
Apple Addicts Consulting 
Business Plan

Tuesday, May 6, 2008

Copy Number: AABP04 

Contact Information:

163 Signal Ridge Link SW

Calgary, Alberta, Canada  T3H 2J9

T: (403) 874-7499

F: (403) 770-8757

E: jpinter@AppleAddicts.ca

W: AppleAddicts.ca

Principal:

Mr. Joshua Pinter 

Prepared For:

Loan Review Committee (LRC)

Canadian Youth Business Foundation (CYBF)

Apple Addicts Consulting

mailto:jpinter@oxygenwebs.com
mailto:jpinter@oxygenwebs.com


Table of Contents

Confidentiality and Recognition of Risks
 1

Confidentiality Clause
 1

Recognition of Risk
 1

Executive Summary
 2

Fact Sheet in support of the Executive Summary
 4

1 | The Company and Industry
 5

1.1 Apple Addicts at Present
 5

1.2 Apple Addicts in the Future
 5

1.3 The Computer and IT Industry
 6

2 | The Apple Addicts Service
 9

2.1 Description of the Services
 9

2.2 Future Development Plans
 10

3 | Market Analysis
 12

3.1 Target Market and Characteristics 
 12

3.2 Market Share, Trends and Growth Potential
 13

3.3 Sales, Distribution and Profits by Service
 14

3.4 Service Policies
 15

4 | Competitive Analysis
 17

4.1 SWOT Analysis 
 17

4.2 Competitive Analysis
 19

4.3 The (Major) Apple Authorized Resellers
 21

5 | Marketing Analysis
 22

5.1 Marketing Overview
 22

5.2 Initial Marketing Strategy
 22

Apple Addicts Consulting



5.3 Pricing and positioning
 25

6 | Processes and Operations
 26

6.1 Location
 26

6.2 Service Process and Operations
 26

6.2.1 Client Scheduling
 26

6.2.2 Customer Contact
 26

6.2.3 Customer Consulting
 27

6.2.4 Billing
 27

6.2.5 Follow Up
 27

6.2.6 Monitoring Business Trends 
 28

6.3 Labour
 28

6.4 Growth Strategy
 29

6.4.1 Labour Demands 
 29

6.4.2 Management Demands
 29

6.4.3 Location Demands
 29

7 | Management and Ownership
 30

8 | Administration, Organization and Personnel
 31

8.1 Organizational structure
 31

8.2 Administrative procedures and controls
 31

8.3 Management Philosophy
 32

8.4 Recruitment
 32

8.5 Forecasted Personnel Needs
 32

9 | Milestones and Scheduling
 34

9.1 Key Milestones
 34

10 | Critical Risks and Problems
 35

11 | Financials
 36

11.1 Projections
 36

Apple Addicts Consulting



11.2 Financial Assumptions 
 37

Appendices
 41

Appendix 1 - Survey used for Primary Research
 41

Appendix 2 - Sliding Discount Scale for Pre-Paid Service Hours
 42

Appendix 3 - Competition Conceptual Map
 43

Appendix 4 - Business Magazine Advertising Rates 
 44

Appendix 5 - Vehicle Wrap Estimate
 45

Appendix 6 - Mr. Pinter’s Resume
 46

Appendix 7 - Client Projections
 49

Appendix 8 - Cash Flow Projections
 50

Appendix 9 - Income Statements
 54

Appendix 10 - Balance Sheet 
 58

Literature Cited
 59

Apple Addicts Consulting



Confidential ity and Recognition of Risks 

Confidentiality Clause 

The information included in this business plan is strictly confidential and is provided on the understanding 

that it will not be disclosed to third parties without the expressed written consent of Joshua Pinter or Apple 

Addicts.

Recognition of Risk 

This business plan represents the best estimate of the future potential of our business venture. It should be 

recognized that not all major risks can be accurately predicted or otherwise avoided and that few business 

plans are free of errors of omission or commission. Therefore investors should be aware that this business 

has inherent risks that should be evaluated prior to any investment.

Apple Addicts Consulting - Business Plan
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Executive Summary

Apple Addicts Consulting (referred to as Apple Addicts) is a sole-proprietorship that will be dedicated to the 

premium support of the Mac (formerly known as Macintosh) operating system and to assist in the conversion 

of Microsoft Windows users to the Mac. Recent trends indicate that market share of Mac computers is rising 

quickly with recent Apple Inc. developments aimed to accelerate this growth. Currently, there is no company 

with a strong market presence in Calgary that exclusively support Macs or advertises support for switching 

users over to the Mac. The opportunity is promising for Apple Addicts to enter the market and establish itself 

as the name to know when switching from Windows to Mac, as well as the ultimate Mac support resource 

amongst current Mac users.

Apple Addicts will be targeting two distinct markets: (1) those that are looking to switch from the Windows 

system to the Mac system, and (2) home users and small businesses that are already using Macs. An 

aggressive marketing strategy has been planned to penetrate both of these markets and to establish Apple 

Addicts as the first premier Mac support company in Calgary. This will allow Apple Addicts to capture the 

majority of Windows users when they decide to convert to Mac. In addition, Mac users currently bringing 

their Macs in-store to have them serviced will be inclined to try our in-house service. 

For new Mac users, Apple Addicts will continue to provide exceptional on-site and online training and 

support. The goal of our service will be to allow the customer to focus on using the computer in their 

personal and business endeavours without the inefficiencies, heavy IT costs and frustrations that are 

associated with typical computer experiences. This will be accomplished through routine visits that aim to 

prevent potential problems from occurring and offering instant online help that allows smaller issues to be 

solved within minutes as opposed to within hours or days. 

Apple Addicts is currently in its infancy stage. After the acquisition of funding, immediate efforts will be made 

to initiate the start-up. The principal owner and operator, Mr. Pinter, has recently graduated with a Bachelor 

of Science and will pursuing this opportunity full-time. Retaining a diverse range of IT and business operation 

experience over the past five years, he will be expected to operate all faucets of the business during the initial 

start-up. As the company grows, he will have to react appropriately to attain additional employees to fill key 

roles of the business, including contracted technicians.  

Apple Addicts is a service-based company and thus requires minimal overhead and admin costs for start-up 

purposes. An initial investment of $15,000 would be sufficient to cover the vehicle and marketing costs while 

maintaining a healthy cash flow. Specifically, the initial investment will be used to procure a company vehicle, 

a vehicle advertisement wrap, a ‘smart’ mobile phone, a basic software and hardware inventory, Apple 

certification for Mr. Pinter, website domain, business license and trade name and the initial advertising 

campaign. This loan will sufficiently pay for ongoing monthly expenses such as rent, utilities, mobile phone 

charges, website hosting, automotive maintenance, gas, continued marketing efforts and a proprietor’s draw. 

An application to the Canadian Youth Business Foundation (CYBF) is currently underway in order to obtain a 

$15,000 business loan to cover this initial investment and also to provide mentoring support and counselling. 

Apple Addicts Consulting - Business Plan
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Mr. Pinter, through Apple Addicts, will be solely responsible for repayment of CYBF loan and, therefore, will 

retain 100% ownership of the company. To maintain a positive cash flow, Mr. Pinter will act as the sole 

technician until sufficient clients permits the contracting of additional technicians. He will not collect a wage 

during the first two years of the company and will only make a proprietor’s draw of $1,000 per month until 

the end of the second year.  

The purpose of this business plan is to show the viability of Apple Addicts as a profitable enterprise; provide 

a structured development plan to implement operations; grow the business in a sustainable manner, from 

start-up mode to profitability; and to provide support for the procurement of funding from the CYBF. 

Apple Addicts Consulting - Business Plan
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Fact Sheet in support of the Executive Summary

Business Details

Name: Apple Addicts Consulting

Location: Calgary, AB

Industry: Mac IT Consulting, Specializing in 

Switching from Windows to Mac

Business Form: Sole-Proprietorship

Business Owner: Mr. Pinter (100%)

Commencement of Business (Expected Date):

2nd Quarter 2008

Service Details

• Seamless transition for Windows users to the 

Mac operating system

• Training and tutorials for new Mac users

• Ongoing support for Mac users

• Telephone, Email, Chat, Screen Sharing

• On-site

• Regular maintenance programs and packages   

to ensure non-problematic computer use

• Business-catered services to increase 

business efficiency and functionality 

• Integrated software and hardware solutions

• Training and material for business staff

• Customized data backup solutions

Target Market - Calgary, AB

• Current Mac users

• 9,219 - 14,750 current Mac users

• New Mac users

• 2,765 - 4,425 new Mac users this year

• Increasing by 30% steadily per year

Potential Competitors

• Direct competitors

• SNAP Technology Solutions

• MacAid Consulting

• Procter Consulting

• Indirect competitors

• WestWorld Computers

• My Mac Dealer

Financing 

Total Capital Required: $15,000

Source of Finance: Business loan from the CYBF 

Apple Addicts Consulting - Business Plan
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1 | The Company and Industry

1.1 Apple Addicts at Present

Apple Addicts Consulting is a service company dedicated exclusively to the premium support of Apple Mac 

(Mac) computers and their users. It will be geared towards streamlining Microsoft Windows users switching 

to the Mac computer system and the continual support of those users as they use their new systems. 

Support for small to mid-sized companies will also be marketed towards at a later date.

