
Tips, Tricks and Advice from your local “IT Guru” 

This month I want to talk to you about customer service. Regular readers will know that I am always 
recommending Apple products, and a few people have ask why I am such a fan. Apple equipment, they say, is 
usually more expensive and really doesn’t do anything more than a similarly specified competing product, so why 
would I suggest the more expensive option? Well, aside from the usual reasons I often describe here, such as a 
lack of viruses on their computer systems and ease of use, one of the big benefits is their customer service. 
Apple is in a unique situation, in that they manufacture all of the hardware and main software for all their 
systems. Because of the tight control they have, they are able to provide expert advice on all aspects of their 
systems and you never get caught in the trap where one company is blaming another for all of the problems that 
you are experiencing. This gives them a huge advantage in providing a level of service that you just can’t get 
anywhere else. Further, Apple are currently the only computer company that possesses high street shops that 
you can actually walk into and ask questions about your phone, tablet, computer, or operating system, as well as 
a range of peripherals. Better yet, they hold regular classes that are designed purely for the customer: they help 
you learn more about the products. They also offer telephone and online support for each of their products, and if 
you sign up for the extended AppleCare (which is given free, in some cases!) then you get three years of this 
continuous support. All of this sounds wonderful, yet it goes even further still. Apple seem to be one of the few 
technology companies who have realised that going the extra mile for a customer actually brings huge benefits 
for themselves in the long term. For example, there have been several occasions that I have taken in faulty 
products that were out of warranty, and instead of making a fuss they simply swapped the items without question. 
I’ve also phoned the support line with a variety of software and hardware problems, and have never been turned 
away or asked for money. Finally, I should mention Apple’s software policy: all iPhone and iPad upgrades are 
free, extending the scope and life of the devices, and they only charge a small fee for the latest upgrade of their 
computer operating system, which can be used on up to five computers! This sort of service is worth much more 
than the slightly higher initial price of the equipment and is the main reason that I have no hesitation in pointing 
people in the direction of the nearest Apple store. 

Speaking of operating system upgrades, the latest version of Apple’s OSX is here! Mountain Lion was released 
as a £13 download last month (as mentioned above this is for up to 5 systems, so it’s a bit of a bargain) and I 
would recommend every Mac owner to download and install it as soon as possible. It’s not a huge upgrade, but it 
includes quite a few improvements that make it worth installing. Safari has had a big make-over with lots of 
improvements to the interface, which makes it much easier to use. If you are into social networking, things such 
as Facebook and Twitter are now integrated far more smoothly, and you’ll be able to share to either of these from 
lots of places with just a simple click of a button. Another nice improvement, which they have adapted from the 
iPhone and iPad, is the notification centre, which displays information such as your calendar, messages, the 
weather, and so on. Speaking of messages, iMessage is now built into the system so that you can send 
messages to any iPhone, iPad or Mac computer! Dictation has also been brought across from the iPhone and 
iPad, so all you need to do is double tap the FN key to fire up the voice recognition. It’s actually pretty accurate, 
so you can dictate emails and documents if that really takes your fancy. For people with modern Macs and an 
Apple TV, you can now mirror your computer screen to a big TV, which is great for showing movies or 
slideshows. PhotoStream has been improved, as have many other of the smaller applications: one hidden gem 
that seems to have been missed by lots of reviewers is the ability to have multiple disks in use by Time Machine. 
For those that don’t know, Time Machine is Apples’ automated backup system that makes recovering from a 
system failure, or just a silly user error, really simple. Up until now, Time Machine could only use one external 
disk, which means that if like me you want multiple copies of your backups then it was a bit complicated. Now, 
you can just select as many disks as you want and Time Machine will alternate between them, allowing you to 
have, as an example, one backup at home and another at work. 

Apple states that there are over 200 improvements, and I have only highlighted a small number here. For the 
price, I think it’s a “no brainer” upgrade. 

Apologies for the heavy Apple bias this month, with the imminent release of Window 8, I promise next month will 
be much more relevant to Microsoft users. 

If you have any questions or anything you would like me to cover in this column, email me at look@4-
11consultants.co.uk 

 David runs 4-11 Consultants, a local company specialising in home and small business computer problems and 
can be contacted on 01206736161 


