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IN THE MATTER OF

APPLE COMPUTER , INe.

CONSENT ORDER , ETC. , IN REGAR TO ALLEGED VIOLATION OF
SEC. 5 OF THE FEDERAL TRADE COMMISSION ACT

Docket C-3890. Complaint, July 1999- Decisioll, July , 1999

This consent order, among other things , prohibits Apple Computer, Inc. , a
California-based manufacturer and distributor of personaJ computers and other
personal computer hardware and software products , from misrepresenting the terms
of any technical support service offered in conjunction with the sale of such

products. The consent order requires the respondent to provide access to technical
support personnel at no charge to consumers who have been promised such support.
The consent order also provides a refund to each slIch consumer who has paid to the
respondent a fee for technical support services.

Participants

For the Commission: Matthew Gold, Linda Badger and Jeffrey
Klurfeld.

For the respondent: Barry Cutler, Baker Hostetler Washington
e. and Mike Rubin and Larry Lowe in- house counsel , Cupertino

CA.

COMPLAINT

The Federal Trade Commission , having reason to believe that
Apple Computer, Inc. , a corporation ("Apple " or "respondent ), has
violated the provisions of the Federal Trade Commission Act , and it
appearing to the Commission that a proceeding by it in respect thereof
would be in the public interest , alleges:

1. Respondent Apple is a California corporation with its principal
office or place of business at One Infinite Loop, Cupertino , California.

2. Respondent has manufactured , advertised , labeled , offered for
sale , sold , and distributed personal computers , plinters , scanners and
other computer products to the public. From approximately September

1992 , until approximately April 1 , 1996 , Apple promised United
States purchasers of these products that live , toll-free technical support
would be available at no charge for as long as the purchaser owned the
product.

3. The acts and practices of respondent aJleged in this complaint
have been in or affecting commerce , as "commerce " is defined in
Section 4 of the Federal Trade Commission Act.
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4. Respondent has disseminated or has caused to be disseminated
advertisements for Macintosh personal computers , Apple printers and

. Apple scanners , incJuding but not necessarily limited to the attached
Exhibits A through D. These advertisements contain the folJowing
statements and depictions:

A. "We build all our products to be easy to use, but if you ever need help, rest
assured. Apple technicians are here with service and support, on our toll fTee
service hotline, I 800 SOS-APPL."
(Exhibit A (direct mail advertisement))

B. "A PARENT'S GUIDE TO COMPUTERS
SERVICE AND SUPPORT
YOU'LL FIND EVERYTHING you want in a Perfonna: just the right hardware
configuratjon , easy setup, and bundled software to make you productive right away.
You also get toJI- free technical support over the phone for as long as you own your
Perfonna. No matter what your problem , a customer support representative will
talk you through each step in the solution.

(Exhibit B (Special advertising section insert: "A Parent's Guide to
Computers.

e. "Apple Resource Guide
re Here When You Need Us

Most important, Apple Assurance is part of every product Apple makes. Through
Apple Assurance you have toll-free telephone access to Apple when you have
questions about setting up and using your Apple product, and in case you require
hardware repairs.

Every Apple product includes Apple Assurance. Apple Assurance includes ' up and
running ' support for as long as you own your Apple product. Trained staffmembers
are ready to help you with the following topics:

Installation and setup

Compatibility with third-party hardware and software products
Referralsfor support of third-part products

Hardware and softare troubleshooting

Dispatch of a service representative to your home should your system need to
be repaired

User Assistance is open fi'om Monday through Friday 6:00 A.M. to 6:00 P.
Saturday 8:00 A.M. to 6:00 P. , and Sunday 8:00 A.M. to 5:00 P.M. Pacific
time,

(Exhibit C (Product insert: "Apple Resource Guide
D. " ll help keep you up and running. . .