Conceptually, Apple Addicts began in September of 2007 in Calgary, Alberta, Canada by Mr. Pinter during an 

entrepreneurship course at the University of Calgary. It arose out of the recent switch of Mr. Pinter to the Mac 

platform. Realizing the advantages of using the Mac system and having the passion to enlighten others of 

the alternative to Windows seemed like a viable business opportunity. Mr. Pinter will have 100% ownership of 

the company and be the initial technician. 

Apple Addicts is currently in its infancy stage with plans of launching in the second quarter of the 2008 year. 

Prior to our official launch date, all procedures that outline the services offered will be in place, the accounting 

will be prepared, the marketing strategy will be awaiting the launch date, the company vehicle will be 

purchased and ‘wrapped’ with advertisement and Mr. Pinter will have completed all the necessary training 

and evaluation to be certified as an Apple Certified Consultant. 

The changes in the market that may take place in the near future months before the official launch date of 

Apple Addicts may be both positive and negative. Based on primary research from a number of IT consulting 

companies and market share reports over the past year1, current trends show that the market share of Mac 

users has been increasing and will continue to increase. Apple’s continual introduction of revolutionary new 

devices will continue to increase the ‘buzz’ around Apple. This will further enhance the opportunity of 

establishing a Mac support company. However, it may also provide a window of opportunity for another 

competitive company to enter this market. It is critical for Apple Addicts to stay flexible and adaptable based 

on the current situation. This business plan serves as a means to structure the engagement of the company, 

with a caveat that reassessment at the time of start-up will be necessary based on current competition and 

pressures. 

1.2 Apple Addicts in the Future

Apple Addicts will emerge in the market as the foremost Mac support company. This establishment will allow 

us to capture new customers as the Mac market expands due to the buzz Apple is creating around its core 

products. 

As Windows users are gradually switched to Mac, Apple Addicts will increase its focus on maintaining 

current Mac users. This will require us to develop additional methods to maintaining a high level of customer 

support and to continually provide Mac customers innovative ways to use their computers. 

Apple Addicts Consulting - Business Plan
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With a large network of loyal customers that require routine maintenance, occasional upgrades and training, 

we should be able to establish a positive net income that is very profitable due to little overhead. However, 

there is a potential risk that should be considered. Mac users may not require a significant amount of service 

once they are switched over from the Windows system due to the general stability and ease of use of the 

Mac system. This would result in a decrease of income from ongoing support of individuals already switched 

over to Mac. This would be an opportune time to enter the small and mid-sized business market. By this 

point the Apple Addicts name and service will carry with it a strong reputation from assisting home users and 

a small number of businesses.  

1.3 The Computer and IT Industry

Computers are ubiquitous. They are a requirement by nearly every household and even more so with all 

types of businesses; more importantly, this demand will only increase with time as business owners are 

always on the lookout for productivity improvements. The current market for computers is distinctly divided 

up. There are two main market shares that currently exist, computers users that operate Microsoft Windows  

and those that operate Apple Macs. According to Net Applications that monitors the percentages of 

operating systems that browse the internet, Mac computers currently only make up approximately 8% of the 

computer user market2. However, the current trends predict an increase in this low market share. By 

increasing the buzz associated with Apple and by offering a better product than Microsoft Windows they are 

continually shifting customers from the Windows market share to the Mac market share. 

The opportunity exists due to the lack of Mac support companies in the Calgary market. There are a plethora 

of computer support companies but only a few support Mac computers. There are none that offer the 

services that Apple Addicts will provide. In Calgary, specifically, there are two major competitors that will offer 

similar services but their business focus is on being a Mac reseller, not for switching users over from 

Windows or on-site maintenance of Mac systems. Apple Addicts stands out from the crowd due to their 

commitment to superior customer service and their dedication to getting Mac users operating their 

computers as efficiently as possible. Our services will cover everything from switching over from Windows, 

becoming comfortable with the Mac system, and continued support as they require more advanced 

utilization of their computers. 

The industry is currently dominated by Microsoft Windows, both in the home and the business sectors. 

However, the potential for the shifting of this market share has never been so high. Apple's strong marketing 

strategy over the past couple of years, including those well-known commercials everyone likes, has 

increased brand-recognition tremendously according to the Phoenix Business Journal who awarded Apple a 

spot in the top five for business branding in 20073. In addition, Apple’s business practices have helped them 

Apple Addicts Consulting - Business Plan
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rank 7th on Fortune’s most admired companies list4. They are now one of the most recognized companies in 

the world and are continuing to grow their business.

With the domination of their iPod line-up in the mp3 player market and the recent emergence of one of the 

best mobile phones ever made, the iPhone, people are quickly becoming aware of how easy to use and 

functional Apple products are. They are naturally extending this expectation on to the computers in Apple's 

line-up.

Apple has also made an important migration to the more common Intel platform for its CPU hardware. This 

has now nullified the old misconception that Macs cost more money than PCs. In addition, this has given 

Mac users the ability to run Windows on their Macs. With this highly competitive pricing and increased 

functionality, the excuses for not using a Mac are dwindling. Educating potential customers has now become 

a paramount issue for Apple to encourage users to make the switch. 

Furthermore, Microsoft's latest instalment of their operating system, Vista, has been a major disappointment 

for the majority of users. It is well-known that a large percentage of individuals that have updated to the new 

Vista operating system have actually downgraded back to XP due to ongoing issues. As well, Windows Vista  

users are finding that there is a learning curve to use the new Vista similar to what would be required to 

switch to Mac. Instead of customers 'upgrading' to Windows Vista, which will be expensive for the customer 

in both time and money, an actual upgrade to the Mac operating system seems even more favourable, 

especially if a similar learning curve is required for both. 

All of these market trends are leading to a major shift in the market share of Mac computers. Essentially, 

Apple Addicts is aimed to emerge as the foremost company that Windows users will turn to for help making 

the switch to Mac. By establishing an early presence in the market as the premiere Apple consulting 

company, Apple Addicts will make profits from billable hours for switching users over to Mac and secure a 

future customer base by retaining those switched customers. 

Although Mac computers are inherently more stable and less prone to the errors that make Windows 

consulting companies wealthy, they still require regular maintenance and upgrades. By establishing a 'switch 

to Mac' company, we will be able to capture the majority of 'switchers' as they are convinced to go for a 

Mac. With a large customer base, these routine maintenance and upgrades, although few and far between, 

will be profitable and sustainable. 

The Mac system offers a very powerful platform to operate in a business environment as well. Businesses 

that are in a position to switch to Mac may prove to be a large source of revenue for Apple Addicts in the 

future. Their support needs far exceed those of the average home user and usually involves numerous 

computers and complex networking systems. Apple Addicts will be poised to offer small and mid-sized 

enterprises (SMEs) support should they decide to switch to the Mac systems. There are a number of very 

attractive benefits that businesses running Macs are privileged to, including a decrease in the cost of 

Apple Addicts Consulting - Business Plan
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computer support and an overall increase in ease, functionality and stability. With some businesses 

contemplating 'upgrading' to Vista, Apple Addicts may be able to present a strong case to switch to Macs 

instead.

Apple Addicts Consulting - Business Plan
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2 | The Apple Addicts Service

2.1 Description of the Services

The various services that we will provide to customers is based on two distinct service needs: 

1) Switching Users from Windows to the Mac

• Transfer of all documents including photos, videos, email, documents, bookmarks, etc.

• Installation of virtualization software that allows Windows to be run on their Mac for their Windows-

only programs

• Basic training of the Mac OS X operating system

• Reference material that illustrates step-by-step procedures for key tasks

• Access to online reference material on Apple Addicts website that includes custom videos and tips 

and tricks. 

2) Support for Current Mac Users

• Assistance via email requests and phone calls for customers with a service contract or those who 

have agreed to the rates of service 

• Instant screen sharing for users of the new Leopard operating system

• On-site support and training

• Pre-paid hours for maximum billing convenience

• Small to mid-sized network setup

• Scheduled backup setup and routine maintenance

• Hardware upgrades (including memory, hard-drive, peripherals, etc.)

• Hardware repair (or at least facilitate repairs through Apple or an authorized Apple reseller) by 

acting as a third party or Value Added Reseller (VAR)

Apple Addicts Consulting - Business Plan
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The services described have all been tested in a variety of situations but a fine-tuned and documented 

process that can be followed systematically with customers  has been established and properly tested. 

Development of this business model and best practices will be continued as more customers are serviced. 

These services are geared towards helping the customer use computers in an effective way without being 

consumed by concerns of viruses, malfunctions, speed issues, and data backup. In turn, the customer's 

experience with their Mac computers will positively affect other areas of their lives in a variety of ways. The 

customer will benefit with decreased costs in IT support as well as less time wasted. Time on their Mac will 

be more efficient and enjoyable. Customers will see a direct benefit in the number of ways that they can 

entertain themselves with their Mac. A variety of leisure activities such as managing and creating photo 

memorabilia, creating and editing music and capturing and sharing home movies are done effortlessly. In 

addition, business activities are greatly enhanced by the use of the stable Mac operating system and the 

extremely intuitive programs available for the Mac. Basic concerns of most businesses such as up-time, 

functionality and data backup are handled with great ease on the Mac system, leaving the business operator 

to focus on more important tasks. 

