ifoApplestore — Store Survey Comments

ABQ Uptown — male/ 26-39 years/ Proficiency: some
Very postive shopping experience, way better than the store within a store of CompUSA! (2/26/2007)

Alderwood Mall — male/ 14-17 years/ Proficiency: Genius!

It was very cool!
But i wish that that they’ re were more Apple Stores in Washington. (9/4/2007)

Alderwood Mall — male/ 14-17 years/ Proficiency: Genius!
Itisavery nice store, but Apploe needs to expand ther store, or put their computers in more Best Buys. (2/22/2008)

Altamonte Springs— male/ 40-54 years/ Proficiency: Genius!
Grand opening day, operation seemed amazingly smooth for a brand new store. (8/19/2008)

Annapolis— male/ 18-25 years/ Proficiency: lots

Love the store, products, everything. —=tJust sometimes hard to get assistance sinceit is so busy. =1(l have to flash my credit card while holding a product to draw attention).
-TWIth what they rake in, the could afford to hire afew more associates and alleviate that. (9/15/2008)

Arden Fair — male/ 18-25 years/ Proficiency: some

Got much better service at my local CompUSA in Roseville. The Apple employee had much more knowledge and even the CompUSA sales staff had a GREAT Mac guy.
(2/2007)

Arden Fair — male/ 26-39 years/ Proficiency: Genius!

The manager of this store (Spencer) is very friendly and has been extremely helpful every time I’ ve seen him in the store. When the store first opened the employees seemed
less than excited about hel ping customers. The people in the store now seem more upbeat and helpful. The store isregularly crowded (there’ s usually aline at the cash
register) and could use expanding. (2/2007)

Arden Fair — / years/ Proficiency:

I went to our local Apple Store to purchase a headphone adapter for my new iPhone and noticed that the iMacs at the checkout counter at the back of the store have been
turned to face the store for training purposes. All credit card purchases are being handled by employees with the Symbol handheld devices now, with alone MacBook Pro
behind the counter, presumably for cash purchases. The store was crowded and there were literally clumps of customers following the employees around the store trying to
make purchases while the employees were trying to explain things to customers who wanted to inquire about purchasing a new computer. This checkout processisrealy
stupid and makes it difficult to make a purchase. | asked the security woman who | should see to check out and she gave me a sympathetic ook when she told me | just had to
find an available employee. (7/18/2007)

Arden Fair — female/ 18-25 years/ Proficiency: none
Thisis my third iPod that broke | have to wait amonth to get it fixed! (1/21/2008)

Aspen Grove — female/ 18-25 years/ Proficiency: lots

All employees were very helpful in getting information on a new iPod video and in explaining the transfer of previous music files to the new device. Thanks enjoying and
looking forward another visit. (8/29/2007)

Aspen Grove— male/ 18-25 years/ Proficiency: lots
Great store! The employees try and help you find the right solution, even if that meansiif it's a PC! (10/29/2007)

Aventura— male/ 40-54 years/ Proficiency: some
what a wonderul experience! (3/19/2007)

Aventura— male/ 18-25 years/ Proficiency: Genius!

Chris a creative there was really helpful. He had plenty of time to spend with me athough | did not have one to one. He answered al my questions and was awesome. | am
now interested in one to one and hope to see him in the future. (5/26/2008)
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Aventura — female/ 55+ years/ Proficiency: Genius!
Store was a disaster. Not many staff and it was dirty. (8/2/2008)

Aventura— male/ 18-25 years/ Proficiency: Genius!
got an appointment the day i camein, and it’s packed! (11/18/2009)

Barton Creek — male/ 26-39 years/ Proficiency: some

Purchased a computer from a guy named Jermaine, he had no idea what he was talking about in terms of technology. He just kept going and going and | couldn’t get a word
in. He wouldn't stop until he thought | agreed to buy all this AppleCare, Procare and .mac things. He just kept saying “ Trust me you need this’ and he made remarks about
how | can impress hot chicks or something with the computer and a.mac Web page--1 have no idea where he got that from, but it was really strange. Anyway, | ended up just
telling the cashier | didn’t want any of the extras when Jermaine bolted to the back room. Stay far far away. (2/24/2007)

Bethesda Row — female/ 26-39 years/ Proficiency: some
All the staff cared about making sure everyone was hel ped. Awesome mangement on staff too. (2/26/2007)

Boca Raton — female/ 55+ years/ Proficiency: some

Purchased a new MacBook in Nov. 07. Having problems using it and having problem figuring out how to make an appointment online for the genius bar. | liked my old lap
top better. Never had any problems using it like thisone. | guess | will just have to go to the apple store to make an appointment. (1/21/2008)

Boca Raton — male/ 26-39 years/ Proficiency: lots

The store is somewhat small and usually feels crowded. However, the employees make themsel ves avail able when you need them. The Genius Bar istiny, but the folks are
very knowledgeable. (7/8/2008)

Brea Mall — male/ 26-39 years/ Proficiency: some
We went back to buy my g/f’s mini the following weekend. Great store. (5/1/2007)

Bridgeport Village — male/ 14-17 years/ Proficiency: Genius!

Would not return defective iPod without restocking fee, manager told me about how other iPods were worse and | was lucky! The employees were also rather rude to my
mother and me that we would want to return a defective iPod! | have never had a worse experience buying or returning anything. | only hope other Apple Stores are not as bad.
In the future, when | need to buy Apple products, | plan to take my business to the local Mac Store instead. (5/2/2007)

Bridgeport Village — male/ 40-54 years/ Proficiency: lots
Absolutely the best customer service! (11/16/2007)

Bridgeport Village — male/ 40-54 years/ Proficiency: Genius!
MG’ swere rude and | was more knowledagable then the staff. (3/11/2008)

Bridgeport Village — male/ 26-39 years/ Proficiency: Genius!
Went to this store to pick up anew MacBook Pro --what was once a good store with great employees is now run more like a high school. The $2,500 | brought with me
remains in my pocket, | couldn’t find a single person to help me the entire time | was there --they were far too busy talking amongst themselves. Nice job Apple - the decline

begins | guess. Thiswas my 2nd such experience in one day. We only have one more store to go here in Oregon. I'll try that onetoday and if | still can’t get any help, then |
guess I'll just keep my money. (10/20/2008)

Bridgewater — female/ 40-54 years/ Proficiency: some
The young man wasn’t very helpful. On a seperate visit, ayoung man at the register, who was a Genius (Steven) couldn’t fix my iPod. (2/2007)

Bridgewater — male/ 18-25 years/ Proficiency: Genius!
Tiny store, packed full of people! Apple should consider upgrading this mini store with something bigger. (2/2007)

Bridgewater — male/ 18-25 years/ Proficiency: lots
Very small store, but very knowledgeable staff! (7/8/2008)
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Buchanan Street — male/ 18-25 years/ Proficiency: lots

Poor Genius Bar support, considering it takes me over 1 hour to 30minsto get thair and to pay to park. Other staff more than helpful just poor Genius Bar and when made
complaint to Apple, cust-care told me so what, the current times are tough. Not the answer | was looking for!! (3/29/2009)

v Buchanan Street — female/ 26-39 years/ Proficiency: some
The employee that helped me was one of the nicest people. He stopped putting out anew pair of headphones to help me choose the right pair. (3/5/2010)

Bullring — male / 40-54 years/ Proficiency: lots
Staff need more training on items being sold (4/23/2007)

Bullring — male/ 26-39 years/ Proficiency: Genius!
Useless Staff. Really really bad. (9/12/2007)

v Cabot Circus— male/ 40-54 years/ Proficiency: lots

Thiswas the worst retail experience | have ever encountered. Not just in apple stores, anywhere. The staffer was rude, didn’t know how to use the card facility, and failed to
apologise for his rudeness. Having purchased at Apple storesin the UK and in Australia it was shocking to experience this treatment. I’ ve had better service in a convenience
store. (3/11/2010)

Cambridgeside — female/ 40-54 years/ Proficiency: Genius!
What an awesome store. The Cambridgeside Apple store is the best! (4/10/2008)

Cherry Creek — male/ 55+ years/ Proficiency: lots

When | tried to get customer service | was insulted, belittled and basically blown off. | will never buy another Apple product from the retail side again. Love my iMac will
not be talked down to or ignored. (2/24/2007)

Cherry Hill — male/ 26-39 years/ Proficiency: Genius!
Love the experience today, especialy the nice staff and this young man, | believe his name was Paul help me with my iPod Movie Downloads, Thanks alot guys! (4/2/2008)

Chestnut Hill — male/ 26-39 years/ Proficiency: lots

I went to the Apple store in Chestnut Hill to have my iPod |eft to be repaired under my AppleCare Protection Plan. Upon arrival i wastold in need to make an appointment
to have my iPod examined beforeit can be sent out. | need to return again for this assessment. | wastold | could not leave my iPod to have it examined and then shipped

Chestnut Hill — Select... / Select... years/ Proficiency: Genius!