For as long as you own your Apple product.
Thank you for purchasing this Apple product. With your purchase you receive '
and running ' support from Apple as long as you own your Apple product. Specially
trained staff members are ready to assist you in installation and set up,
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compatibility, hardware and somvare troubleshooting, and product referrals...
can provide you with:
Toll-Free User Assistance
We give you direct access to onr specially trained stam They can assist you with
information on:

Installation

Compatibility

Configuration

Basic product use

User Assistance is available Monday through Friday excluding holidays. Hours in
the United States are 6 a.m. to 6 p.m. Pacific time.
Call User Assistance at:

800-S0S-APPL (1-800-767-2775)"

(Exhibit D (In-Box Registration Card))

5. Through the means described in paragraph four, respondent has

represented , expressly or by implication , that a consumer purchasing
an Apple product would have toll-free telephone access to Apple
technical support personnel , at no charge , for as long as the consumer

owned the product.
6. In truth and in fact , consumers purchasing Apple pro duets

between approximately September 1 1992 , and April 1 1996 , did not

have toll-free telephone access to Apple technical support personnel
at no charge , for as long as they owned the product. In October
1997 , Apple began charging these consumers a fee for access to
Apple technical support personncl. Therefore , the representation set
forth in paragraph five was , and is , false or mislcading.

7. The acts and practices of respondent as alleged in this
complaint constitute unfair or deceptive acts or practices in or
affecting commerce in violation of Section 5(a) ofthe Fcderal Trade
Commission Aet.
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EXHIBIT A

Complete your system with one of our

versatie, affordable printers.
\Vhelher you selec! the affordabJtty of the Stylel)!rite( I J, the price/performance value of the Color S 'leWri!er" Pro , or the

high-end capabilties of the Personal LaserW'riter" 300 and Personal LaerWriter 320 , these prmters wUl brmg your ideas to fe.

StylcWfl rll
.C("H , in'. "lrrinlin
.y,odpillS- qLJOjit.OLJlP'
. Cobl, & io, C;rid 1 ,nclud
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Co!or StvleWriter Pr
.lJfol1hbl,'mlcr nnl;ng

i6cp,
.CJ;f,' ,,,k'Muid;; indude

$557

TI Aple Educat Advan
Since 1987 Ap !i of edo spia
dio an gJde 00 oornputc 10 !l 
hO!T So al the advaroiariMacintGsh a.c

with th m ri edo 1i)I - 
pral sc bo me PTAI
extI offcers, an AIINC members,' An

Wlth nO\ f3SronrianaJS)
crjlfor)l hothperf""
Maln !i ""beea

Offer expire .lul\' r 199';. so call today

1 800 959-2775 "\1 ;05
I1\ a \1:1'. - 11::,':1 \\L' l'k

18 Be one of the first to order a computer sytem or

f;: printer and n:ceive HomePubjjsher for only $29*

...

PersonaJLarWriter300
.TrL'f)OO dpl Iw, prin
.CQ' P/. e,"'rg..IT"ifnl d,,'g.n
80bif&totCruidinclWe

$579

Personal LarWriter 320
8F.nhii'1'Jdjii:trprinilng
8I.ob- r",l5npl u-IZ
8Cik&Wne=d .!)rlJ

$843

5 reasons to buy direct from Appl8

It's a great dea.
W'hn)Worder)W,nomecompllterthmug)thAppJeEducror
Ad\Wl progr, ugr!SpKiaJdiscO\Ol.oothelatropuler.
an softar, cr.oSlo just forecucaJlX5 li)W
It'seas
YOlkn; plprouC''sorea. tolJ and1Iwthey l!f rog€1.

r1her12qhoursad:y, 7da)'aWlk. JlJlcaIHOO!f9-m5.
ex 5D3. with)Wr cret ca. =pt ,1sa, Masn. . Ameri

anDisaJvcr-

It'scomplele.

Apexper1h l'pu!togrtherl. rytlingyouoced ro\l"erfu.
computers ID exci ng softar chos ju.! for)W An 001' i\pl aM
offerdisiltysoluliornthroug)ECucarorAdta

Itsfasl.
Per;:Hng prouct :wi l', O\)W ca choo sped ne- day

!iry, to get )Our flW Matinto4 Mg)t away. Or)W may prefer

I!guUPSselY fordeliin31D7da Ju.!letlJk.ov.an
YOIlMatin!0..ilbtoniuur doo,slep-asfa.!a. uoerit
It's dependable.

