 million if on Unity plan.

And don't forget, iPhone launch presents the opport unity to
sell not only a revolutionary wireless device, but Home Wi-Fi
services and our Unity products. All of these prod ucts
compliment one another and lend themselves to the s elling

of the other.

Focus on iPhone plus the “family”, plus being “mobi le in the
home (i.e. Home Wi-Fi)". They fit together and off er our
customers the best environment in which to use thei r new
iPhone, and they provide the greatest value to the

customer. When you offer iPhone, FamilyTalk, and H ome
Wi-Fi — our customers will be asking themselves “wh y

wouldn’t | want to be truly mobile?”
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