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FWD
“Dear Steve” was the standard greeting. It was a boilerplate used in countless e-mails addressed to Steve Jobs, the late co-founder and longtime leader of Apple Inc. An unusual salutation, considering that few Americans in the age of the Internet start off their messages with “dear” and that the senders, almost always strangers, felt comfortable addressing this high-power executive so familiarly: Steve. Often, the letters were to ask for a new toy to replace one that had broken, for idle chitchat regarding topics Steve may have been interested in, or in the hopes of figuring out what he was working on in his workshop. Not saying was, as Steve liked to say, part of the magic, but he would give hints. Which is why the allure of e-mailing him, for many, was so difficult to resist. 
The letters usually came from Steve’s fans or from irate Apple customers, who willingly conceded at some point in their missives that they, too, were fans of his. Other themes found in the content of these messages involve a skepticism about whether Steve actually read his e-mail and an even greater sense of doubt about whether he would personally respond to some random guy’s request. (Another man who receives a lot of fan mail, Santa Claus, has a fairly balanced male-to-female ratio, but as it turns out, Steve’s pen pals were invariably men.) More times than fans would expect, Steve did write back. His replies were typically succinct: “Yep,” “Nope,” “I think so.” But that brief confirmation, denial or textual shrug was enough to make the recipient’s day. For someone to open his inbox and find a message sent from the e-mail account of Steve Jobs was a heart-pumping moment. Once regaining composure, the lucky recipient often clicked “forward” and alerted the masses that he was a chosen one. 
Then came the difficult task of deciding where the correspondence should be publicized. The blog Mac Rumors had been a top choice because the site and its Web forum are popular among Apple fans, and it’s easy to submit a tip to editors who will readily grant anonymity. For some reason, Steve’s one-time contacts routinely passed along messages under the condition that they not be named. If the purpose of that was to maintain a relationship with the executive, they should have considered that Steve also had a copy of what he wrote and likely had access to the search function in order to help him trace the informant’s identity. In the rush following a Steve chat, rationality often went out the window. 


Apple is a company with many admirers. The Apple Stores are like temples, and people come in droves to their sort of mecca. Using MRI brain scans, neurological researchers interviewed by the BBC say that Apple zealots react in the same way to its products as religious believers do to their deities. People who use Mac computers are conditioned to call themselves “Mac guys.” A cell phone is just a phone, unless it’s an iPhone. (Apple’s marketing slogan in 2011 was, “If you don’t have an iPhone, well, you don’t have an iPhone.”) The iPad, which became the first mainstream tablet computer, is regarded as “magical.” Steve Jobs had said he coined that one. 
The desire to be chosen by Steve out of what was surely a stream of hundreds, perhaps thousands, of messages per day was so intense that some publications had written articles purporting to have tips for soliciting a response. Business Insider composed a how-to slideshow on this topic, although the author never received a reply to his test message. A satirical site similar to the Onion but devoted entirely to Apple-related gags (no joke) called Scoopertino (the name comes from Apple’s home base in Cupertino, California) ran the headline: “WikiLeaks releases 140,000 emails from Steve Jobs.” Ironically, an Apple employee was cited, and Steve Jobs referenced, in cables from the U.S. embassy in China released by WikiLeaks in 2011. Authentic dispatches directly from the office of Steve Jobs were harder to come by. 
However, other websites besides Mac Rumors have uncovered real scoops on Steve notes. AppleInsider wrote hard-news reports based on Steve’s e-mailed “yeah’s” and “no’s.” Cult of Mac, an aptly named site swimming in a sea of Web shrines to Apple, went after its own. Another blog, 9to5Mac, also managed to get exclusive notes. Additionally, members of the mainstream media, including Fortune, Gizmodo and Wired, strived to get e-mails from Steve first. There is even a blog dedicated, like this book, to Steve Jobs’ e-mails. It is appropriately called Emails from Steve Jobs, and it, too, has beaten other websites in publishing a handful of his messages. 
I’ve received a few as well. Some of the e-mails, at the time, did not seem newsworthy or could not be thoroughly and independently confirmed, and so I did not report on them. This book contains never-before-published e-mails from Steve Jobs, ones from my own archives and others that have surfaced through months of research. One of the messages I received includes the only on-the-record statement Apple has made about a widely-reported and apparently false assertion that the company joined a cabal to boycott Fox News’ Glenn Beck show. 
The editors of the aforementioned blogs say they go to great efforts to verify the authenticity of these e-mails. They ask the sender to see headers, which contain a digital trail showing where the message traveled from. A computer analyst can compare the headers to known e-mails from Steve Jobs, although anyone who knows how to use Google could easily retrieve the same data and alter his forgery accordingly. Another strategy that Brian X. Chen, reporting for Wired, had used involves asking a source for the credentials to his e-mail account, and then logging in to see the e-mail exchange firsthand in its natural habitat. This is more difficult to fake, though not impossible. 
In reality, there is no foolproof way to validate each of these e-mails. For many of the exchanges cited in this book, I have checked with reporters and alleged recipients of e-mails from Steve. Dubious messages were omitted. For the rest, like with Santa or magic, sometimes you’ve just got to believe.



Chapter 1
Return
Contrary to what Steve Jobs said about the iPad, there’s nothing really magical about it. It’s a computer, made of aluminum, glass and silicon, with a touchscreen. Tablets were around a decade before, and then after the iPad, Samsung Group, Sony Corp. and countless other electronics manufacturers have managed to clone Apple’s finger-friendly gadget with ease. The magic formula they haven’t been able to recreate, however, is Steve himself. Those companies lack a celebrity executive and with him, the cult that follows. 
Steve had fine taste, charisma, sharp negotiation skills and a tireless work ethic. Long before stepping down as CEO, Steve took a promising bunch of hardworking executives, Tim Cook, Eddy Cue, Scott Forstall and Jonathan Ive, under his wing, and nurtured many of those same attributes. Yet, none has emerged as the complete package, the next Steve Jobs. This will be the salient test for Apple in a post-Steve era, but before someone steps forward, they need to fully understand what made Steve glow. 
The story of Steve is long and involved. His biological father, Syrian immigrant Abdulfattah Jandali, impregnated Joanne Schieble before the two married, and she gave Steve up for adoption. Steve was adopted by Paul and Clara Jobs, a couple living in California’s fledgling Silicon Valley who was initially deemed by Steve’s biological mother to be unfit to raise him because they were not college-educated. The Jobses promised that they would send Steve to school when the time came. Steve attended Reed College in Portland, Oregon for one semester before dropping out because, as he had said, he did not want to waste his parents’ money, though he also had issues dealing with authority. 
During the next few months, when Steve was showing up occasionally to classes he wasn’t enrolled in, he attended a calligraphy course, which he said greatly contributed to the development of graphical user interfaces. (After poring over an e-mail from Steve, John Casasanta, who runs the app developer Tap Tap Tap, noted in a conversation with me: “Interestingly, he used two spaces after each sentence. I wouldn’t have expected that from a typography geek.”) Steve had a daughter, Lisa, in his 20s, and he initially denied paternity. He later repented. In 1983, Apple released a computer called the Apple Lisa. The inspiration for the name is obvious and inextricable to the personal life of Steve Jobs, as are so many parts of the company. 
This barely begins to explain why he acted his certain way or why he wore that distinct uniform or why he was such a hit maker. Adorned in his own sort of clerical garb — a black turtleneck, bluejeans and sneakers — Steve took to the stage to launch hit after hit after hit. Enough people had eaten up these slices by 2011 for Apple to briefly overtake Exxon Mobil Corporation to become the most valuable corporation in the world by market capitalization. Not bad for a business that, according to Steve, was, ninety days away from bankruptcy in the late-1990s before Steve’s return to the company he started with Steve Wozniak. The other Steve has been out of the picture for many years. In the story of Apple, Steve Jobs is the hero protagonist, the Johnny Appleseed 
Well, technically, Mike Markkula, Apple’s second chief executive, went by the nickname Johnny Appleseed when credited as a software programmer. But Steve said in a 1997 interview with the New York Times about his separation from Apple that he “felt betrayed by Mike,” and so he was cast out and forgotten. That is perhaps why Mike is now rarely associated with Apple’s creation myth. The vengeful Steve made him a casualty of a necessary situation. 
Despite the blockbuster introduction of the Macintosh computer in 1984 that was kicked off with a memorable Super Bowl commercial showing a woman bucking uniformity by throwing a hammer at a giant screen, Steve Jobs was forced out a year later from the company he started in his parents’ garage in 1976. Many employees disliked Steve and complained that he was a relentless tyrant of a boss; the board of directors was concerned that Steve was incapable of functioning in a mature corporation; and John Sculley, the PepsiCo president who Steve recruited to be Apple’s CEO, won a vicious power struggle over the co-founder. Mike sided with the CEO, and that’s where the betrayal set in. Still, John has been cast as a villain of sorts, while Mike, also an Apple co-founder, was swept under the rug. 
“What ruined Apple was values,” Steve Jobs said in a 1995 interview with the Computerworld Honors Program. “John Sculley ruined Apple and he ruined it by bringing a set of values to the top of Apple which were corrupt and corrupted some of the top people who were there, drove out some of the ones who were not corruptible, and brought in more corrupt ones and paid themselves collectively tens of millions of dollars and cared more about their own glory and wealth than they did about what built Apple in the first place — which was making great computers for people to use.” 


The ugly encounters at Apple were necessary because Steve Jobs would have never been as effective a leader and businessman had he not been forced to wander and rebuild. He admitted as much, saying in a commencement speech to Stanford University’s 2005 graduating class: “I didn’t see it then, but it turned out that getting fired from Apple was the best thing that could have ever happened to me. The heaviness of being successful was replaced by the lightness of being a beginner again, less sure about everything. It freed me to enter one of the most creative periods of my life.” 
This phase has been dubbed “the second act,” a Shakespearean concept of partitioning one’s life into decade-long theatrical works. In a nod to this idea, Steve told computer scientist and mathematics wiz Stephen Wolfram around the start of this about what he “wanted to do with his thirties.” His second act began with the sale of $70 million worth of Apple stock and the founding of NeXT Computer in 1985, which designed high-end computer hardware for schools. When Steve first demonstrated NeXT and its communication-heavy software to an audience, a sample e-mail appeared in the system’s client that began: “Dear Steve.” Establishing his importance to the project, every NeXT computer owner, which was not many, received a welcome e-mail from Steve Jobs. Tim Berners-Lee, who developed infrastructure for the World Wide Web using a NeXT, remembers the message fondly. “The NeXT was brilliant,” Tim wrote. “A big thing Steve Jobs did for the world was to insist that computers could be usable rather than totally infuriating!” 
While running NeXT, Steve spent $5 million to purchase a computer-animation division of Lucasfilm Limited called Pixar in 1986 from George Lucas, the Star Wars creator. Steve invested about $50 million more of his own money into the venture, and the company incorporated as Pixar Animation Studios, first selling video-production tools and then producing some of the most beloved family films in decades, including Toy Story, Finding Nemo and Wall-E. The Walt Disney Company acquired Pixar in 2006 for $7.4 billion in stock, immediately making Steve Disney’s largest shareholder until his death. 
The many facets of the second act are worth exploring, but they are well documented. During that time, Steve was open to having reporters and authors accompany him to meetings, and write about his lifestyle. That was partly because he was just coming off a failure at Apple, and needed to prove himself again as well as gin up attention for his new endeavors. By the time of his return to Apple in 1996 with its acquisition of the struggling NeXT, Steve was bitter over what he perceived as unfair portrayals of him in books and news reports. Steve closed the spigot on access, except for anointed reporters who would be granted a modicum of his time just before or after the introduction of a new product. 
While an important traditional source of information was cut off, a new medium began dripping the words of Steve Jobs. His return coincided with the stratospheric rise of the Internet and the debut of the first candy-colored iMac (the “i,” as Apple said then, stands for Internet). So the savvy executive leveraged electronic mail as a new place to disseminate his edicts. Compared to today, almost no one was sending e-mails regularly, and even fewer had access to a search engine in order to retrieve Steve’s contact information. The Apple faithful, sharing tips on message boards and through mailing lists, unearthed the direct lines to Steve one by one: sjobs@apple.com, sjobs@pixar.com, sj@pixar.com, steve@mac.com, ceo@apple.com and theboss@apple.com. 
The stories told through Steve Jobs’ e-mails and the letters from admirers hold insights into the man’s thinking and his company’s inner-workings, two topics that are among the most closely guarded secrets in business. The messages, when carefully pieced together, provide a behind-the-scenes look at Steve’s third, final and most spectacular act, in which Fortune named him the CEO of the decade for his remarkable accomplishments in the 2000s. They allow us to peel the curtain back from Apple and its key products. “Like every great, classic story,” Steve said in the introduction for one of his signature keynotes, “I’ve divided it into three acts.” 


One of the first recorded messages from Steve Jobs to a netizen after his return to lead a beleaguered Apple gives the first peek at Steve’s earliest plans. It came on Sunday, September 9, 1997, when Adam Tow, a longtime Apple enthusiast and software developer, e-mailed Steve that weekend with a question about the Newton. Adam had built a small independent business selling software for Apple’s personal-digital-assistant line of products and was concerned that Steve was planning to kill the project. 
The tenure of John Sculley (“the villain,” according to Steve’s disciples), and then of the executives who succeeded him, became hinged on the Newton’s success. The stylus-controlled PDA, which was called the MessagePad, and the Newton operating system, which relied heavily on handwriting recognition, was the product of more than $100 million invested in research and development by Apple, John told CNET in 2003. “I can look back at something like Newton and feel that it could have had a very different future than what had turned out. Newton could have been one of Apple’s most profitable investments ever,” John said. The project was the impetus for the ARM processor, which is the chip design that eventually found its way into most smartphones and tablets, but the Newton, with its expensive hardware, was not an immediate hit. 
By 1993, John Sculley was out at Apple. But not before steering Apple’s computer division toward a pitfall when it adopted the PowerPC architecture from International Business Machines Corp. instead of using the more popular processors from Intel Corp. John’s successor, the German-born Michael Spindler, worked to keep Apple afloat. He unsuccessfully attempted to sell the business to several suitors, including IBM, Sony and Sun Microsystems Inc. (Oracle Corp. CEO Larry Ellison considered his own Apple takeover, according to Time, but instead decided to join the company’s board in 1997 alongside his newly installed pal, Steve Jobs.) Within three years, Michael Spindler was replaced by Gil Amelio, a cost cutter who also failed to plug the holes in Apple’s sinking ship. At a conference in 2007, Steve mocked Gil by attributing the following quote to him: “Apple is like a ship with a hole in the bottom leaking water, and my job is to get the ship pointed in the right direction.” 
In hindsight, Gil’s crowning achievement was to negotiate the return of Steve Jobs by acquiring NeXT. It almost didn’t happen. Gil was also bargaining with Jean-Louis Gassée, a former Apple executive who left to run a software company called Be Inc. Before developing operating system BeOS, Jean was a principal creator of the Newton, then with John Sculley’s blessing. Gil and Jean couldn’t come to an agreement in negotiations for Apple to buy Be, and so Jean continued independently until his company’s assets were purchased by Palm Inc. Gil bought NeXT because Apple’s computers were in desperate need of a modern operating system. At Apple, the NeXTSTEP software eventually became Mac OS X. To thank Gil for bringing the Apple co-founder back to his roots as a consultant, Steve organized a boardroom coup to overthrow Gil. Steve took over as interim CEO in 1997, and seemingly reluctantly, he was formally named chief in 2000. 
All the while, the Newton languished. The products were not performing well in the marketplace or in customers’ hands. Most were PDAs, released before people understood the value of digital organizers, but one product, which also ran the Newton software, was a funky-looking laptop called the eMate 300. Before his ouster, Gil Amelio spun off the Newton into Apple’s wholly-owned entity called Newton Inc., perhaps to set it up for sale. Several months later, when Steve Jobs took over, he brought the unit back into Apple. It was an expensive project, which some considered central to Apple’s future. Was that still the case, or would Steve shutter it so that he could write a new future for Apple? That was the question Adam Tow posed to Jobs by e-mail in 1997. For the developer of Newton software, Steve’s response was encouraging.