Webuilda!ourproducttobeeaslouse, bulif ueYerr.etdhelp.
rela.Ul!d. Appletechnician:uhcl'withser iceands1Ipport

Olrtc- fre.srviceholl 1800SQS-APPL
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EXHIBIT B

A PARNT'S GUIDE
TO COMPUTERS

EI"RITHIXG A :'\Er CO.\IPLTER SHOPPER :\EEDS TO 1\'\0\\'

. What you can do with a computer

. How to choose a computer

. The exciting new world of multimedia

. Useful computer terms

EXHIBIT B
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EXHIBIT B

TH E

MACIOSH PERFORM
THE PERFECT

CHOICE
THE PO\\'ER A. D SI,IPLlr:ITY

of \h I", In" r' il the crre(1
,haice for .'-er,,,nr;11 ,he lamil,
Mor. ""de,m ,,,. Appk p rson.1
rOlnpu,"",h.nan !h.,brand
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and e.,y 10 ulc. And each

Perform. ,an run .nyorlhe lirer-
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and ellerl2jmenl program.

",ajl.ble

EVERYTHING
YOU NEED TO
GET STARTED

A PERfORMA MAKES
compuler,hopping a.' eas a5
can (x. AJI you ha" \0 decide

hi(h odd l,uiL5your
nccw. Apple hi\ dOf\ oJl1h

'L Ev rying you n d i, in
box: th wmpu! r, a color

moniror. a keyboard, " mo"" . a
fax/mod , UplO 16sof"'"M p'o-

grm" digita sound, and 'peak-
e,(,), Some modd, n ha"
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(:J- RO\lrlr'H.I)\JiIL, igh,il1

I"n"'''' (Jlt. dpla\''pril1g'ID
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,'o';'ge, .n" Cll ""croprocc,.
"" 10 hep "cp \\ill, improv
melli, iLl 'ech' ,,lo I,,,cha'L
t'D' n . Po\\nPC chip)- Adding
..o,l,erllornrli"i\'e. ""anncr
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EXHIBIT C

000024
APPLEJ

Apple ReDure Guide
8I# Support, Servce, and Thg

Includes your Apple On-Year Limited Warran and Apple Softaf License Agreeme

EXHIBIT C
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EXHIBIT C

reHei-e \X11en Yt)L1 Need Us
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LlsingyOlJ , prltpn.xtun, JDd;nGl.\\' OU reqUlehJrd"'-Jre

rep:m,: I ,Jdilion , we park lomprehrn,;\'e 'UppOl malem:
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How 1b Find Us 
PrDductSUPPDrt ueslonsAboutSet1jng
Up and Using Your Apple CompLiter

/i" IN'ffl,,-IIIII(r ih1"lIdlri'(iII-'
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/,,.

p,,iJ"( ic""''/lIm':' !''liI
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Alliar!(ememhfr;

80732-3131 ext. 40
rorinjomIlIlDlluoow\\u,kliride
Disabilic\'SoIulioO/,
(40) 914-9'0 Of

141)974-7911 (TD)

Cusomer Relations
To speaR "'llhlil.-:.pl I'pn"'ell"I1'
"bou.ICISIDiI"" ellili()mWII(em_

80776-

000025
APPLEJ
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Product SUP!,XJ!
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Itll.t:rqul':Jiill1 JhOUI \uflwJre. vou em oflen find an $wer hydiki the '
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EXHIBIT D

",I"
.oPPLE.;

For as long as you own yourApple product.
Thank you for purchasing this Apple product. With your purchase you rcceive "up and funning" support from

Apple as long as you own your Apple product. Specially trained staff members are ready (0 assist you in
installation and ser up, compatibility, hardware and sofrware troubleshooting, and product referrals. We do need
10 hear from YOU 5() please fill out and return your registration card today
We can provide you with:
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DECISION AND ORDER

