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Apple Chat Opportunity at a Glance!  
 
 

 
  

 

Independent Business 
Owner Revenue 

$10.00 per hour guaranteed 
Opportunity 

 

 

______________________ 

Minimum Hours Required 

Service a minimum of  

20 Hours  

5 hours must be serviced 
Sunday and/or Saturday 

______________________ 

Year Round Opportunity  

 

Education Schedule 

02/13/12 to 03/09/12 

Course Options:  

Monday - Friday 

9:00 am to 1:00 pm (EST) 

Log On Party  

(first day only) 

02/13/12 

9AM-1PM EST 

______________________ 

Client Education 
Requirements 

average of 90%  for all 
quizzes and exams 

______________________ 

Type of Service 

Sales 

Online sales chat 

______________________ 

 

 

 

 

Equipment Needed 

Mac OS X 10.6  

Snow Leopard installed 

______________________ 

Cost Of Client Education 

TOTAL: $299 * 

$ 229 due prior to start 

of the education course. 

$70  due upon successful  

completion of the course. 

Note: * This is a deferred 
payment opportunity. 

______________________ 
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I. Opportunity Information 

 

Apple leads the industry in innovation with its award-winning desktop and notebook Mac 
computers, OS X operating system, iLife and professional applications.  The Macintosh, or Mac, is a 
line of personal computers designed, developed, manufactured, and marketed by Apple.  Named 
after the McIntosh variety of apple, the original Macintosh was released on January 24, 1984.  It was 
one of the first commercially successful personal computers to use a graphical user interface (GUI) 
and mouse instead of the then-standard command line interface.  Since then Apple has gone on to 
launch the iPod in 2001, selling more than 100 million units, The iPhone is one of the most eagerly 
awaited consumer electronics launches in history.   
 
 
Arise is pleased to announce that we will be contracting with Virtual Services Corporations to service 
!ǇǇƭŜ /Ƙŀǘ ŀǇǇƭƛŎŀǘƛƻƴǎ ά!ǇǇƭŜ /ƘŀǘέΦ 
The type of chats that a Client Support Professional can expect is to help consumers with their 
purchase enquiries for the whole range of Mac computers and peripherals, including iPod, iPad and 
iPhone. 
In your role as an Apple Chat Representative, you will assist new and existing Apple customers by 
fielding pre-sales questions, placing orders, and resolving post-sales issues via Chat. 
Apple's website: http://www.apple.com  is the 14th most viewed site on the net.  It has an average 
of four million new visitors every week. 
 
This opportunity has year round volume.  The chats are spread across all seven days of the week. 
 

Sales Experience 
Previous experience in high tech customer service  
Flexibility to service varied shifts, on a 7-day schedule (including nights and weekends) 
Ability to service 20 hours per week  
Analyze and resolve a wide variety of complex technical customer issues  
Aptitude for technical ability  
Proven trouble-shooting expertise 
Exceptional written and verbal communication  
Leadership capability in an area of technical specialties 
Superior time management and prioritization skills  
Mac and Mac OS experience  

 
Note:  It is required that the Client Support Professional has/use a working USB headset with 
microphone. 

Independent Business Owners are ineligible to participate in this client 
opportunity if they meet any of the following criteria: 

¶ Currently or previously contracted in any Apple application. 

¶ Currently interested, client qualified or enrolled in any other client   
opportunity. 

¶ Have 1 or more SOW terminations on file. 

¶ Have a commitment adherence below 90%. 

¶ Have dropped from enrolled status in a client opportunity less than 
30 days before expressing interest in this client opportunity. 

http://www.apple.com/
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II. Essential Functions and Responsibilities 
 

 The assigned Independent Business Owner will:  
ω Predominantly service the client evenings and weekend hours. 
ω Create LivePerson Engagement communication that is positive, professional, clear, and concise. 
ω Increase sales and/or qualified leads by following a logical and powerful contact sales model. 
ω Uncover and Analyze sales and/or lead opportunities. 
ω Communicate effectively through LivePerson Engagement. 
ω Overcome web-based barriers and resistance. 
 