Adam,



The Emate has a bright future - and it is for this reason that I am pulling it back into Apple -which has the resouces to market and sell it much more broadly.  You can imagine that a small spin-off company would not have such a large sales force or marketing budget.  With the appropriate investments in sales and marketing, we hope that the Emate can become a great success.



We are a little more confused about the MessagePad.  Since it costs more ($1K or more vs $700-799 for the Emate) and has no keyboard, its market seems more limited than the Emate.  However, sales of the current MessagePad are brisk, so who knows...  What do you think?



Don’t worry - we are pulling this group back into Apple so that we can invest even more sales and marketing resources into these products, rather than dumping the products into a small spin-off which lacks such resources.



Best,

Steve


The arguments are logical. The MessagePad was expensive, which limited it to a niche market. And the whole Newton Inc. endeavor could have been stunted by its orphan from Apple. Steve apparently had a change of heart five months after writing this letter, which is when development and production of the Newton was cancelled. Apple, having grown into a powerful but flailing giant under Jobs-less business leadership, had a legion of development teams working independently on unrelated projects. The situation may have forced Steve’s hand to streamline the products and reduce expenditure. 
In a way, the eMate did have “a bright future” in the form of the iBook, a notebook computer introduced in 1999 that runs the Mac operating system. Though they ran different software, the iBook and eMate look similar. That Steve dismissed the MessagePad because it “has no keyboard” is laughable now because the same criticisms were lobbed at him when he introduced the touchscreen iPad. Steve began conceptualizing the device just a few years after killing the MessagePad. 
Yet, while Steve went about working on a tablet without a keyboard, he continued to publicly pan tablets and argue that computers need to have physical keys. “It turns out people want keyboards,” Steve said. Thanks to the Newton, Apple “has the best handwriting software in the world now,” but “it doesn’t matter. It’s really slow to write stuff. You know, you could never keep up with your e-mail if you had to write it all out.” The handwriting-recognition technology was incorporated into Mac OS X, but the feature has been largely ignored. 
Perfecting the PDA became central to Steve’s mission. In 1997, he orchestrated an attempt at buying the PalmPilot unit from 3Com, and by the next year, he was talking about an Apple palm computer in Fortune magazine. Still no PDA from Apple on the market by 2002, a fan named Ben said he wrote Steve a letter asking about the project and mentioning websites that had published mockups of what an Apple hand-held might look like. Steve had an assistant call Ben to thank him for the letter and ask how to locate the prototype sites. During the call, the assistant handed the phone off to someone, who, according to Ben, said: “Hi Ben, this is Steve Jobs. Your talk of mockup sites was all news to me. What are some URLs so my people and I can look at these?” In addition to the rare opportunity to chat with Steve Jobs, Ben received a free Apple t-shirt. 
By 2003, Steve had determined that cell phones would supplant the PDA. “You're going to have to have a phone in your pocket. So that’s going to have to be the device that carries this information,” he said at the All Things Digital conference then. It was also by this point that he privately decided to put the tablet project on hold and start working on a phone, which took another four years to come to fruition. However, at that conference, Steve said he did not want to get into the phone business. “We chose instead to do the iPod instead of the PDA. We put our resources behind that,” he said. The iPod’s operating system was developed by a team made up of some former Newton engineers who formed a startup called Pixo Inc. Soon after, Apple acquired Pixo OS, which became the iPod’s integrated software. Pixo, the company, was acquired by Sun Microsystems, Apple’s longtime suitor, in 2003. 
Apple perhaps could have done quite well with a PDA if it had struck at the right time. The Newton was ahead of its time, but it had some of the right ideas. There was a period when Palm was very successful with its PDAs. But Apple’s never surfaced, and in 2007, Steve said he was proud not to have introduced “an Apple PDA” into the market. Steve’s desire to create the best PDA was replaced by his dismissal of the entire category. It was perhaps a personal battle. In 2010, BusinessWeek asked John Sculley about the old rumor that Steve “had killed the Newton — your pet project — out of revenge. Do you think he did it for revenge?” John responded: “Probably. He won’t talk to me, so I don’t know.”



Chapter 2
Read Receipt
Some people get hassled when they don’t respond to e-mail. Steve Jobs got hounded when he did. Truth is: Steve was practically larger than life. He was inarguably the biggest celebrity in business. Speaking rationally, of course an executive at a top technology company uses e-mail. But on the other hand, could these frequently disseminated messages really be from Steve himself? Does Steve have the time or the will to read and reply to individual inquiries? 
Several skeptics have gone so far as to send e-mails specifically to inquire about whether Steve actually read his e-mails and whether he was the one typing responses. One such request went out on March 4, 2003. Christopher Utley composed a message to sjobs@apple.com with the subject line: “Help me, Steve.” Christopher first established that he and Steve had a brief history together (“Steve, you have replied to me a couple times over the years.”), and then appealed to his sympathies (“I've been an Apple customer since the Apple II+, AND I voted for you in the Forbes CEO survey.”). Finally, Christopher called in the favor: “Would you please reply in the affirmative that you do in fact read your email and sometimes respond directly? Let’s just say I have a pending wager on this matter, and should you reply I’ll use the proceeds to snatch up one of those 17” PowerBooks. It’s a win-win!” The next morning, he received a message.


Yep, I read 'em.



All the best,

Steve


Christopher eagerly shared his findings on a Web forum where Apple enthusiasts congregate. Two years later, Ricardo Perez composed a similar message to Steve Jobs.


From: Ricardo Perez

To: sjobs@apple.com

Subject: please make my day



Is this Steve Jobs’ email address?



I heard that you actually read your own email and responded to it. I thought this was the greatest thing ever. If a man such as you (and a great one you are) sets the time aside from his busy schedule to read letters from his fans… well… that would be absurdly awesome. If you could see it in your heart to respond, and just let me know there is a living breathing person out there, you would truly make my YEAR!



One of your biggest fans

Ricky


When Ricardo described his experiment on an online message board, he said he composed the note “hoping that if I flattered him enough, he would respond.” Not one to reject praise, Steve did return Ricardo’s love letter. 


Ricky,



Yep, I do.



All the best,

Steve



“There was never anything humble about Steve Jobs,” says a computer-store manager who sold the first Apple computers and later had a falling out with Steve over business disagreements. Steve liked to portray himself as an average dude who returns an e-mail if he can provide an answer and is befuddled by anyone’s expectation to the contrary. His biological sister, the author Mona Simpson who divulged her familial relationship to Steve when he was 27, published a novel in 1996 called A Regular Guy. It is about a jeans-wearing Silicon Valley entrepreneur named Tom Owens who founded a company in Alta called Genesis and was pushed out in a power struggle with an executive he recruited named Rooney. The protagonist, who shares a striking resemblance to the author’s brother, is a man of false humility. 
Steve’s “regular guy” persona itself could be seen as a business tactic. The uniformed and charismatic Steve Jobs, says Sasha Strauss, the managing director of marketing firm Innovation Protocol, “is a character. That is a profile that has been created by him or his advisors.” However, people who knew him say Steve’s genius, as a businessman, inventor and friend, was not manufactured. They say he was a kind person who was faithful to his friends, loved his employees and loved his family even more. It may be difficult to comprehend that a person, for any reason, would wear that same outfit in every public appearance unless he were somehow in character. In fact, there were a lot of things about Steve that are hard to believe. 
For someone who was known to be exceptionally guarded about his personal life, and especially about his family, the number of “I remember when Steve” stories are staggering, and even more emerged after his death. For example, one student recounted giving a presentation about the iPhone shortly after its 2007 debut to a small business class taught by Intel co-founder Andy Grove. In attendance was none other than iPhone inventor Steve Jobs, a longtime friend of Andy. Unsurprisingly, the student says Steve gave him a hard time during the iPhone talk and then took over the stage. 
Another memorable Steve story came from Allen Paltrow, an ardent, young Apple follower known for shaving the company logo into the back of his head. Allen messaged Steve when he was a tween. “I sent a very enthusiastic and grammatically incorrect message including a picture of my shaved head,” Allen recalled in a blog post. Steve forwarded the message to Apple’s head of public relations, who then arranged to have Allen at the opening of New York’s 5th Avenue glass-cube store. “I can never thank them enough. This was probably the high point of my childhood,” Allen said. Another child who attended the opening, according to Allen, remarked to Steve, “I’m Apple’s biggest fan,” to which Steve motioned to Allen and said, “What about that guy?” 
Steve was not a social butterfly during the third act who was attending conferences or cocktail parties, but he did not shy away from public encounters. He lived in a modest-sized house in Palo Alto, California (modest for a billionaire) that was neither gated, nor flanked by security guards. However, near the end of his life, black, unmarked sports-utility vehicles were seen parked across the street, but even around that time, he continued to take long walks around the neighborhood and to the park. 
In better health, he could be seen around the San Francisco Bay Area shopping, having dinner with his family and yes, taking leisurely walks. When approached by fans, Steve was courteous. “Hello,” he’d say. He would thank people who were enthusiastic about his products or his contributions to technology and media. Often, to people expressing excitement about Apple products, Steve would add: “You have not seen anything yet,” as he told Nitin Gupta a month before Apple announced the iPod; or, “This is nothing. Wait till you see what’s next,” as he told Steven Levy, the author and reporter, who was admiring the iPhone then, unbeknownst that the unveiling of the iPad was close by. 
But strangely, Steve sometimes presented himself in the least lovable way to the professionals who could most easily tarnish his reputation. He once opened a conversation with New York Times reporter Joe Nocera by saying, “I think you’re a slime bucket who gets most of his facts wrong.” At least he got a comment. In reporting a story for the Los Angeles Times, I took a shot at the e-mail game. with a message about his messaging habits, and lost. Ignored. Reporters are not above the tactics of Christopher Utley or Ricardo Perez, though they tend to not overuse flattery. Rob Pegoraro, on behalf of the Washington Post, composed a message on July 2, 2010 with the subject, “How do we know it’s really you who sent those e-mails?” He asked, “Is there any way to know that you wrote the message somebody else has reproduced on another site short of asking about each case?” Steve’s reply was characteristically succinct: “Nope.” 
Steve was asked several times to address the issue of whether or not he was a real person who checked his e-mail and wrote back. When Steve discussed the prospect for an Apple PDA at a conference in 2003, several years after he had shuttered the Newton division, he said it was among the most common requests from customers. He also provided a small window into his mailbox. “My e-mail address is out there, so I get an e-mail every time somebody, you know, goes to the bathroom in Iowa,” he quipped. Steve responded to a lot of e-mails, and so from firsthand experience, he determined that stylus-based input, like those commonly found on PDAs and Windows Mobile devices, was inefficient. “If you do email of any volume, you’ve got to have a keyboard,” he said. 
The same topic, about him responding to e-mails, came up again seven years later at the same conference venue, called All Things Digital. When a reporter pointed out that his e-mails often got published, whether or not Steve viewed it as surprising or as a betrayal of trust. “I know,” he said without further explanation. When asked what motivated his famous e-mail phenomenon, he offered only, “I’ve actually always done a bit of that.”



Chapter 3
New Message
For a reporter, there are few greater triumphs than breaking a story. To be the first person to bring something new to the world is a landmark. Steve Jobs’ shared similar convictions, and in some instances, that made reporters his enemies. It was evident, through his arrogance and his willful attempts at manipulation, that Steve did not appreciate or generally respect the news media. Rather, he saw them as valuable but only when used as a tool to accomplish his goals. 
The media may love getting their scoops, but Steve savored his ladlefuls. Many tried, and some succeeded at, revealing what Apple was doing before Steve was ready to. From then on, Steve and his enforcers made sure that the enemies of secrecy were not in comfortable positions when dealing with Apple. As the company continued to gain power, that stance became more prevalent and more concerning to those tasked with covering its business. 
Though not a news organization, Flurry, an analytics research firm, became a target of Apple’s vengeance. The company tried to make a name for itself by cunningly injecting its software into other apps and then recording the fingerprints of devices that access them in order to uncover when Apple was testing a new iOS product. After reporting its findings to various blogs, Steve Jobs and co. had a fit and quickly retaliated. Malcolm Barclay, an independent app developer and consultant, wrote Steve an e-mail on June 18, 2010 lamenting recent changes to the developer agreement that had effectively eliminated tools like Flurry. “Is this draconian measure simply in place just so we don’t see what Apple is working on next?” Malcolm asked. 
Later that day, with a sleight of hand, Steve replied: “All the data Flurry is collecting is not anonymous, and the user is never asked their permission to give any data. Two cardinal privacy rules violated.” He expanded on this at a conference soon after, saying, “One day we read in the paper that a company called Flurry Analytics has detected that we have some new iPhone and other tablet devices that we’re using on our campus. We thought: what the hell? The way that they did this is they’re getting developers to put their software in their apps and their software is sending out information about the device and about its geolocation and other things back to Flurry. No customer is ever asked about this. It’s violating every rule in our privacy policy with our developers, and we went through the roof about this.” Steve concluded: “After we calm down from being pissed off, then we’re willing to talk to some of these analytics firms. But it’s not today.” 
Steve’s position, when it comes to disseminating information about upcoming products before they’re ready, has changed over the years. According to Steve: “There used to be a saying at Apple. Isn’t it funny: a ship that leaks from the top.” He was, of course, referring to his younger days when he was unable to cork his excitement about new products and initiatives. He freely gave away information about Apple’s plans before the company was ready. In the third act, the top leak was well under control, but the vessel formed pinholes along the hull. 
Apple executives took secrecy to the extreme at times. Some believe Steve arranged sting operations in which his team planted fake projects for team members suspected of distributing trade secrets. In 2006, a phone with a slide-out keyboard and dual batteries, which was leaked to Web celebrity Kevin Rose, is likely one of those bogus projects. Another faux initiative, called Asteroid, which involved Apple audio equipment that would supposedly interface with the GarageBand software, was tipped to Nicholas Ciarelli, a.k.a. Nick dePlume, the sole blogger for Think Secret. Nicholas successfully and reliably broke news about some significant Apple products before their official unveilings, including the Mac Mini and iWork software suite. His website consistently disclosed Apple’s secrets, prompting Apple to send him cease-and-desist letters and file civil action against Think Secret, along with other publishers of Apple enthusiast blogs, in December 2004. Less than a month later, the tech giant sued Nicholas, then a 19-year-old Harvard University student, in a lawsuit that was settled nearly three years later, resulting in the closure of his site. 