The Federal Trade Commission having initiated an investigation
of certain acts and practices of the respondent named in thc caption
hereof, and the respondent having been furnished thereafter with a
copy of a draft complaint which the Bureau of Consumer Protection
proposed to present to the Commission for its consideration and
which, if issued by the Commission, would charge respondent with
violation of the Federal Trade Commission Act; and

The respondent , its attorney, and counsel for the Commission
having thereafter executed an agreement containing a conscnt order
an admission by the respondent of all the jurisdictional facts set forth
in the draft of complaint, a statement that the signing of said

agreement is for settlement purposes only and does not constitute an
admission by respondent that the law has been violated as alleged in
such complaint , or that the faets as alleged in such complaint, other

than jurisdictional facts , are true , and waivers and other provisions as
required by the Commission s Rules; and

The Commission having thereafter considered the matter and
having determined that it had reason to believe that the respondent
violated the said Act , and that a complaint should issue stating its
charges in that respect , and having thereupon accepted the executed
conscnt agreement and placed such agreement on the public record
for a period of sixty (60) days, and having duly considercd the

comments filed thereafter by interested persons pursuant to Section
34 of its Rules , and having modified Appendix A to the order in

several respects, now in further conformity with the procedure
prescribed in Section 2. 34 of its Rules , the Commission hereby issues
its complaint, makes the following jurisdictional findings and enters
the following order:

1. Respondent Apple Computer, Inc. , is a California corporation
with its principal office or place of business at One Infinite Loop,
Cupertino , California,

2. The Federal Trade Commission has jurisdiction of the subject
matter of this procceding and of the respondent , and the proceeding
is in the public interest.
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ORDER

DEFINITIONS

For the purposes of this order, the following definitions shall
apply:

1. Unless otherwise specified respondent shall mean Apple
Computer, Inc., a corporation , its successors and assigns , and its
offic , agents , representatives and employees.

2. " Covered product shall mean a product listed in Appendix A
that was purchased in the United States.

3. "Eligible person shall mean the original owner (or original
user) of a covered produet , or any member of the immediate family
of such person.

4. "Commerce shall mean as defined in Section 4 of the Federal
Trade Commission Act, 15 U. e. 44.

It is ordered That respondent, directly or through any

corporation, subsidiary, division, or other device , in connection with
the manufacturing, labeling, advertising, promotion, offering for sale
sale , or distribution of any product , in or affecting commerce , shall
not misrepresent , in any manner, expressly or by implication, the
terms of any technical support service offered in conjunction with the
sale of such product.

II.

It is further ordered That respondent, directly or through any
corporation, subsidiary, division , or other device , shall provide access
to technical support personnel , at no eharge , to each eligible person
who provides the valid serial number of a covered product for as long
as such person owns the covered product. Such access shall be
available within the United States through a toll-free telephone
number.

It is further ordered That respondent, directly or through any
corporation , subsidiary, division , or other device , shall in accordanee
with this Part, provide a refund to each eligible person who has paid
to respondent a fee for technical support services for a covered
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product, and notifY each such person that future technical support for
the covered pro duet wiU be available at no charge.

A. Within five (5) days from the date of service of this order
respondent shaU compile a list containing (1) the name and last
known address of each eligible person who has paid to respondent a
fee for technical support services for a covered product; and (2) the
total amount each such person has paid. In addition , respondent shaU

retain a National Change of Address System ("NCOA") licensee to
update this list by processing the list through the NCOA database.

B. Within twenty (20) days of the date of service of this order
respondent shaU send via first-class mail , postage prepaid , a Notice
of Refund in the form set forth in Appendix B to each eligible person
whose name appears on the list required by Part III.A of this order.
Respondent shaU credit the eligible person s credit card account for
the amount reflected on the list required by Part III.A of this order
and include notification of this action in the Notice of Refund.
Alternatively, respondent shaU include with thc J\otice of Refund a
refund check for the amount reflected on the list required by Part III. A
of this order.

