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Interaction Flow 'z

iy

1. Initiate Service
Employees can submit requests for Concierge Services through a myriad ways: By Phone, using the Onsite Concierge, using The Source
web portal, from an email invitation (Spouses and Domestic Partners only), and through email.

2. Verify Terms & Conditions Have Been Accepted
The system validates the employee and verifies that they have accepted the Terms & Conditions before continuing.

3. Terms & Conditions
If an employee has not yet accepted the Terms & Conditions, they are presented to that employee either via email or online for the
employee to review and accept.

4. Thank You / Welcome Email
Once the Terms and Conditions have been accepted, a Welcome email is sent to the employee. This email contains further instructions for
future system use, additional methods for submitting requests, and a link to add a spouse or domestic partner who can also use the
Concierge system.

5. Update Spouse/Domestic Partner

Clicking the link in the Welcome email to add a spouse or domestic partner will open a new page. The employee can provide the email
address of their partner and the system will generate an email invitation to that person.

6. System Processes Request
Once the Terms and Conditions have been accepted, the details of the employee’s request can be submitted.

7. Request Acknowledgement
The employee then receives a confirmation that their request has been received and they will hear from a Concierge.
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Initiate Request by Phone

Bl
1. Initiate Service la. Phone
Employees have the option of submitting their
request via phone. They can call a dedicated Apple
Concierge who will submit their request for them
using Smart Agent.
I—l
2. Verify Terms & Conditions Have Been Accepted Y
The Concierge will use Smart Agent to verify that System Verification
the employee has accepted the Terms & of Terms & Agreed to Terms &
Conditions already before submitting the request. Conditions Agreement » CO”d'“O[‘)S
If not, they will initiate an email to the employee. by Employee Name Already Yes
No d
3. Terms & Conditions 3a. Email 3b. Online 3c. Agreement
Agreement Agreement Confirmation
If the employee has not yet accepted the Terms ] Torms & Thank You
the Concierge will generate an email to that — - Conditions
employee. This email contains a link to read and interdam phareaa Lo O et Set DB
agree to the Terms & Conditions and Privacy Comonst e s s et flag to
Policy online. Once accepted, the employee gets Sfli;iifii’fiﬁff;;a comamodo et ek soles “Accepted”
a confirmation message on the subsequent page, i nois relenisae state
and can then proceed to the request form. < Terms & it enim e
Conditions
4. Thank You / Welcome Email s, |
Once the Terms and Conditipns have been smm“ﬂim;ﬁf “ /Sé;mm;te\
accepted, a Welcome email is sent to the e s /" Request \
employee. This email contains further instructions from |
for future system use; additional methods for _;_}%S”g:rge”‘m \ Employee / ST N
submitting requests via the Onsite Concierge, The E T —— \ \Portal”/ / //See “Initiate’\
Source, and via email; and a link to add a spouse <FAdd Spouse/Partner T~ [ - - RECEIUES_KI by
or domestic partner who can also use the \ Reg:;'st,, /
; /
Concierge system. N~
5. Add Spouse / Domestic Partner 5a. Add Spouse/ o
Clicking the email link to add a spouse or domestic Domestic Partner 5b. Confirmation Dig’gi"g;iﬁ;
partner will open a new page. The employee can Update Spouse/ Confirmation Email
. . . Domestic Partner . otor <t mai
provide the email address of their partner and the Corem i dkor sit amt, v asiioing ot
system will generate an email invitation to that person. N"” o e e
ame commodo erat, eget sodales
email ] o /See “Initate |
Phone [ ] with
Invitation
email”  ,
~__7
6. Submit Request 6a. Smart Agent Request Form
Once the Terms and Conditions have been accepted, Request Form
the Concierge can submit the details of the Request
employee’s request using the Smart Agent interface
System processes
new request
!
7. Request Acknowledgement ;
The employee then receives verbal confirmation from
the Concierge that the request has been submitted.
Verbal Confirmation
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Initiate Request with Onsite Concierge

1. Initiate Service

Employees have the option of submitting their
request with the Onsite Concierge. This dedicated
Apple Concierge will submit their request for them
using Smart Agent.

1b. Onsite Concierge

The Concierge will use Smart Agent to verify that
the employee has accepted the Terms &
Conditions already before submitting the request.
If not, they will provide an iPad/computer with
which the employee can accept theTerms.

2. Verify Terms & Conditions Have Been Accepted v

System Verification
of Terms &

Conditions Agreement >

by Employee Name

Agreed to Terms &
Conditions
Already?