Another group of bloggers drew Steve Jobs’ ire half-a-dozen years later when Gizmodo, the gadget enthusiast website owned by the New York-based Gawker network, intercepted a prototype for Apple’s biggest product of 2010. Gawker was already on Apple’s naughty list from when the flagship site ran a contest earlier that year asking executives to violate disclosure agreements and provide information about the iSlate, the Apple tablet that was announced shortly thereafter and eventually called the iPad. What came next, as Brian Lam, then Gizmodo’s editor-in-chief, later recounted, is classic Steve. “This is some serious shit,” Steve told Brian. 
Before then, though, Brian had only had a few brief, but pleasant, encounters with Steve. Brian introduced himself at the executive-friendly All Things Digital conferences, which Steve frequented because it was organized by the influential Walt Mossberg. During that meeting, Steve said that he was a fan of the site and that he read it every day. Even after Gawker’s iSlate stunt, which elicited a cease-and-desist letter from Apple (or in other words, a confirmation of its existence), Steve had an amiable relationship with Brian. Steve offered his advice on an early redesign of Gawker’s websites. The sketch did not meet Steve’s standards of excellence, and he was, of course, vindicated when the new version was officially rolled out, and proved to be a commercial and critical failure resulting in significantly reduced traffic to Gawker sites.


From: brian lam <blam@gizmodo.com>

Subject: Gizmodo on iPad

Date: March 31, 2010 1:06 PM PDT

To: Steve Jobs <sjobs@apple.com>



Here you go, a rough sketch. Should be launched, as the standard face of Gizmodo, by the 3g's launch. What it's meant to do is be friendlier to scan for the 97% of our readers who don't come every day…



From: Steve Jobs <sjobs@apple.com>

Subject: Re: Gizmodo on iPad

Date: March 31, 2010 6:00 PM PDT

To: brian lam <blam@gizmodo.com>



Brian,



Parts of it I like, and other parts I don't understand.  I'm not sure the "information density" is high enough for you and your brand.  Seems a bit too tame to me.  I'll look for it this weekend and be able to give you some more useful feedback after that.

I like what you guys do most of the time, and am a daily reader.



Steve



Sent from my iPad


Just a few weeks later, the exchanges became choleric. While Brian Lam was taking a leave from work, his colleague Jason Chen dropped a bomb on the tech industry. Gizmodo paid $5,000 for a prototype of the iPhone 4, which an Apple employee had left in a German beer garden in Redwood City, California. It was disguised by a plastic case that made the drastically redesigned iPhone look almost identical to its predecessor. An hour after Jason posted high-quality photographs, videos and an in-depth review of the gadget’s intricacies, his boss Brian received a phone call. “Hi, this is Steve. I really want my phone back.” Steve went on: “I appreciate you had your fun with our phone, and I’m not mad at you. I’m mad at the sales guy who lost it. But we need the phone back because we can’t let it fall into the wrong hands.” 
Brian had a series of off-the-record phone conversations with the powerful and irate luminary about the lost phone, and later had to juggle a lawsuit from Apple that involved Gizmodo and the young man who sold the phone. Brian offered to return the phone, but not before milking the treasure piece with more stories and demanding an official letter from Apple claiming the device. Steve declined, and then a police task force went to seize Jason Chen’s computer and files. But before hanging up on that first of many phone calls with Brian about the matter, Steve, the proud father of computer innovation who was only feeling burned because he wasn’t the one to introduce his prized cub to the world, asked, “What do you think of it?” Even without the help of Steve’s big unveiling and famed “reality-distortion field,” Brian admitted, “It’s beautiful.” 
Pontificating on the matter a few months later at that year’s All Things Digital conference, Steve said: “When this whole thing with Gizmodo happened, I got a lot of advice from people that said, ‘You’ve got to just let it slide. You can’t, you shouldn’t, you shouldn’t go after a journalist because they bought stolen property, and they tried to extort you. You should let it slide. Apple is a big company now. You don’t want the PR. You should let it slide.’ And I thought deeply about this, and I ended up concluding that the worst thing that could possibly happen as we get big, and we get a little more influence in the world is if we change our core values and start letting it slide. I can’t do that. I’d rather quit. You know, you go back five years ago, and what would we have done if something like this happened? What would we have done 10 years ago? We have the same values now, as we’ve had then. We’re a little more experienced, certainly beat-up, but the core values are the same.” 
Apple would demonstrate again the next year, with Tim Cook as interim CEO in 2011, that its values remained unaltered, when the situation nearly repeated itself, and Apple sent two of its security officials along with four San Francisco police officers to search the home of a man suspected of finding an iPhone 4S prototype that was left in a bar in the city. 
After that and just a few weeks before Steve Jobs’ death, Brian Lam sent one final e-mail to make amends. Brian later learned from someone close to Steve that the situation was “water under the bridge.”


From: brian lam <blam@thescuttlefish.com>

Subject: Hey Steve

Date: September 14, 2011 12:31:04 PM PDT

To: Steve Jobs <sjobs@apple.com>



Steve, a few months have passed since all that iphone 4 stuff went down, and I just wanted to say that I wish things happened differently. I probably should have quit right after the first story was published for several different reasons. I didn't know how to say that without throwing my team under the bus, so I didn't. Now I've learned it's better to lose a job I don't believe in any more than to do it well and keep it just for that sake.

 

I'm sorry for the problems I caused you.

 

B



Failures for Steve Jobs, at least in the third act upon his return to and revival of Apple, were rare, but they affected him immensely. With iTools, .Mac and MobileMe, Steve and several iterations of Web development teams tried unsuccessfully to conquer the Internet services game that was becoming fast dominated by Facebook Inc., Google Inc. and, during a certain period, Microsoft Corp. and Yahoo Inc. 
The MobileMe disaster, as chronicled in Adam Lashinsky’s Fortune article and book by the same name, Inside Apple, spurred Steve to dress down the team in the company’s Town Hall auditorium. “You’ve tarnished Apple's reputation,” he told them, according to Adam’s account. “You should hate each other for having let each other down,” he scolded. Referencing Walt Mossberg’s scathing review in the Wall Street Journal, Steve reportedly said, “Mossberg, our friend, is no longer writing good things about us.” A crucial barometer of MobileMe’s problems came from Steve’s own inbox. An internal Apple presentation leaked to the blog Mac Rumors contained a slide that showed a graph titled “Executive Escalations, MobileMe Launch.” The bar graph dated January 23, 2009 shows spikes that eventually decreased over the course of several months. The chart’s data source is listed as “242 total customer complaints about MobileMe e-mailed to Steve Jobs.” 
Apple coyly leaked details of a revamped Internet service called iCloud to the news media before an ailing Steve emerged at the company’s developers conference to unveil it. There, he acknowledged his failings with previous Web endeavors, saying sympathetically, “‘Why should I believe them? They’re the ones that brought me to MobileMe.’ It wasn’t our finest hour; let me just say that. But we learned a lot.” The admission echoed an e-mail Steve sent to Apple staff two years earlier in which he offered thoughts on how MobileMe should have been rolled out and on how Apple could pick up the pieces. 
At the developers conference, Steve went on to indicate how iCloud could have kicked off a fourth act, that, in the scope of things, ended for Steve barely after the curtain opened but could rocket Apple into a new phase, in which habits shift from when “the PC was going to be the digital hub for your digital life,” which worked “for the better part of 10 years. But it’s broken down in the last few years. Why? Well, the devices have changed. They now all have music. They now all have photos. They now all have video.” He continued: “We’ve got a great solution for this problem. And we think this solution is our next big insight. We’re going to demote the PC and the Mac to just being a device — just like the iPhone, the iPad and the iPod Touch.” 
Before this final product introduction from Steve and before the tidbits appeared in newspapers, he gave the first indication that it was in the works in an e-mail reply to a frustrated customer on June 10, 2011 who asked Steve if MobileMe would improve. “Yes, it will get a lot better in 2011,” Steve wrote. He released another tidbit a year later when asked by e-mail whether iWeb, the website builder, would be discontinued. “Yep,” Steve replied. 


Something newsworthy would periodically land in someone’s inbox from the desk of Steve Jobs. On December 5, 2010, Steve confirmed a fear that IDG World Expo and fans weren’t quite ready to face: that after decades of Apple participating in and announcing new products at the Macworld Expo, the company had no plans to ever return. “Sorry, no,” Steve replied to a hopeful follower who noticed that Apple had been minimizing its involvement in the conference’s affairs and said it would not have a presence at the one being held the following month. Steve’s e-mails became a regularly trusted source for Apple news around this time. Incrementally, the thriving mill of rumor sites dedicated to the company’s dealings learned — thanks to a steady supply of e-mails from Steve Jobs shared by readers — of new features coming to the mobile product line. 
Most of these were mini announcements. “Yep,” Steve wrote on March 22, 2010, the iPhone would get a “universal inbox” feature in the Mail app, which combines all e-mail accounts into one section. It came later that year in a software update. “Sorry, no,” Steve wrote a few weeks later, Apple no longer planned to provide software updates to the original iPhone. 
“It will come,” Steve wrote a month after that, about printing from the iPad, a wireless service that would be called AirPrint. The feature, which did not gain wide support immediately from printer manufacturers, became a regular subject of speculation on blogs for a brief period of time. “Nope,” AirPrint had not been pulled, Steve replied to an inquiry on November 10, 2010. That same day, he addressed another person’s distressed query, saying, “AirPrint has not been pulled. Don't believe everything you read.” Two weeks later, a customer named Stan wrote, “Dear Steve, you got me all hyped about AirPrint. Now with iOS 4.2 released, I find out that I can only print on 11 select printers. Seriously?!” Steve retorted: “Lots more coming soon. It’s what it takes to make a giant leap to driverless printing, which is huge.” 
Mark Ford wrote Steve on the first of June 2010 to ask, on behalf of his wife who has poor eyesight, whether the iPhone would ever allow users to adjust the font size of text messages. “Yes, that exact feature is coming in iPhone OS 4 software this summer!” Steve replied. As for iPhone-to-Mac synchronization over Wi-Fi, which Rick Proctor asked about three weeks later: “Yep, someday,” Steve said. As it turns out, “someday” would be one of the biggest features shown off the next year. Similarly, a week after Mark’s message, someone named Chris asked about sending high-definition video from the iPhone to a computer wirelessly or to YouTube without compression. “You can upload them via a Mac or PC today. Over the air in the future,” Steve wrote. As for the rollout of AirPlay, Apple’s wireless transmission protocol that can beam a movie from the iPad to an Apple TV, Steve told a customer, “It’s all coming soon. Stay tuned.” 
Even when Steve felt less confident that a feature will make it into a forthcoming software release, he offered his best answer. When asked on November 28, 2010 whether iOS would allow the Safari Web browser and third-party apps to send video wirelessly, Steve said, “Yep, hope to add these features to Airplay in 2011.” And Apple did. Two weeks later, Seth Walker inquired about whether iOS would let users transfer their saved game progress between their various devices, Steve replied, “I think so.” 
Sometimes Steve said improvements were on the way that apparently weren’t priorities or that developers later changed their minds about including. For example, Conor Winders, the technical chief for a small development team called Redwind Software, wanted to know whether the revamped Apple TV, the set-top box unit that brings online video to the living room, would support the iTunes Extras and LPs, or whether he was wasting his money on those premium-priced versions of albums. “Coming,” Steve promised in 2010, though a year later, Apple still had not delivered. 
Steve and a customer went back and forth on October 23, 2010 about whether the iPad would switch the function of its button on the side, from muting volume to locking the orientation of the display, which is a feature useful for reading in bed. “Yep,” Steve wrote, it would mute from then on. “Are you planning to make that a changeable option?” the customer replied. “Nope,” Steve said. Contrary to Steve’s definite response, it became an option in the iPad’s settings menu in a subsequent version of the software. 
Steve fielded similar, but fewer, requests about Apple computers and servers. “Soon,” Steve said in response to Eugenij Sukharenko’s question about the Safari desktop browser supporting GPS location prompts. Often, these types of notes called for Steve to defend changes made to the product line or what many perceived as a lack of attention to computers, Apple’s core market. Before the introduction of a new data-transfer port from Intel called Thunderbolt, a customer e-mailed to ask Steve why the Macs did not support USB 3.0. “We don’t see USB 3 taking off at this time. No support from Intel, for example,” Steve wrote. 
An unnamed Frenchman, who signed off his irate e-mail with the line, “Sorry for my bad language (I am french),” demanded to know why Apple had discontinued its server rack product called Xserve. Steve justified the move by saying, “Hardly anyone was buying them.” When another concerned information-technology worker asked whether the end of Xserve signaled the death of Mac OS X Server. Steve shot back, “No.” 
One topic that came up repeatedly in e-mails dealt with the fate of Apple’s professional video-editing software. The company has offered two versions: iMovie, which is part of the iLife suite that’s packaged with every Mac sold, and Final Cut, which is for pros. As one might expect, the people who rely on Final Cut for their jobs are more zealous toward their program. One such video editor named Alex pleaded to Steve via e-mail for assurance that Apple was still committed to Final Cut, and he said he was concerned upon learning about defections from Apple’s development team in that division. “We certainly do.  Folks who left were in support, not engineering. Next release will be awesome,” Steve wrote. Steve placated another person, saying, “No worries. FCP is alive and well.” And another: “A great release of Final Cut is coming early next year.” And another: “Stay tuned and buckle up.” 
The version that eventually came, called Final Cut Pro X, was a completely rewritten app that looked and operated in a drastically different way. Customers immediately rejected it, and panned it as the consumerization and therefore, bastardization of pro software. The video team working on comedian Conan O’Brien’s TBS show developed a skit poking fun at the new version. Like the MobileMe fumble, Final Cut Pro X was a rare but public embarrassment for Apple. 
Sometimes Apple products can suffer from being overhyped. Often, the hype was warranted, as evidenced by high sales and happy customers. Apple itself has an aggressive hype machine, and Steve Jobs was its wizard operator. The contents of each one of the seemingly inconsequential e-mails described in this chapter made headlines on countless technology news websites. Fans and reporters pored over each one-word or few-line message for clues to Apple’s future directions. Steve managed to control the narrative in many cases through e-mails, and through the innovative and accelerated game of telephone that shuffled a message from Steve through a customer and to thousands of people obsessively checking the blogs as often as they refresh their own inboxes.