In order to achieve the greatest results from their Mac, customers will require initial training and ongoing 

support by Apple Addicts. This includes instant support where customers can request an Apple Addicts 

Support Consultant to 'take over' their screen temporarily over the internet and fix an issue that the customer 

is having instantly, all within minutes of first contacting the Apple Addicts Support Line. This service will be 

paid at an hourly rate delimited by 15 minutes. Customers that already have pre-paid service hours will have 

their balance of hours reduced by the time spent by the consultant while those customers without pre-paid 

hours will be invoiced. Apple Addicts is dedicated to providing a reliable and useful support system for the 

customer, their Mac, and the incredible things they can accomplish with it. The cost of Apple Addicts' 

support will be negligible when compared with the numerous advantages the customer receives in using their 

computer without boundaries or headaches. 

2.2 Future Development Plans

There is a lot of growth potential in the current market simply by continuing to offer the services described 

above. As users become more and more familiar with their Macs, the amount of basic support required by 

current Apple Addicts customers will decline. In order to maintain these customers, Apple Addicts has to 

provide diverse services that will capture customers' needs as they become more advanced. 

A key focus for the future is to target small and mid-sized businesses. Business customers will provide Apple 

Addicts with a new market to obtain customers from that will have larger contracts and increased ongoing 

support needs than the home user. By entering this market, Apple Addicts can assure their sustainability with 

ongoing support needs.

Another future consideration involves Apple’s ever-expanding product line. They continue to enter into new 

markets that provide new opportunities for customers to take advantage of the ease and functionality of 

Apple’s products. These new products introduce avenues of customer support that Apple Addicts can 
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provide customers. For example, Apple has released the Apple TV that connects to a user's high definition 

TV and allows them to download and watch TV shows, movies and photos from the Apple store and their 

iTunes library on their computers to their high-definition TVs. This would be an opportunity for Apple Addicts 

to introduce awareness of the product to the customer and then provide setup and support for the 

customer’s use of the technology. The Apple iPhone, which is soon to be released into the Canadian mobile 

phone market provides another possible avenue for additional customer awareness and support as well as 

another revenue stream for Apple Addicts. 

Apple Addicts Consulting - Business Plan
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3 | Market Analysis

3.1 Target Market and Characteristics

Home PC Users

Apple Addicts’ primary target market is current home PC users. 

Specifically, we are targeting PC users that are tired of using the 

problem-prone Windows and are interested in switching to an 

alternative. A large percentage of PC users are already considering  

the Mac as an alternative platform. Based on surveys we delivered5 

and common conception from a number of PC consultants in the 

industry, current PC users are hesitant to switch to Mac for two 

main reasons: one, they do not know how to transfer their files and 

programs over from their Windows PC, and two, they are not 

familiar with the Mac operating system. To alleviate these concerns, 

Apple Addicts will be implementing two marketing strategies about 

our services:

• We look after the details: The customer does not have 

to worry about all the technical details of the transfer. The 

customer only has to indicate what they want transferred, and the rest is 

looked after by the Apple Addicts Consultant. Large companies like Shaw 

and Telus have used this marketing tactic with great success, reassuring 

customers’ concerns with the simple marketing concepts of: “We will look after the details and it 

will just work”. 

• We show you how to use it: Many people are already convinced that the Mac platform is 

superior and that it is easier to use and saves time. However, an initial time investment is required 

by new users to become acquainted with their Mac and to become proficient. Customers are 

concerned about making this initial investment but with the help of Apple Addicts training and 

tutorials, this learning curve can be shortened.

Based on recent estimates, the number of PC user households between the age of 25 and 59 that switch to 

Mac per year is between 2,765 and 4,425. This number represents users who have decided to take the 

plunge without any assistance. With the emergence of our seamless switching service, we expect this 

number to grow significantly.
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Home Mac Users

Apple Addicts’ secondary target market is home Mac users. This market consists of home users that have 

already adopted the Mac system. Even though the Mac is a very simple and intuitive platform, there are 

some major differences and some key areas of potential problems that can be encountered. A demand for 

our services can be broken into three main categories:

• Transferring data: Transferring old data such as work documents and pictures to a new Mac can 

be a tricky task for the average computer user. Apple Addicts will help the customer seamlessly 

transfer all their information and ensure that no data is lost in the process. This can also include a 

complimentary backup.

• Training: Many new Mac users are not familiar with the different features and operation of their 

new system. Apple Addicts will be able to assist with providing training to show the customer all 

the powerful and time saving features of the new system. General training can be provided, as well 

as customized training tailored to the customer’s needs.

• Installing Windows: Although Macs have a very feature-rich system, some industry standards 

require the Windows platform. Many home Mac users are forced to use a Windows system at work 

and when they need to work from home, some of these applications are not compatible with the 

Mac system. Apple Addicts can easily install a virtual Windows operating system within the Mac 

system, allowing the customer to run the required Windows applications at home. This will provide 

the customer with the ultimate convenience, compatibility and functionality.  

The estimated size of Mac users in Calgary aged 25 and 59 is between 9,219 to 14,750 households 6 7. This  

is a considerable base of users that will grow with PC users switching. 

 

Small Businesses

Our third target market is represented by small businesses throughout the Calgary region. For the initial 

growth phase of the company we will not concentrate on appealing to this market. We expect to make 

contacts in small business through our home users first. After firmly establishing our presence in the 

residential market, we will make the leap to businesses. 

3.2 Market Share, Trends and Growth Potential

Our primary target markets, namely home computer users are growing every year. Although it is difficult to 

find exact details on market growth for Mac, many estimates place Mac’s market share to be growing by 

30% per annum. This is tremendous growth, and we expect our market share to follow a similar trend 

because of the complementary nature of our service.
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The turn-around of Apple in the past decade can be attributed to the introduction of the iPod. The iPod has 

established its dominance in the mp3 player market and continues to be Apple’s largest income source. The 

more recent growth of Mac computers can be attributed to the use of Intel’s processor in current Mac 

computers.  This marked a turning point for the platform because it allowed Macs to be more cost effective, 

run windows and operate extremely fast.  

The switch in processor technology has also allowed Mac users to emulate the Windows operating system 

on their computers. This has proven to be a very important factor when considering the switch. In the past, 

many PC users avoided switching because of one or two old Windows applications that were not available 

on the Mac. This is no longer an issue, because any Windows program can be run on your Mac and we can 

see this being reflected in the massive growth of the Mac market share.

With the continued growth of Apple products, such as the Mac, iPod, and iPhone, we are confident in the 

growth of the market. With the availability of a whole Apple suite (computer, music player, and phone), many 

users will be more inclined to use the Apple technology. 

3.3 Sales, Distribution and Profits by Service

Apple Addicts will offer a variety of services, with each providing a similar level of profitability. The distribution 

of our services will be four-fold: 

1. Switching: Switching users from the PC to the Mac. This will be done in the customer’s home and 

will be offered as a flat rate package in order to lower the cost to the user and attract initial 

customers. On average, this will take 4.0 hours to complete.

Costs directly associated with switching users are the technician’s time and the vehicle’s operation 

costs. The switching service will be sold as a package at a reduced price (instead of an hourly rate) 

in order to encourage customers to take advantage of our service. The price of the package 

(approximately $200) will be sufficient to cover the costs of the technician and vehicle while still 

providing 25% gross profit margin. 

2. Regular Service and Support: This covers minor service calls or training sessions that are 

approximately 0.5 hours. This service will be completed through either the telephone or by sharing 

the user’s screen over the internet using ‘Screen Sharing’ technology. This technology is built into 

all current Macs and allows the technician to control the user’s screen while having a two-way 

conversation with them. For billing, each customer will ideally have a small maintenance balance of 

pre-paid hours that will be withdrawn from. This eliminates much of the complexity of billing only 

0.5 hours at a time. If not, billing will be done through credit card or on-line debit. Payment for 

service is due when service is rendered. Apple Addicts will convey this information before getting to 

work on the users’ issue.

Regular service and support will provide Apple Addicts with regular cash flow and the largest profit 

margins. Since this service will be operated via the telephone or through the internet with ‘Screen 
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Sharing’ and will require no driving, the costs will be minimized, directly including only the 

technician’s time. We estimate each service request will take approximately 30 minutes. This 

service is very efficient and will be a sustainable income source as Apple Addicts grows. To 

facilitate prompt service and ease of billing, customers will be encouraged to purchase pre-paid 

maintenance hours that will be used as needed when they use this service. The use of a 

maintenance balance will also provide Apple Addicts with better retention as well as positive cash 

flow. As an incentive for customers to purchase these pre-paid hours, a small discount will be 

awarded that would work on a sliding scale fashion, similar to cell phone top-up models such as 

Virgin Mobile. See Appendix 2 for a simple demonstration.

3. Higher Needs Support: This is similar to the Regular Service and Support, only with higher 

needs. This may include setup or issues of hardware, networking, backup or advanced software. 

This type of support cannot be completed over the phone or through ‘Screen Sharing.’ It will 

require an on-site visit from a technician that will take, on average, 2.0 hours to complete. Since 

this is a more substantial piece of time it will invoiced on a per visit basis at a rate of $100 per hour. 

In order to cover the cost of the visit, a minimum of 1 hour will be invoiced. 

High needs service will be similar to the switching service except that this service will be billed at an 

hourly rate, not at a package price. The customer will be billed per incident at the full hourly rate.