Thiswas by far the worst Apple store | have actualy visited (and | have been to at least one Apple store in every state that has Apple retail outlets). No one was at the
entrance to greet me, no one was willing to assist me with the return and worst of all the manager was the worst customer service rep | have ever encountered in the past 15
plus years in the tech industry. (11/18/2009)

Christiana Mall — male/ 26-39 years/ Proficiency: Genius!

Have had MagSafe adapter just over one month and they tell me corrosion is the issue and they don't cover it - and that thisis somehow my fault (?1?!) | don’t know how
corrosion hitsin amonth, and corrosion itself doesn’'t cause a shorted power supply - not to mention that this thing sat in abox in a store longer than | had it so whose fault is
it? 1 didn’t get to unbox and review the product before | bought it. Reviews on the adapter are abyssmal and my feeling isthat | got the Used Car Salesman treatment just
because they thought they could sell me something else. Adapter sucks, AppleCare sucks, Apple Store sucks. If | wasn't already in so deep for the software | would punt back
to 100% Microsoft because of this. (1/4/2008)

Chrigtiana Mall — female/ 26-39 years/ Proficiency: lots

I love this store because the managers work with me to come to a solution that fit us both. | also love that this storeis TAX FREE. | saved so much money just by driving to
DE to purchase my computer. | would recommend anyone to travel to this store. (3/11/2008)

Clarendon — male/ 40-54 years/ Proficiency: lots
poor genius bar (2/26/2007)
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Columbia— male/ 18-25 years/ Proficiency: lots
GREAT STORE! (2/2007)

Country Club Plaza— male/ 26-39 years/ Proficiency: Genius!
Although small, the Apple Store in Kansas City has always provided an excellent experience. (2/2007)

Crabtree Valley Mall — male/ 26-39 years/ Proficiency: lots
Could not believe how rude employees were. (7/19/2009)

Danbury Fair Mall — male/ 14-17 years/ Proficiency: Genius!
I love Apple. (7/26/2007)

Danbury Fair Mall — female/ 40-54 years/ Proficiency: lots
The Business consultant there is very nice to work with. Knowledgable and friendly. (3/28/2008)

Danbury Fair Mall — male/ 40-54 years/ Proficiency: some
Great vibe, great, knowledgeabl e staff. (5/25/2009)

Derby Street — male/ 55+ years/ Proficiency: lots
Nice store, not over crowded like south Shore (closer to me) so go there for apple car /and Genuis Bar. (2/2007)

Derby Street — male/ 40-54 years/ Proficiency: some
best retail experience around. Great staff, you can always get great service and technical advice and training. (2/2007)

Easton Town Center — male/ 18-25 years/ Proficiency: lots
Very good experience overall. Clean stores, and polite employees. (3/4/2008)

Easton Town Center — male/ 18-25 years/ Proficiency: lots
it was a very good expireance overall, good employees, very polite (3/4/2008)

Easton Town Center — male/ 14-17 years/ Proficiency: lots
I’'m so lucky to have an Apple Storein my city, and | will take full advantage of it! Thank you Apple! (10/20/2008)

Eaton Centre— male/ 26-39 years/ Proficiency: Genius!
Visited the store on atrip from Vancouver. Apple, if you are listening, please announce/open a store in Vancouver asap! Please! (2/2007)

Eaton Centre— male/ 26-39 years/ Proficiency: lots
Decent store (2/21/2007)

Fashion Fair — male/ 40-54 years/ Proficiency: none

Store manager incredibly rude. She spoke to me asif | were a disruptive child. The previous week | bought a Macbook with, oneto one, etc 2k +. | wasin complete shock at
her lack of customer service. (9/12/2007)

Fashion |sland — male/ 40-54 years/ Proficiency: lots

Not enough Genius staff. Thekid at the bar was alone during his lunch. This put everyone behind. When the other young man came back they caught up, but on would think
apple could afford to pay for three genius staff at the bar. (2/2007)

Fashion |sland — male/ 40-54 years/ Proficiency: lots
I am not normally in this area but had the chance to pop in. Nice store and people with a great location (8/16/2007)

Fashion Valley — male/ 26-39 years/ Proficiency: Genius!
THESE GUY S ROCK (9/26/2007)
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Fashion Valley — male/ 18-25 years/ Proficiency: lots
I love Apple (5/25/2009)

Fifth Avenue — female/ 55+ years/ Proficiency: none

The bathrooms were closed for the week for renavations and repairs...the floor was dirty, the line was hours, they ran out of everything(ipods and macs etc) and there was a
leak in the ceiling dripping watter right onto a macbook pro! (2/2007)

Fifth Avenue — female / 40-54 years/ Proficiency: lots

The Apple Fifth Avenue storeisapleasure! It isbeautifully maintained, with plenty of cheerful staff to help you, and lots of room to view and operate the products. Itisa
stimulating place attracting people from all walks of life and all ages. It is hard to walk out of. (2/2007)

Fifth Avenue — male/ 14-17 years/ Proficiency: lots
I went around 8:00 on Christmas Day, so it was rather crowded. (12/27/2007)

Flatiron Crossing — male/ 18-25 years/ Proficiency: lots
I would go to this store before any othersin the area, the service is wonderful. (2/2007)

Flatiron Crossing — male/ 26-39 years/ Proficiency: Genius!
Unfortunately the quality of service in Apple Stores has taken a deep downturn in Colorado. When Cherry Creek opened it was like the whole store was a Genius Bar. Now
with the massive turnover | have witnessed over the last couple of years you will be lucky to get anyone who knows anything at an Apple store in the Denver area. Poor
management and even poorer treatment of employee’ s have contributed to this. (2/2007)

Flatiron Crossing — male/ 26-39 years/ Proficiency: Genius!

Went to the Genius Bar in at 29th St. Mall in Boulder and didn’t get the same vibe and help | was used to at Flatirons so | usually go back there. They seem more interested in
helping me when | have a problem. Both stores are great though. (2/20/2007)

Flatiron Crossing — female/ 26-39 years/ Proficiency: lots

I am suprised reading other reviews on Flatiron Crossing on thiswebsite. My experience has always been wonderful. They have some of the top managment in the area,
which iswhy | drive the long distance for this store. (I am closer to another Apple store, but come to FC specificaly for the service). When | was there recently to buy my new
mac, they were having some problems with their wireless network, and the internet was very slow, but the sales staff was very helpful while we were waiting for the internet to
load. (2/26/2007)

Florida Mall — male/ 26-39 years/ Proficiency: lots
Great store can’t wait to see the Apple TV ..... (3/19/2007)

Florida Mall — male/ 40-54 years/ Proficiency: lots
Great staff, always friendly and very helpful enjoyed to bright open clean store... And the smiling faces make it a great place to shop..... Thanks Apple.... (3/25/2007)

Florida Mall — male/ 55+ years/ Proficiency: lots
Y es, bad sales reps...horrible service, gross bathrooms, store was half closed..don’t ever go (4/23/2007)

Florida Mall — male/ 18-25 years/ Proficiency: lots
wow great store.... (5/10/2007)

Florida Mall — male/ 40-54 years/ Proficiency: lots

| was on holiday and dragged the wife & kids to the store so that | could get the new iLife & iWork software on the day it was released. The new Gallery feature was great for
letting the folks back home see pictures of the kids at Disney. Also picked up the new Airport Extreame with 1gig ethernet ports. | hope when the new Brighton store opensin
the UK that it’s as good. (8/29/2007)

Florida Mall — male/ 26-39 years/ Proficiency: lots
Excellent (10/13/2007)
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Florida Mall — male/ 26-39 years/ Proficiency: lots
Great staff, friendly they helped me with all my questions (10/13/2007)

Florida Mall — male/ 40-54 years/ Proficiency: some
Great ~Tpeople there very friendly.... (3/17/2008)

Freehold Raceway Mall — male/ 26-39 years/ Proficiency: some
Awesome Store! AWESOME STAFF! (2/18/2007)

Freehold Raceway Mall — / years/ Proficiency: lots
| have visited storesin CA & NV & NYC. Thisstoreisinamall. This may be the model store for all others, very helpful and knowledgeable people. They hosted avisit by
my MacWaves user group showing they know who the real Mac people are. (2/24/2007)

Freehold Raceway Mall — male/ 14-17 years/ Proficiency: lots
Very good store. Just wish we had a flagship out here. Defiantly worth the drive. (9/2/2008)

Ginza— male/ 40-54 years / Proficiency: lots
Ginzaisaglobal flagship and is run aimost to perfection. They just need to add debit service to their POS so | don’t have to use cash or credit. (9/12/2007)

Grand Arcade — male/ 40-54 years/ Proficiency: lots
Went on thefirst day and although crowded it was a pleasure to shop, also had to take a macbook in for repair and the service was excellent was told seven day turn around,
but they found an extra fault with the video card. This meant it took six days, but the store kept us fully informed.
Went back aweek later still excellent service. The only down side is the store is rather narrow and long, can be slightly claustraphobic. (5/10/2008)

Highcross— male/ 26-39 years / Proficiency: lots

I went in on launch day of the iPhone 3GS so the store was VERY busy. There were plenty of staff but they were over-worked. | had a complicated query and had to be
passed about a bit so that’swhy | rated Overall service at 3. | honestly think they were doing their best so | may being alittle harsh. (11/18/2009)