III. Independent Business Owner Requirements 
 
ω Independent Business Owner must complete and pass an online chat assessment before being 
client qualified to start the client education course.  
ω Communication will be sent via email with instructions.   
ω Please update the email address on your Arise profile and monitor your emails closely. 
Please take a moment to update your Arise profile to reflect your sales experience (work 
experience). 
 
ω Sales Experience 
ω Mac and Mac OS experience  
ω Ability to do suggestive selling without being overbearing 
ω /ǊŜŀǘŜ ǊŀǇǇƻǊǘ ƛƴǎǘŀƴǘƭȅ ǿƛǘƘ ŎǳǎǘƻƳŜǊ ŀƴŘ ōŜŎƻƳŜ ŀ άǘǊǳǎǘŜŘ ŀŘǾƛǎƻǊέ 
ω High Energy 
ω Create solutions that meet the specific needs of the customer 
ω Excellent inquisitive and chat skills to help Apple customers find information/answers they need 
ω Ability to control/facilitate chat 
ω Ability to multi-task and problem solve 
ω Ability to describe things in simple terms  
ω Appreciation for Apple culture 
 

 

III.  Application Details 

 

Course Drop Policy: If your Independent Business Owner and/or Certified  Support 
Professional decides to drop from the certification course after enrolling in an opportunity, 
your Independent Business Owner will forfeit course fees paid and must wait a period of 4 

weeks prior to expressing interest in any another client certification course. 

Course schedule swapping will not be allowed.  If your Independent Business Owner and/or 
Certified Support Professional is currently enrolled in a course, your Independent Business 
Owner and/or Certified Support Professional will not be allowed to swap to another course 

schedule or opportunity. 
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¶ Independent Business Owners must complete the PASS (Performance in Application Specific 
Scenarios) online chat assessment before being client qualified to start the client education 
course.  The chat assessment must be completed immediately.  Communication will be sent 
via email with instructions.  Please update the email address on your Arise profile and 
monitor your emails closely.   
Please take a moment to update your Arise profile to reflect your sales experience (work 
experience). 
 
Equipment requirement: 

¶ If your Independent Business Owners does not own a Mac computer with the required 
specifications (listed below) to service the client, your Independent Business Owners has the 
option of obtaining a Mac loaner (not included monitor, compatible Mac keyboard, and 
mouse, VGA to DVI adapter) from Arise ό²ƘŀǘΩǎ included in the box: Mac mini, mini-DVI to DVI 
adapter, power adapter, and cord included).     

¶ Please update your shipping address on your Arise profile.  We will not ship to a P.O. Box.  
 

If the Independent Business Owner owns a Mac with the required specifications, please email 
ogarcia@arise.com  and bthomason@arise.com after becoming client qualified. 

 
If the Independent Business Owner needs a Mac loaner from Arise, a guarantor agreement 
must be executed, completed, and signed after being client qualified for the opportunity.  
(You will receive an email with instructions on how to complete the guarantor agreement 
after becoming client qualified) 

If you are having difficulties completing the online Guarantor Agreement, please contact 
ogarcia@arise.com  and bthomason@arise.com for assistance.  

                                                                          
A. Mac Requirements 

¶ Processor: Intel Core 2 Duo, Core i3, Core i5, Core i7, or Xeon processor 

¶ (Older Processors such as the, PowerPC Architecture, G4 or G5 are not supported at this 
time) 

¶ RAM: 2 Gigabyte or more  

¶ Operating System: Snow Leopard (only) 

¶ CD-ROM & Floppy Drive: 32X Speed CD-ROM R/W, R/W DVD, or a 3 1/2 Floppy (one 
backup device is needed: CD, DVD, or floppy)  

¶ Sound Card & Speakers: 24 bit sound card and a set of speakers  

¶ Monitor: 17" Color monitor capable of 1024x768 resolution or higher 

¶ Mac compatible keyboard & mouse  

¶ Hard Drive: 20 Gigabytes with at least 10 Gigabytes of free space 

¶ Required Java Software: Java 12.1.0 (Release 1) for Mac OS X 10.6.6  

¶ Required Browser Software: Safari 3.x.x for Mac OS X 10.6.6  
(Safari 4 is not supported at this time) 
 
 

 
Arise reserves the right, at its sole discretion, prior to contracting to revise the 
posting requirement, compensation and individual service level metrics. 
 