C. No information other than that contained in Appcndix B shaU
be included in or added to the Notice of Refund , nor shaU any other
material be transmitted therewith , except for (1) a refund chcck , if
appropriate; and (2) a copy of Appendix A , at respondent' s discretion.
The envelope containing the Notice of Refund shaJl be in the form set
forth in Appendix e. For each mailing returned by the U.S. Postal

Service as undeliverable for which respondent thereafter obtains a
corrected address , respondent shaU , within fifteen (15) business days
after receiving the corrected address , send a Notice of Refund and , if
required by Part m.B of this order , a refund check , to the corrected
address.

D. For a pcriod of one hundred twenty (120) days from the date

of service of this order, respondent shaU send a Notice of Refund and
ifrequired by Part m.B of this order , a refund chcck, to each eligible
person who: (1) paid a fee for technical support services for a
covered product; (2) was not reimbursed pursuant to Part III.B; and
(3) contacts respondent or the Commission in any manner. Each
mailing shaU be made within fifteen (15) days after respondent
receives such person s name and address.
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E. For a period of one hundred twenty (120) days from the date

of service of this order, respondcnt shaU provide , and adequately staff
during ordinary business hours, a taU-free telephone number to
answer questions and provide information relating to this refund
program.

F. Within one hundred fift (150) days of the date of service of
this order, respondent shall fumish to Commission staff the
following:

1. A computer print-out copy of the list required by Part !II.A of
this order, as well as the list in computer readable form (as set forth
in Appendix D);

2. In computer readable form (as set forth in Appendix D) and in
computer print-out form , a list of the names and addresses of each
eligiblc person who was sent a Notice of Refund pursuant to Part
!II.B of this order , and for each name included on the list , either (a)

the amount, check number and mailing date of the refund check; or
(b) the amount credited to the crcdit card account and the mailing date
of the Notice of Refund;

3. In computer readable form (as set forth in Appendix D) and in
computer print-out form , a list of the names and addresses of aU
consumers who contacted respondent or were referred to respondent
by the Commission in accordance with Part m.D of this order;

4. Copies of aU correspondence and other communications to
from , or concerning all consumers who rcquested a refund but were
refused, and the reason( s) for denying the refund;

5. AU copies of the Notice of Refund returned to respondent as
undeliverable; and

6. All other documents and rccords evidcncing efforts made and
actions taken by respondcnt to idcntify, loeatc , contact and provide
refunds to consumcrs rcquesting a refund.

IV.

It is further ordered That respondent, and its successors and

assigns shall , for fivc (5) ycars aftcr thc last date of dissemination of
any rcprescntation covercd by this ordcr , maintain and upon requcst
make availablc to the Federal Tradc Commission for inspection and
copymg:
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A. AU advertisements and promotional materials containing the
representation;

B. AU materials that were relied upon in disseminating the
representation; and

C. AU tests , reports , studies , surveys , demonstrations , or other
evidence in their possession or control that contradict, qualifY, or caU

into question the representation, or the basis relied upon for the
representation , including complaints and other communications with
consumers or with governmental or consumer protection organizations.

It is further ordered, That respondent, and its successors and
assigns , shaU deliver a copy of this order to aU current and future
principals and directors; to aU current and future offcers and
managers with responsibilities or duties affecting compliance with the
terms of this order; and to aU current and future employees , agents
and representatives having responsibilities with respect to the subject
matter of this order. Respondent shaU deliver this order to current
personnel within thirt (30) days after the date of service ofthis order
and , for a pcriod of five (5) years from the date of issuance of this
order, to future personnel within thirty (30) days after the person
assumes such position or responsibilities.

VI.

It is further ordered That respondent, and its successors and
assigns , shaU notifY the Commission at least thirty (30) days prior to
any change in the corporation that may affcct compliance obligations
arising under this order , including but not limited to a dissolution
assignment, sale , merger , or other action that would result in the
cmergence of a successor corporation; the creation or dissolution of
a subsidiary, parent or affliate that engages in any acts or practices
subject to this order; the proposed filing of a bankruptcy petition; or
a change in the corporate name or address. Provided, however, that

with respect to any proposed change in the corporation about which
respondent learns less than thirty (30) days prior to the date such
action is to take place , respondent shaJl notifY the Commission as
soon as is practicable after obtaining such knowledge. AU notices
required by this Part shaU be sent by certified mail to the Associate
Director, Division of Enforcement, Bureau of Consumer Protection
Federal Trade Commission, Washington , D.
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VII.