Higuera Street — male/ 55+ years/ Proficiency: some
After using DOS and Windows PCs since 1980 | have finally made the switch to Leopard and the Mac. | bought my wife a MacBook Pro after a horrible experience with 2
new Dell Inspiron notebooks earlier in the year. | recently purchased an iMac for myself. We have been to the Apple Store on Higuera St. in SLO (San Luis Obispo, CA) at
least 6 times now. My wife has gone for One20ne sessions and | have been to the Genius Bar. We did several workshops together as well. The experience has always been
absolutely fantastic. The personnel are friendly, enthusiastic, knowledgeable and extremely helpful. We went to the store in Thousand Oaks but like the SLO store better
because of its physical appearance. The store in Thousand Oaks is located in amall which is being renovated. -tWe are an hour from SLO and 80-90 mins from Thousand
Oaks. Can’'t wait for the Apple Store in Santa Barbara to open because it will only be 30 mins away. (4/29/2008)

International Plaza— male/ 40-54 years/ Proficiency: lots

Very, very busy store especially on weekends. Knowledgeable staff and eager to help. One of thefirst stores to open and the design is showing it’s age, asis the wear and
tear from the heavy traffic. Badly in need of a modernization. Make areservation for the Genius Bar and avoid the long waits and lines. This store serves a huge market (6
counties) and is the largest market in the US with only one store. The staff shows the strain of serving such alarge market. (2/2007)

International Plaza — male/ 40-54 years/ Proficiency: lots
This store currently has a theatre at the back and | enjoy the staff presentations very much. | heard from the staff that it may be eliminated in a future remodling. | thnk thisisa
mistake. (2/2007)

International Plaza— male/ 40-54 years/ Proficiency: lots

Thisis an excellent store ... great location, great employees who have been there for years, very clean and a good place to hang out. It concerns me that the theater is going
away. | loved that aspect even though | didn’t take advantage of it like | should have. | home the push towards the creatives is a good one. (2/26/2007)
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International Plaza— male/ 55+ years/ Proficiency: some
Have shopped at this store for more than ayear. Recently, | noticed that | had to actually stop a clerk for help, even though some were available (standing around). | wrote this
off to my being a familiar face, but noticed that other customers seemed to be in the same boat. Overall, the attitude of the staff is either very hard-sell, or indifferent; there's
not awhole lot of in-between.

Side-note: | detected a certain monitoring of store staff by management, asif the clerks were being timed on how long they spent with a customer without a sale, and were then
called away when it appeared the customer wasn'’t buying that day. In the past, clerks couldn’t answer enough questions or devote enough time to each customer’ s needs, so
anxious were they to welcome people to the Apple experience. Rise of The Bean Counters, | imagine, but something | don’t particularly like. (10/19/2007)

International Plaza— male/ 40-54 years/ Proficiency: lots

| heard this store is getting a new manager. This change islong overdue. Hopefully the attitude of the employees will change when a new manager gets put in place.
(9/24/2008)

International Plaza — female/ 40-54 years/ Proficiency: some
The experience was terrible. Employees were all clumped in groups and talking amongst themselves. They couldn’t be bothered to seeif | needed help. | had to practically
beg to be helped. The store looked and felt dirty. The wood floor and counters had stains. Next time I'll drive the extra 30 minutes and visit the Brandon Store. Apple, why
can't this store be fixed? (10/7/2008)

International Plaza — female/ 26-39 years/ Proficiency: some

| travel frequently and visit this store at least once a month because it’ s next to the airport. This store has been going downhill for the last year or so and hopefully has hit rock
bottom. Apple really needs to step in and change the management of this store. The employees just don’t get what Apple stores are supposed to be like. The difference between
this store and the Brandon store (30 minutes away) are night and day. | will probably never go back to this store. (10/20/2008)

Jordan Creek — male/ 26-39 years/ Proficiency: Genius!
Very very busy during the holiday season ... need to add another store in the lowa City area near the University of lowal (2/21/2007)

Kahala Mall — male/ 14-17 years/ Proficiency: none
Geniuses at the bar didn’t help me, or send me the survey for the review of their work (2/2/2008)

Kenwood — male/ 26-39 years/ Proficiency: Genius!

Thislast visit was the first time that one of the Apple employees (sal espersons) tried to push me and my friend (a soon to be first time Mac user) into buying an iMac. Even
though we were interested in the Mac mini and MacBook Pros because of convenience of portability (Macbook Pro) and the small form factor and not being tied to a monitor
(Mac mini) were requirements for both of us. She wouldn’t let it go and when asked about specs differences between the boxes, she only knew that the Hard Drive in theiMac
was bigger and kept talking gigabytes. | have had great experiences at the store and certainly will go back...but | will avoid that sales person at all costs. (12/17/2007)

Keystone— male/ 55+ years/ Proficiency: Genius!
Store getting too crowded, too busy (11/18/2009)

King of Prussia— female/ 26-39 years/ Proficiency: some
Loved the Store! The Genius Bar has the best staff!!! (2/2007)

King of Prussia— male/ 18-25 years/ Proficiency: lots
This storeis astandard format store but on the smallish side, I’ ve stopped in maybe a dozen times over the last 2 years, for various reasons ranging from afailed mainboard on
an onld titanium powerbook, to checking out the new iPod nano, to buying an Airport card. every time no matter the season or time of day, the store has been packed, during
Christmas, | stopped in to pick up a shuffle as a present, and the checkout line extended literally to the front of the store (this was before the mobile POS devices started being
used) the staff is very knowledgable and patient despite the non stop asinine questions from Windows i Pod users. (2/24/2007)

King of Prussia— female/ 18-25 years/ Proficiency: some

Alarm kept going off for no reason. Several store employees could not figure out what was setting it off. Seemed more interested in who set up the display and not in shutting
off the noise. (11/19/2008)
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L egacy Village— male/ 26-39 years/ Proficiency: lots

Good store but not centrally located for the west and south siders of cleveland. Apple needs another Apple Store in Cleveland preferrably on the westside. This storeis
probably losing alot of business from customers not wanting to travel across town. (2/2007)

Lehigh Valley — male/ 14-17 years/ Proficiency: lots

| was at the store 1 week after opening, and everything seemed orderly. | bought iWork 08 for myself and an iPod nano for my mother. The staff was helpful, but for a
Saturday it seemed like there could have been more staff on hand. (12/17/2007)

L ehigh Valley — male/ 14-17 years/ Proficiency: lots
The store opens at 10am; | got there at 10:30 and the Genius bar was booked for the day. | didn’t make an appointment, but there was a slight opening and they were able to
get mein and out in about 5 minutes. | was going to purchase Final Cut Express 4, however they only had 4 copies of the upgrade- no full versions. The store was busy
compared to the last time | visited it in Mid October. This time there was a small kid section. There was also a roped-off areawith 3 cases of iPhones with about 30 in each-
same thing with iPods. | was in the store for an hour, and noticed at least 2 iMacs were sold, one with an HP printer which an employee got from the back or side wall of the
store...(there was a door in the back but looked like it led up to the front behind awall). | noticed at least 2 iPhones sold as well. Employees. There were alot of employees
around-about 20 or so, which considering the size of the store and the people in the store was quite sufficient. However, there was only about 1 employee open at atime. They
were busy (Dec. 29 Sat.). About 6 people were learning about the Mac platform from a Genius, 4 of them were older couples, 1 or 2 were newbies switching from The Dark
Side. Overall: Overall the store had alot in stock, but they were already booked for the day 1/2 hour after they opened. | know you like details, so thisisal | collected from the
Whitehall / Lehigh Valley Store. (1/3/2008)

L ehigh Valley — male/ 40-54 years/ Proficiency: lots
Total turn off. What awaste of atrip. Luckily there are other outlets for Apple products that know what they’ re doing. (2/2/2008)

L ehigh Valley — male/ 26-39 years/ Proficiency: lots

The only thing that | found to be alittle foul was over hearing two Lehigh Valley Apple store employees making fun of customers as they walked into the store. NOT COOL
APPLE! (3/29/2009)

L enox Square — male/ 55+ years/ Proficiency: lots
Overall agreat experience. some of the help is superb, some are the opposite, thus inconsistent service. (2/2007)

L enox Square — male/ 55+ years/ Proficiency: some
Super-friendly and accommodating. Exchanged a recently purchased iMac for aMBP with no problems whatsoever. In and out in less than 20 minutes. The clerk even
wheeled my iMac in from the car. While we waited for the paperwork to be completed, a tech-type gave me some pointers on the MBP. In the year-plus since, I’ ve been to two
other Apple stores (Union Square, International Plaza), but neither topped the service and vibe of the Lennox Square experience. (10/19/2007)

MacArthur Center — female/ 26-39 years/ Proficiency: some
My brother and I, both, own the Apple 60 GB iPod Classic (Black). However, my brother has been having problems with hisiPod. So, we go to the Apple store, MacArthur
Ctr. to try & get the problems resolved. The associate who helped (not really) was EXTREMELY rude. And, was EXTREMELY unhelpful. But, he was all too eager to
dismissus. | won't EVER purchase ANY THING from that MacArthur Ctr. Apple store. But, hopefully, my brother will get hisiPod fixed soon. (2/2/2008)