4. Training: The costs of training are similar to the switching service for in-house training. This may 

be offered at a reduced rate to encourage customers to take advantage of it. In addition to in-

person training, online training material will be found on Apple Addicts’ website and will be free to 

existing customers (requiring an account number to log on). The online material will operate more 

as a weekly how-to with videos, tips and tricks as well as suggested downloads. Group training will 

be considered, especially for workplaces with multiple employees, and friends and families. These 

will be offered at a discounted rate. 

The direct costs of in-person training will be the technician’s time as well as the vehicle operation 

costs. The website training material costs include the technician’s time to produce the content as 

well as the hosting charges for the website. These costs are justified if it aids in Apple Addicts’ 

reputation, retention rate and benefit to the customer. 

Indirect costs of operation to consider include costs associated with telecommunications, marketing and 

general overhead costs. As long as we achieve a very conservative number of service hours per month, the 

overall profitability of the company will be sufficient for growth.

3.4 Service Policies

Our service policy will be quite similar to industry standards already established. First off, our company will 

not be held liable for any data loss. This will be handled with a non-liability disclaimer that is provided on the 

customer work order. This is a standard practice in the industry, as nobody can guarantee against random 

data loss. Secondly, we guarantee that a customer will get a cost estimate within the first hour of work. This 
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alleviates much of the risk from the customer, and ensures that they will not incur large unforeseen costs. 

Once the estimate is given, the customer may choose to go ahead with the work, or decline the work for the 

time being. 

Billing will be handled by the service technician. The technician will produce a “carbon-copy” invoice for the 

customer, at which point the customer can pay by cash, cheque, credit card, or PayPal (online payment with 

debit).

Attainment of qualified and ethical technicians will be achieved through a rigourous interview process and 

background checks with previous employers. Additionally, technician’s work will be frequently monitored 

through video tracking and random job shadowing to ensure quality of service remains at a high level. 
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4 | Competit ive Analysis

4.1 SWOT Analysis

Strengths

• Exclusively Mac specialists

• Apple Certified / Apple Consultancy Network (ACN)

• Good brand association ("Apple Addicts")

• Remote instant support: highly efficient and cost-effective for both the customer and Apple Addicts

• Website access for complimentary on-line training, knowledge base and community

• On-Site service and support

• Previous customer base from Mr. Pinter's past experience (i.e. Oxygen Webs' customers)

• Ease of billing and paying (online, retainer option available for discounts and ease of billing)

• Relationship with prominent Mac resellers (e.g. My Mac Dealer)

• No commercial office space and little overhead means low operating costs

• Little capital being tied up from inventory

Weaknesses

• Not a unique product or service (relatively easy to enter the market) 

• Single-person operation means little capacity for growth without hiring another individual

• No commercial office space means less exposure and little inventory

• No direct affiliation and exposure with a reseller, such as that seen with Geek Squad and Best Buy

Opportunities

• Rapidly increasing Mac market share

• New products constantly being introduced by Apple creating a buzz around the company and their 

product line

• iPhone

• Apple TV
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• A number of small businesses and key large businesses (e.g. IBM) have converted to the Mac 

recently

• Growth into the business sector seems promising

• Nobody else focuses their top priority to switching people from Windows to Mac

• By being the first person (or maybe the second person if they purchase their Mac 

independently at a reseller) they see when dealing with Mac, we can establish a relationship 

and continue to service the customer in the future through good customer service and 

earned customer loyalty

• Mac and Apple products tend to be such a word-of-mouth community, by being one of the first big 

names for Mac service in Calgary, we can be first in the words of people's mouth

Threats

• Entrance of another major competing company into the same niche - switching people from 

Windows to Mac

• Alteration of the services of an already established company, such as Geek Squad, to incorporate 

conversions from Windows to Mac more prominently

• The market does not grow like predicted

• Without growth in the current market of Mac users, Apple Addicts' growth cannot be 

sustained

• Changes with Apple Inc. that may be detrimental to Apple Addicts since the two are so closely 

aligned

• Apple products take a turn for the worse in quality or usability

• Viruses, Spam and crashes increase in the Mac system

• Apple offers similar on-site support services and training

• Their marketing decreases or becomes less effective
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4.2 Competitive Analysis

Company Strengths Weaknesses Reaction

Apple Inc. Direct association with 

company

Most services are free 

or relatively inexpensive

No store or service in 

Calgary

Telephone and web 

only

Most likely support 

Apple Addicts since it is 

beneficial to them

Open an Apple Store in 

Calgary

GeekSquad Very well known

Associated with Best 

Buy

Apple Certified 

Technicians available

Not a strong support for 

Mac products or 

services

Long wait times for Mac  

service in Calgary (up 

to a week)

Increase their support 

of the Mac through 

advertisements

Hire more Mac 

technicians to decrease 

wait times

Nerds On Site Very well known

Associated with Future 

Shop

Apple Certified 

Technicians available

Not a strong support for 

Mac products or 

services

Long wait times for Mac  

service in Calgary (up 

to a week)

Increase their support 

of the Mac through 

advertisements

Hire more Mac 

technicians to decrease 

wait times

MyMacDealer Good customer loyalty

A whole suite of 

products and services

Excellent location

Commercial offices in 

both Calgary and 

Edmonton

No specific on-site 

service, especially for 

residential services

Either form a 

relationship with Apple 

Addicts, including 

contracting us out for 

on-site service or 

establishing a 

commission-based 

sales relationship for 

Apple Addicts referrals, 

or offer similar services 

to Apple Addicts
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Company Strengths Weaknesses Reaction

WestWorld Computers Good customer loyalty

A whole suite of 

products and services

Excellent location

Commercial offices in 

Calgary, Edmonton, 

Vancouver and Victoria

Offer group training and 

tutorial sessions on a 

weekly basis, including 

2 free with the purchase 

of a new computer

No specific on-site 

service, especially for 

residential services

Either form a 

relationship with Apple 

Addicts, including 

contracting us out for 

on-site service or 

establishing a 

commission-based 

sales relationship for 

Apple Addicts referrals, 

or offer similar services 

to Apple Addicts

MacXperts Low cost operation 

(home-based)

Poor exposure and 

branding

Continue with existing 

clients and/or join Apple 

Addicts as a contract 

technician

London Drugs Recognized and trusted 

store

In-store sales and 

service of Mac

Not Mac specialists

Limited, if any, Apple 

Certified Technicians

Most likely no change - 

not their main focus

SNAP Technology 

Solutions

Highly qualified owner/

operator

On the Apple 

Consultants Network

Simple Mac converts 

and support is not a 

primary focus

Most likely no change - 

not their main focus

Mitchell & Company Highly qualified 

employees

On the Apple 

Consultants Network

Simple Mac converts 

and support is not a 

primary focus

Most likely no change - 

not their main focus

Proctor Consulting Highly qualified owner/

operator

On the Apple 

Consultants Network

One man operation, Ian 

Proctor

Simple Mac converts 

and support is not a 

primary focus

Most likely no change - 

not their main focus
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4.3 The (Major) Apple Authorized Resellers

There are two major Apple Authorized Resellers in Calgary, MyMacDealer and WestWorld Computers. Both 

of these shops are accredited by Apple Canada to sell and service Apple hardware and software. They both 

have a well established following in Calgary and high customer loyalty. Their hardware range is complete, 

including accessories, and their services cover nearly everything to some degree. 

Where both of these stores lack is in the on-site service and support area where a technician will visit the 

customer’s home. Instead, they both rely on the customer bringing in their hardware. If that is not possible, a 

long wait time is required before a technician can be scheduled to meet with a customer in their home or 

business. 

Instead of looking at these two stores as competitors of Apple Addicts, Mr. Pinter is attempting to setup a 

strong working relationship with each of these companies that would aid in exposure and clientele for Apple 

Addicts, while increasing the service range of the two resellers. These two relationships are just budding but 

the initial interaction seems promising. Both Cameron, the Sales Manager at WestWorld Computers, and 

Curtis, the Owner of MyMacDealer, were quite clear that there is definitely a market for that and were 

optimistic of a positive relationship between Apple Addicts and their respective stores. Further meetings are 

taking place to establish this more concretely. 
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5 | Marketing Analysis

5.1 Marketing Overview

Apple Addicts Consulting offers services directed at customers who are wanting to convert from Windows 

PCs to Mac computers. This idea is a fully new concept, as other businesses are only targeting those who 

already have a Mac computer. The idea of transitioning customers from a Windows PC to the Mac based 

platform comes at a time when Mac computers are acquiring a significant market share in North America. By 

launching new products, such as the iPod and iPhone, Apple has differentiated itself as a unique, cutting 

edge company with a full product line. Apple Addicts will take advantage of this momentum in order to 

launch itself to aid those who want to switch to the reliable and powerful Mac platform, but are unsure how 

to do it. 

Our idea is centred at the niche of computer owners who have adequate income and the need for a reliable 

and high quality computer system. This includes individuals as well as small businesses who are looking for a  

reliable system to make their computing more efficient. 

In order to penetrate the market initially, Apple Addicts will perform a number of steps that will allow the 

Apple Addicts name and services to permeate through our market. Our main marketing focus will be door-

to-door flyers, community association newsletters and websites, the Apple Consultancy Network, Co-

operation with Apple Resellers in Calgary, Apple Addicts’ website, previous Oxygen Webs’ customers and 

referrals (word-of-mouth) given by previous customers. 

Apple Addicts would like to achieve three main goals within the first year: a) establish a number of reference 

customers and testimonials, b) achieve awareness in the market through marketing campaigns, and c) gain 

contacts in the small business sector for growth in year 2. Throughout this section, the strategy for achieving 

these goals will be elaborated on.