Chapter 4
Attachment
Like an unfit father, Apple was taken from Steve Jobs once. “How can you get fired from a company you started?” Steve asked rhetorically in a commencement speech to Stanford University’s 2005 graduating class. Steve had adopted the paternal analogy, once telling Wired’s Steven Levy about tough managerial decisions made after his return to the company: “I was Dad. And that was hard.” Steve Jobs became especially protective of Apple, as he was for his own children. If Steve willfully hurt anyone, often it would be in self-defense. 
“I love Apple so much,” he wrote in his bleak notice of medical leave in 2010, his last before resigning. When defending the company, Steve sometimes broke from his typical brevity in order to expound on why Apple made the choices that it did or on what Apple believes in. 
In one such instance, tech blogger Robin Miller wrote to Steve shortly after the iPod’s debut in 2001. The subject line was, “Why does the iPod exist?” and Robin went on to criticize its high price tag and its inability to interface with Windows computers. Robin compared the iPod to the G4 Cube, an attractive, monitor-less computer that failed to catch on. 
“If there was ever a product that catalyzed what’s Apple’s reason for being, it’s this,” Steve said of the iPod to Steven Levy, the reporter, “Because it combines Apple’s incredible technology base with Apple’s legendary ease of use with Apple’s awesome design … it’s like, this is what we do. So if anybody was ever wondering why is Apple on the earth, I would hold this up as a good example.” Steve’s response to Robin’s e-mail was less ostentatious and more analytical, almost as if presenting to a jury his closing arguments.


From: Steve Jobs <sjobs@pixar.com>

Date: Tue Oct 23, 2001 10:40 PM

To: Robin Miller

Subject: Re: Why does the iPod exist?



I respectfully would like to disagree with you, Robin. The iPod has many breakthroughs that have never been seen before in a portable digital music device.



Just to name a few advances:

- The iPod holds a 1000 songs and fits in your pocket

- The iPod weighs just 6.5 ozs

- The iPod has a state-of-the-art lithium polymer battery so that it plays continuously for 10 hours

- The iPod has Apple's legendary easy to use interface



- The iPod has a unique scroll wheel so you can operate it with one hand



- The iPod uses FireWire to load all your music on it at a blazing 5 to 10

seconds per CD



- The iPod also charges itself over FireWire, fast charging to 80% in just one hour



- The iPod automatically syncs with your iTunes library so it is easy to

get all your music and playlists on it



- The iPod is also a portable 5GB HD



I could go on and on. The iPod is the first truly usable portable digital music player and hopefully will, with all it's innovations, make this new product category a success. Other products may be priced anywhere from $50 to $500 but none have been worth their price because they just haven't worked yet (they are big, slow, have bad UIs, are hard to update, etc etc.).



There are many consumer products people pay about $400 for today (TVs, Stereos, Bikes, DVD players, Microwaves, Satellite dishes, game systems, cameras, camcorders, etc.). More importantly breakthrough category devices like CD Players, DVD players, cell phones, Walkmans, and more have appeared in this price range and been very large successes. What is important is that the product deliver on an important need while also providing a great value. I may be biased but I think iPod does both far better than any consume digital audio product yet.


Steve


A reply that long from Steve is rare, but he had broken from his usual one- to three-word responses for similarly combative challenges.When Leo Prieto wrote on June 29, 2004 to Apple executives accusing them of stealing the concept for Konfabulator, the desktop widgets platform that was later acquired by Yahoo, and adapting it for Apple’s own Dashboard feature, Steve wrote: “Excuse me, but Mac OS 9 had desktop Widgets long before Konfabulator did. Apple was the first to use the term Widgets as well. We never complained when the Konfabulator guys ‘ripped off Apple’ and I think its a bit unfair for them to be claiming we ripped them off now.” 
Gauging which flames would set Steve off was a sport in itself. Sometimes he would pontificate on topics of very little importance to anyone except for a small corner of the programming world. Responding to an e-mail on Christmas day in 2005 from Nitesh Dhanjani claiming that the Objective C language, which Apple uses for the Mac and iPhone, “sucks,” Steve retorted: “Actually, Objective C is pretty great. Its far nicer than most other ways of writing apps. What don’t you like about it? What do you like better?” Nitesh wrote back saying he favored C#, Microsoft’s .NET and Ruby. Steve said: “I guess we disagree. First of all, .NET with CLI and managed code runs SLOW, so most serious developers can’t use it because of performance. Second, the libraries in C# are FAR less mature and elegant than those in Cocoa. We are working on a better implementation for garbage collection than we’ve seen out there so far, but in the end its a performance hit and an unpredictable time that is not good for some kinds of apps.” 
Scott Frazer, the technical chief for a company called Portico Systems, wrote Steve on another obscure issue — about rumors that Apple would stop bundling a Java plugin with its Mac operating system. Steve wrote: “Sun (now Oracle) supplies Java for all other platforms. They have their own release schedules, which are almost always different than ours, so the Java we ship is always a version behind. This may not be the best way to do it.” 
Steve Jobs could talk passionately and at length on an unlikely smattering of topics that he “cared deeply about,” a phrase he often used to explain why Apple ventured into the music industry or did not try to do Web search. Steve wrote thousand-plus-word missives on topics such as digital-music copy protection and Adobe Systems Inc.’s Flash online video protocol, which were called “Thoughts on Music” and “Thoughts on Flash,” respectively. The music industry concurred with the proposal to drop copy protection, but some record executives said it was their idea, not Steve’s, and the reasoning was that Apple was locking customers into iTunes and iPods; they say Steve repurposed the mission to make himself look like the savior. By the time Steve had written “Thoughts on Music,” Amazon.com Inc. was well underway in negotiating its DRM-free music store, which launched in September 2007, and Steve rushed to release iTunes Plus in 2007. Apple would not completely do away with DRM in its store’s catalog until 2009. In regards to Steve’s Flash bashing, Adobe neither agreed with, nor saw eye-to-eye with him on the issue, and it strained the companies’ relationship. Steve tried to communicate that his concerns with Flash weren’t personal; for example, in an e-mail to Josh Cheney, a fan who contacted him frequently, Steve wrote: “I respect and admire Adobe. We just chose to not have Flash on our devices.” 
In rare cases, Steve would defer to another industry commenter’s opinion on a topic, rather than write his own essay. When Greg Slepak, the founder of software developer Tao Effect, e-mailed Steve about changes to Apple’s developer agreement that eliminated program-language translators, like those from Adobe, Steve shot back, “We think John Gruber’s post is very insightful and not negative,” and provided a link to that blog post. John is the author of a blog called Daring Fireball, which is influential within the Apple community and within Apple itself. Steve and other executives read it regularly. That particular post, as are most of Daring Fireball’s essays, was kind to Apple, although it made assertions that part of Apple’s motivation may have involved the challenge that Flash and other cross-platform initiatives pose to the App Store’s competitive advantages. In other words, if video providers can offer copy-protected movies through Flash, they don’t need to use Apple’s store or pay the company royalties. Steve apparently did not dispute this. Greg replied to Steve’s e-mail saying he disagreed with John Gruber and that he disagreed with Apple’s decisions. Three minutes later, Steve returned: “We’ve been there before, and intermediate layers between the platform and the developer ultimately produces sub-standard apps and hinders the progress of the platform.” 
Similarly, when asked about a video codec called VP8 (also called WebM) that Google was promoting, Steve responded only with a link to a report from Jason Garrett-Glaser, a video-codec programmer who worked directly with H.264. “Overall, VP8 appears to be significantly weaker than H.264 compression-wise,” Jason wrote in his verdict. H.264 is the industry standard video compression technology used by television broadcasters. It’s used in Blu-ray, Flash, Windows and Apple’s QuickTime software. “It’s the best video-compression technology on the planet,” Steve said in 2005. 
Another critic, Hugo Roy, pressed Steve on Apple’s adoption of H.264 versus an open standard that could be more widely adopted. Steve countered: “All video codecs are covered by patents. A patent pool is being assembled to go after Theora and other ‘open source’ codecs now. Unfortunately, just because something is open source, it doesn’t mean or guarantee that it doesn’t infringe on others patents. An open standard is different from being royalty free or open source.” 
Though not always done at length, Steve Jobs often felt the obligation to defend Apple and its choices. For example, designers questioned Apple’s aesthetics after the company chose to retire the compact disc portrayed in the iTunes logo in favor of having the recognizable musical note centered in a simple, blue circle. Joshua Kopac, who oversees design work for advertising firm ValuLeads, e-mailed Steve saying, “This new iTunes logo really sucks.” Steve’s shot back, “We disagree,” without further explanation. 
Another designer, William Szilveszter, discussing a separate matter messaged Steve about the lack of support on the iPhone for a certain feature called IMAP Idle that can instantly push new e-mails to a device. “Its a power hog,” Steve wrote. Srini Dharmaji, CEO of mobile ad company GoldSpot Media, called Steve a jerk regarding how Apple was handling the iAd mobile banner network and then offered consulting. Steve replied sarcastically, “You are a super salesperson, by the way.” 
John Casasanta shared his own insult from Steve exclusively for this book. John runs Tap Tap Tap, a San Francisco app developer that created hits such as Where To? and Camera+. He e-mailed Steve on September 5, 2008 expressing displeasure with a loophole in the App Store’s system. Developers were pumping themselves up in the rankings by giving away their apps in order to inflate download numbers, and then jacking up the price, so that the momentum would carry them high up into the paid-software rankings, a more coveted placement. Steve clued John in to Apple’s solution, which the company had never talked about previously, and concluded with a jab. Steve wrote: “We will be moving to more review-driven rankings. Tricking the review process is quickly dwarfed by real reviews. I notice that your app has not received great reviews…” 


Among startup developers, Steve Jobs lost a bit of goodwill when he sided with Apple’s legal department in bullying a small studio into changing the name of its software. The Little App Factory Pty. Ltd. received a letter from Apple saying that the name iPodRip, which is a program for transferring songs to a Mac, infringed on Apple’s trademark, despite the small company having operated under that name for years without protest from Apple. John Devor, the CEO of that developer, penned a desperate, cordial appeal. But Steve offered no remorse: “Change your apps name. Not that big of a deal.” With that, iPodRip became iRip. Steve’s tough business tactic was sort of a blessing for John. “It actually ended up helping us because we got so much press,” John says. So he printed out the e-mail and put it up on the wall in his apartment. “It sits right behind where I work everyday,” he says. 
For Little App Factory, changing its app’s name really wasn’t that big of a deal. However, for Russell Ivanovic, Apple’s decision not to allow his app on its store left little option for him, he said, but to catapult from his fifteen minutes of fame afforded by publishing a Steve Jobs letter. Steve wrote in a cut-and-dry message: “We are not allowing apps that create their own desktops.  Sorry.” 
Likewise, Steve’s take on Gil Friedlander’s proposed app for iPhone SAR radiation readings was, “No interest,” which Gil took to reporters. Gil later offered his app through Cydia, an unauthorized storefront that can only be accessed by modifying the software on an iPhone in a process Apple spurns called “jailbreaking.” “We tried to enter Apple through the front door, and we had constructive discussions with them, and I think we were very patient,” Gil says begrudgingly. 
Steve was known to occasionally and abruptly change his stances on issues. He would dismiss a colleague’s proposal on first listen, then the next time, he would reluctantly hear but often reject the notion, and sometimes, by the third, he would come around. This was a piece of the mechanism that made Steve tick. Several people who worked with Steve long enough to understand basic ways in which he operated had observed this behavior. It was less prevalent in e-mail, but his dynamic opinions can be traced through some of his messages. 
In October 2008, one customer lamented how some MacBook laptops were no longer including a Firewire port. Steve, who seemed to be less adamant about the Firewire protocol that Apple had long pushed in its products, replied, “Actually, all of the new HD camcorders of the past few years use USB 2.” Before this, Apple had required PC users to install a rarely-used Firewire card in their computer in order to use the iPod. After this, Steve told another customer that Apple would not support next-generation USB. 
In another instance, Steve tried to explain to an iPhone developer that a new Apple policy requiring apps to sell subscriptions through Apple’s billing system was created for publishers, not services. After much fury from media companies, even the publisher stipulation didn’t stick. Apple eventually backtracked on even that stance in a public mea culpa. Steve’s words were often taken as gospel, but keeping them in order was a task of biblical proportions.