Manchester Arndale— male/ 40-54 years/ Proficiency: Genius!
The servicein this store on the last 2 occasions | used it was very poor. With no queue at the check-out | still have to wait 10 minutes before | was served, it seems all the staff
were busy trying to sell computer to people. Surely there should always be someone at the check-out? On the second visit there was aline of 7 people before they bothered to
go and get someone out of the back to serve us. | was getting to the point of walking out. (9/17/2007)

Manchester Arndale — male/ 40-54 years/ Proficiency: Genius!
Asusual in the store it was very difficult to find an employee to make a purchase. There is never anyone at the checkout desk and trying to find a person with ahand held
device who was not busy spending ages with another customer was difficult. They should ALWAY S have a check out operating so that you can at least join a queue and know
that you will get served eventually instead of continually having to circle the store looking for afree sales person. (8/25/2008)

Manchester Arndale— male/ 40-54 years/ Proficiency: lots
Great staff - fantastic One to One training experience (11/18/2009)
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Manhattan Village— male/ 18-25 years/ Proficiency: lots
Thisisagem of all the Apple stores!! (12/13/2007)

Mayfair — male/ 40-54 years/ Proficiency: lots
It takesWAY TOO LONG to check out of the store. 1 or 2 repsto check out with istoo few and the lines are long. (5/10/2007)

M eadowhall — male / 55+ years/ Proficiency: Genius!

Store employees have lack of experience how to communicate with deaf people, still problem with communication. It would be better to have deaf employee in Apple Store
would be easier communicate deaf to deaf it would be good for Apple’s reputation. | know some friend in America, 2 or 3 Apple stores does have deaf employees. Why not in
UK ? (12/27/2007)

v Meadowhall — male/ 18-25 years/ Proficiency: some
Love Apple, Hate this Store. Too small, rude staff that seem to have no idea about Mac’s... :/ (2/25/2010)

Millenia— male/ 26-39 years/ Proficiency: lots

| just left the Millenia Apple Store and considering that they shrunk down to amini store while they are remodeling, | must say my experience there was great. | was there to
see a Mac Genius, was seen early and wound up getting a new MacBook for the wife while there. | cannot wait to see the new store as it can only get better!!! Great job.
(2/2007)

Millenia— female/ 26-39 years/ Proficiency: some

Staff was amazingly helpful. They went above and beyond to help find away to help me with my issue. While | never made it to the Genius Bar for my appointment, it was
because another member of the staff was kind enough to ask me if he could help me and wound up finding a solution that did not require me to wait until my appointment
time. Props to Scott and KP, plus all the other amazing people that work at this store. (2/26/2007)

Millenia— male/ 18-25 years/ Proficiency: lots
Horrible (3/4/2007)

Millenia— male/ 26-39 years/ Proficiency: lots
bad (3/11/2007)

Millenia— male/ 26-39 years/ Proficiency: lots
This store just underwent a huge remodel and 10oks amazing now. A lot more room, just absolutely amazing customer service! (4/27/2007)

Millenia— female/ 26-39 years/ Proficiency: lots
No respect (11/16/2007)

Millenia— male/ 26-39 years/ Proficiency: Genius!
Apple needs to open a store in the Melbourne Florida area. Heck Orlandow and Tampa now each have 2 stores and our CompUSA closed, and Best Buy does not carry Apple.
There are afew resellers, but their stores are pretty bad. (12/13/2007)

Millenia— male/ 14-17 years/ Proficiency: Genius!
Normally go to Altamonte store, but this one had the one | wanted in stock (8/19/2009)

Milton Keynes— male/ 40-54 years/ Proficiency: Genius!
This store was full of vibrant happy staff who give extra service that Apple should be proud of. (3/11/2008)

Mission Vielo — male/ 26-39 years/ Proficiency: lots
Great store. The store seems more personal than the other store in Orange County. Staff isfriendly but not pushy or trying to sell me things | don’t need. (2/2007)

Montgomery Mall — male/ 40-54 years/ Proficiency: lots
Stopped by this store to introduce a visiting family member to the apple retail experience and review available products - - he’ s thinking of switching. (2/27/2008)
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Natick Collection — female/ 55+ years/ Proficiency: lots
nice people (2/22/2008)

Natick Collection — female/ 40-54 years/ Proficiency: lots

My husband purchased an 8GB iPhone and three days later realized he needed the 16Gb. By then, every store in our areawas out of phones. Meanwhile our 14 day window
for upgrade was closing. It was not our fault that the supply chain wasn’t working yet no one at corporate or in the stores could/would help. They suggested calling everyday
and warned that they could not hold a phone for us. Finally, with two days |eft, the Natick store said they had the 16 Gb phone. | jumped in the car and arrived within 30
minutes. The sales person asked if the phone was on hold. When | told him | had been repeatedly told that wasn't possible he blushed bright red and mumbled some incoherent
lie. He checked in back and came out to tell me all the phones were gone. | wasthe ONLY customer in the store. When | pressed him about how that was possible he made a
raft of ridiculous excuses. It was clear that the sales staff was holding them for friends or other people. We have literally spent thousands of dollars on Apple productsin the
past few months. Apple seriously needs to upgrade the training of their sales staff and work on turning their stores into places of business and not just a cool place for their
employees to hang out. (4/10/2008)

Natick Collection — male/ 18-25 years/ Proficiency: Genius!

The staff there are under-informed, and the store lacks enthusiasm for the Apple product. There seemsto be top-down management issues based on what | have observed the
timesthat | have been there. (10/7/2009)

North Michigan Avenue — male/ 40-54 years/ Proficiency: Genius!
Crowded. (2/2007)

North Michigan Avenue — male/ 18-25 years/ Proficiency: lots

I went the day after Oprah and Bono were there and even tho it was CRAZY they were still great. Staff was flustered as was most of the (red) stores on the mag mile that day.
(2/21/2007)

North Michigan Avenue — male/ 55+ years/ Proficiency: Genius!
| hate the staircase. For an older person, it is intimidating and the elevator is out of the way. (10/13/2007)

North Michigan Avenue — male/ 55+ years/ Proficiency: Genius!

The storeistoo small. It is aways crowded. The elevator isin the back of the store and isa pain to use. | like the way you can purchase an item anywhere is the store and
easily checkout with any employee. However you the item should be put in abag. They said it was okay to leave the store without a bag. That’s fine but | am not going to walk
around Michigan Ave. with 2 iPod nanosin plain sight (12/13/2007)

North Michigan Avenue — female/ 18-25 years/ Proficiency: Genius!
Best Apple Store Ever! (12/13/2007)

Oakbrook — male/ 26-39 years/ Proficiency: lots

The experience was great with the exception of the Genius Bar. | had made an appointment for a creaking MacBook lid (still under warranty). The lid creaks as the machine
gets hot. The ‘genius’ didn’t seem to believe me when the cold MacBook didn’t creak and squeak, he rushed our meeting, and he never called me back after telling me he
would within afew days--after they received areplacement hinge. (5/6/2007)

Oakbrook — female / 40-54 years / Proficiency: Genius!

Y our store employees are snotty. I’ ve been using Mac since before most of them were born. Because | am female and over 50, they were incredibly patronizing, talked down
to me, laughed at me (and other customers). This has been by experience every time | have been in this store. (1/21/2008)
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Oakbrook — female/ 18-25 years/ Proficiency: Genius!

Since this store is the only game in town for iPhone support, I’ ve had to go there on several occasions, only to wait an average of 20 minutes to be talked down to regarding
my phone issues before a“genius’ finally acknowledged that my phone was, indeed, broken.

Then, upon purchasing anew laptop, | was continuously berated by the Specialist (or whatever they’ re called these days) that | was buying the wrong computer--that no way a
graphics professional would ever think about buying a13” MacBook Pro. after the specialist continued on and on about his experiences with photo and video as a college
freshman, | finally was able to tell him that--gasp--despite being afemale under the age of 30, | actually knew what | wanted. “Well, no real photographers or designers buy a
13" MacBook Pro. You must be new at this.” Actually, no--1’ve been a professional photographer for awhile now, kid.