5.2 Initial Marketing Strategy

A critical requirement for the success of Apple Addicts is to establish itself as the go-to company for users 

switching from Windows to Mac. In order to do this a variety of marketing methods must be used to flood 

the target market with our brand, message and service.

It is important, especially during start-up, that the marketing strategy is cost-effective and efficient. To that 

end, the target market must be focused on and monies cannot be spent frivolously outside of the target 

market. To recap, the target market are middle-class and above, middle-aged and above Windows users 

that have recently switch to Mac from Windows or are seriously considering it. For more information on the 

target market, see Section 3. 

To best focus on our target market, it is best to go where customers purchase Mac hardware, namely, the 

resellers. This primarily includes WestWorld Computers and MyMacDealer but also includes Best Buy, Future 

Shop and London Drugs. Relationships have already begun with WestWorld and MyMacDealer. The other 
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three already have a dedicated service company (e.g. Geek Squad for Best Buy) or cannot form such 

relationships due to policy. Apple Inc. is another major reseller, of course, and inquiries into a better 

relationship with Apple Canada are underway with the Western Rep, Richard Catinus.  

The following are key approaches that will be used by Apple Addicts to penetrate the market and establish 

strong exposure and brand presence very quickly. Once again, it is important to aggressively and efficiently 

attack the market in a diverse manner at multiple fronts. 

Reference customers: The establishment of satisfied, talkative customers is the best source of not only 

repeat sales, but new customers. We anticipate a high level of word-of-mouth as an advertising as a strategy 

to successfully enter and grow in the market.

Time line: Launch 

Apple Certified Consultant / Apple Consultants Network (ACN): Mr. Pinter will be obtaining his 

certificate as an Apple Certified Consultant very soon, which requires becoming professionally comfortable 

with the Mac OS X operating system and completing a Apple certified test to prove competency. Once Mr. 

Pinter becomes an Apple Certified Consultant, Apple Addicts will become applicable for listing on the Apple 

Consultancy Network. This is an advertising network on the Apple website for certified consultants that 

displays certified consultants based on your postal code or City. When potential customers browse this 

network list, they will be able to see what services Apple Addicts specializes in and contact us directly. This 

list is looked at most by businesses interested in local support as well as Apple Customer Care specialists 

that are aiding customers who have called in looking for additional support. Currently, this network only lists 

three companies in Calgary. The cost to be a member of this network is $700 per year but also comes with a 

variety of other benefits, including discounted software and marketing material from Apple.

	 Time line: Launch

Co-Operation With Resellers: Apple Addicts is currently pursuing co-operative relationships with both of 

the major Mac resellers in Calgary, MyMacDealer and WestWorld Computers. This will be an excellent way to 

receive additional customers and exposure, as well as commission-based income from bringing hardware 

needs to their store. 

	 Time line: Launch

Apple User Group: Apple Addicts will become an active member in the Apple User Group in Calgary, which 

formed to educate others on a volunteer basis of the benefits of using a Mac. This is largely operated and 

utilized by senior citizens; participation and volunteering in this group would help develop credibility, exposure 

and important contacts.

Time line: Launch and ongoing

Vehicle vinyl wrap: In order to achieve high levels of exposure in Calgary, we will advertise our services on 

the company vehicle by using a full colour graphic vinyl wrap. Since we will be providing on-site services, we 
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will utilize the travel time to advertise. The cost of this advertisement is $2,670 that will be financed into 10 

monthly payments. The vinyl wrap will last between 3 to 5 years.

	 Time line: First year

Search Engine Sponsored Links: by using keywords such as ‘Apple’, ‘Mac’, ‘Switching’, ‘consulting’ and 

‘Calgary’ throughout Apple Addicts’ website, its ranking will be increased on search engines such as 

Google,. In addition, sponsored links may be purchased so that Apple Addicts is highlighted amongst the 

displayed results. 

	 Time line: Launch

Community Association Advertising: Apple Addicts will focus its media advertisement resources towards 

the community associations in the Calgary area, including door hangers, door-to-door, website, newsletters, 

bulletin boards and presentations. This will focus on the target market and keep the cost minimal compared 

with more commercial advertisements. 

	 Time line: Launch

Business Magazine Advertisements (e.g. Business Edge): In the future, advertisement in prominent 

Calgary business magazines, for example the Business Edge, Business in Calgary and Calgary Inc. This will 

take place in the second year after Apple Addicts is well established with our residential market penetration 

and growth into the business sector is promising. The cost of one 1/4 page advertisement is approximately 

$1,000 per monthly publication but the viewer-ship is highly viable. (For an example of viewer ship and costs, 

refer to Appendix 4).

	 Time line: Year 2

Apple Addicts Website: AppleAddicts.ca will feature an array of tutorials, tips, tricks, video podcasts, 

newsletters, blogs and news regarding Apple and Mac. It will be created to be useful to everyone that 

features and will be routinely maintained and updated to ensure fresh content and repeat visits. This 

complimentary content will be used to funnel non-customers into the business side of the website where 

more advanced issues will require contact with a consultant at Apple Addicts. Alongside this complimentary 

content, there will be a members-only section that is free for existing customers, and will provide even more 

useful information and a method to keep track of account history, pay invoices online and monitor a retainer 

balance.

	 Time line: Launch and ongoing
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5.3 Pricing and positioning

We are positioning ourselves as a high-quality, yet affordable service provider. Our basic charging price is 

$100 per hour. We have established this price based on the market prices of our competition (please refer to 

the conceptual map in Appendix 3). This will provide Apple Addicts with large profits margins while remaining 

competitive. In addition, flat-rate package prices will be used for switching users and future promotions. This 

will attract customers due to its simplicity and fixed, lower cost. 

One of Apple Addicts’ pricing strategies is to offer a wide variety of payment methods, which differentiates us 

from our competitors. Our methods of payment will reflect how we provide our services: easy and 

convenient. As Apple Addicts is providing on-site services to its customers, the company will accept the 

following payment methods:

Cheques: Due to convention in the computer consulting industry, Apple Addicts will accept cheques as a 

form of payment.

Cash/money order: the customer also has the option to pay cash after the service has been provided. Our 

technician will carry a float with him when performing on-site work, in order to be able to produce change for 

the customer.

Internet payment: Our business will be registered with PayPal. PayPal works by taking a small percentage 

(1.9 – 2.9% + $.30) of each transaction performed by the business. There are no monthly, set-up or 

cancellation fees. Customers that have their own account with PayPal can pay through Interac, directly from 

their bank account. PayPal guarantees high-grade security for both the customer and Apple Addicts.

Credit card: using PayPal, as mentioned above, Apple Addicts will accept all the major credit cards. If the 

customer prefers an off-line credit card approach, an imprint will be taken and their payment will be 

processed later. 

 

Projected Marketing Expenses

The first year of marketing is broken down as follows (for further information refer to the financial appendices):

Community Newsletters/Websites 	 $ 300 / Month	 $ 3,600 / Year

Door Hangers and Door-To-Door		 $ 300 / Month	 $ 3,600 / Year

Apple Consultancy Network	 	 	 	 $ 700 / Year

Vehicle Vinyl Wrap	 	 	 	 	 $ 2,667 (Financed for 12 months; Appendix 5) 

TOTAL MARKETING (First Year): 	 	 	 $ 10,570 
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6 | Processes and Operations

6.1 Location

For the initial growth phase of the company, Apple Addicts will operate out of an office in Mr. Pinter’s 

residence. This will not negatively impact the professionalism of the company because all of our services are 

provided on-site, eliminating the need for a public office. 

As the company grows and additional technicians are hired, the need for an office will be realized. At that 

point, we will scout out a location to run the business from, providing a central management and 

organization centre. When this location is opened, we expect operating costs to increase significantly. This 

will be outweighed by the increase in income from increased capacity. Based on our estimates, a commercial 

office space will not be required until after the first two years. 

6.2 Service Process and Operations

The operation of Apple Addicts can be broken down into a number of key areas:

6.2.1 Client Scheduling

Clients’ primary method of contact with Apple Addicts will be by telephone. There will be a toll-free number 

to call for service and a Calgary number that will get routed through a telephone menu system. Once the 

needs of the caller is understood through the use of an automated menu system, they will be forwarded to 

the proper contact. Initially there will be three options: 1) Talk to a consultant, which will get forwarded to Mr. 

Pinter’s smart phone; 2) Leave a message to request a consultant visit, which will get forwarded to voicemail; 

and 3) Company information, which will provide the caller with a pre-recorded message with basic company 

information, including the website address, hours of operation, services provided and the mailing address. 

This method of call routing will maintain high professionalism while allowing Mr. Pinter to work out of the 

office and minimize reception costs. 

In the future when Apple Addicts expands, customers will contact a call centre contracted out where a 

customer service representative will determine the caller’s needs and schedule appointments, if necessary. 

Service requests sent via email will be monitored frequently throughout the day and responded to promptly 

by Mr. Pinter. While out of the office, Mr. Pinter will use his smart phone to receive and respond to new 

customer emails.

6.2.2 Customer Contact

The service technician will keep track of his appointments through his digital calendar. This allows quick 

changes to easily be made, as well as allowing us to effectively track trends in customer demand. The 

process that technicians will follow is as follows:

1. At the beginning of the day, the technician will go through his appointments for the day in his 

digital calendar.
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2.He will phone each customer to confirm the appointment for the day. Any changes that need to be 

made will be updated in the calendar at that time.