It is further ordered That respondent, and its successors and

assigns , shall , within sixty (60) days after the date of service of this
order, and at such other times as the Federal Trade Commission may
require , file with the Commission a report, in writing, setting forth in
detail the manner and form in which it has complied with this order.

VII.

This order will terminate on July 29 2019 , or twenty (20) years
from the most recent date that the United States or the Federal Trade
Commission files a complaint (with or without an accompanying
consent decree) in federal court alleging any violation of the order
whichever comes later; provided , however, that the filing of such a
complaint wil not affect the duration of:

A. Any Part in this order that terminates in less than twenty (20)
years;

B. This order s application to any respondent that is not named as
a defendant in such complaint; and

e. This order if such eomplaint is filed after the order has
terminated pursuant to this Part.

Provided further, that if such complaint is dismissed or a federal court
rules that the respondent did not violate any provision of the order
and the dismissal or ruling is either not appealed or upheld on appeal
then the order will terminate according to this Part as though the
complaint had never been filed, except that the order wiJl not

terminate between the date such complaint is filed and the later of the
deadline for appealing such dismissal or ruling and the date such
dismissal or ruling is upheld on appeal.
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APPENDIX A

APPENDIX A

rfarma 200 PowerMac 7500 La5crWnlor

Performa 'OO PowcrMac 8100 LaserWriler II,
Performs Pow.rMac "'00 PeroonaJLaserWriter

Performa Pow Ma" 9500 PersnallaserWriter
Performa '30 PowerBook ooalLasrWriter NTR

Performs Pow.rBcok 150 PeThnalLaerWriter 300

Performs PowerBook 160 Personal LasrWrit.r 

Performa 466 Pow.rBcok 165 LaserWrirer 4/600

Performs PowcrBook 180 LaserWriter 161600

Performa PowerBook 190 Color LascrWriler 121600

Performa PowerBookDuo AppleCoIorPrler
Performs 550 PowerBookDuo StylcWriter 1200

Performa 560 PowerBookDuo 250 StyleWriLer 1500

Performa PowerBookDuo 270 StyleWriter 2200

Performa PowerBookDuo 280 StylcWritu 2400

Performa PowerBok 520 StIcWri 2500

Performs 580 PowerBook StyleWriJI
Performa 600 PowerBookDuo 2300 PortleStylcWrita
Performa 630 PowcrBook 5300 Apple OneS.aner 

Performa 631 Me..gepa AppleCnlorOneScaner
Performa Messagepad 100 Apple Color OneScaner 600/2
Performa 636 Me..gepad 110 Duo Dok
Perform.. epa 120 Duo Dok II
Performa Mai:intoshColorClasic Duo Dok Plus
Perfonna 640 MacintoshlJvx Duo MiniDk 

riorUa 5200 MacintoshLC AppleColor Hig.-Res RGB

PerfonIa 5215 MacwI05.LC 520 AppleVi5;oo 17!0

Performa 5300 MacwwshLC AppleVi5ioo 1710AV

Perform.. 6110 Ma.WloshLC Apple AudioVi5ion 14

Performa 6112 MaciDtosbLC 580 AppleBlIicColor
Performa 6115 Macwto5.lC 630 Apple CAlor PIU' Di5play 

Performa 6LI6 MaciotoshTY Apple High-Re. Mono 

Performa 6111

""-

605 Apple Multiple Sca 

Perfonna 6118 CentrQuad 610 Apple Multiple Scan 

Performa 6200 630 Apple Multip!eSca 

Performa 6205 CcotrQudn 650 Apple Multiple Scan 1705

Performa 6214 CeotrQu 660 AppJeMuJlipleScan 

Perform.. 6216 800 Macu.tosbI2- iochMooo
Performa 6218 Macintosh J2- inchRGB
Performa 6220 950 Maciotoshl6-inchCo!or
Performa 62.30 M&iotoshLCm Maciotosh 21- ioch Color 