Chapter 5
Redirect
Evaluating the effectiveness of the guerrilla marketing that Steve Jobs funneled through e-mail isn’t quite feasible. His messages succeeded at grabbing headlines, but whether the efforts materially helped the business can’t be sufficiently examined. Steve maintained a complicated relationship with the news media, and the e-mail communiqués provided a viable alternative. 
In more traditional interviews, Steve readily misled reporters and analysts. The professional truth seekers tend to ask critical questions whose answers could reveal the secrets behind competitive moves or personal subjects. Steve tried to connect with the influential ones. He kindled a friendship with the Wall Street Journal’s Walt Mossberg. Steve called the Daily Show’s Jon Stewart when he thought a joke was funny or offensive, and he e-mailed the political satirist Stephen Colbert after he unsheathed an iPad from his jacket pocket at the Grammy Awards — making him one of the first to publicly show one after Steve. The subject line of that e-mail read “Last Night,” and the body said only, “Sweet! Thanks!” 
When Steve, who rarely liked to use the term “no comment,” didn’t have someone under his thumb or could not ignore them, he fell back on misdirection. He threw verbal smoke bombs and pulled off conversational disappearing acts. In one of many instances where Steve’s actions contradicted his words, he said people do not want video on a small screen and later released a product called the iPod Video that offered just that. “It’s a stunner,” Steve said at its unveiling. He said people don't read anymore, and then opened a digital bookstore. In October 2008, he answered an analyst's question about netbooks by saying, “We don't know how to build a sub-$500 computer that is not a piece of junk.” Fifteen months later, he unveiled the iPad, a $499 portable computer that was conceived in the early 2000s. Steve also said in 2003 that Apple had no plans to make a tablet. 
That the renowned Steve Jobs was a business, design, marketing and technology visionary has been established. So these seemingly shortsighted comments are interpreted as competitive misdirection, not as temporary blindness. Microsoft co-founder Bill Gates, Steve’s longtime rival, has been rankled over decades for a quote that has been attributed to him saying that 640 kilobytes of memory is all anyone would ever need in their computers. Of course, now they have four-thousand times that. But Bill seemingly never actually said this everlasting quote, except to debunk it. He told a class of students in the 1990s, “I've said some stupid things and some wrong things, but not that. No one involved in computers would ever say that a certain amount of memory is enough for all time.” Steve had a real big whopper of his own. During his roadshow to promote NeXT computers, according to a November 1987 article in the New York Times, Steve said video was of little use on a personal computer. 


People aspiring to do business with Apple were not immune to its co-founder’s hypnotic charm. With their blinders on, Steve was able to derail them, and still provide a great story for them to tell to friends. Panic Inc., a successful independent software maker, chronicles on its website a story told by its co-founder, Cabel Sasser, about how he was tricked and then bested by Steve. It started, as most stories in this book do, with an e-mail. “I couldn't help myself. I'd always heard that Steve Jobs, founder and CEO of Apple, actually reads his e-mail,” Cabel recounts. “It's pretty hard to resist e-mailing God if you know He checks his e-mail.” Cabel sent Steve a short pitch for Audion in August 1999, a few days after version 1.0 of his music app was released, but did not receive a response. No surprise, says Cabel. 
Then, a couple of weeks after that first e-mail to Steve, Cabel received a cryptic message from Charles Wiltgen, then the QuickTime video technology manager for Apple developer relations. “I’d like to talk Audion future directions,” Charles wrote. This is a request many small technology startups field from Apple. Swype, the innovative touchscreen keyboard software developer, says it had one such meeting, too, before Nuance Communications Inc. acquired it. Between the long lead time associated with such a “future directions” meeting, Cabel’s Panic software studio engaged with AOL Time Warner Inc. about an acquisition. (This was before the conglomerate experienced a myriad of its own problems.) Cabel was excited about the prospect of offering Audion for free in order to get the program in the hands of more people. However, he was not keen on working for a lurching corporate giant. At the height of those negotiations in the summer of 2000, Apple showed up again. Panic tried to include AOL in the meeting with Apple, but the AOL execs said they were busy, and then Apple balked. No meeting took place. 
Later that year, rumors began to swirl that Apple was getting serious about developing music software. Cabel Sasser sent an e-mail to Phil Schiller, Apple’s head of marketing, who declined to address the speculation. Cabel mentioned in those exchanges that Panic’s talks with AOL had ended. In a last-ditch effort, Cabel sent a message to Steve Jobs. Steve responded this time — on Christmas Eve, and bearing what looked like a present. “I hear that your deal with AOL fell through. Any interest in throwing in with us at Apple?” Steve wrote, as Cabel recalls, with much enthusiasm, the high of having received a message from “the guy who we basically owe our entire professional existence to, who basically created the very platform we want to hug, the computers we want to crush into little pure plump pieces of joy.” 
Panic and Apple set a time for a meeting a few weeks after that, which happened to take place only days after the annual Macworld Conference & Expo, where Apple traditionally announced new products back then. And Apple did indeed announce new initiatives. Cabel and his colleagues sat in San Francisco’s Moscone keynote auditorium on January 9, 2001 watching Steve Jobs saunter around the stage and show, for the first time, the simple and, more important, free iTunes. This sent the Panic guys into, well, a panic. They wondered whether Apple had instantly vaporized their market. 
Cabel met Steve for the first time in the expo hallway after the keynote. They had a brief conversation, and Steve asked Cabel what he thought of iTunes. Cabel said it was very well designed but that Audion would still have a market because iTunes lacked advanced features. “Yeah? Like what?” Steve snapped. Cabel explained that Audion had the ability to keep track of play counts and rate songs. “Why the hell would anybody want to do that?” Steve asked incredulously. (Apple added those features in later versions of iTunes.) “Because honestly? I don't think you guys have a chance.” Steve taunted. 
Panic went ahead with its meeting with Apple scheduled for soon after the Macworld convention. Upfront, Phil Schiller explained, “You guys remember the last time we tried to meet with you? It was actually because we wanted you guys to make iTunes.” This landed heavily with Cabel and his associate. Then, the Apple bigwigs ushered the pair from Panic into a conference room. Soon after, Steve Jobs entered, sat down and plopped his feet on the table. Steve inquired about Audion’s progress and usage numbers. The developers obliged, and Steve returned his evaluation. “It's like you guys are a little push-cart going down the railroad tracks, and we’re a giant steam engine about to run you down,” Steve explained. “Do you have any other ideas for apps you want to work on?” Cabel replied, genuinely, “Well, we’ve got an idea for a digital photo management program.” To which, Steve said, “Yeah. Don’t do that one.” The other Apple execs in the room laughed as Cabel struggled to pick up on the hint that Apple was working on that very product, which would be called iPhoto. 
After more questioning, Steve had the last word before exiting: “We want you guys to work with us. You guys have shown us that you can do a lot with a little. You guys kick ass. Your software totally kicks ass. Cabel, your marketing kicks ass. We think you do incredible work and we'd love to have you join us.” Cabel and his colleagues decided to stay independent, but the experience provided them with great stories to tell about having personally been the marks in a Steve Jobs magic show. 


Steve Jobs ran Apple under a cloak of secrecy. He muscled partners to work overtime and city governments to issue zoning permits with few public hearings. Apple sued bloggers. After Steve returned to Apple in 1997 as interim CEO, he sent a companywide e-mail about how the company previously had trouble keeping information under wraps and that in advance of new products coming in the next few weeks, people needed to respect confidentiality requests, according to John Lilly, a venture capitalist who was at Apple at the time. A few days later, Apple’s financial chief sent a followup memo to staff saying that administrators had been tracking people’s account activity after Steve sent his message, and that four people forwarded the details to outsiders. They were immediately fired. Steve told Time in that same year that he followed rumors about Apple online every day. Later, he would contribute to that mill with his e-mails. 
At a news conference in September 2010, the one where Apple typically announces new versions of the entire iPod line, the company did not talk about the iPod Classic. A concerned customer e-mailed Steve urging him not to kill the product. “We have no plans to,” Steve replied. At the next fall product event held in October 2011, Apple again did not address the iPod Classic, but it also did not say it would stop selling the product. 
Steve’s brevity was able to cause confusion and keep the rumormongers guessing. Perhaps this was a strategic game he played. Fernando Valente wrote Steve in April 2010 asking if there was truth to speculation about an App Store for Apple computers and whether Mac OS X would require that all software be authorized through it. “Nope,” Steve offered. This was interpreted by many, including the publications that reported on it, as a denial from Steve that a Mac App Store was in the works. In fact, such a market was being developed and eventually was released, but OS X did not require authentication. The latter part of the question is what Steve was denying, but that apparently wasn’t clear in his terseness. 
In hindsight, it wasn’t always clear whether Steve was purposely using misdirection or whether he simply did not have the full lay of the land. Before the Wall Street Journal reported that the Apple board was pondering the company’s CEO succession plan as Steve’s health declined, a reporter sought Steve’s comment via e-mail. “I think it’s hogwash,” he replied. 
In another ambiguous circumstance, a San Bernardino, California high school student named Nathan wrote Steve a gushing note three months before Christmas 2010 to ask whether the oft-delayed white version of the iPhone 4 would arrive in time for “Xmas.” Nathan mentioned that Apple had said the white iPhone would be released later in the year. Steve cryptically responded, “Christmas is later this year.” After reading this, bloggers foamed at the mouth and debated whether Steve was making a wisecrack, whether he was making a play on an old expression to imply that Nathan’s Christmas gift would come later than expected, or whether Steve was avoiding the question. Regardless of what it was, Apple delayed the product again, pushing it to spring 2011, and finally delivered on April 28, 2011. The tagline Apple used for the product, whose early prototypes suffered from problems associated with the camera’s flash component and from the proximity sensor on the front, was, “Finally.” 
Taking such a confident, perhaps arrogant, stance in order to reassure a customer can backfire on the company. The white iPhone was a blunder but not one with much consequence. A customer named Sean Berry wrote Steve Jobs on August 8, 2008 about a widespread problem with a chipset from NVIDIA Corp. that Dell Inc. and Hewlett-Packard Co. offered to replace for affected customers. Some criticized Apple for not acknowledging the problem in its computers. Steve said, “We used a different chip than the ones affected.” However, two months later, Apple finally acknowledged that some MacBook Pro computers were faulty, and offered free repairs or refunds. Apple pinned the blame on NVIDIA for the delay in identifying the problem, saying that while the chipmaker had assured Apple that its products were not affected, an investigation led by Apple found otherwise. 


In Steve’s third act, Apple appeared less concerned with computers. The iPod quickly came to make up about half of Apple’s revenues, and the moneymakers later came from mobile phones and tablets. This refocusing was embodied in a corporate rebranding in January 2007 when Apple Computer Inc. changed its name to Apple Inc. 
When Steve announced the iPad 2, he riffed on his “post-PC era” concept: “A lot of folks in this tablet market are rushing in, and they're looking at this as the next PC. The hardware and the software are done by different companies, and they’re talking about speeds and feeds just like they did with PCs. And our experience and every bone in our body says that that is not the right approach to this; that these are post-PC devices that need to be even easier to use than a PC; that need to be even more intuitive than a PC; and where the software and the hardware and the applications need to intertwine in an even more seamless way than they do on a PC.” Even in 1996, before returning to Apple, Steve told Forbes: “If I were running Apple, I would milk the Macintosh for all it’s worth, and get busy on the next great thing. … The PC wars are over. Done. Microsoft won a long time ago.” 
Contrary to Apple’s actions and Steve’s sage-like monologues that concern the fervent followers of the company, executives publicly maintained that computers, too, were important to the company. Apple held an event at its headquarters in Cupertino called Back to the Mac in October 2010 where Steve introduced new MacBook Air laptops. Tim Cook, then the operating chief, prefaced by saying how important computers still are to Apple and how the Mac made up one-third of Apple’s revenues in 2009 and how if Apple had spun off a computer division, it would rank 110 on the Fortune 500 list. The presentation provided opportunities for some chest beating, but mostly, it felt like Apple was giving some attention to the long-neglected Mac cult. 
These disciples are perhaps the most intimately familiar with Apple and were the most adept at staying on Steve Jobs’ radar. They constantly sent Steve e-mails. Readily, Steve put their minds at ease, but meanwhile, his focus clearly remained on other parts of the business that were more central to the future of Apple. “Not to worry,” Steve told one customer who prefaced his message about the bleak state of Apple’s pro hardware by saying, “This is a sad e-mail for me to compose.” Greg Walker, a computer technician, inquired in April 2010 about whether Apple planned to emphasize mobile software over Mac OS X. “No,” Steve said. Matthias Gansrigler, an independent software developer, fretted over whether the Mac’s absence from Apple’s annual design awards was a sign of things to come. Steve assured him: “We are focusing primarily (though not exclusively) on iPhone OS this year. Maybe next year we will focus primarily on the Mac. Just the normal cycle of things. No hidden meaning here.” The next year, Apple did bring back the Mac showcase, though not as the centerpiece. 
Following the developers conference where Apple gave out its iPhone-specific awards in 2010, podcaster Mike Gdovin wrote Steve to suggest that Apple should not sacrifice the Mac in favor of the iPhone and iPad. He signed off by saying that, while he likes mobile devices, he still prefers to use a computer at his desk. “Yep, we agree,” Steve replied. Two days later, Dennis Sellers wrote Steve to highlight a mock obituary for the Mac that had recently run in Newsweek. “Completely wrong. Just wait,” Steve said. A year later, Steve explained Apple’s new position on computers. Apple was demoting them, Steve said, to be just another device. All of this hardware would be linked via iCloud, but still, it was an admission that the computer would no longer be core to what Apple does. 
“When we were an agrarian nation, all cars were trucks, because that’s what you needed on the farm,” Steve Jobs explained at a conference in 2010, the first hard evidence that Mac lovers had reason to be concerned about a slowdown in computer development. “PCs are going to be like trucks. They’re still going to be around. They’re still going to have a lot of value. … This transformation is going to make some people uneasy, people from the PC world, like you and me. It’s going to make us uneasy, because the PC has taken us a long ways. It’s brilliant. And we like to talk about the post-PC area, but when it really starts to happen, I think it’s uncomfortable for a lot of people, because it’s change. A lot of vested interests are going to change. It’s going to be different. And I think we’re embarked on that.”