Yes

No:

3. Terms & Conditions

The iPad/computer will provide access to The
Source where the employee can submit their
credentials and then access the Concierge system,
thereby being directed to the Terms & Conditions
page where they can accept. Once accepted, the
employee is directed to a confirmation message.

1c. Employee Portal 3b. Online
Website (via iPad

Agreement

Terms &
Conditions

Lorem ipsum
dolor sit amet

Lorem Ipsum Bolor sit amet,
consectetur adipiscing elit-
Suspendisse sapien mi, pretium
ac commodo id, euismod eget
neque Nunc in magna nisl-

d  Make a Request D,

consectetur adipiscing elit.
Ut interdune pharetra Leo ut
olanait. Macenas facilisis
conmodo erat, eget sodales
weaurls blandit eget.
Pellentesque imperdiet
faucibus dignissine.

Loren ipsum dolor sit amet,

3c. Agreement

Confirmation

Thank You

Set DB
flag to
“Accepted
" state

4. Thank You / Welcome Email

Once the Terms and Conditions have been
accepted, a Welcome email is sent to the
employee. This email contains further instructions
for future system use; additional methods for
submitting requests via the phone, The Source, and
via email; and a link to add a spouse or domestic
partner who can also use the Concierge system.

B Lorem ipsum dolor |
sit amet, consectetur
adipiscing elit. ut
Gnterdum pharetra Lo ut
blandit. Maecenas facilisis
commoro erat, eget sodales

e Source
mail

NANN

“oN
/5/88 “Initiata
; Request \

wauris blandlit eget. |
Pellentesque imeperdiet fauctbus from -
digunissim. Nullan ut enine \ Employee / e .

FAdd Spouse/Partner > l
[ oeC opouserariner |

N
\ Portal” 7/ /See “Initiate’\
~ < /
e Request by \
- Email
\ N Request” ,
- -

—_—

5. Add Spouse / Domestic Partner

Alternatively, clicking the link in the Welcome Email will
open an online form in which they can add their spouse or
domestic partner to the system as another user. The
system will generate an email invitation to that person.

5a. Add Spouse/
Domestic Partner 5b. Co

> Update Spouse/
Domestic Partner

Lorem tpsunm dolor sit anet,
consestetur adipiscing elit.

Loren ipswy

Confirmation

consectetur adipiscing elit. Ut
interdun pharetra Leo ut

Send Spouse/
Domestic Partner
Email

nfirmation

. dolor sit amet,

——

N blandit, Maecenas facilisis 7 ~
ame (] commarl eat, et sodales N
email | wauris tlandit epet /See “Initiate’\
Ph Pellentesque imperdiet with
one ]
Creacaliiequset Invitation
email”
~ 7

—_—

6. Submit Request

Once the Terms and Conditions have been accepted,
the Concierge can submit the details of the
employee’s request using the Smart Agent interface.

6a. Smart Agent

Request Form

Request

System processes
new request

7. Request Acknowledgement

The employee then receives verbal confirmation from
the Concierge that the request has been submmited.

Verbal Confirmation
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Initiate Request from Employee Portal

Bl
1. Initiate Service 1c. Employee Portal Website
Employees have the option of submitting their —.
request through The Source. From this portal a link Lorem ipsum
takes the employee to the Concierge Request falorl sit amet
System. ot
Suspendisse sapien mi, pretium
ac commodo id, euismod eget
neque- Nunc in magna nisl-
I—l
2. Verify Terms & Conditions Have Been Accepted v
The Request System first validates that this System Verification
employee has accepted the Terms & Conditions of Terms & Agreed to Terms &
based on the encrypted employee ID associated Conditions Agreement by Conditions
with the authentication they used to access The Encrypted Employee ID) Already? Yes
Source in the first place.
No=
L . 3c. Agreement
3. Terms & Conditions 3b. Online Agreement Confirmation
If the employee has not yet accepted the Terms & Terms & Thank You
Conditions, they are redirected to a Terms & C””""’”"';S
e Lorem ipsum dolor sit amet,
Conditions page to do so. consastnur adipissing i e
interdum w’u’«:’i LL;DDV::K im:i:
oo i Aot Set DB Flag to
e e “Accepted” state
wauris, vitae mollis augue.
4. Thank You / Welcome Email oo o oo
sit amet, consectetur 4—
A adipiscing elit. Ut - T~
Once the Terms_a_nd Conditions have been af:cepte(_i, w,d’mm,’;ﬂg’u& /{ee “Initiate
a Welcome email is sent to the employee. This emalil f;ij:ﬁ;:jj‘gjfj;;;‘;f / Request \
contains further instructions for future system use; oot eyt s from _
additional methods for submitting requests via the Jignissine Mullam ut enine \ Employee / p i N
Onsite Concierge, the phone, or email; and a link to E%m_ \ Portal" 7 / 'Sqee '”'“Ege \
add a spouse or domestic partner who can also use FAQd Spouse/Pariier > | = qulrf;tl Yo
the Concierge system. \ Request’ ,
N~
5. Add Spouse / Domestic Partner 5a. Add Spouse/ - cend Sooueel
Alternatively, clicking the link in the Welcome Email will Domestic Partner 5b. Confirmation o o
open an online form in which they can add their spouse or Update Spouse/ . .
. P P Confirmation Email
domestic partner to the system as another user. The Domestic Partner Lorem tpsun dlor st am,
system will generate an email invitation to that person. e onct piechng 0 ut o
Name [:1 MW“QMM?Mim;iS - ~ N
email | i blawit eget /See “Initiate \
Phone [: Pellentesque inperdiet with
Invitation
email”
~__7
6. Submit Request Sl Qe e
Form
From the Spouse/Partner Confirmation page, the R
o . equest Form
employee is directed to the Online Request Form.
In future visits to the system, the employee will link Request
directly to this page from The Source and can submit
the details of their request into the Online Request System processes
Form page. new request
Submit
7a. Online
7. Request Acknowledgement : :
; _ Confirmation Page
The employee then receives page confirming that -
their request has been received and they will hear C"ji"ﬂ‘ﬁ"’”{t
from a Concierge. P
blandit. Maecenas facilisis
conmorlo erat, eget sodales
wauris blandit eget.
Pellentesque inperdiet
[ Finished |
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Initiate Request from Email Invitation ﬂ