3.The technician will visit each customer, and keep track of results through his calendar program. If 

any changes in schedule are expected, the technician will contact the remaining appointments for 

the day to inform them of the delays. 

6.2.3 Customer Consulting

When the technician visits the customers’ home, he will follow the following process:

1.First, he will determine the nature of the call. This involves talking to the customer, and determining 

what needs to be done.

2.The customer will sign an industry standard waiver that limits the liability of Apple Addicts with 

regards to loss of information.

3.The technician proceeds to work on the problem and develop an estimate for the customer. The 

technician is expected to produce an estimate of time and cost within the first hour of service.

4.If the customer agrees to the estimate, the technician either carries out the service right away, or 

schedules it for a later date (depending on time constraints). 

6.2.4 Billing

After the technician provides the service, the technician will produce an invoice for the services rendered. 

This is recorded using a carbon copy pad, which allows us to keep a copy and also leave a copy with the 

customer.

The customer will be able to pay right away using cash, cheque, credit card, or PayPal. Otherwise, they can 

mail their payment in within 7 days. 

For any unpaid accounts, the customer will be contacted by the 10th day. 

After 30 days, all unpaid accounts will be written off for accounting purposes. After 60 days, we will sell the 

debt to a third party collection agency. 

6.2.5 Follow Up

After a customer has been visited, a follow up call will be made within 48 hours to ensure the customer is 

satisfied with the service. The process will be as follows:

1.The customer will be contacted by phone within two days after they were visited by the service 

technician. 

2.They will be asked if all their issues were resolved and if there are any outstanding issues.
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3.They will be asked to comment on the technician’s performance and service. This allows us to 

monitor performance of the technicians. Any negative feedback will be dealt with immediately. 

4.If there is positive feedback, ask if they would like to put it in writing as a testimonial for our 

website. If yes, send an email with the form. 

6.2.6 Monitoring Business Trends

A key factor to remaining competitive in this industry requires us to constantly monitor business trends. This 

process will be conducted on a monthly basis. Based on data records of client calls, feedback, and service 

calls, all business trends will be quantified and analysed. Advertising and marketing strategies will be 

analysed against actual results, allowing Apple Addicts to determine the most effective methods of 

conducting business. After key issues and beneficial factors have been identified, steps will be taken to take 

advantage of positive trends or correct negative ones. By staying on top of industry trends, Apple Addicts will 

ensure its survival in an ever-changing market. 

6.3 Labour

For the initial phase of the company, the majority of labour will be incurred by Mr. Pinter, while the rest will be 

contracted out as needed. Mr. Pinter will handle all scheduling, customer contact, and consulting. As the 

company grows and additional technicians are hired, the following new-hire process will be followed:

1.Orient the new technician with the company and policies.

2.New hire will study for his Apple Certification exam. This time will be unpaid but training material 

will be provided and access to company experts for questions, guidance and assistance will be 

available.  

3.Once ready for testing, the new technician will take their certification exam. All costs associated 

with certification will be covered by Apple Addicts.

In order to avoid the loss of staff after such an investment, new hires will be required to sign a non-

competition agreement. This will ensure that they work for Apple Addicts, and don’t leave the company to 

work for a competitor within a certain time range. The typical length of a non-competition agreement is 

between 1 to 3 years. 

Technicians will be compensated using an hourly structure. This ensures that the technician is being 

productive, and will only be paid for hours that are being spent with a customer. This alleviates the risk of 

losing money due to unproductive work. In order to retain technicians, a minimum amount of hours per week 

will be guaranteed.

In addition, the technician will be compensated for vehicle costs during driving time to visit the customer. The 

compensation will be based on industry standards, which is approximately $0.40 per kilometre. 
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6.4 Growth Strategy

In addition to planning for current processes, we have prepared a process to foster smooth company 

growth. As demand for our service increases, the growth of the company will be inevitable. In order to grow 

the company, an effective process must be implemented. 

6.4.1 Labour Demands

Based on the average number of consulting calls per day, the company will hire additional technicians and 

office staff. Once our central office location is opened, it will be manned by Mr. Pinter, as well as additional 

office personnel. We will hire relatively inexpensive office personnel to look after office activities, allowing the 

technicians to be out servicing customers throughout the day. The demand for additional office staff and 

technicians will be gauged on a regular basis, and new staff will be hired as needed.

6.4.2 Management Demands

For the initial growth of the company, all management tasks will be handled by Mr. Pinter. Key areas of 

management will include marketing, operations, human resources, and finance. As the company grows, 

additional management will be recruited to take on these key areas. A simple model will be used initially in 

order to keep management efficient cost-effective.

6.4.3 Location Demands

The location needs of the company will be assessed as the company grows. While the company is a single 

person operation, there will be no need for a commercial location. All operations can be conducted out of Mr. 

Pinter’s residence. As more technicians are hired on and service demands increase, an office location will be 

scouted. This will provide the company with a place to meet, schedule appointments, and facilitate 

communication between technicians. 
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7 | Management and Ownership

During the initial start-up, Apple Addicts will be owned and operated solely by Mr. Pinter. Mr. Pinter has a 

unique insight in the computer industry through his experience as a Windows IT consultant for the past five 

years. In the last year, he has made the switch to the Mac computer and is currently developing his expertise 

and passion for the new platform. He has recently graduated with a Bachelor of Science from the University 

of Calgary and will be aggressively pursuing Apple Certification in the subsequent months to cultivate and 

validate his professional abilities (see Appendix 6 for Mr. Pinter’s resume)

Mr. Pinter also brings to the table considerable small-business experience from being responsible for the 

successful start-up, management and operation of Oxygen Webs, a website design and hosting company 

he started in 2002. Over the past five years he has serviced over 40 customers and continues to maintain 

over a dozen websites for various individuals, small-businesses and community associations in and around 

the Calgary area. Although Mr. Pinter has now stepped down from an active role in Oxygen Webs in order to 

pursue a new start-up with Apple Addicts, the knowledge he has gained throughout the start-up and growth 

of the company is invaluable and remains a beneficial asset in his repertoire.

Since Apple Addicts will be solely owned and operated initially, all roles required for the business to flourish, 

including management, marketing, finance, customer relations and technical work will be completed by Mr. 

Pinter. Additional support for these tasks will be gained through the assistance of a Board of Advisors and a 

network of contacts. 

The Board of Advisors will expand as needed but currently sits a small number of very well respected 

individuals. Included is Leo Donlevy, an MBA instructor at the University of Calgary, Mike Broadfoot, 

Chairman of Solium Capital, Pete Pinter, owner and operator of P2 Consulting that specializes in software 

development, Armen Shimoon, a business and computer science student and entrepreneur at the University 

of Calgary and Vadim Iablokov, an Apple and industry expert.

Mr. Pinter will not be accepting a wage or salary but instead will be making a proprietor’s draw of $1,000 

monthly until the end of the second year. This will eliminate unnecessary expenditures and promote Mr. 

Pinter’s personal investment in the success of the company.

Apple Addicts Consulting - Business Plan
 30

Apple Addicts Consulting



8 | Administration, Organization and 
Personnel

8.1 Organizational structure

Apple Addicts will be operated by Mr. Pinter from the launch of the business until additional staff are required, 

estimated to be in the second year of operation.

As the company evolves, Mr. Pinter will replace his position as a technician by hiring computer consultants to 

perform the services. This will allow him to concentrate on the growth of the company.

Mr. Pinter will continue to replace himself from other positions as the company grows so that he will 

eventually concentrate on only management decisions. 

Mr. Pinter will use a Mac based bookkeeping software system in order to keep track of financials and 

bookkeeping. Mr. Pinter has previous experience in this area from his other business, Oxygen Webs.

In the future, certain key positions in the company will be filled as needed in order to maintain proper 

business function and to maintain a high growth rate. The positions to be filled will be based on demand 

during time of growth. Key areas to be filled in the future include finance, operations and human resources 

and marketing. 

8.2 Administrative procedures and controls

Procedures and policies towards management reporting will not be relevant during the beginning stage of the 

company, as Mr. Pinter will be the sole employee. However, as the company expands, these procedures will 

become necessary. 

The first computer technician to be hired by Apple Addicts will be hired on a contractual part-time basis. This  

employee will be hired and managed by Mr. Pinter. Apple Addicts will cover the cost of the Apple Certification 

program and upon his certification, the employee will commence work with the company

Since this employee will be required to do on-site work they will need to provide their own vehicle and they 

will be reimbursed for their travel time at a rate of approximately $0.40 per km. However, their vehicle will 

need to meet a set of standards to maintain an appropriate level of professionalism and aesthetics. If they 

need assistance in procuring a vehicle an arrangement may be considered where Apple Addicts would assist 

in leasing or financing a vehicle for business use. 

In order to properly monitor and report travel expenses a travel log will be required by all technicians to 

record the details of their travels, including the kilometres travelled, location of service, travel time and 

servicing time. This will be verified on a regular basis. 
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Also, as technicians will be travelling between customer locations, they will be required to own and be 

available on a mobile phone. Business calls will be reimbursed at a reasonable rate, provided that a call 

report is used to record all business calls. This will be monitored and verified frequently. 