Chapter 6
Undeliverable
Steve Jobs did not seem uncomfortable in controversies. With a smile on his face, he created trouble himself. One of his first business endeavors with Steve Wozniak in the 1970s was to build and sell “blue boxes,” which allowed users to illegally get free long-distance phone calls. Decades later, Steve used an Apple earnings call to fire a machine gun of insults at the company’s competitors, including BlackBerry-maker Research in Motion Ltd., Google and Nokia Corp. Strike first, and when struck, a nasty comment deserves a nastier one, as Steve demonstrated. When an employee asked Steve in a meeting at a campus auditorium about his thoughts on Michael Dell’s suggestion then that Apple should shut down the company and give the money back to the shareholders, Steve said, according to former Apple employee John Lilly: “Fuck Michael Dell.” 
Steve was not known for being politically correct, but his ability to negotiate with opponents and his tight control over his public persona rivals that of any great politician. The e-mails became a tool of his “reality distortion field,” meaning he used the medium to shape the public narrative. Perhaps he should have been a politician. Indeed, Steve considered running for Alan Cranston’s seat in the U.S. Senate in the 1980s and even sought the advice of a big-time political consultant, the New York Times reported in 1987. At an annual Western Electronic Manufacturers convention in the early 1980s, Steve gave an impassioned 40-minute presentation on the dangers of nuclear warfare and left the audience dumbfounded about the choice of topic; he sat down without taking questions, as former Compaq Computer Corp. executive Benjamin Rosen recalls. 
Conversation around the Jobs’ dinner table in the 1990s, according to Time, often centered on politics. Steve leaned left, which perhaps wasn’t a surprise considering his hippie background but could have oscillated during his later years when he ran a powerful corporate enterprise. Steve dined with presidents including Barack Obama and Bill Clinton, who the Jobses hosted at their house. In one meeting with President Obama, as recounted in the biography Steve Jobs, Steve cautioned him less-than-cordially on perceived antibusiness sentiments, and said, “You’re headed for a one-term presidency.” 
Apple, under Steve Jobs, was not a company much involved in the political process. It has never been the target of a formal antitrust inquiry, as its principal rivals, Google and Microsoft, have. Apple doesn’t needlessly involve itself in federal lawsuits and has mostly avoided being called into U.S. courtrooms, with a few exceptions such as when several tech companies had to explain their policies on tracking customers’ phones. Apple also tends to avoid making contributions to political campaigns, though it did donate $100,000 in 2008 to fight California’s Proposition 8, a measure to end same-sex marriage. 
Apple generally takes great pains to avoid the appearance of taking a side on the political spectrum. Alec Vance, who runs a small development company called Juggleware LLC., vented to Steve by e-mail when his app showing a goofy George W. Bush cartoon clock counting down to “freedom time,” which is when President Bush was set to leave office. Steve reasoned: “Even though my personal political leanings are democratic, I think this app will be offensive to roughly half our customers.  What’s the point?” 
In a never-before-published exchange, Joel Sercel, a technical consultant in Southern California, e-mailed Steve Jobs about a scandal that had been making a small splash on conservative blogs, including Andrew Breitbart’s influential Big Journalism website. The assertion apparently originated in a column penned by prominent media commentator Howard Kurtz in the Washington Post. Deep within a lengthy article about Glenn Beck’s show on the Fox News channel, Howard mentions, almost in passing, that more than 200 companies had joined together to boycott Glenn Beck, and that “a handful of advertisers, such as Apple, have abandoned Fox altogether.” When Joel posed this matter to Steve, the then Apple CEO squashed rumors of a sweeping Glenn Beck and Fox ban, saying: “We have never advertised on Fox news.” He offered no further explanation. 


The political right has its reasons for criticizing Apple as a liberal-minded operation, and the left has offered its own justifications to reject Apple’s need to control every aspect of its products, to exploit Chinese workers who manufacture its products cheaply, and to shut out certain competitors and media. A private e-mail correspondence, and the article posted to the gossip blog Gawker that soon announced them, were rife with the latter sorts of condemnations. Gawker had already had a brush with Steve before when its sister site, Gizmodo, outed a prototype iPhone 4 before Apple’s official unveiling. But in this case, Gawker blogger Ryan Tate e-mailed Steve late one night in May 2010 after seeing an iPad advertisement describing the product as “revolutionary.” The combative Ryan had consumed a few drinks, he admitted, and that much is evident. 


From: Ryan Tate

To: Steve Jobs



If Dylan was 20 today, how would he feel about your company?



Would he think the iPad had the faintest to do with “revolution?”



Revolutions are about freedom.



From: Steve Jobs

To: Ryan Tate



Yep, freedom from programs that steal your private data.  Freedom from programs that trash your battery.  Freedom from porn.  Yep, freedom.  The times they are a changin’, and some traditional PC folks feel like their world is slipping away.  It is.



Apparently unsatisfied with this response, Ryan shot back with a lengthy missive implying that Apple’s decision not to carry Adobe’s Flash video protocol on its mobile devices was a part of Steve’s personal vendetta regarding business disagreements with Adobe in the 1990s. Apple’s ban on Flash made it difficult for some publishers to offer their works as iPad apps. “I’d rather have a Wired magazine app that has some interactivity rather than one that is a glorified PDF,” Ryan wrote. “And you know what? I don’t want ‘freedom from porn.’ Porn is just fine! I think my wife would agree.” Steve partook in another round with Ryan, replying eight minutes later: “Wired is doing a native Cocoa app. So is almost every publisher. And you might care more about porn when you have kids…” (Cocoa is the application programming interface for Apple’s operating systems.) 
Steve had addressed the pornography restriction in a previous e-mail that had been published the month before the unlikely exchange with Gawker. A customer named Matthew wrote to Steve saying he had a “philosophical issue” with how Apple conducts its business in regards to the company rejecting acclaimed political cartoonist Mark Fiore’s app and about locking out pornographic apps. “Apple’s role isn’t moral police,” Matthew proclaimed. Steve retorted: “Fiore’s app will be in the store shortly. That was a mistake. However, we do believe we have a moral responsibility to keep porn off the iPhone. Folks who want porn can buy and Android phone.” The message, typo aside, was clear. 
Ryan Tate wasn’t done with his tipsy tirade. In his next e-mail, Ryan moved onto other topics and finally hinted at his employment with a media company by name-dropping his boss, Nick Denton, who founded and publishes Gawker Media websites. Ryan did not say he was a reporter. He and Steve debated over Flash some more and over publishers’ perception that, according to Ryan, “they HAVE to” spend resources on developing apps tailored to the iPad. 


From: Steve Jobs

To: Ryan Tate



Wait - of course they don’t have to. They don’t need to publish on the iPad if they don’t want to. No one is forcing them. But it appears they DO want to.



There are almost 200,000 apps in the App Store, so something must be going alright. The magazine apps will be far better in the end because they are written native. We’ve seen this movie before.



Gosh, why are you so bitter over a technical issue such as this? Its not about freedom, its about Apple trying to do the right thing for its users. Users, developers and publishers can do whatever they like - they don’t have to buy or develop or publish on iPads if they don’t want to. This seems like its your issue, not theirs.



The two sparred for one final round in the heated e-mail argument. Ryan Tate compared Apple to Microsoft, for the time when the software giant required developers to rewrite their apps for a new operating system, and Ryan again hinted at his employment at Gawker and affiliation with Gizmodo, saying he doesn’t “like Apple’s pet police force literally kicking in my co-workers’ doors.” That refers to a report saying that California law enforcement officers forcibly entered the home of Gizmodo editor Jason Chen in April 2010.


From: Steve Jobs

To: Ryan Tate



You are so misinformed. No one kicked in any doors. You’re believing a lot of erroneous blogger reports.



Microsoft had (has) every right to enforce whatever rules for their platform that they want. If people don’t like it, they can write for another platform, which some did. Or they can buy another platform, which some did.



As for us, we’re just doing what we can to try and make (and preserve) the user experience we envision. You can disagree with us, but our motives are pure.



By the way, what have you done that’s so great? Do you create anything, or just criticize others work and belittle their motivations?

 
In this series of late-night, combative e-mails, Steve Jobs shines a light on his philosophy. His admiration for Bob Dylan and the messages in his songs had long been known, but they weren’t just ideals for Steve; he believed he was a revolutionary. Steve may not have had his eye on civil rights or war (putting aside his early-1980s speech about nuclear bombs), but his mantras involved remaking industries in a way Steve saw fit, to benefit regular people, “mere mortals,” as he called them. 
Steve also believed, as any successful capitalist should, in the will of the free market and that if companies are acting dumb or unfairly, consumers will punish them for it. “If the market tells us we’re making the wrong choices, we listen to the market,” Steve elaborated at the All Things Digital conference in 2010. The onus is on Apple to take risks with products and to shape them in a way that is best, he said. “They’re paying us to make those choices. That’s what a lot of customers pay us to do, is to try to make the best products we can. And if we succeed, they’ll buy them, and if we don’t, they won’t. And it’ll all work itself out. So far, I’d have to say that people seem to be liking iPads. You know?” 
At that conference, Steve was asked in an onstage interview about the interaction with Gawker’s Ryan Tate. Steve explained, with a tinge of animus in his voice: “He never identified himself as a journalist. But I was working late one night. It was actually, like, two in the morning, I think. And I was working on — I’m making a presentation next Monday — and I was working on that presentation, and this guy starts e-mailing me these obnoxious emails, and I, you know, I’m just enough of a sucker that I want to, like, straighten this guy’s thinking out. So I start to respond to him, and he responds back. He’s not, you know, he’s no dummy, and he’s responding back, and we got in this conversation. It was kind of entertaining. And then he publishes it. So you know, that’s OK.” 
Steve wasn’t alone in his suggestion that Ryan Tate had stepped over the line when he failed to clearly disclose in the conversation that he’s a reporter and then published the e-mails. Anthony de Rosa of Reuters asks, “Why does everyone who e-mails with Steve Jobs think they have the right to republish their conversations?” Craig Kanalley, an editor at the Huffington Post, reasons: “Ryan never explicitly identifies himself as from Gawker, though yes, he drops enough hints as the thread goes on. It turned out to be an exclusive Q&A with the Apple CEO. One Jobs didn’t necessarily sign off on (and would never after all of this). Ethically, the whole thing just seems flaky.” 


Gawker, ever the thorn in Steve Jobs’ side, drummed up a short-lived controversy around another conversation with Steve. Though, in this one, the e-mailer did describe herself as a journalist or at least, an aspiring one. The blog published Steve’s e-mail chat with Chelsea Kate Isaacs, who, as a journalism student at Long Island University in September 2010, was assigned to write an article about her school giving iPads to freshmen and transfer students. Chelsea was furious that Apple’s public relations department had ignored her six phone calls, and she expressed those frustrations in a lengthy message to Steve. (Technology reporters for any publication below the top tier would sympathize with Chelsea.) 
Steve did respond, but it was not the type of comment Chelsea was looking for. “Our goals do not include helping you get a good grade. Sorry,” Steve wrote. In Chelsea’s follow-up, she hopped the line between polite and passive aggressive, suggesting that it should be Apple’s job to respond to all inquiries. Steve was not swayed: “Nope. We have over 300 million users and we can't respond to their requests unless they involve a problem of some kind. Sorry.” Chelsea pushed further, saying she is a customer and does have a problem that requires an answer from Apple’s media relations department. Steve had apparently lost any modicum of patience he may have had before. “Please leave us alone,” he wrote. 
Steve Jobs didn’t have much of a soft spot for education, despite starting a failed venture called NeXT designed to build computers for educational institutions, giving a commencement speech for Stanford and marrying a graduate of that school who held a memorial service there after he died. Steve, a college dropout, told the Computerworld Honors Program in 1995 that “school was pretty hard for me” because “I encountered authority of a different kind than I had ever encountered before, and I did not like it. And they really almost got me. They came close to really beating any curiosity out of me.” For a role model to express such an opinion publicly requires a sort of different thinking. The reaction to that type of outburst wasn’t always positive, even given Steve’s eccentric status, and he dealt with the reactions in unusual ways. 


The “think different” mentality, as it was dubbed in a blockbuster advertising slogan endorsed by Steve Jobs after his return to Apple in the late-1990s, is a competitive advantage, as Steve had said on several occasions. His antics of skewering rivals during earnings calls or at conferences (he compared iTunes for Windows to “giving a glass of ice water to someone in Hell” in an interview just before he was set to appear onstage with Microsoft’s Bill Gates) also extended to e-mail. 
Years after he made the “ice water” comment, at the same series of conventions put on by Wall Street Journal staffers, Steve did not get worked up in his evaluation of how Apple’s relationship with Google had begun to break down. “They decided to compete with us,” he summarized in 2010. “Just because we’re competing with somebody doesn’t mean we have to be rude.” But in e-mails, he was more candid. He embraced a fan named Bryan Webster who wrote Steve with a question about Apple’s future plans for the iPhone that concluded, “Fuck the google android team.” Steve replied, “You won’t be disappointed.” The next day, tech enthusiast Brian Kelleher wrote Steve challenging him on whether Android was leapfrogging the iPhone. “Not a chance,” Steve wrote back. When a British customer contacted Steve to ask whether iTunes and the iPhone would support the facial recognition and location tagging tools implemented in Google’s Picasa photo organizer software, Steve wrote, “No, but iPhoto on the Mac has much better Faces and Places features.” 
New challengers to Apple ebbed and flowed, but the rivalry with Microsoft persisted. Ben Rosen, the former Compaq chief, had a long friendship with Steve, but the two fell out of touch for many years. Ben wrote Steve a friendly note in 2007, and shortly after reemerging as CEO following a medical leave, Steve took one of his signature digs at Microsoft. 
 
From: Benjamin M. Rosen

Subject:  30 years later -- from Ben Rosen

Date: June 4, 2007 9:06 a.m.

To: Steve Jobs



Hi Steve,



When you created and then showed me the Apple II in late 1977, little did I know how much it would change my life -- to a much more exciting one.



Well, after a 20-plus year interlude with that other OS (necessitated by my Compaq involvement), I thought you'd be pleased to know that for the last few years I've returned to my roots.  I'm once again an avid Apple user and evangelist.



Imagine, Ben Rosen, former Compaq Chairman, now a Mac enthusiast!



Warm regards,



Ben



From: Steve Jobs

Subject: Re: 30 years later -- from Ben Rosen

Date: August 1, 2007 7:58 p.m.

To: Benjamin M. Rosen 



Ben,



Sorry for my delayed reply - I was on a much needed family vacation for the past three weeks.



Wow - this news makes my day!  I'm glad to hear it.  I hope you like what we've done with the Mac.  I'm biased, of course, but I think its light years ahead of Windows.



How are you doing?  We haven't seen each other in years, but I remember the times we spent together very fondly.