Absolutely frustrating experience. What should have been an in-and-out -- | came in knowing exactly what | wanted, and had to wait 30 minutes while an employee argued
with me over my own purchase -- | was finally able to leave....with alemon. Came back an hour later with a dead CD drive, wastold I’ d have to wait for a Genius -- and after
another half hour, FINALLY walked out satisfied. (9/25/2009)

Old Orchard — male/ 55+ years/ Proficiency: lots

Apple stores offer about the most fun retail experience | know. The services are clear and well organized. The new Concierge staff helps me find my way to the product or
person | need to see, and help set expectations for time. | just love the idea of having a personal shopping appointment; | don’t have to wonder if I'll get help on a busy day--
and lots of days seem to be busy at the Apple stores. The staff members are consistently friendly and willing to help me learn things | don’t yet know, or changes that Apple
has made since my last visit--last computer. (12/29/2008)

Old Orchard — male/ 18-25 years/ Proficiency: lots
love this store. (6/23/2009)

Orland Park — female / 40-54 years / Proficiency: lots

I went in for a problem with my sonsiPod, they told me it was the battery and that a new battery will be ordered. | was told that it would be no more than 3 days. That was
over one month ago! | have called every week and they are rude on the phone telling me that THEY will call me when it comesin! (12/17/2007)

Park M eadows— male/ 55+ years/ Proficiency: lots
Need more staff on the sales floor so they can take more time with people learning about Mac. (6/6/2008)

Pasadena — female / 26-39 years/ Proficiency: some
Genius Bar is dways busy and unfriendly, hard to make an appointment. (3/2/2007)

Princesshay — male/ 14-17 years/ Proficiency: Genius!
Very good store. (9/21/2008)

Providence Place — male/ 26-39 years/ Proficiency: lots

Providence Place mall did not honor the Rl Rebate law for RI consumers. Appleisrunning a“Buy Mac, Get Nano Free.” In Rl stores have to apply rebates instantly. This
store isrequiring RI residency even though the law clearly states Rl consumers, not residence. (6/12/2007)

Regent Street — female/ 26-39 years/ Proficiency: lots
Regent Street suffers because it’ s too busy and free wi-fi makes it a magnet for every tourist/backpacker/cheapskate salesmen to use. It can be very tough to get onto a Mac to
try out a software application or anew Mac. The staff aren’t sales people - they’ re fine putting things through a cash register but that’s about it. It’sincredibly tough to find
out to ask a question of on the shop floor.

The Genius Bars are swamped although it is slightly better now that they’ re split into Mac/iPod bars. | had a Procare account and even then there were a couple of occasions
where | waited more than 45 minutes for a simple exchange.

I’ve said | wouldn't recommend it but if the Apple Store are the only ones with stock, then I’m going to tell people to go there to buy something. Similarly, if someoneis
having a problem with a Mac that can’t be solved any other way, then again, I’ll send them there. But it’s so tough to get an appointment, that it would be alast resort. (2/2007)
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Regent Street — male/ 26-39 years/ Proficiency: lots

rubbish! staff were not good at all. nothing worked and when asked to talk to the manager i was seen by a man that could not manage his way out of a paper bag!! | love
Apple and have always been an Apple fan but this store really does take the biskit. (2/2007)

Regent Street — male/ 18-25 years/ Proficiency: lots

This store was about a half hour on foot from my hotel. This store isincredibly busy, visited while on vacation just to say | could be there, the extgernal atchitectureis
beautiful, definitly a standout storefront, there is no mistaking this store for anything but an Apple store, well lit, clean, organized, but almost impossible to freely demo anof
the products. The store isincredibly busy, and a high percentage, subjectivly at least 2/3 of the persons occupying display computers were checking personal email and other
sites and using the computers for longer than 10 minutes at a stretch. (2/24/2007)

Regent Street — female/ 26-39 years/ Proficiency: some

Received awarm welcome, staff were very knowledgeable. Excellent service and advice at the Studio. Bought Procare membership, amazingly good value at Only £79 for the
year. Highly satisfied custome. (2/24/2007)

Regent street — male/ 55+ years/ Proficiency: lots

Had a problem with a PowerBook which needed a replacement faceplate. As| live in France the offsite shipping wouldn’t have worked with my stay so the Genius registered
the problem with AppleCare so | could follow up later. Also agreed earbuds were defective. Told me to bring in proof of purchase for replacement. Earbuds were replaced on
another visit, weeks later, when | brought in the box. Another visit when | was shopping for a MacBook Pro an employee cleared surfers off systems and made sure my
questions were answered before helping another customer. When | bought the MacBook Pro and needed a business recei pt, the employee with EZ Pay made sure that another
employee with till access sorted me out. Another visit | was sitting on a bench using my MacBook picking up email and an employee suggested | sit in the theatre as the
wireless signal is better there, its more comfortable and | could plug in my portable. The only minor issue was when my 14yr old was choosing speakers for her iPod and the
speakers were mislabled, however that was quickly sorted. (2/26/2007)

Regent Street — male/ 18-25 years/ Proficiency: lots

This store seems to be let down by common UK flaws. No staff seem to be cleaning the store whileit is open and any that | did see were not well presented (in the Fifth
Avenue they are constantly cleaning and in nice white uniforms). | saw countless employees |ooking for managers to do simple tasks, which apparently require their approval.
| was casually walking around and i heard murmurs of disappointment with the management from employees on the shop floor. My friend had a problem with the servicein
the store (when it came to getting an iPod replaced) and | checked with other employees to find out where these managers had previously worked and most of them are from
HMV (makes perfect sense since HMV has some of the worst customer service in the UK). (11/27/2007)

Regent Street — female/ 18-25 years/ Proficiency: lots

Loved the architecture. Was my first time at an apple store, we don’t have those in Germany. | would have loved to stay a bit longer but my friends weren't interested in doing
so. But it was an experience! Truly amazing. Before | had never seen so many apple products and people who were interested in them. | felt like | was in an sci-fi movie. Were
I livethereisonly aretailer store, which you cannot compare with the apple store in regent street. The next time when I’'min London, | will visit the store again;-) (1/21/2008)

v Reston Town Center — male/ 18-25 years/ Proficiency: lots
I went in for a Genius appointment with issues for my iTouch. Vilma Chun did a very good job in helping me through it. (2/20/2010)

Ridgedale — female/ 26-39 years/ Proficiency: none
I loved the people that worked there. They were so helpful and knowledgable. (2/2007)

Ridgedale — male/ 40-54 years/ Proficiency: lots

I’'m aprofessiona photographer with lots of Macs. Dan the business guy is fantastic. I’ ve followed him from the Southdal e store because we have such a great relationship.
Just bought another MacPro, 23-inch display (3/4/2007)

Rockaway — female/ 40-54 years/ Proficiency: lots
needs to be bigger (11/28/2007)

Rockingham Park — male/ 40-54 years/ Proficiency: lots

The people at this store are always so helpful - when | asked a very arcane question, the gentleman - (Marc?) who was hel ping me turned the place upside down getting me an
accurate answer. (2/2007)
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Rockingham Park — male/ 55+ years/ Proficiency: lots
They never have theitems | want in stock! (8/29/2007)

Roosevelt Field — male/ 26-39 years/ Proficiency: Genius!
Horrible, long lines, staff was usel ess (2/2007)

Roosevelt Field — male/ 18-25 years/ Proficiency: none
The storeis really showing it's age. The floor is dirty and the space is completely inadequate. That said everything else more than made up for it. (2/2007)

Roosevelt Field — male/ 26-39 years/ Proficiency: none
The sales rep was extremely helpful and | was extremely impressed by his ability to spot my specific needs and recommending the correct computer for my office (9/2/2007)

Roosevelt Field — male/ 14-17 years/ Proficiency: lots
Sometimes very crowded and the Genius Bar wait time can be anywhere between 10 minutes and 45 minutes. (3/23/2009)

Rosedale Center — male/ 40-54 years/ Proficiency: Genius!
Rosedale storeis very well-run. | have had a positive expreience there every time | have visited (approximately 8 timesin past year). (9/17/2007)

Saint L ouis Galleria— female / 26-39 years/ Proficiency: lots
Awesome staff. Colin wasthe best! Go see him. (2/2007)

Saint L ouis Galleria— male/ 26-39 years/ Proficiency: Genius!
No Apple storesin IL across the river from st. louis (6/6/2008)

Saint L ouis Galleria— male/ 14-17 years/ Proficiency: lots
Store was was very busy. Not alot of room to move around. | hope they open another storein St. Louis or make this store bigger. (9/24/2008)

San Francisco — male/ 26-39 years/ Proficiency: lots

very knowledgeable and pleasant staff, they made buying a new machine an enjoyable experience, | purchased viaa“talk mac” appointment that | made from acard | was
given afew weeks ago from an apple employee at another Apple store. (2/2007)

San Francisco — male/ 40-54 years/ Proficiency: lots
(I used) the personal shopping... and it made my purchase a breeze despite the store being filled with customers. (10/20/2008)

Shadyside — female/ 18-25 years/ Proficiency: Genius!