Apple Addicts will provide the employee with advertising material for the technician’s vehicle as well as a 

basic uniform and all necessary stationary and supplies.  

8.3 Management Philosophy

We will create a positive work environment by using Theory Y motivation techniques. This includes appealing 

to higher level needs, such as social factors, self improvement, self actualization, and goal setting. 

Many studies have found that employees tend to work better and are more satisfied with their jobs when 

they are treated with respect and their higher needs are appealed to.

Mr. Pinter will be regularly setting new goals that are in line with his personal objectives, as well as the 

company's objectives. This will help Mr. Pinter focus on what needs to be done for the business, as well as 

helping him to achieve personal goals.

As new staff members are hired, they will be encouraged to implement a system of setting personal goals. 

This will ensure that employees are consistently working towards self improvement and helping the company 

achieve organizational goals. 

Employee contributions will always be encouraged. Anything from process improvement suggestions to 

ideas for new market development will be encouraged. By making employees a part of the business 

development process, they will feel closer aligned with the organizational objectives. This will also help foster 

commitment and loyalty because it creates a more involved position in the company for the employee.

Based on the response of our customer follow-up calls, employees will receive a quarterly bonus for 

excellence of service provided, based on standards and goals established ahead of time. 

8.4 Recruitment

Our primary recruitment strategy will be to post ads and classifieds online, in the local newspapers and at the 

University in the Computer Science Faculty.

In addition, in our advertisements to the general public, we will also announce that Apple Addicts is hiring. 

Apple Addicts will hire technicians who are just as passionate about Macs as Mr. Pinter is. This person 

should also be knowledgeable about computers and Mac technology. Preferably, this person should own a 

Mac of their own so that they already have a basic knowledge on the specifics of the Mac operating system. 

8.5 Forecasted Personnel Needs 

For the first year Apple Addicts will require only one staff member, Mr. Pinter. He will be responsible for all 

areas of the business, including management and operations. 
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1st Year: By the end of the first year, the human resource needs will be reassessed. If the demand exists, 

Apple Addicts will recruit more technicians to help with the workload. The requirements for these technicians 

will be the same as stated above. 

We will also look to recruit more management personnel as is needed. This will allow Apple Addicts to 

expand while having all the necessary labour to ensure effective growth. The added management force will 

help with recruitment, training, marketing, and operations. 

2nd Year: By the second year we expect to contract new technicians (up to 3 technicians by years end) and 

contract a call centre service to manage calls and scheduling. This will allow the company to increase its 

output, and allow Mr. Pinter to concentrate more on the management of the company. The first technician 

should have a fairly strong background in Mac computers and Apple technologies. We will train them 

according to the company needs, and also pay for their Apple certification

3rd Year: By the third year, we expect to have contracted a sizeable technical force. The main objective is to 

have a qualified team to run the company and allow for growth.
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9 | Milestones and Scheduling 

9.1 Key Milestones

Date Task

April 2008 Certification - Apple Certified Consultant

May 2008 CYBF Start-Up Financing in Place

Branding - Logo, Website, Business Cards, Invoices

Vehicle Purchase with Vinyl Advertisement

June 2008 Official launch

First, Non-Reference Client

1st Round of Marketing Push

January 2009 Break-Even Point. Monthly Cash Flow Is Positive

September 2009 Second Technician Contracted 

Fourth Quarter 2009 Positive Net Worth - Assets Exceed Liabilities
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10 | Crit ical Risks and Problems

Too Small A Market

We are attempting to gain market share in the computer service and support industry. There already exists a 

number of well established Apple resellers who service Apple computers. Our advantage in this niche, 

however, is that we are targeting those customers who are currently PC owners that want to switch to a 

Mac, but are unsure about how to make the switch. We will provide consulting services for these customers, 

namely individuals and small businesses. After successfully converting them we will have gained their trust 

and loyalty, and we expect them to return to us when they have problems with their new system, or if they 

would like training on the new platform

Mac computers are designed to be easy to use, even to the most computer illiterate user. With this in mind, 

our customers may not require our assistance with the use of their Mac. We need to diversify what we offer 

and we could possibly focus on other target markets such as the education industry, where Apple is 

targeting and there is a need for training staff and faculty. Institutions could contract Apple Addicts to provide 

tutorials and training sessions about the Mac operating system.

Single Person Business 

Apple Addicts Consulting will be solely operated by Mr. Pinter. He has proven to have a very diverse skill set 

and background required to properly grow a start-up company. Mr. Pinter has experience in running his own 

business with Oxygen Webs, which will help him in all aspects of the business, including customer service 

and management. To overcome this challenge, Mr. Pinter is preparing to learn about all aspects of the 

business. By implementing procedures in all areas of the business, including billing, payroll and customer 

relations, it will assist Mr. Pinter in running the business, as he will have a guide that he can use to help him 

streamline processes and minimize errors and inconsistencies.

Liability issues

As we are servicing customers’ computers, there exists the possibility of making an error that could damage 

our customer’s data or hardware. In order to avoid this situation Mr. Pinter will become a Certified Apple 

Consultant, and he will receive adequate training through Apple Computers Inc.

In addition, before performing on any equipment, the technician will always assess the problem prior to doing 

any work and provide an Agreement to Proceed contract that will include a liability clause. By explaining the 

issues with the machine to the customer, the customer can make their decision on whether or not to allow 

our technician to provide the service. We will state in our Agreement to Proceed contact that we will not be 

held responsible for any damage that the computer may already be present. This will clear Apple Addicts 

from responsibility of any damages not caused by our services.
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11 | Financials

In order to finance consulting services and necessary capital assets to set up Apple Addicts Inc. for 

operations in the second quarter of 2008 we will require an investment of $15,000.00. We are optimistic that 

we will receive this initial investment from the Canadian Youth Business Foundation (CYBF). The initial 

monetary injection will be used to acquire a company vehicle, fund start-up costs of business licensing, 

construction, initial marketing and maintain a positive cash flow. The company vehicle will be given a vinyl 

wrap advertising Apple Addicts’ services and logo. 

Refer to Appendix 7 for a complete cash flow breakdown in the first two years.

Mr. Pinter will be the sole-proprietor of Apple Addicts and will be completing all of the bookkeeping for the 

initial growth of the company. The financials will be closely monitored in order to minimize expenses. Cash 

flow is of primary concern and unnecessary cash outlays will be limited to prevent depletion of funds. For 

example, the company vehicle will be financed at a low monthly rate instead of submitting a large down 

payment. 

11.1 Projections

We have received some critical market information as well as valuable business operating procedures from a 

number of IT consulting companies, including Oxygen Webs. Providing this support to their customers has 

given them an opportunity to observe the past and current trends of the market. The trends 

observed indicate an increasing interest in Mac computers and the potential to capitalize on this under-

exploited niche. These IT companies indicate that the interest in Apple products is inhibited by their lack of 

knowledge of the system and what is required to make the switch. Apple Addicts has taken this valuable 

knowledge and has focused their services in order to directly help these groups of customers with these 

specific needs.   

Additionally, market share analyses have been used to warrant many of our projections. In general, these 

show a steady increase of Mac market share and steady decrease in Windows market share. With the 

continued addition of new products of Apple, this trend should see a exponential rate of increase of Mac 

market share. 

Through our financial projections, located in Appendices 5, we have identified that in the eight month of the 

first year, Apple Addicts will reach its break even point where there is a positive monthly cash flow. In the third 

quarter of the second year we will reach a positive net worth where our assets exceed our liabilities.
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11.2 Financial Assumptions

Client Projections

• Switching Customers

• 5 customers switching from Window to Mac in the first month; these will be reference 

customers or referrals

• 10% growth of switchers every month (e.g. If in the previous month there was 10 switchers, 

the following month will have 11 switchers) 

• Each switch will require 4.0 hours of service and 0.5 hours of driving time

• A switch will be priced in at a flat rate of $200.00, not an hourly rate

• Regular Customers

• 75% of customers that switched will be retained as regular, ongoing support customers

• Each regular customer will require, on average, 0.5 hours of service every month

• This service will be completed via telephone or ‘Screen Sharing’ and will not require any 

driving

• This service will be billed at an hourly rate of $100.00 / hour, so each regular customer will 

be billed, on average $50.00 per month

• High Needs Customers

• 10% of regular customers will require ‘high needs’ service every month

• High needs service must be completed on-site and will require driving time

• Each high needs customer will require, on average, 2.0 hours of service every month with 

0.5 hours of driving time

• High needs service will be billed on a hourly rate of $100.00 / hour

Cash Flow

• Start-Up Loan

• Pre-start-up injection of $15,000

• Provided by Canadian Youth Business Foundation (CYBF)

• 1st Year: Interest payments only at $80 / month
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• 2nd Year: Interest and Principal payments totalling $400 / month

• Labour

• One of the technicians will be Mr. Pinter until the end of year 2 and will not be collecting a 

wage, therefore no technician wage is paid until an additional technician is contracted

• Additional technicians will be contracted at $30 / hour estimated to be working full-time at 8 

hours / day, 5 days / week, 4 weeks / month, totalling $4,800 / month

• Technicians will be responsible for providing and maintaining their own vehicle. Travel 

expenses will be paid at $0.40 / km for business travels

• A call centre service will be required with the addition of a second technician in order to 

maintain efficiency with answering phone calls and scheduling service requests

• Proprietor’s Draw

• Mr. Pinter will not be collecting a wage but will be making a monthly proprietor’s draw of 