.. . 1d. Email Notification/Invitati
1. Initiate Service d. Email Notification/Invitation

Spouses/Domestic Partners can click the request
link in their Email Invitation. This link opens the
request system within a web browser.

j

(<Click Here~>
—

2. Verify Terms & Conditions Have Been Accepted v

The Request System first validates that this System Verification of

Spouse/Domestic Partner has accepted the Terms & Conditions Agreed to Terms &

Terms & Conditions based on an encrypted Agreement by Conditions

unique ID in the link in the Email invitation. encrypted unique 1D Already? Yes

No-
L . 3c. Agreement

3. Terms & Conditions 3b. Online Agreement g

Confirmation

If the partner has not yet accepted the Terms &
Conditions, they are redirected to a Terms &
Conditions page to do so.

Terms &
Conditions

Loren tpsum dolor sit amet,
consectetur adipiscing elit. Ut
Unterdune pharetra Leo ut blandit.

Thank You

Maecenas facilisis commodo erat,
eget sodales mawris blandit eget.
Pellentesque mperdiet fauclous
dignissin. Nullan ut eain
weauris, vitae mollis augue.

Set DB Flag to
“Accepted” state

4. Thank You / Welcome Email s -—————
adipiscing elit. Ut

Once the Terms and Conditions have been accepted, e o its
a Welcome email is sent to the partner. This email conmmoto i cot sodiles
contains further instructions for future system use and T e e _
additional methods for submitting requests via the %@ /oo nitiatd

N <[ Emall ee “Initiate \
phone, or by email. —| I Request by \

Email

\ R t 4
Request”

~__7

5. Add Spouse / Domestic Partner

6. Submit Request 6b. Online Request Form

From the Terms page, the partner is directed to the Request Form
Online Request Form.

In future visits to the system, the partner will link directly
to this page from The Source and can submit the details
of their request into the Online Request Form page. For
the Spouse/Domestic Partner who has arrived on this
page immediately after accepting the Terms and
Conditions, a “Thank you” confirmation is also added to
the top of the page.

Request

System processes
new request

7a. Online

7. Request Acknowledgement Soiiimationieane

The partner then receives page confirming that their
request has been received and they will hear from a
Concierge.

Confirmation

Lovem ipsu dolor sit

conseotetur adipis pe
interdum pharetra Leo
olandit. Maccenas facilisis
commodo erat, eget sodales
wauris bland
Pellentesque imperdiet

Page 6




Initiate Request by Email Request

Bl

1. Initiate Service le. Email Request

Employees have the option of submitting their B —

request via Email. They can send a detailed request —_—

to a dedicated email address.

