SOP: Processing Credit Card Transactions

Apple Internal Use Only
This document explains how to process credit card transactions. Always offer Web Payment as the first payment option when it is available.
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Appendix: Handling declined cards; Reviewing transactions; Web Payment availability
1. Process the transaction with Web Payment
A. Initiate the transaction in iLog, and complete all required fields.

Chat Advisors: Asia-Pacific, Europe, Japan: Refer all AppleCare+ sales to phone support.

B. Select "Web Payment" as the payment method.

Tier 1 Technical Support: If Web Payment is not available, or the customer refuses that payment method, contact Tier 2. Chat Advisors, schedule a callback.

C. Explain the web payment process to the customer, and ask if they intend to use a credit or debit card.

Payment method
Action

Credit card
Continue to step D.

Debit card
1) Use the following positioning to discourage debit card use.

"Apple discourages customers from using debit or check cards, because many banks impose daily spending limits on these types of cards. Also, your bank may hold the amount of the pending transaction for 10 days or longer, which could cause problems with other transactions. Do you have a credit card that you can use instead?"

2) If the customer has only a debit card, use the following positioning to explain how the transaction will work and what they can expect to happen:

DIY dispatch: "If we proceed with this card, you may have a pending transaction or freeze on your account in the amount of [Quote] until we receive the original part back from you."

Mail-in dispatch: "If we proceed with this card, you may have a pending transaction or freeze on your account in the amount of [Quote] until the card is charged when the repair is complete."

3) Continue to step 4) if customer wants to use debit card for transaction.

D. Initiate the payment process.

1) Provide the URL to the customer, and immediately proceed to the confirmation screen in iLog before the URL becomes active.

Chat Advisors: Remind the customer to keep the chat window open as they complete payment in a separate window.

2) If a customer wants to complete the payment at a later time, provide them the Expiration Date displayed in iLog.

3) Explain to the customer that the web page provides terms and conditions and a quote for their transaction. It also allows them to enter their credit card details. The transaction is not completed until the customer submits their payment information successfully.

2. Process the transaction without Web Payment
Important: Chat Advisors: Do not gather credit card information over chat. Arrange a scheduled callback instead.

A. Verify the customer's billing address.

B. Ask the customer if they will be using a credit card or a debit card, and proceed as follows:

Payment method
Action

Credit card
Continue to step C.

Debit card
1) Use the following positioning to discourage debit card use.

"Apple discourages customers from using debit or check cards, because many banks impose daily spending limits on these types of cards. Also, your bank may hold the amount of the pending transaction for 10 days or longer, which could cause problems with other transactions. Do you have a credit card that you can use instead?"

2) If the customer has only a debit card, use the following positioning to explain how the transaction will work and what they can expect to happen:

DIY dispatch: "If we proceed with this card, you may have a pending transaction or freeze on your account in the amount of [Quote] until we receive the original part back from you."

Mail-in dispatch: "If we proceed with this card, you may have a pending transaction or freeze on your account in the amount of [Quote] until the card is charged when the repair is complete."

3) Continue to step C if customer wants to use debit card for transaction.

C. Complete the Credit Card information form, beginning with selecting the type of credit card the customer is using.

Note: Repairs: If the credit card expires within 30 days, iLog will request a new credit card because the repair may not be completed until after the card expires. If the customer does not have another card, complete the repair with the original credit card.

D. Verify that the customer's name is exactly as it appears on the customer's credit card, including any initials or salutations.

E. Enter the credit card number and security code (CVV) in the appropriate fields.

Important: Do not:


•
Indicate that Apple may already have the customer's credit card number on file.


•
Record or transmit the credit card number anywhere other than in the iLog payment window.


•
Share the customer's credit card number with other Apple employees.


•
Repeat the card number to the customer. If you need verification, ask the customer to repeat the number.

Note: Advisors providing translation should ask the customer to read the card number in English. If the customer is unable to do so, translate the card number, and document in your case notes that the translation occurred. Do not document the customer's credit card number.

F. Provide the customer with the final cost (including taxes).

Notes:

•
Brazil: Out of warranty iPhone repairs: Explain that the customer may have up to 3 separate charges on their credit card, including a charge for 0 Real. These charges will not total more than the quoted amount.


•
If there are multiple billable line items (including credit card holds), explain that there may be multiple charges on the customer's credit card statement that total to the amount the customer may be charged.

H. Click Place Order or Submit Repair.
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