$1,000 in order to cover personal living expenses

• Company Vehicle Financing

• The company vehicle will be approximately $16,000

• $2,000 down payment

• Financed at 6.0% interest over a 36 month term

• Principal: $388.89 / month

• Interest: $37.02 / month

• Automotive Expenses

• Gas costs: 30 km per customer (round trip), 500 km per tank of gas, 15 customers 

(Switchers and High Needs only) per tank of gas, $60 tank of gas

• This gas calculation only applies to the company vehicle that will be financed, not the 

technicians’ vehicle costs

• Gas costs will be capped at $100 after the first technician is contracted, which will cover 

all business driving costs of the company vehicle

• Contracted technicians will be reimbursed for their travel expenses at a rate of $0.40 / km of 

business travel
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• Monthly estimates are calculated as: (# High Needs Customers + # Switchers) * 30 km * 

$0.40 / km

• Vehicle Wrap

• Total costs is $2,667.01

• Financed for 12 months

• $209.75 / month

• Principle: $182.40 / month

• Interest: $27.35 / month

• Deposit includes first and last payments and a $150 admin fee: $569.51

• See Appendix 5 for an estimate from the vendor

• Sales

• All sales will be completed as cash sales

• We will be accepting a variety of payment methods, including credit card and cheque, 

however, payments will be due within 7 days of the invoice date so for simplicity sake 

accounts receivable has been omitted

• Office Space

• A home office will be used at Mr. Pinter’s residence

• Rent will not be charged but utilities for additional internet access, etc will total $50 / month

• Will be sufficient for two years at estimated growth before a commercial office may be 

required

• Business Services

• Mobile phone includes a large sum of monthly minutes and a data plan for responding to 

email while out of the office on the smart phone

• 1-800 number service comes with an auto attendant service that facilitates a professional 

greeting and an automated menu system that will direct the caller to appropriately

• A call centre service will only be required after the 2nd technician is hired in the fourth 

quarter of year 2

• Apple Certification and Uniform
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• Required for Mr. Pinter at start-up

• Required for each technician contracted

Income Statement

• Income tax is not shown as it will be filed along with Mr. Pinter’s personal income tax submission
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Appendices

Appendix 1 - Survey used for Primary Research
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Appendix 2 - Sliding Discount Scale for Pre-Paid Service Hours

Pre-Paid Hours Free Hours Given Discount Hourly Rate

1 0.0 0% $100.00

5 0.5 10% $90.91

10 1.5 15% $86.96

20 4.0 20% $83.33
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Appendix 3 - Competition Conceptual Map

Service Quality :  Full Support

Service Quality :  No Support

Price :  HighPrice :  Low

University of Calgary
$30 Estimate
$60 / Hour

Apple Addicts
$100 / Hour My Mac Dealer

$120 / First Hour
$95 / Subsequent

WestWorld Comp.
$160 / First Hour
$95 / Subsequent

MacAid Consulting
$80 / Hour
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Appendix 4 - Business Magazine Advertising Rates

Business in Calgary Magazine

• Publication reaches 30,735 registered business in Calgary.

• Number one read business magazine in Calgary.

• Their readers are very similar to our target market

• Age of readers 31% 35 to 44 years old and 27% 45 to 54 years old.

• 49% completed college or university degree

• 48% household income of readers are in between $100,000 to $200,000

Cost of Advertisement 8:

Full Colour 1X 3X  6X 12X

Double Spread* 5620 5385 5180 4800

Half Double 

Spread*

4160 3850 3550 3225

Full Page 3340 3160 3020 2860

2/3 Page 2805 2665 2540 2420

1/2 Page 2020 1920 1820 1735

1/3 Page 1550 1480 1400 1335

1/4 Page 1150 1095 1040 985

COVERS 1X 3X  6X 12X

Outside Back 4010 3805 3615 3435

Inside Front/Back 3785 3600 3415 3240
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Appendix 5 - Vehicle Wrap Estimate
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Appendix 6 - Mr. Pinter’s Resume

Objective

After completing my academic training in the Sciences and running a sole-proprietorship for the past six years I am 

interested in using the experiences in business and IT that I have gained in order to pursue a business-directed 

career. I hope to obtain a position where I can continue to learn, develop and contribute while gaining invaluable 

business experience.

Education

Bachelors of Science in Biological Sciences, December 2008 

University of Calgary 

• Including a six month study at the University of Aberdeen, Scotland

• Relevant business and IT courses ( GPA = 4.0 / 4.0 ):

• Senior Entrepreneurship: New Venture Planning

• Computer Science: Intro to Computer Science

• Medical Science: Bioinformatics

• Core science courses ( GPA = 3.8 / 4.0 ):

• Calculus • General Chemistry

• Linear Algebra • Introduction to Biology

• Formal Logic • Physics: Electromagnet, Thermal, Mechanics

Business and Technical Skills

• Highly proficient in both Windows and Macintosh computers, including the Microsoft Office Suite, the iLife 

Suite, small-business networking and more advanced computer usage

• Small business finance knowledge gained through the management of small business accounts 

• Small business marketing techniques that are both cost effective and pervasive

• Business writing and communication skills: proposals, estimates, invoices, general correspondence

Additional Skills

• Leadership skills gained through multiple group projects at school and the management of contractors required 

for business projects

• Determined, focused and self-motivated - displayed through the start-up and development of a small business

• Effective time management gained through working part-time while pursuing my University degree

• Strong ability to troubleshoot, resolve issues and apply good judgement shown consistently when dealing with 

computer and small business issues

Page 1 of  3
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Work Experience

Owner! 2002-Present 

Oxygen Webs!  20 hours / week

• Small business that offers services for website development, wireless networking and miscellaneous computer 

repair and setup

• Personally complete all aspects of the business including marketing the company, pursuing prospects with 

proposals and estimates, customer negotiations, completing the creative and technical work, invoicing and on-

going support and customer management

• Over forty clients in the past five years and currently maintaining seven websites

• Awards many valuable skills, including the fundamentals of small business ownership, self-sufficiency and the 

confidence to create a functioning business from a germ idea

Customer Care Specialist! 2006-2007 
McKesson Canada !  16 hours / week

• Operated in the customer service division aiding pharmacies in obtaining their required prescription drugs and 

narcotics

• Received accelerated training for their online pharmacy ordering system, PharmaClik, and provided key support 

to customers throughout their transition period from traditional ordering methods to the online ordering system

• A key resource to technical staff during the on-going development of PharmaClik providing critical feedback on 

issues and enhancements

• Presented an iCARE award in recognition of demonstrating business-wide principles of Integrity, Customer First, 

Accountability, Respect, and Excellence

Records Technician! Summer 2003, 2005 
ENMAX Power Corporation !  40 hours / week

• The fifth member of the Records Management Team, whom ENMAX entrusted with the organization and 

security of their records. Records include blueprints, online databases and microfilms

• Trusted with the responsibilities of entering the details of new blueprints into the online database, labeling and 

filing of new blueprints, creation and assignment of new transformer tags and duplication of blueprints and 

microfilms

• Completed a variety of specialized tasks to assist the Records Manager

Volunteering Experience

Emergency Room Monitor! 2005 - 2007 

Rockyview General Hospital!  5 hours / week

• Assisted ER Nurses with maintaining a healthy and efficient Emergency Room by monitoring the health of 

patients waiting in the emergency room and guiding patients to their rooms

Student Volunteer! 2005 - 2007 

Into The Streets (University of Calgary Volunteer Program)!  15 hours / semester

• Volunteered for a variety of organizations performing many different tasks that contributed to events and 

projects coordinated by the volunteer center at the University of Calgary

Joshua Pinter 
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• Events included the Special Olympics at COP, the Calgary Drop-In Center, Lions Club Festival of Lights and 

various others 

Membership Manager! 2001 - 2006 

Signal Hill Community Association (SHCA)!  4 hours / week

• Maintained active records of current Signal Hill Community Members and created reports using current 

database software and methods

Writer! 2005 - 2006 

The Gauntlet (University of Calgary’s Student Newspaper) "  4 hours / week

• Wrote a variety of music reviews and opinion articles for the weekly student paper

Awards

• Dean’s List, University of Calgary 

• Jason Lang Scholarship, University of Calgary

• Alberta Heritage Fund Scholarship, University of Calgary

• Alexander Rutherford Scholarship, St. Mary’s High School

Joshua Pinter 

Page 3 of  3

Apple Addicts Consulting - Business Plan
 48

Apple Addicts Consulting



Appendix 7 - Client Projections
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Appendix 8 - Cash Flow Projections
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Appendix 10 - Balance Sheet

Apple Addicts Balance Sheet | Years 1 and 2

End Year 1 End Year 2

Assets
Cash

Vehicle Worth

Accumulated Depreciation (20%)

Total Assets

Liabilities
Loan - CYBF

Principle Payments

Vehicle Loan

Principle Payments

Total Liabilities

$12,822.05 $59,580.42

$16,000.00 $12,800.00

-$3,200.00 -$2,560.00

$12,800.00 $10,240.00

$25,622.05 $69,820.42

$15,000.00 $15,000.00

$0.00 -$3,744.00

$15,000.00 $11,256.00

$14,000.00 $9,333.32

-$4,666.68 -$4,666.68

$9,333.32 $4,666.64

$24,333.32 $15,922.64
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