 

mailto:ogarcia@arise.com
mailto:bthomason@arise.com
mailto:ogarcia@arise.com
mailto:bthomason@arise.com
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I. Average Handle Time 
 
Utilization averages 95% by taking 3 chats concurrently. 

 

IV. Independent Business Owner Revenue 
 

i. The Independent Business Owner will receive: 
$.215 per talked or minute 
Alternate Base Rate of $10/hr 

  
Example purposes only:  
If Utilization for all Apple Calls is 95%, payment would be calculated as:  $.215 rate x 95% x 60 
minutes = $12.26/hour 
 
The hourly average on Apple chat is over $12.00/hour Service Hours 

i. Apple Chat - Service hours are 9:00 AM ς 2:00 AM (EST) Sunday thru Saturday, 7 days 
a week. 
 

¶ Service Hours (hours of operation might vary slightly to adjust to Client/Market requirements) 

¶ Service hours are 24 hours a day/7 days a week. 
 

 

¶ SOW Information 

¶ The Independent Business Owner will be required to sign SOW for a minimum of 20 
hours per week applications of which 5 hours must be serviced Sunday and/or Saturday 
on Apple Chat. 

 

¶ Each Assigned Independent Business Owner shall be permitted to select service shifts in 
two hour continuous increments (or 120 continuous minutes), which shall serve as the 
Independent Business Owner minimum service obligation per selected shift.  Each 
Assigned Independent Business Owner may select shifts greater than the two hour 
blocks described here, and these will be made available in half hour increments, which 
will only be made available as part of the contiguous block of time selected by the 
assigned Independent Business Owner.  

    

¶ Independent Business Owner shall provide, per Assigned Independent Business Owner, 
at least Twenty (20) hours of Accepted Shifts service per week during the term of this 
SOW; unless, however, Company is unable to provide Independent Business Owner with 
the opportunity to be scheduled for at least Twenty (20) hours of Accepted Shifts 
serviced during any such week - - in which case Independent Business Owner shall 
schedule service for such lesser number of hours that are made available by Company.  
Five (5) hours of the Twenty (20) hours of Accepted Shifts should be selected from the 
following shift opportunities:  any posted service shifts on Saturday and/or Sunday. 

 
 

¶ Quick Post Schedule 
 

¶ Client typically posts hours every Thursday and Friday or Saturday evenings. 
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¶ Service Level Requirements 
 

Service Level Requirements 

Commitment Adherence (Schedule Release Ratio) > = 95% 

Priority Commitment 100% 

Conversion  > = 8.75% 

Revenue Per Chat > = $71 

Revenue Per Hour > = $1050 

Average Response Time  < = 20 Seconds 

CSAT > = 4.6 

 
¶ Cost of Course: $299   - This is a deferred payment opportunity. 

¶ Pre-Enrollment:       $229 to be paid by credit card or voucher via the Arise portal within 
24 hours of Independent Business Owner being client qualified. Participation in 
opportunity is not guaranteed until this initial payment has been received. 

¶ Post Education:   $70 - $14 to be deducted from the Independent Business Owner invoice 
on the 22nd of each month for 5 consecutive months until the remaining balance of the 
course price has been liquidated.  
Please note: Vouchers cannot be applied towards the deferred payment portion of an 
opportunity. 

  
Start Date/End Date all courses are Eastern Standard Time (EST) 

¶ All Enrolled Independent Business Owner will be required to attend a Log-on-Party 
(LOP) prior to the start of the opportunity (LOP 02/13/12).  Independent Business 
Owner access codes will be tested at this time to ensure functionality prior to start of 
course. 

 

¶ Independent Business Owner employees will be notified via email of how to access 
Log-on-Party (LOP) after completing enrollment.  