I’ ve been to about 6 different Apple Stores al over Eastern US, and Shadyside is by far the best. The employees don’t sit around at the genius/creative bar like alot of other
stores I’ ve seen. The employees are friendly and fun. Going to Apple Store Shadyside is my Zen! :) (2/2007)

Sherway Gardens— male/ 40-54 years/ Proficiency: Genius!
The only reason | would recommend this store (Sherway, Toronto) to anyone is because of the product. The staff were indifferent, unfriendly, not very interested in my
presence in the store. The store was quite empty (wednesday afternoon) and they were definately NOT short staffed.
Thanks for listening, Ron. (2/2007)

Short Hills— male/ 40-54 years / Proficiency: lots
Storeisvery popular. There are times when staff is chatting with each other, but mostly are very helpful. (2/2007)

Short Pump — male/ 18-25 years/ Proficiency: lots
I want Apple Storesin Europe, especialy in Germany. Coz | a German. TALK TO STEVE ;-) (2/2007)

Short Pump — male/ 14-17 years/ Proficiency: lots
They sometimes talk down to me as | am 15 which | don’t appreciate. (2/2007)
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Short Pump — male/ 40-54 years/ Proficiency: lots

Service was generally good, but it has been inconsistent this year. In May it was lousy. The assistant store manager later told me they had difficulty getting new hiresto
understand Apple culture. Store and Apple Care were a so out-of-sync on some issues, which caused me frustration. (8/14/2008)

Simi Valley — male/ 18-25 years/ Proficiency: Genius!
Very good service (4/23/2009)

Smith Haven — male/ 40-54 years/ Proficiency: some

Manager should care more about customers comments. Sorry to waste her time. Tried to do the right thing. | thought training must really suck.
(3/13/2009)

Smith Haven — male/ 40-54 years/ Proficiency: some
Manager should care more about customers comments sorry to waist (sic) her time tried to do the right thing. | thuoght (sic) training must realy (sic) suck. (3/23/2009)

SoHo — male/ 18-25 years/ Proficiency: lots
Stores in Germany. They’d make alot of money. (2/2007)

SoHo — female/ 40-54 years / Proficiency: lots

The Apple SoHo store is superb in every way! The theatre is particularly helpful for the many wonderful classes they offer taught by excellent, friendly, and enthusiastic
teachers. (2/2007)

Southcenter — female / 55+ years/ Proficiency: lots
I wishit weren't a“mini” store. We need afull-size Apple Store. (2/2007)

Southcenter — female / 55+ years/ Proficiency: lots

The storeis TOO SMALL. It serves al of south Puget Sound and the Olympic Peninsula. We need areal store not mini store. Westfield at Southcenter is adding 75 retail
spaces with the new remodel. Make Apple an offer for crying out loud! (5/10/2007)

Southcenter — female/ 40-54 years/ Proficiency: Genius!
What has happened to this store in the last 3 months? All the fun is gone. (11/18/2009)

Southlake Town Square — male/ 40-54 years/ Proficiency: some
Lets see what sort of space you allow here, if it has enough room for atrue discription of the experience of south lake. Because after all, Appleis part of abigger planet true?

Thismall came about as side stepping DFW traffic pattern that was shattering the local strip mall. it is alovley enough newer property, and | imagine they havein mind a
narrow railine people mover and loosing the cars in the future, or the design team is light years ahead of ultra stupid, into parallel universe doink. Don’'t worry, it will get that
same |lovely patina of al older properties. Ever been down town Denver, flag ship Virgin store? That is the very least in floor space and ceiling height | would make acall on
for my baby. And that iswhat apple s, their baby, and they let the baby down with the low budget calls they made at Southlake, or it ain’t done yet. Felt like Hong Kong low
budget scarcity afew times. just afew less fingerprints.

I’ ve been perfectly happy with the cyberspace experience, (first apple, first computer, probably some marketing influence?) use it for making prints, online purchases with this
machine, but after dragging my wife over to this place, Hey, it come off like an arcade. Kid who greeted us was nice enough, but you could tell he was just as thrilled and
relaxed as my lovely bride. | was happy enough with the whole day. My wife on the other hand, her buzz started to kill at the freeway exit, I’ ve since got from her a better
answer as to why she was not enjoying herself. Her take was some sort of social dynamic wasin play, a dichotomy with her getting the short end, some inner chamber of her
very core and heart being stabbed a thousand times. some personal preferencesin play here. | doubt if it was imagined, and | doubt if it wasreal. Probably just multiple

B LI e LTI s I N I L R T Ll e e S e o S e e L D Y

SouthPark — male/ 26-39 years/ Proficiency: Genius!

I’ve been in many Apple stores and the Charlotte SouthPark store continues to impress. The employees are very attentive and general work hard to understand the consumers
needs without being pushy or snobby (which | have seen in the Soho & 5th Ave locations). | would rather shop in the smaller Charlotte store than go to the flagship stores. I'm
in New York city every week and rarely visit the stores there due to the lack of help that | get. (2/2007)
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SouthPark — female/ 40-54 years/ Proficiency: none
The mall that | had to go to was 3 hours away. But worth going to to get my questions answered. (2/21/2007)

St. Johns Town Center — male/ 40-54 years/ Proficiency: Genius!

Every timel go in there, the sales people were al congregated in the back gossiping with the manager (Amy | think her nameis) about last night’s TV shows. I’ ve even heard
her tell some very off-color jokes to her employees while customers (some with kids) were within earshot. When it is very obvious that customers arein need of assistance, the
manager just turns her back and keeps gossiping and telling jokes. When customers register their complaints she gives theillusion of interest by writing down their complaints
and then as soon as the customer is gone, she wads up the paper and then does a basketball 3-pointer shot into the trashcan. | would rate the Genius Bar excellent if it weren’t
for the head genius (Steve M). The head genius doesn’t have a clue about what is going on with his own team. He doesn’t have any idea how computers even work. | wish |
could say I'm making this up or exaggerating but I’'m not. He is also quite rude to customers who don’t deserve it every time | see him at the bar. | heard him tell different
customers that they can buy a mighty mouse for their Mac Performal! The other geniuses actually have a clue and end up following up behind him to correct his
misinformation... if they aren’t too busy with other customers on an understaffed bar. I’'m afrequent visitor to this store so | can say that all thisis very common at the St
Johns Town Center Apple Store and not isolated events. (2/2007)

St. Johns Town Center — male/ 26-39 years/ Proficiency: Genius!
The Lead Genius Steve Markwith was atotal idiot. He had no idea that the Software Update requires the Internet to run properly. He had to ask his co-workers where to find
the network preference panel! He didn’t know how to lock an iPod so accidental contact with the scroll wheel wouldn't turn it on after it was turned off. That man has no
business as a computer tech of any level much less being in the position of LEAD GENIUS. | wouldn’'t trust him to turn on alight switch much less work on my computer ever
again! (2/2007)

St. Johns Town Center — female/ 26-39 years/ Proficiency: lots
I was helped at the genius bar by an old guy with gray hair, moustache and glasses. | didn’t catch his name, but if you have a choice, stay away from him! My friend and |
both had laptop problems but we ended up teaching him about the computer rather than the other way around. This guy must have been hired as a charity case. How he earned
thetitle “Mac Genius” isamystery. The OTHER geniuses I’ ve seen there are very friendly and very tech savvy! There were some really great geniuses who worked there but |
haven’t seen them around lately. Those geniuses should be rewarded for their hard work and ability! | hope Apple pays them well. (2/21/2007)

St. Johns Town Center — female/ 18-25 years/ Proficiency: Genius!

Having been to this Apple store on an amost regular basis, I’ ve seen some of the comments on here hold true, but not all. The Genius Bar is understaffed during busy hours,
and the lead Genius (Steve M) isincompetent. All the other geniuses are knowledgeable, friendly, and very helpful. The manager (Amy), | found to also be helpful and
friendly, and as | witnessed her dealing with arather hostile customer, handled it professionally and calmly. In any of the times I’ ve been to the store, she’s never acted as one
of the surveys here depicts. But they do need to get the Genius Bar better staffed, and get Steve demoted. (4/23/2007)

St. Johns Town Center — male/ 26-39 years/ Proficiency: lots
Geniuses Alec, Eric, Tito, and Chris are excellent as always. (5/1/2007)

St. Johns Town Center — male/ 26-39 years/ Proficiency: lots
Bring back Geniuses Lisaand Clint!! They were the best ever! (5/10/2007)

St. Johns Town Center — male/ 26-39 years/ Proficiency: Select...
All the Genius at the bar are great. They all are very knowledgeable. The Head Genius Steve M did a great job when he helped me at the bar. | read some of the comments and
| wanted people to know my experience at the bar. Keep up the great work at the bar. (12/29/2008)

Stamford — male/ 55+ years/ Proficiency: none
| hate this store (11/27/2007)

Stanford — male/ 26-39 years/ Proficiency: Genius!
Stanford was the best Apple Store experience I’ ve ever had. Best people, best representation of Apple philosophy. (11/18/2009)

Staten Island — male/ 14-17 years/ Proficiency: some

The employees were nothing but kind. | did notice what seemed to be avery perturbed customer being treated very calmly and respectufully. Needlessto say, she did not
change her tune. She was one of those... In any case: great, prompt service. They made me excited to buy my first Mac. (2/2007)
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v Stonebriar — male/ 26-39 years/ Proficiency: lots

Beautiful store, excellent products but ran by morons. None of the Specialist can answer my question, even Genius had to ask another person to find my question. Worst part,
the managers doesn’t seem care about customers.... hey are just standing there and laughing at some stupid joke while 5 other people are trying to check out and waiting in line
to get services. What ajoke, I’'m buying online or Best Buy (2/25/2010)

Stonestown — male / 40-54 years/ Proficiency: lots

In many Apple Stores, explanations are usually passed over. The staff at Stonestown always manages to explain the why along with providing areasonable solution. | will go
to no other Apple Store but there. (3/4/2007)

Stonestown — male / 40-54 years / Proficiency: Genius!