Request...
I
I—|
2. Verify Terms & Conditions Have Been Accepted Y
. . System receives email
The system will process the email and, based on Y d verifi
) ) ’ and verities Agreed to Terms &
the employee’s email address, first verify that the Terms & Conditions P
o Conditions Yes
employee has accepted the Terms & Conditions. Agreement by Already?
Email Address ready:
No=
L 3a. Email 3b. Online 3c. Agreement

3. Terms & Conditions AT o Confirmation

If the employee has not yet accepted the Terms & Terms &

. oo . ) Lorem ipsum dolor Thank
Conditions, an email is sent to them. This email B;‘;;f:ﬁ:;:‘:“f:“* Conditions ank You
contains a link to read and agree to the Terms & intaron phartra ot e e i e Set DB

. A N . blandit. Maccenas facitisis s €]

Conditions and Privacy Policy online. Once comamodo erat, eqet sodales Dot mgtetmas fasisis flag to
accepted, the employee gets a confirmation o e “Accepted”
message on the subsequent page. Palentesae imperdict state
< Conditions
4. Thank You / Welcome Email
- T~
Once the Terms and Conditions have been accepted, e, 4—‘ /See “'”'t'a‘e‘\
a Welcome email is sent to the employee. This email oot ising e >/ R‘?r‘l‘:sm \
contains further instructions for future system use; i, psnas fuisi | e /
ta 1o : commodo erat, eqet sodales \ Employee ——
additional methods for submitting requests via phone, wawls andiccott. »
€ ' I Pellentesque imperdiet fauctbus \ Portal ~ 7See "Initi t\
the Onsite Concierge, and The Source; and a link to | i sl ¢ o ~S—-7 Ree ”'t'ek‘)e \
add a spouse or domestic partner who can also use Shoeauce ; . equestby
) < Emal > Email
the Concierge system. A Spouse/Partner > \\ Request’ ,
| S
5. Add Spouse / Domestic Partner 5a. Add Spouse/ - Send Spousel
Alternatively, clicking the link in the Welcome Email will ~ Domestic Partner 5b. Confirmation Domestic Partner
open an online form in which they can add their spouse gPdﬂb;?P;"S:/ Confirmation Email
or domestic partner to the system as another user. The [";":‘m’jt"(’”" Lo psn o it o,
system will generate an email invitation to that person. constezi adpissing el ek phvara s . _
Name [ ] B d S
Email [:| maris bladit eget. /See “Initiate \
Phone [:l Pellentesque imperdiet with
Invitation
email”
~__7
6. Submit Request
Once the Terms and Conditions have been accepted,
the original request email contents are submitted into
the system as a new request. Request text from email
processed into Submission
Notification sent to
Concierge
7b. Emailed
7. Request Acknowle.dgement‘ . Confirmation
The employee then receives an email confirming that
their request has been received and they will hear N — -
from a Concierge.
Request
Summary...
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Email Agreement ."!

Step 3(a). Email Agreement
ﬁ ™

Thank you for using Apple Concierge Service Request system- Before we can fulfill
your request, you must first agree to the program’s Terms of Use and the

Privacy Policy-

Follow the link below and then on following webpage, indicate that you have read
and you agree to the Terms of Use and the Privacy Policy as found online here-@

N )

Notes:

1. The acceptance of the Terms is done on the Terms & Conditions web page, and the
email simply acts as a link to that. All related interaction therefore, takes place in a

browser.
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Online Agreement

Step 3(b). Online Agreement

Terms of Use

Privacy Policy

Terms & Conditions

To get started, please review and accept these policies
for the Apple Concierge site

—
Lorem Ipsum Bolor sit amet, consectetur

adipiscing elit- Suspendisse sapien mi, pretium
ac commodo id, euismod eget neque- Nunc in
magna nisl- In pretium semper imperdiet-
Quisque vel velit vitae nisl feugiat malesuada-
Lorem Ipsum Bolor sit amet, consectetur
adipiscing elit- Suspendisse sapien mi, pretium
ac commodo id, euismod eget neque- Nunc in
magna nisl- In pretium semper imperdiet-
Quisque vel velit vitae nisl feugiat malesuada-

Q>

[ ] tAgree

Lorem Ipsum Bolor sit amet, consectetur
adipiscing elit- Suspendisse sapien mi, pretium
ac commodo id, euismod eget neque- Nunc in
magna nisl- In pretium semper imperdiet-
Quisque vel velit vitae nisl feugiat malesuada-
Lorem Ipsum Bolor sit amet, consectetur
adipiscing elit- Suspendisse sapien mi, pretium
ac commodo id, euismod eget neque- Nunc in
magna nisl- In pretium semper imperdiet-
Quisque vel velit vitae nisl feugiat malesuada-

QA>

[]tAgree

Cancel and Close
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Agreement Confirmation

Step 3(c). Agreement Confirmation

f=Ic

Thank You for accepting the terms and conditions-

Continue

Page 10




Thank you / Welcome Email n

Step 4. Thank You / Welcome Email
ﬁ ™

Thank you for agreeing to the Apple Concierge Terms and Conditions- Your
account has been updated- You can read more information about the variety of
services available here-

You may now submit requests to the Apple Concierge Service through any of the
available means---

By Phone: XXX-XXXX

Online
@ By Email by sending a detailed request to XXXXXXXX@app/e~com@

The Apple Concierge Service is also available to your spouse or Domestic Partner-
To enroll that person, please supply their contact to us at this page:

@)

N )

Notes:

1.This link opens a static page that contains further detailed instructions about using
the Concierge system.