Performa 6290 Macioto lC Il + mWU) MaciotQshColocl4Dispiay
Performa 6300 ImB.eWri rll MaciotQs. Portl Disp!ay 
PowerMa. 5200 LasWritcSeIC' 300 Macwwsh Two-Pag. Mooo 

PowerMac 5300 LarWritcSelec 310 PerformaDi5play
Pow.rMac 6100 LaWriteSclC' 360 Performa Plus Dislay 

PowCTMac 6200 LarWrilcrl" QuickTaie Camer 100

PowerMac 7100 LarWrilerPro 630 QuickTake Camera 150

Pow.rM.. 7200 LaerWri rPro 810 QuiclrTake Camera for Windows 150

NOTE: TbefolJowiogsuffxcsJIayappcar.ueraproducloame. Tog.tberwiththesufflbeproducl
should be consider INCLUDED in this list.

SufflXcs: AV; B;CD;c;ce;r:;PS

Examples: Quia 840AV; PowerMacintosh 81oollooAV; PowerBoo 145B; perorma 600D;
PowerBoIr 165c; PowerBoIr 5300ce; PowerBoolr 19Qcs; LaWriter 4/600 PS
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APPENDIX B

APPENDIX 8

NOTICE OF REFUN

Dear (NAME);

Our records show that you (or a member ofyoUT imediate famly) are the original
owner of an Apple product listed on the revers side of ths letter and thaI you have made
payments to Apple since October 1997 for techncal support service on the product. Although
Apple has not aditted any wrngdoing, Apple has agred to settle a dispute with the Fedra
Trae Commssion by providing ful refuds or credits to cutomers who ar origin OVref (or
members of their imediate families) of products on the list and who paid for techncal support.

Accordingly, we ar plead (to enclose II refud cbeckJ (to send th noce th we have
credited your chage card) to reimbur you for the payments you made for technca support.
Apple also ha ag to provide free live technical support including a toli- free telephone
number for us \.th the United States, for any product on the list so long as the origin owner
(or a membe of tht persn s imediate famly) continues to own the product. Simply call our
technca support number and provide the nae , mode! and serial number of your product for
verification, and you will have acess to an Apple techncian at no charge.

If you have any questions , pleae caJI1-800-xx-xx.

Sincerely,

(Apple Technca Servicel

209
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Apple Computer, Inc.
(address!

FORWARING AND RETURN POSTAGE GUARTEED

128 FTC.

(Address or address widow)

ATTENTION: NOTICE OF REFUND ENCLOSED FOR
USERS OF APPLE TECHNICAL SUPPORT
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APPENDIX D

SUBMISSION OF MAGNETICALLY-RECORDED INORMTION

Magnetic media shall be submitted in the following forms and formats:

(A) Magetic storage media. The FTC will accept: (1) 9.trk computer tapes reorded in
ASCII or EBCDIC fonnal at either 1600 or 6250 BPI; (2) 5.2S. inch microcomputer floppy

diskettes reorded in high or low densities; (3) 3.5-incb microcomputer floppy diskett

recorded in high or low densities; (4) CD-readble disks fonnatted to ISO 9660
speifications; (5) QJC-80 magetic tapes formattd to TravaniJI , 2120 Xiat XL, or 2120
Xiat speification, uncornpn:ssedj (6) S.2S- inch ISO-stda retale optica disks with

512 setors , formatted 10 1.2 gigabytes; or (7) Iomega ZIP disk. Th FTC will accept 4mr
& 8mm DAT and other cassette, mi-adge , cardge, and DATlbeJica scan tape by
pre-authorization only. In all events, files provided on 4mm OAT cassettes mus not be
compressed or otherwse altered by proprieta backup progrs. Files provided on 8mm

OAT cassettes mus not be compressd or otherwse altered by proprieta backup progrs
but may be accepted with files compressed using TAR or CPIO, or created using DD copy

or ufsdump.