These results represent a combination two recent visits that involved the replacement of a computer not covered by Apple Store. | consider it one wonderful experience. The
staff at Stonestown could not be better!!! (3/7/2007)

Suburban Square— male/ 18-25 years/ Proficiency: lots
A very laid back store even when very busy at Christmas time, the store is an extrawide format, there is aton of space in the center of the store devoted to row upon row of
ipods, speakers and other accessories, there are numerous demo computers, enough that even with 2 dozen Internet leechers taking up space, there are still more free display
models than at the King of russia store, which is only a 20 minute drive away. The employees are very communicative and helpful athough with the size of the space it feels
dightly understaffed. (2/24/2007)

dney — male/ 14-17 years/ Proficiency: Genius!
Fucking awesome store. Lined up for 12 hoursto be around 60th in line. (8/2/2008)

dney — male/ 26-39 years/ Proficiency: Genius!
Wow! (8/14/2008)

The Falls— male/ 26-39 years / Proficiency: lots
Found the store clean and well attended. They already had the Airport Extreme in display but not in stock at the moment. | could not reserve or pre-buy that could only be
done online. (2/2007)

The Falls— female/ 18-25 years/ Proficiency: lots
The store is overall agreat one. The definitely need to get rid of their cashier POS area and that would give more space to the store. (6/10/2007)

The Gardens Mall — male/ 40-54 years/ Proficiency: lots

Purchased two MacPros (08/07), which were represented as having iLife ‘08 installed ... one of the MacPros did not have iLife 08; it was sold to me with iLife * 06, which was
discovered by a store employee. Together, we pointed this out to the store’ s asst mgr, a Ryan McNally who readily admitted that the company had put a number of MacProsin
the pipeline without iLife ‘08 installed, but they decided to sell them asif they did anyway ... he said they tried to cover for this fudging by throwing aniLfe *08 into the
shipping boxes, so he said | should go home and recheck the box to seeif it contained the ‘08 disc. | emphasized no such disc was in the box. | demanded he take an ‘08
version from hisfor sale shelves & install it right there. He refused, saying he’ d give me a break by giving me awebsite address where | could order ‘08 through the mails and
he' d pick up the postage. | couldn’t believe how poorly this employee was performing -- never did he ever express any concern, extend an apology, or offer to install one of his
for sale ‘08 discsright there. He said doing so was an unreasonabl e request that would cause inventory problems. We all know Ron Johnson is pressing the employe-quality
envelop through rapid growth, but this fellow was a study in disinteresed arrogance: he had zero concern for the value of my time.  (9/2/2007)

The Gateway — male/ 18-25 years/ Proficiency: lots
It'sagreat store, don’t get me wrong. But it was VERY hard to get anybody to help you, and even when you did, they seemed to concentrate on something other than your
needs. But it isthe only onei utah, i’ll have to deal. (2/2007)

The Gateway — female / 26-39 years/ Proficiency: lots
| visit this store often and it is usually messy. | don’'t necessarily blame the staff - it seemsthey are just very busy and when the customers mess things up they don’t have time
to straighten it up right away. | much prefer them doing what they do - helping customers rather than cleaning and straightening - but it’d be nice to see the store tidy now and
then. (2/2007)

© copyright 2010 ifoAppleStore.com v/ = newest entries 3/11/2010 page 16



ifoApplestore — Store Survey Comments

The Gateway — male/ 14-17 years/ Proficiency: Genius!

It'sagreat store, but they need to work on customer service. | had to ask 3 different employees, just to find the right cable. They also seemed too bothered to try and help us,
most of the time. (12/13/2007)

The Oaks— male/ 14-17 years/ Proficiency: lots
need a store in Santa Barbaral!! (6/25/2008)

The Summit — male/ 55+ years/ Proficiency: lots

I wish there were a store in Prattville (ZIP 36066/36067). This areais very up-and-coming, with two new Malls very near the premier golf (Robert Trent Jones) venuesin the
state. Tri-county areais home to the top USAF professional schools at Maxwell AFB (Air War College, Senior Enlisted College, Office Training School, and is home to the
USAF computer development facility at Gunter AFB, and local major Universities and collages. Interstate -85 startsin Montgomery, and Interstate-65 traverses through
Montgomery and Prattville and is the major north/south Interstate in the state.  (7/26/2007)

The Summit — female/ 18-25 years/ Proficiency: lots
MAN | LOVE THE NEW IPOD!! TOO BAD IT WONT LET YOU PUT PICTURES OR SOMETHING AS THE BACKROUND (11/18/2009)

v TheWestchester — male/ 40-54 years/ Proficiency: lots

so far the worst Apple experience ever. Used to be a pretty awesome store, interested in selling stuff, not helping with problems and I’ ve bought a lot of stuff there aswell.
Danbury, CT isthe store to go to if you can. Smaller, but they are really much more helpful and the Geniuses actually are. (3/11/2010)

Third Street Promenade — male/ 14-17 years/ Proficiency: Genius!
Just like all Apple Stores, the store was full of guests, all display laptops were being used and most employees were busy hel ping shopping guests. (12/29/2008)

Third Street Promenade — male/ 14-17 years/ Proficiency: lots
Storeis ok. | much prefer Century City store. Santa Monica store gives me a dirty feeling when compared to the Century City store. (5/25/2009)

Tice's Corner — male/ 14-17 years/ Proficiency: Genius!

The store is better (cleaner, more organized, etc.) than Garden State Plaza. But the staff at Garden State Plazais very nice, including the Genius Bar. (my family practically
knows them)

The Genius at Tice'swas very mean and did not help. | had an issue that was being handled with Apple Executive Relations (basically Steve Jobs' assistants) and he did not
care. He was also pretty dumb :/

| love ifoAppleStore! (11/28/2007)

Town Square — male/ 55+ years/ Proficiency: some

Very nice store. Clean, great layout, helpful sales staff, pleasant atmosphere, and all demo equipment working. | happened to check-out with Jorge who | understood the store
Mgr. He was very helpful and asked me how my experience at the store went. | found this store to be much friendlier than the Fashion show location. | will return and tell
anyone who asks me to feel good shopping there. (12/13/2007)

Trafford Centre— male/ 18-25 years/ Proficiency: lots
I would have to say that of the stores I’ ve visited so far, Trafford would be my favorite. Nice friendly staff and great selection of products to play with. (2/2007)

Trafford Centre— male/ 26-39 years/ Proficiency: lots
Went for Dec 1st Discount evening and was happy to discover discount on the MacBook | was after and a free printer (yet to get the refund though!) (2/2007)

Tysons Corner — male/ 5+ years/ Proficiency: lots

Thestoreisin an EXTREMELY congested area. For that reason only, | don’t go to this store as often as 1’d like. | would not go to this store if there were an alternative in the
area (2/2007)

Tysons Corner — male/ 26-39 years/ Proficiency: Genius!
The Store is always full with customers even still today in 2007. (2/2007)
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Tysons Corner — female/ 26-39 years/ Proficiency: lots
I’'m aforeigner. Maybe you could include a question about being US citizen or not (9/17/2007)

Tysons Corner — male/ 26-39 years/ Proficiency: some
Awesome store and great staff. Found out all answersto all my questions! Will never go back to Windows! (4/2/2008)

Tysons Corner — female/ 40-54 years/ Proficiency: none
| have visited several apple stores in the area because | wanted a new computer but afriend told me | had to go to Tysons Corner because they were better. Their staff was
great, knowledgeable, really looked out for me and made sure | was comfortable with my decision! If you go to any store in DC metro area, you have to visit Tysons and their
people! (4/29/2008)

Valley Fair — male/ 18-25 years/ Proficiency: Genius!
This store used to be awesome seems to have changed over the last few months it is a mini store and that is horrible!!'!! Uncomfortable....unhappy. (7/30/2007)

Valley Fair — female/ 26-39 years/ Proficiency: none

| visited this store on July 25th, to buy an iPod nano as a present. The floor manager that worked with me was rude and unprofessional. When | asked to see another cover for
iPod, he left but never returned. Instead, | found him 15 minutes later speaking with another customer. When | asked him what was going on, he told that because heis a
manager, he had been asked to help that person first. | don’t understand why one customer is more important then other. Was it because he could clearly see that English was
not my first language? At least he could send somebody else to help me. | will think twice before =tbuying from the store chain were immigrants are treated as second-class
customers. ~t=t=t=t=t-1 (8/2/2008)

v Valley Fair — female/ 40-54 years/ Proficiency: some
I went there 2 wks ago 12/19/09 for my iPod 3rd gen to be fixed up, since | am using my warranty and | bought that warranty just to have peace of mind. They gave me back
my iPod (thinking that what am | going to do with this since it doesn’t work anymore) and said that they will give me a call after 3-5 working days to pick up the new one. So |
got their message and saying to bring my old iPod to switch for the new one...now | called them back to let them know that | don’t have my old iPod anymore because | threw
that away sinceit’s not working anymore. | guess to me they will recycleit or | don’t know. So now they don’t want to give the iPod because | don’t have the old one. They
did not inform me to keep it or they should have just kept the old one! So now it’s my fault. What is the use of of buying the warranty? | should have not given you a good
evaluation by that time. Thanks, Sarah (2/20/2010)