 
 

V. Education Details: 
 

¶ Education Schedule 
Daily Webcast Sessions:  02/13/12 through 03/09/12 

¶ Total Length of Course:  20 Days 

¶ Course Times Available:   

¶ 9AM ς   1PM EST    Monday-Friday 

¶ Pre Work:   20 hours  

¶ Self Paced Hours:   59 hours of self paced work. 
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¶ Client Education Requirements: 

During education, it is imperative that there is 100% attention to detail in order to ensure 
understanding of the Apple products and accessories offered.   

i. Those Independent Business Owners who complete the above requirements will be 
contracted in the application on a conditional basis.  Receive an average or better score on a 
Ŏŀƭƭ ƻǊ ŎƘŀǘ ǎƛƳǳƭŀǘƛƻƴΦ ¸ƻǳ ǿƛƭƭ ōŜ ŜǾŀƭǳŀǘŜŘ ōŀǎŜŘ ƻƴ ǘƘŜ !ǇǇƭŜ /t¦Ωǎ vǳŀƭƛǘȅ {ǘŀƴŘŀǊŘǎ 
and Expectations on the following items:  

¶ Phone techniques 

¶ Interpersonal communication 

¶ Client Knowledge 
 

¶ Education Attendance Policy: 
No education course absences will be permitted. If a Independent Business OwnersΩ Client 
Support Professional misses a day of the education course, then they will be required to re-
take the entire course again in order to obtain education. No credit or refund shall be issued 
to any Independent Business Owners whose Client Support Professional must retake the 
education course. The Independent Business OwnersΩ Client Support Professional will be 
responsible for payment of the second education course.  
  
If the Independent Business OwnersΩ Client Support Professional is more than 15 minutes late 
to a scheduled education course meeting they will be marked as tardy. Being tardy twice will 
equal one absence and the Client Support Professional shall be removed from the education 
course. The tardy Independent Business OwnersΩ Client Support Professional may re-take the 
entire education course again in order to obtain education. No credit or refund shall be issued 
to any Independent Business OwnersΩ Client Support Professional who must retake the 
education course. The Independent Business OwnerΩ Client Support Professional will be 
responsible for payment of the second education course. 

 

¶ Refund Policy: 
 

The following schedule applies for all cancellations: 
 

¶ No refund requests will be honored after the Independent Business Owners and/or Client 
Support Professional has "ENROLLED" in a education course. Once enrolled, fees paid 
cannot be transferred between opportunities or to other Client Support Professional of the 
same Independent Business Owners. All Independent Business Owners and/or Client 
Support Professional should be aware and conscious of their obligations before deciding to 
ENROLL in an application education.  
 
Enrolling should not be taken lightly and Independent Business Owners and/or Client 
Support Professional should plan accordingly before enrolling. 

¶ No refunds will be given if the Independent Business Owners and/or Client Support 
Professional are not able to complete education or are not Client. 
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¶ Cancellation Policy:  
Arise reserves the right to cancel any education course for any reason at any time. For courses 
cancelled for insufficient enrollment, all education fees shall be refunded to the Independent 
Business Owners and/or Client Support Professional. In the event of weather emergencies, or 
other corresponding emergencies, every effort will be made to re-schedule the education course 
meeting. 
 
 

¶ Misrepresentation Policy:  
There is an expectation that Independent Business Owners and/or Client Support Professional 
enrolled in a Client Education Course will attend as scheduled, perform their own work on all 
assignments and take exams with honor, integrity and professionalism. Arise has a "zero 
tolerance" for misrepresentation and unethical behavior. Misrepresentation includes but is not 
limited to (1) someone other than the Independent Business Owners and/or Client Support 
Professional attending a education Course on behalf of the Independent Business Owners and/or 
Client Support Professional, (2) publishing in any manner, whether written or oral, course work, 
assignments, projects, exam questions or results, and (3) the performance or submission of 
assignments or exams that is not the work of the Independent Business Owners and/or Client 
Support Professional. The decision as to whether an Independent Business Owners and/or Client 
Support Professional has engaged in misrepresentation is at the sole discretion of Arise. Upon a 
determination of misrepresentation, Arise shall immediately expel the Independent Business 
Owners and/or Client Support Professional from the Client Education Course and terminate any 
and all SOWs that the Independent Business Owners and/or Client Support Professional is 
assigned to provide services under for all Arise Clients. Any Independent Business Owners and/or 
Client Support Professional caught acting in misrepresentation will be permanently removed from 
the Arise network and not qualify for any future Arise Client Opportunities.  

 

 
 
 
 
 

 