(B) File and record stctus.
(1) Magetically-recrded inormtion from centriz nOD.-microcmputer-based

systems.
(a) File strctues. The FTC will accept sequential files only. All other file

stctus must be converted into sequential formt.
(b) Record strctus. The FTC will accept fied lengt reords only. AU data in the

record is to be provided as it would appe in prite format: numbel'
unpacked, decim points and signs prited

(2) Magneticaly-reorded inonnation frm microcomputers.

Microcompute-bad word-prossing documents shouJd be in DOS-text (ASCII),
WordPerfed, or Microsoft Word form!. Spreheets shouJd be in Microsoft Excel

xJs), or Lotu-compatiblc (.wkl) format. Databa files shouJd be in Microsoft
Access (.mdb), or dBas-cmpatible (.dbt) fonnat. Dataas or spreadsheet files also
may be submitted afer conversion to ASCn delimited, comma separd fonnat, with
field naes as the fi reord. Grphic images must be in TIF 4 formt, compressed
and unencryted. Oter proprieta softwar fonnats for word processing documents

spreheets, databass , grphics and other data files will be accepted by pre-
authorization only. For microcomputer files tht ar too large for one disk, fies may
be provided in a proprieta backup progr formt with prior authorition only or
in compresse PKZipO fonnat

(C) Documentation. Briefdocumentation of each fie on tape or disk mus be provided. (1)Files
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APPENDIX D

provided on disk mus be accompaed by the followig inormation: (a) ful pathe and

(b) the disk on whch the fiJe resides. Where necss, path th mus be crealed in order to

successfuly re submitt fies on FTC equipment also mus be provided
(2) Files provided on tape mus be acmpaed by the followig inormtion: (a)

filenae; (b) the ta on whch the fie reide; (c) the position oilhe file on the tape.
For seuential databa files, the documcntation al mus include (8) the number of
records contaed in the fie; (b) the lengt and block siz of eah reord; and (c) the
rerd layout, includig tbe nae of eah element, (ii) the reve dement size.
in byts , and (il) the element s data ty. The documentation should be included in
the sae pakae as the tape. along with a pritout aime ti 100 rerd in report
formt

(D) Shipping. Maetic meda mus be shippe clealy maed: MAGNEC MEDIA 
NOT X-RAY.
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IN THE MATTER OF

INTEL CORPORATION

CONSENT ORDER , ETC. , IN REGARD TO ALLEGED VIOLA nON OF
SEe. 5 OF THE FEDERAL TRADE COMMISSION ACT

Docket 9288. Complaint, June 1998.--Decision, Aug. , 1999

This consent order, among other things , prohibits Intel Corporation, the California-
based manufacturer and marketer of microprocessors, from withholding or

threatening to withhold advance technical infonnation, basing product supply
decisions upon the existence of an intellectual propert dispute , and refusing to deal
with certain customers as a means of coercing intelIectual propert licenses to their
rival microprocessor and related technologies. In addition, the consent order

requires the respondent to publish this order on its web site in a manner that
provides reasonable notice to interested parties.

Participants

For the Commission: John Horsley, Michael Antalics, Richard
Parker, Wiliam Baer, Jeremy Bulow, Thomas losso, Jay Creswell
David Reifen and Steven Nelson.

For the respondent: Michael Sohn, Arnold Porter Washington

COMPLAINT

Pursuant to the provisions of the Federal Trade Commission Act
and by virtue of the authority vested in it by said Act , the Federal
Trade Commission, having reason to believe that Intel Corporation

Intel") has engaged in a pattern of conduct, as described herein, that
violates Section 5 of the Federal Trade Commission Act , as amended
15 U.S.e. 45 , and it appearing to the Commission that a proceeding
in respect thereof would be in the public interest, hereby issues its
complaint , stating its charges as follows:

A. The Respondent

I. Intel Corporation ("Intel") is a corporation organized, existing,
and doing business under and by virtue of the laws of the State of
Delaware , with its office and prineipal place of business located at
2200 Mission College Boulevard , Santa Clara, California. For the
fiscal year ended December 31 , 1997 , Intel reported revenues of
approximately $25 bilion and profits of approximately $6.9 billion.