Victoria Gardens— male/ 26-39 years/ Proficiency: lots
The majority of employeesin the store, save the genius staff, were assholes. | wanted to spend money in their store but they kept pawning me off on each other. (11/27/2007)

Victoria Square — male/ 14-17 years/ Proficiency: some

| had heard alot of hype about Apple stores and it did ook the part, but the staff failed to impress. They were rude and not at all helpful. | have never been back and do not
intend to return. 1’1l keep my high street retailers thank you. (6/23/2009)

Village Pointe — female / 55+ years/ Proficiency: lots
When my husband and | enter this store, we are greeted by NAME! (5/25/2009)

Walden — male/ 40-54 years/ Proficiency: lots

The store is good, not great, but good. Employees (working the floor) are too often simply not very bright and miss MANY sales opportunities simply from lack of knowledge
when answering questions or from lack of ambition. Software selection is poor. Genius bar is pathetic. Nobody who has purchased a $2k computer should have to “schedule’
an appointment because a genius is showing someone how to use a $79 iPod. (2/2007)

Walden — male/ 40-54 years/ Proficiency: lots

VERY poor use of Genius Bar. | have used the bar 3x and each time people are stacked up waiting like fish in a market. Nobody should spend $2,500 on a computer and when
they have a problem be told they have to make an APPOINTMENT to see adesk clerk UNLESS of course you want to spend another $100 to be bumped to the head of the
line. After waiting a day to make an appointment, because | refused the $100 extortion request, | was lucky enough to wait 35 minutes past my scheduled appointment time
because some counter clerk was making sure a $59 dollar ipod was understood by an obviously less than bright owner. Y ep, keep the customer who spent $59 happy while you
tick off the one who dropped $2,500+ this month alone. (2/26/2007)
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Walden — femae/ 18-25 years/ Proficiency: some
Wish there was a store closer to downtown Buffalo. (12/13/2007)

Walt Whitman — male/ 26-39 years/ Proficiency: none

I went during my lunch break and showed up 5 minutes before my appointment. | waited over a half hour before having to leave for work again, and | had to literally leave my
computer for them with almost no time to discuss my issue, and | barely got them to acknowledge that | was leaving it for them to fix. My name was still not up, so they had to
make someone else wait longer because | was so delayed. On an earlier visit, | only had to wait about 10 minutes past my appointment time, and had a somewhat better
experience but leaving my computer that time for repair took about 25 minutes of answering question after question and it could have been a smoother or faster experience.
These visits were both in November. (2/19/2007)

West County — female / 40-54 years/ Proficiency: lots

Everyone iswelcoming at the store. I’ ve seen employees bend over backwards to help people out. Without a doubt, Saturday afternoons are crazy but the salespeople seem to
do pretty well multi-tasking. (2/2007)

West County — male/ 18-25 years/ Proficiency: lots
When the store is busy, someone should be in charge of directing customers where to go ... because lines form everywhere even at the un-manned cashwrap ... (2/2007)

West Town Mall — male/ 18-25 years/ Proficiency: Genius!

Store had about 30 shoppers (the busiest store in the mall, most likely) and about 15 apple employees. There was at least 5 employees open for questions and personal
shopping. Plenty of iphones and at least 4 of everything to play with. (8/2/2007)

West Town Mall — male/ 55+ years/ Proficiency: lots
Welcome to East Tennessee! (8/29/2007)

West Towne— male/ 26-39 years/ Proficiency: some

The Genius Bar technician juggled me with two other customers. While | can appreciate the effort to help as many people as possible, | felt ignored. The entire reason for
making an appointment, in my opinion, is to receive the technician’ s undivided attention and help. | received neither during my visit. (10/29/2007)

Westfarms— male/ 40-54 years/ Proficiency: Genius!
I have been lied to by both Managers and Genius's on several occasions. (2/2007)

Westfarms— male / 40-54 years/ Proficiency: some

I have purchased 2 Macs and four 4 | Pods over the past eighteen months from this store. Their service is perhaps the reason | continue to come back rather than shop online. |
have also shopped at the Cambridge Mass store and found them to be as good. (10/29/2007)

WestQuay — male/ 55+ years/ Proficiency: lots
Store always seems overcrowded. (3/7/2007)

WestQuay — male/ 55+ years/ Proficiency: lots
Am very pleased with all the aspects of the store. (7/30/2007)

Willow Bend — male/ 18-25 years/ Proficiency: some

I am chosing to review only this store because it has atrack record of poor employers. It is an old store, so it has a very out of date style, but it’s like using way back machine,
so that’ s not a problem. Alas, the employees at this store are not as helpful as the rest in DFW and when you do snag one they are not very knowledgable about the products as
one of my IT friends found out with me on atrip there. THe giant projector in the is cool, but if they are not streaming Steve Jobs keynotes anymore, it is kind of pointless. If
you are in DFW, go to Southlake, they are easily the best in the area. (2/2007)

Willow Bend — male/ 26-39 years/ Proficiency: Genius!

I bought some Shure headphones for my iPod and it was a great experience. | also bought a cassette adapter for my car because my old oneis giving up the ghost. Upon
trying the new one, it continually made my car’ s tape deck flip to side 2 (which it won’t work on). It sounded like mud so | took it back within 10 minutes of trying it out. The
store staff glady took my return and tried to offer an aternative solution for me. | told her that I'd probably just stick with what brand | currently have and source a
replacement. A pleasurable experience. (2/28/2007)
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Willowbrook TX — male/ 55+ years/ Proficiency: some
| visited thislocation (from Brenham, TX approx 70 miles) to have a defective iPhone fixed or replaced. | assumed, like all other business that offer service that | would get
the run-around and have to leave my phone for a couple of weeks for it to be repaired. Wrong! The Genius Bar folks were most helpful and got me fixed and out of therein
less than 10 minutes. | only dream that other service providers could follow your lead. Thank you!!! P.S. All the employees even remembered my name the whole time | was
in the store...and even when | returned 15 minutes later to purchase something else. Keep up the good work and retain those valuabl e assets called employees. Kind regards,
Parker Floyd for Kay Sanders (9/25/2009)

Woodfield — male/ 40-54 years / Proficiency: some
They appear to be short staffed. Folks where hovering near Specialists waiting their turn to purchase or ask questions. (7/19/2009)

Woodland — male/ 18-25 years/ Proficiency: lots

Went to get brothers iPod fixed and their database had hisiPod registered under someone else’ s name. They then acted asif | stoleit. | called my bother into the store to
verify. They then refused to do anything about the i Pod when we showed them the receipt because it was purchased at Best Buy...at which point | told them it was their
database that wasin error, not my brother or |. If their database is screwed up, it is not my responsibility to fix it and they are obligated to repair the iPod. | asked to speak to
the manager and when she came out she told us she would do nothing about it, that we had to go to Best Buy to take care of the problem. But because their database was
screwed up, when we went to Best Buy to resolve the issue, they sent the iPod back saying that it was not registered to my brother. Fuck you Apple Grand Rapids! (2/2007)

Woodland — male/ 26-39 years/ Proficiency: lots
Woodland is great! Definitely recommended. (5/26/2008)

Woodland Hills— male/ 40-54 years/ Proficiency: lots
Apple should have put this store in along time ago. (5/10/2008)

v Woodland Hills— male/ 26-39 years/ Proficiency: lots
Okay store, bad location. (2/20/2010)

Yorkdale— male/ 26-39 years/ Proficiency: lots

They need alarger store. Y ou’ re often packed in like sardines the Y orkdal e store. I’'m sure they loss a ton of business because some people will not enter such a busy store.
The store in Buffalo is almost twice the size and I’ ve never seen it as busy. (2/2007)

Yorkdale— male/ 26-39 years/ Proficiency: lots

Small store - very busy and very cramped. Hard to find help and long waits to pay for purchases. Considering how far it is from downtown Toronto, | won't be heading there
again. (2/21/2007)

Yorkdale— male/ 55+ years/ Proficiency: lots

Y es. Travelling from London Ontario to Toronto Ontario just to go to an Apple Storeis alittle far....but the service was gresat...computers were very busy took awhile to get
one...genius bar was very helpful (took my broken shufflein...like 4 minutes latter i walked out with anew one) (3/4/2007)

Yorkdale— male/ 26-39 years/ Proficiency: some
too small (5/1/2007)

Yorkdale — male/ 55+ years/ Proficiency: Genius!
Needs to be bigger. Much bigger. Should be a flagship store. At least Toronto should have one.

Overheard a manager discussing the impact the Store has had on the Mall, (one of Canada’ s finest) and the stores in its immediate vicinity. More shoppers are going in and
asking the neighbour stores what is going on in the Apple store. Isthere asale going on, it is so crowded? As a result they are getting increased activity and sales as well.
(12/13/2007)
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