2. This link opens the Online Request System

3. This link will start an email addressed to the appropriate address to the employee
can initiate a new request by email,

4. This link opens the “Add a Spouse or Domestic Partner” page. This dynamic
paragraph is not present when this is sent to a Spouse or Domestic Partner.
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Add Spouse /DP E

Step 5(a). Add Spouse/Domestic Partner Online

Add Spouse / Domestic Partner
QbThaﬂk you for agreeing to the Apple Concierge Terms and Conditions-

You are now confirmed and welcome to use the Apple Concierge
services

Apple’s Concierge service is also available to your spouse or domestic
partner- Please provide their Name, Email address, and Phone
number below so we can send them a personalized invitation:

Name:

I |

Email:

|

Phone Number

|
| |
Skip this Step é ‘s

N )

Notes:

1. This initial confirmation message is only present when an employee has arrived on
this page by way of accepting the Terms & Conditions. This is the confirmation of that

acceptance.
2. The Skip This Step link bypasses this form and opens the Request Form.

3. The Submit button submits the spouse information and then opens the Request
Form.
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Spouse/Partner Confirmation 'a

Step 5(b). Online Request Form

Spouse / Domestic Partner Confirmation

Tl

Thank you for the information- An email has been sent
to , and they can begin using the Concierge
services:

Create Request

Notes:
1. The spouse’s / domestic partner’'s name is inserted here as a confirmation.
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Smart Agent Request Form

Step 6(a). Smart Agent Request Form

This page is within Smart Agent, and the interface already exists. Mockups will not

be included
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Online Request m

Step 6(b). Online Request Form

Concierge Service Request

Tl

To request concierge services, please provide as much
detail as you can about your request in the field below-

If our concierges have any questions, they will contact
you-

Request Details:

Cancel and Close Submit Request

Page 15




Online Confirmation n

Step 7a. Online Confirmation

Thank you for your recent Concierge Service request- Your request is being processed
and you will hear from a concierge shortly-

@ For your records, the details of your request are below:

Lorem Ipsum Bolor sit amet, consectetur adipiscing elit- Suspendisse sapien mi,
pretium ac commodo id, euismod eget neque- Nunc in magna nisl- In pretium
semper imperdiet- Quisque vel velit vitae nisl feugiat malesuada-

Lorem Ipsum Bolor sit amet, consectetur adipiscing elit- Suspendisse sapien mi,
pretium ac commodo id, euismod eget neque: Nunc in magna nisl- In pretium
semper imperdiet: Quisque vel velit vitae nisl feugiat malesuada-

Lorem Ipsum Bolor sit amet, consectetur adipiscing elit- Suspendisse sapien mi,
pretium ac commodo id, euismod eget neque- Nunc in magna nisl- In pretium
semper imperdiet: Quisque vel velit vitae nisl feugiat malesuada-

N )

Notes:

1. This page is presented as a confirmation only to those employees who have
submitted their Request via the Employee Portal.
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Emailed Confirmation n

Step 7b. Emailed Confirmation
ﬁ ™

Thank you for your recent Concierge Service request- Your request is being processed
and you will hear from a concierge shortly-

@or your records, the details of your request are below:

Lorem Ipsum Bolor sit amet, consectetur adipiscing elit- Suspendisse sapien mi,
pretium ac commodo id, euismod eget neque- Nunc in magna nisl- In pretium
semper imperdiet- Quisque vel velit vitae nisl feugiat malesuada-

Lorem Ipsum Bolor sit amet, consectetur adipiscing elit- Suspendisse sapien mi,
pretium ac commodo id, euismod eget neque: Nunc in magna nisl- In pretium
semper imperdiet: Quisque vel velit vitae nisl feugiat malesuada-

Lorem Ipsum Bolor sit amet, consectetur adipiscing elit- Suspendisse sapien mi,
pretium ac commodo id, euismod eget neque- Nunc in magna nisl- In pretium
semper imperdiet: Quisque vel velit vitae nisl feugiat malesuada-

N )

Notes:

1. This email is sent as a confirmation only to those employees who have submitted
their Request by email.
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