All the best,

Steve



Steve Jobs spurned manufactured outrage. When an irate Swiss man named Paul Shadwell fumed over Apple delaying the release of the iPad internationally and claimed that Steve was “deliberately pulling the wool over the rest of the worlds eyes,” Steve retorted: “Are you nuts? We are doing the best we can. We need enough units to have a responsible and great launch.” Steve seemed to believe that most conspiracies were perpetuated by an attention-hungry media and that they did not warrant a comment from himself or from Apple — that is, until the chorus of naysayers became too loud. 
Such a mob formed when members discovered that they were unable to hold a call on their new iPhone 4. As a result, they called Apple out loudly on a defect in its design. Apple was boasting about the glass-and-metal device’s innovative antenna placed along the exterior of the hardware, but the sleek, attractive design had a major flaw. When covering certain areas with a finger or palm, attenuation diminishes the phone’s cellular reception. Customers noticed on the day the product hit stores and started blogging in protest. On launch day, a customer sent Steve Jobs an e-mail, and his bizarre solution was, “Just avoid holding it in that way.” Two days later, the complaints continued, and Steve responded to another: “There is no reception issue. Stay tuned.” 
A few days after that, Steve allegedly got into an argument with a difficult customer, Jason Burford, though the authenticity of the exchange was later denied by an Apple public relations representative speaking with Fortune. “No, you are getting all worked up over a few days of rumors.  Calm down,” Steve allegedly said in the first message in the exchange published by the blog Boy Genius Report. “You are most likely in an area with very low signal strength,” Steve said in the second. “You may be working from bad data. Not your fault. Stay tuned. We are working on it.” 
Apple did not address the problem publicly, not counting the e-mails, until a couple of weeks after the phone’s debut was marred by the incident and while reports had been steadily rolling in. About three weeks after the iPhone 4 launch and prompted by a less-than-stellar review from Consumer Reports, Steve arranged a news conference where the message was that there was no antenna issue but that Apple would give free cases to customers anyway in order to prevent users from attenuating the antenna with their fingers. 
Steve’s presentation, which was later broadcasted on Apple’s website, contained some patronizing remarks aimed at the media, but it wasn’t until the question-and-answer session that Steve’s statements began dripping with condescension. It’s no mystery why Apple’s public relations team decided to omit that portion of the news conference from its online posting. Steve said his team was “stunned and upset by the Consumer Reports stuff,” referring to the nonprofit publication’s determination that the iPhone 4 contained a serious design flaw. He portrayed himself as the victim, saying it is human nature for people to want to tear down those who are successful. Steve complained that the news media relentlessly beats down high-profile companies in the quest for controversy and readers’ attention. “I wish we could have done this in the first 48 hours, but then you wouldn’t have had so much to write about,” Steve concluded. He noted that for some customers e-mailing him about troubles, Steve had forwarded the messages onto Apple’s antenna engineers and in some cases, sent engineers to the people’s homes. 


As Apple’s market value increased, so did criticisms that it was growing on the backs of Chinese workers. Apple employs the services of the Foxconn Technology Group, a subsidiary of Taiwan’s manufacturing juggernaut Hon Hai group, to build many of its products. Foxconn employs almost 1 million workers in South and Central America, Eastern Europe and Asia with about a third of them based in factory campuses designed to live and work in Shenzhen, China. Like with many factories in industrializing countries, Foxconn’s work environment is not particularly pleasant: long hours, cramped conditions and monotony. Many of the workers are young and inexperienced, unaccustomed to living away from home in a corporate campus. 
A year earlier, Foxconn logistics worker Sun Danyong made international headlines when the 25-year-old man who worked at Foxconn in Shenzhen, China, jumped to his death. During the summer of 2009, Sun was among thousands of workers busy manufacturing iPhones and other electronics. When a prototype went missing, Foxconn investigators questioned and humiliated Sun. Amidst the controversy on July 16, 2009, he sent messages to close friends and then jumped from the 12th floor of his apartment building. Over the next year, eighteen Foxconn workers attempted suicide, and of those, fourteen died. 
With each jump from the rooftops around Foxconn, more people around the world began looking to the manufacturer and its partners, most notably Apple, for answers. Steve Jobs responded to one e-mail inquiry along those lines, as reported by Fortune: “Although every suicide is tragic, Foxconn's suicide rate is well below the China average. We are all over this.” Steve’s pen pal was not ready to let up, asking what he meant by being “all over this” and more broadly questioning Apple’s corporate social responsibility. “You should educate yourself. We do more than any other company on the planet: Apple - Supplier Responsibility,” Steve wrote, linking to a company report. But the writer was still hung up on one thing: “We are all over this?” Steve explained patiently, “It’s an American expression that means this has our full attention.” Playing teacher in this instance, Steve was willing to take on many roles in the confines of his inbox. 
The collective conscience of people who follow the machine manufacturing industry sighed heavily as it became obvious that the Western world’s gadget addiction was taking its toll on the people who make the little wonders. A dangerous trade overseen by wealthy warlords stands between the minerals needed for the internal components of these hardware and the companies that put their names on them. Some Western corporations, including Apple, Dell, Hewlett-Packard, Intel, Nokia and many others, banded together in an effort to boycott so-called conflict minerals and their suppliers. 
Conflict minerals consist of gold, tantalum, tin and tungsten mined in the war-torn Democratic Republic of Congo, and to fund their ruthless wars, rebels sell them to partners in East Asia where they are used to manufacture all kinds of electronics. For example, tantalum stores energy in capacitors to power iPods, cell phones and digital cameras. Tungsten is used to manufacture the filaments that allow phones to vibrate. And a tiny bit of gold is used in connectors, relay contacts, soldered joints and connection strips as a corrosion-free conductor in almost every electronic device including the iPad, iPhone and iPod in order to support low voltages and currents. 
Wired reader Derick Rhodes questioned Steve Jobs on how Apple sourced the minerals in its products. Steve responded: “We require all of our suppliers to certify in writing that they use conflict few materials. But honestly there is no way for them to be sure. Until someone invents a way to chemically trace minerals from the source mine, it’s a very difficult problem.” Steve seemed frustrated at the idea that that there was a controversial part of his business relations that existed beyond the bounds of his control.



Chapter 7
Customer Service Officer
Among chief executives, Steve Jobs was an outlier. CEOs of public companies are generally eccentrics. They work long hours and carry the weight of thousands of people’s financial security on their shoulders. One stupid comment can sink the value of the stock in minutes. They are the designated leaders, who reflect the company’s ethos, and can drive the direction of products and strategy. Steve was involved in practically every detail, from determining which industries Apple should invade to the material used for the iPhone’s screen. For a CEO to be a micromanager to the degree that Steve was is rare but not unheard of. However, few CEOs are willing to take the abuse involved in customer service, but that was a part of Apple’s business for which Steve exercised a great deal of attention and patience. 
By comparison, a representative for AT&T, Apple’s longtime carrier partner for the coveted iPhone, threatened a customer, who had twice e-mailed company CEO Randall Stephenson complaining about price hikes, with a cease-and-desist notice. “I don’t think even Steve Jobs can spin 2 GB for $25/month as a good thing for the consumer,” the customer, Giorgio Galante, wrote in his recap, as reported by Wired. Unlike other leaders, Steve was not only handling an unusual number of his company’s own basic customer-service inquiries, but he also fielded some of Randall’s, since the two were conjoined on various business interests relating to the iPhone and iPad. Apple requires that carriers funnel inquiries about the iPhone and iPad to Apple’s own staff rather than try to answer the questions themselves. 
When a customer asked Steve in 2008 why BlackBerry owners could tether their phones to their computers for wireless Internet access but the same could not be done with an iPhone, Steve wrote, “We agree, and are discussing it with ATT.” The feature eventually came. Asked about tethering an iPhone to an iPad on AT&T, Steve replied only, “No.” Steve consoled another AT&T customer, Mark Trapp, who expressed his frustration over his cell carrier’s plans to discontinue unlimited data plans. “I think its going to work out just fine for almost all customers. Try it,” Steve wrote, but he was less supportive in a message to another customer, Dennis Wurster, about the same matter: “It’s between you and ATT.” 
Steve’s proclivity for responding to e-mails, and the reputation that came with that, made his inbox a prominent target for customers looking to overstep rows of supervisors to get broken computers replaced and generous credit for service outages. This approach intensified as his legendary reputation and Apple’s customer base grew, and Apple took notice and repurposed the messages to be used as data points for internal use, evidenced by the MobileMe chart showing customer complaints. 
Long before that, however, Steve was extraordinarily embedded in handling customer complaints. On October 11, 1999, not long after Steve returned to a dying company and took on the title of interim CEO, he fielded an inquiry from a customer named David about iBook laptop shortages. “We are doing the best we can with a limited supply (which is finally now increasing).  Please remember that some of the first pre-orders came from CompUSA,” Steve wrote. 
Dozens of stories have floated around the Web about the times when an e-mail to Steve Jobs yielded a phone call from an executive support team and an outcome that far exceeded reasonable expectations. In 1999, a customer got his G4 Tower desktop repaired after an e-mail to Steve resulted in a phone call from the oft-referenced Executive Relations team. In 2001, a student software developer was told by Apple support that, despite his sob story about dropping the hard drive connected to his laptop causing damage, they couldn’t resolve an issue that resulted from physical abuse. After writing to the CEO, he got a call from one of Steve’s associates who asked him several questions and then tempered his expectations by saying similarly that he did not meet the standards for a comped repair. But a month passed after he took his computer in for repairs, and there was still no charge from Apple. The customer recalled on a message board: “I contacted the support people, and they said the charges had been waived by ‘someone higher up.’ Uncle Steve must be smiling on me.” 
In 2006, Steve was initially defensive toward someone who had written to complain that the new PowerBook did not include a free copy of the iLife software suite. Steve asked if the computer itself was not good enough, and the customer said it was fantastic but that iLife would make it perfect. Soon, he received a copy of the software, as did every other person who purchased the computer. After a 2007 message to Steve, with the business watchdog blog the Consumerist copied on the e-mail, the sender got his laptop replaced alongside his damaged laptop so that he could copy files over from its hard drive. In 2010, a Chinese app maker was mugged in San Francisco while attending Apple’s developer conference. Company representatives found out about this and gave the man a new iPad, so he e-mailed Steve to thank him. “Safe travels home,” Steve replied. 


Steve Jobs didn’t often pick up the phone to go back and forth with customers, but Scott Steckley recalls a time when an e-mail to Steve, explaining how there seemed to be no end in sight to the wait for a computer repair, was met with a phone call. “Hi Scott, this is Steve,” he recalled. 
“Steve Jobs?” Scott asked. 
“Yeah,” Steve said. “I just wanted to apologize for your incredibly long wait. It’s really nobody’s fault. It’s just one of those things.” 
“Yeah, I understand.” 
Then, Steve explained that he expedited the repair for Scott. “I also wanted to thank you for your support of Apple,” he said. “Well, I see how much equipment you own. It really makes my day to see someone who enjoys our products so much and who supports us in the good times and bad.” 


The old corporate slogan, “the customer is always right,” did not resonate with Steve Jobs. While he was very kind to people whom he felt deserved a break or who had supported him in darker times, Steve was by no means a pushover. He did not conceal his thoughts toward someone he believed was trying to skirt the system unfairly. For example, a customer complaining about Apple not honoring its warranty for his computer received the following response from Steve in 2008: “This is what happens when your MacBook Pro sustains water damage.  They are pro machines and they don’t like water.  It sounds like you’re just looking for someone to get mad at other than yourself.” Another customer named Tristan called App Store policies “a sham” because Apple wouldn’t refund his money. Steve said: “9 refunds already…. Who’s the sham now?” 
A Berkeley student complained to Steve about Apple customer service refusing to compensate him and not sufficiently explaining the reason for delaying the shipment of his iPad. Steve was not moved. “Sorry, we don’t give freebies to make up for product delays. We are shipping iPads as fast as we can. If that’s not fast enough for you, we are happy to cancel your order and give you anfull refund for what you have paid,” Steve wrote, apparently too hurried to spellcheck. He signed off with a likely unintentional taunt, “Sent from my iPad.” 
Worse than having to wait for a hot new product that’s already been paid for, as any gear head will tell you, is dropping the dough for a new gadget and then finding out that a brand new, cutting-edge version is coming out days or weeks later. Technology moves fast, faster than some people’s paychecks arrive. Ask Nate, an early adopter of the Apple TV who e-mailed Steve on November 30, 2010 when he discovered that it would not support the major new feature promoted in the latest version of the product, which happened to retail for a drastically cheaper $99 price. The feature he was referring to was AirPlay, which facilitates the streaming of music and video between two Apple machines. Steve reasoned: “It’s different technology. It does everything it did when you bought it.” 
David Wilkinson got a similar response on March 16, 2006 when he told Steve his sob story about the iMac, which Apple had just replaced with one that runs on a drastically different architecture made by Intel. “The iMac G5 is a splendid computer and will remain so for a long time to come. Not to worry,” Steve wrote. Apple continued to support that breed of computer for several years until the company and its partners phased them out. 


Besides giving people free stuff or chastising those looking to freeload, Steve Jobs offered personal technical support. In the summer of 2008, he responded to a customer’s concerns about disappearing apps. “Please make sure you’re running the updated software,” Steve suggested. Steve’s advice sometimes conflicted with conventional wisdom and guidance from Genius technicians at the Apple Store. A Genius clerk once told me that I should get in the habit of force-quitting the apps on my iPhone in order to improve performance and save battery. Alan Bonacossa asked Steve about this on July 29, 2010, and Steve said: “You don’t need to do that to save battery life. Trust the iPhone.” 
Beyond offering the final word on troubleshooting, Steve was uniquely able to provide the best explanations for why a product may not function the way a customer might want it to. For example, Erica (a woman e-mailer for a change!) sent a message to Steve saying that she understood why her iPhone 3G wasn’t updated to be compatible with the new processor-intensive multitasking feature; however, she couldn’t reason why she wasn’t given the option to change the background picture on her phone, a new feature for owners of the latest iPhone models. “The icon animation with backgrounds didn’t perform well enough,” Steve explained. The Apple auteur aimed for perfection and nothing less, including with the flick of onscreen icons. 
A customer-service inquiry that was sure to elicit a reply from Steve involved asking how to buy something. Steve loved making sure people could purchase his products. After discovering that TJ Maxx had started carrying iPads, Josh Cheney wrote Steve on November 19, 2010 asking whether Apple would match the discount prices at TJ Maxx and whether that store is even authorized to sell Apple products. Steve answered: “Nope. And nope.” Asked in April of that same year whether Best Buy would carry the iPad, Steve said only, “Yep.” A month earlier, he was asked more broadly which stores would carry the tablet and specifically whether the third-party authorized resellers would be included — all information that could be easily obtained from Apple’s large team of service representatives. Steve responded, “Initially at AppleRetail and online stores and Best Buy.” 
Steve exercised an exceptional amount of patience in the name of selling products he was enthusiastic about. Andrea Nepori sent Steve an e-mail asking whether the iPad would offer free e-books. “Yep,” Steve replied. Andrea learned later that he could have found the answer simply by checking the Apple website, but Steve took the time to respond anyway. (Though, Andrea questions whether it was really Steve who fielded the inquiry.) Apple went on to sell three million iPads in the first 80 days it was on the market despite inventory shortages worldwide. Whether or not that success and Apple’s consistently high marks in customer-satisfaction surveys had anything to do with Steve’s heightened attentiveness to customers’ direct requests, his excitement for a product shined brightly and was felt widely.



Chapter 8
Input Received
Advice, answers, guidance, ideas and orders were things Steve Jobs would readily dole out. He was, however, not as good at receiving them. With few exceptions, he thought most people, especially those in the technology industry, had things backwards. He did not commonly admire rivals’ products. What Apple did, according to Steve, was take things that were already out there, be it portable MP3 players, cloud services or something he just “saw” in his mind, and make them “just work.” 
Focus groups were not a part of Apple’s repertoire. As was the case for all products under his reign, Steve said no consumer research went into the development of the iMac, his first big product launch after coming back to Apple in the late-1990s. “For something this complicated, it’s really hard to design products by focus groups. A lot of times, people don’t know what they want until you show it to them. That’s why a lot of people at Apple get paid a lot of money, because they’re supposed to be on top of these things,” Steve said in a 1998 interview with BusinessWeek for the debut of the iMac. 
Steve would not succumb to pressure to release products if they weren’t up to his standards. The joke around Silicon Valley in 1987, according to the New York Times, was that his computer company NeXT would be renamed Eventually, for its chronic delays. H. Ross Perot, the Texas billionaire and unsuccessful U.S. presidential candidate who made an unsolicited investment in NeXT, had admired Steve’s eye for setting things a certain way. “Steve and his whole NeXT team are the darndest bunch of perfectionists I’ve ever seen,” he told the Times. Two years after that interview, Ross told BusinessWeek, “They spent an inordinate amount of time striving for perfection.” 
Steve’s reliance on his own taste and instincts stuck with him until the end, although he did slowly add more people to his trusted inner circle. He annually appointed a tight knit group of executives, managers and standout engineers as part of the Top 100, who would get together at offsite locations, and discuss products and ideas. The Top 100 are among the first people to see new products outside of top execs and the teams that built them. 
After Fortune reported on the existence of this secret club, much to the disdain of Apple employees left out of the field trips, Steve acknowledged the Top 100 in an e-mail to a woman who contacted him to report how her albino daughter was using the iPad to read. (The condition affected her eyesight, and the iPad allows users to adjust the size of onscreen text.) Steve asked for a high-resolution photo of the woman’s daughter, and wrote: “Thanks for sharing your experience with me. Do you mind if I read your email to a group of our top 100 leaders at Apple?" The mother of Holly Bligh shared her story with the Australian Herald Sun, and said, “I never thought we would hear back.” 


In an interview at a conference, Steve Jobs tried to dispel the prevalent belief that Apple was run like a dictatorship. “We’re organized like a startup. We’re the biggest startup on the planet. And we all meet for three hours once a week, and we talk about everything we’re doing, the whole business. And there’s tremendous teamwork at the top of the company, which filters down to tremendous teamwork through the company. And teamwork is dependent on trusting the other folks to come through with their part without watching them all the time, but trusting that they’re going to come through with their parts. And that’s what we do really well. And we’re great at figuring out how to divide things up into these great teams that we have, and all work on the same thing, touch bases frequently, and bring it all together into a product. We do that really well. And so what I do all day is meet with teams of people, and work on ideas and solve problems to make new products, to make new marketing programs, whatever it is.” When the interviewer jokingly asked whether Steve wins every argument, he said, “If you want to hire great people and have them stay working for you, you have to let them make a lot of decisions, and you have to be run by ideas, not hierarchy. The best ideas have to win, otherwise good people don’t stay.” 
An Apple employee in 2001 who goes by the name Mike Evangelist had a good idea on November 30 of that year. Early that morning, Mike was still reeling from the news that George Harrison of the Beatles had died. He knew he wasn’t grieving alone at Apple; many people who worked there were Beatles fans and had been affected by the loss. Mike fired off a message to Steve Jobs suggesting that Apple do some sort of tribute to George on its homepage, but he did not hear back. Then, hours later, Mike learned that Apple’s Web team was assigned to work overtime as a result of his suggestion. Steve liked Mike’s idea and debated on his favorite pictures of George to be displayed on Apple’s website. For the first time, Apple would forgo its splash page of product promotions in favor of a tasteful tribute with a photo and only the words “George Harrison 1943-2001.” This wouldn’t be the last time Apple would do this. For one, the homepage was replaced a decade later with “Steve Jobs 1955-2011.” 
Steve’s humbleness showed itself in a 1999 meeting with staff, as recounted in a story told after his death by Marc Hedlund, who was there. Then, Apple had had its first big hit in a long time with the candy-colored iMac computers. Clearly ebullient over the hard-earned victory, the crowd of Apple employees cheered for several minutes when their leader arrived to the meeting. Steve calmed them down, and then said, “That’s an awful lot of applause considering that you guys are the ones who do all the work.” Steve egged them on as they cheered even louder.



Chapter 9
Offline
The applause fell silent on August 24, 2011. That’s when Steve Jobs sent a message addressed to “the Apple Board of Directors and the Apple Community” that began: “I have always said if there ever came a day when I could no longer meet my duties and expectations as Apple’s CEO, I would be the first to let you know. Unfortunately, that day has come.” 
Steve never felt obligated to clue the world into the details of his health issues over the years until the outcome had been determined and ample time had passed. His surgery for a rare form of pancreatic cancer in 2004 wasn’t disclosed until after his surgery and healthy return. Another health problem, which was innocuously described at first as a “hormone imbalance,” turned into a six-month leave during which Steve underwent a liver transplant. The disclosures about his health, an expected practice for such a highly visible public business leader, came well after the operations and past the proper window, according to business analysts. Yet, Steve would reemerge, even during medical leaves, to take the stage and proudly show off his creations regardless of how gaunt he looked at the time. The world watched with awe and melancholy as Steve Jobs slowly disappeared before our eyes. 
The rare times when Steve publicly waxed philosophical were the most memorable. Perhaps the most widely quoted is his 2005 commencement address to Stanford University’s graduating class: “Remembering that I’ll be dead soon is the most important tool I’ve ever encountered to help me make the big choices in life. Because almost everything — all external expectations, all pride, all fear of embarrassment or failure — these things just fall away in the face of death, leaving only what is truly important. Remembering that you are going to die is the best way I know to avoid the trap of thinking you have something to lose. You are already naked. There is no reason not to follow your heart.” He continued: “No one wants to die. Even people who want to go to heaven don’t want to die to get there. And yet death is the destination we all share. No one has ever escaped it. And that is as it should be, because death is very likely the single best invention of life. It is life’s change agent.” 
Having faced death several times, people looked to Steve for advice on dealing with the inevitable, and he was willing and eager to offer his guidance. One of the first calls Bob Longo, a former sales chief for NeXT Computer, made after getting diagnosed with cancer was to Steve. (They shared the same oncologist and radiologist.) The pair kept in touch, Bob recalled to the Pittsburgh Business Times, and he received an exuberant e-mail from Steve after Bob described his successful surgery. Bob said: “Messages from him were generally laconic. This one had 20 exclamation points. I have a cousin who’s a pretty well regarded cancer research doctor and told him the doctor Steve referred me to; he said, ‘Don’t even ask for a second opinion. Start your treatment.’” 
Steve’s views on existence, as he increasingly faced his own mortality, became ever more poetic toward the end. He was intensely emotional at times. “I don’t think of my life as a career,” he told Time in 2010, “I do stuff. I respond to stuff. That’s not a career — it’s a life!” He shared his condolences and personal revelations with others facing similar pressures. A man named James e-mailed Steve on April 20, 2010 to thank him for supporting an organ donor program. James mentioned that his girlfriend had died of melanoma two years before. Steve replied: “Your most welcome, James. I’m sorry about your girlfriend. Life is fragile.” 
We are all fruit hanging from branches. We ripen, rot and fall to the earth. Steve said in an interview with the Computerworld Honors Program in 1995: “We’re all going to be dead soon; that’s my point of view. Somebody once told me, they said, ‘Live each day as if it would be your last, and one day you’ll certainly be right.’ I do that. You never know when you’re going to go, but you are going to go pretty soon. If you’re going to leave anything behind, it’s going to be your kids, a few friends and your work. So that’s what I tend to worry about.” 
Steve Jobs’ outlook on life did not change over the next 16 years. His authorized biographer, Walter Isaacson, wrote that Steve’s final days were spent mapping and tuning new projects for Apple, and meeting friends to reminisce for one last time. This was the real end, not the false alarm he disclosed in the Stanford speech, though the ultimate steps are the same: “My doctor advised me to go home and get my affairs in order, which is doctor’s code for prepare to die. It means to try to tell your kids everything you thought you’d have the next 10 years to tell them in just a few months. It means to make sure everything is buttoned up so that it will be as easy as possible for your family. It means to say your goodbyes.” In the biographer’s final interview with Steve shortly before his death, Walter asked why such a private man would grant such unprecedented access. “I wanted my kids to know me,” Steve said. “I wasn't always there for them, and I wanted them to know why and to understand what I did.” 


Steve Jobs put a dent in the universe. He transformed industries, improved important tools and changed things for humankind. Earth raced to keep up with him. We needed Steve, and for the biggest fans, one short e-mail acknowledgement was a triumph. Steve apparently needed us, too. “You know, there’s nothing that makes my day more than getting an email from some random person in the universe who just bought an iPad over in the U.K. and tells me the story about how it’s the coolest product they’ve ever brought home, you know, in their lives. That’s what keeps me going. And it’s what kept me going five years ago. It’s what kept me going 10 years ago, when the doors were almost closed. And it’s what’ll keep me going five years from now, whatever happens,” Steve said in 2010. He died a year later. 
The five stages of grief played out publicly around the world. Many of the people who knew him and were closest to him broke Steve’s culture of secrecy to tell their stories that unveiled the shreds of his genius. Those Silicon Valley luminaries convened a couple of weeks after Steve’s death at the Stanford Memorial Church for an exclusive memorial. Hundreds of friends, technology leaders, elected officials and celebrities — President Bill Clinton, Microsoft co-founder Bill Gates, U2‘s Bono, former vice president Al Gore, Google CEO Larry Page and singer Joan Baez — attended to pay their respects. California Governor Jerry Brown declared October 16, 2011 as Steve Jobs Day. 
Three days later, thousands of Apple employees at its Cupertino, California headquarters at 1 Infinite Loop stepped away from their terminals to convene in the campus courtyard amphitheater for a large celebration of Steve Jobs’ life. Pictures of Steve were draped from the sides of office buildings. Apple closed every one of its stores during the celebration so that clerks could tune into a live broadcast of the event and partake in the remembrance. 
Apple Stores also provided a public memorial site immediately after his death, when crowds assembled to lay candles, flowers and partially-eaten apples near the entrances. They wrote messages on Post-It notes that were affixed to the stores’ show windows. Apple offered an e-mail address, rememberingsteve@apple.com, for fans to send their condolences and share the impact that Steve had had on their lives. The outpouring was overwhelming, and Apple culled the submissions for a page at apple.com/stevejobs, which presents a flow of stirring and fond letters. 
As for Steve Jobs’ direct e-mail address, anyone who sent a message there in the weeks following his death did not get an auto-reply or a bounce-back message. They got what most people, except for a lucky flock, received when Steve was alive and his attention was in high demand: silence.



Signature
The world needs a great magician. He can come from anywhere, but in the high-tech landscape, there’s a pretty good chance he’ll come from the ranks of Apple. After all, the company holds the cards and the techniques that formed Steve Jobs’ magic tricks. Employees are taught those methods in a program called Apple University. Executives who worked with the inspirational founder teach recruits the values and mantras of Apple, which not coincidentally were those of Steve. 
Tim Cook was Steve’s protege; the operations wizard studied the visionary sorcerer. Steve recruited Tim from Compaq, after Steve secretly ran operations at Apple by himself for nine months. They worked together for more than a decade. “I found someone I saw eye-to-eye with, and that was Tim Cook,” Steve told BusinessWeek in 2004. “After Tim came on board, we basically reinvented the logistics of the PC business.” Tim took Steve’s mantle during the periods when Steve took time off to fight his illness, and then indefinitely when Steve was on the verge of losing his ultimate battle with cancer. Tim, a soft-spoken Alabaman, does not have Steve’s charisma or his foresight or his eye for design. However, people who have worked with Tim say he is an astute leader, peacekeeper and shrewd negotiator. 
In the first weeks since the official passing of the torch, Tim demonstrated that his is a different show, despite a promise in his e-mail announcing the change in leadership saying “that Apple is not going to change.” He promoted Eddy Cue to a senior vice president role, and he passed an initiative in which Apple would match employees’ charitable donations, which he also announced in an e-mail. 
Steve was not much of a philanthropist. He incorporated the Steven P. Jobs Foundation in January 1987 after founding NeXT. The organization was concerned with health and food issues, (Steve was a pescatarian) but shifted its focus to “social entrepreneurship” upon the urging of Mark Vermilion, the man Steve recruited to run the foundation, according to Fortune. Steve hired famed graphic designer Paul Rand to design the organization’s logo but shuttered the foundation after less than 15 months. Within weeks of returning to Apple a decade after his short-lived philanthropic endeavor, Steve cut all of the company’s longstanding charitable programs citing the need to return to profitability. 


A curious thing happened after Steve Jobs resigned and quieted his digital communications. E-mails from the new CEO, Tim Cook, began landing in the inboxes of enthusiastic Apple fans and on the same blogs that followed Steve’s every word. 
Tim responded to several people who sent notes of congratulations. “Thanks Gary,” he told Gary Ng. “Thanks Zech,” he told Zech Yohannes. “Thanks Justin. War Eagle Forever!” he replied (with two spaces between sentences) to a graduate of his alma mater, Auburn University, whose sports teams he follows religiously. One person e-mailed Tim bemoaning the loss of file and preference synchronization in the transition from Internet services MobileMe to iCloud. The message was forwarded to executive relations, which called the sender and explained that Apple is open to bringing those features back if the company receives enough feedback requesting them. 
Ben Gold offered Tim a line of unsolicited advice: “Don’t be Steve Jobs, be Tim Cook,” he wrote in an e-mail. Tim replied: “Don’t worry. It’s the only person I know how to be.” That’s precisely what Steve had preached. Don’t make things that are pretty good; make them “insanely great.” Don’t try to be Steve Jobs or anyone else; follow your own intuition. Don’t think like the people in charge; “think different.” That was the salient message Steve sent.
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