Service Desk Handbook
Apple Account Domain Capture
1. Background and Context
What is Domain Capture?
The organization has decided to gain control over Apple Accounts that use the corporate email domain. This process is called Domain Capture and is a feature within Apple Business Manager (ABM). Many employees have created personal Apple Accounts with their work email, which creates security and compliance issues.
What Happens During Domain Capture?
Once Domain Capture is activated:
1. Apple automatically sends an email to all affected users
1. Users receive notifications on their Apple devices (iOS 18+, iPadOS 18+, macOS 15.1+)
1. Users have 30 days to change their Apple Account email address
1. After 30 days, remaining accounts receive a temporary address
	Important
Once Domain Capture is activated, notifications are automatically sent to all users.
This process CANNOT be stopped or reversed.
The 30-day period is set by Apple and cannot be adjusted.




2. Options for Users
	Option 1: Keep as a Personal Account (RECOMMENDED)
The user changes their Apple Account email to a personal address.
All data, apps, purchases, and iCloud content remain fully preserved.
The user retains full control over the account.
This is the recommended option for virtually all employees.



	Option 2: Transfer to Work Account (NOT RECOMMENDED)
The account is transferred to the organization.
The organization gains full control over the account and data.
Many Apple services become limited or disabled.
Music, movies, TV shows, Find My, and Health become unavailable.

This action CANNOT be undone!
Only appropriate for accounts with no personal content.




3. Call Scripts and User Scenarios
Scenario: User Doesn't Understand the Notification
	Script: Providing Explanation
"You received this notification because your personal Apple Account uses your work email address."
"The organization is separating work and personal accounts."
"You'll need to change your Apple ID email to a personal address like Gmail or Outlook."
"The good news: all your apps, photos, music, and other data will remain available."
"The only thing that changes, is the email address you use to sign in to Apple."


Scenario: User Worried About Losing Data
	Script: Data Preservation
"I understand your concern, but I can reassure you:"
"✓ All your photos in iCloud will be preserved"
"✓ Your contacts and calendars remain intact"
"✓ Apps you've purchased or downloaded stay available"
"✓ Music, movies, and other purchases remain yours"
"✓ Your iCloud storage stays the same"
"The only thing that changes is the email address you use to sign in to Apple."


Scenario: User Wants to Choose Transfer
	Script: Advising Against Transfer
"I strongly recommend choosing 'Keep as a Personal Account' instead. Here's why:"
"- You'll lose access to purchased music, movies, and TV shows"
"- Your subscriptions (Apple Music, iCloud+, etc.) will stop and cannot be renewed"
"- Find My won't work anymore"
"- The health app won't work anymore"
"- The organization will have access to your iCloud data"
"- This action CANNOT be undone"
"Transfer is only intended for accounts that have NEVER been used personally."
"May I help you with the 'Keep as a Personal Account' option?"


Scenario: User Has No Personal Email Address
	Script: Creating an Email Address
"No problem, we can create a free email address together."
"The easiest options are:"
"• Gmail via google.com"
"• Outlook/Hotmail via outlook.com"
"Which do you prefer? I'll guide you through the process."


Scenario: User is on Vacation or Absent
	Script: Deadline Concerns
"You have 30 days to make this change."
"If you don't act in time, Apple will automatically assign a temporary email address."
"This temporary address looks like: name-domain.com@temporary.appleaccount.com"
"You can then still sign in and change it to your preferred personal email address."
"Your data remains preserved in both cases."


Scenario: User Only Sees One Option
	Script: One Option Explanation
"It's normal that you only see the 'Keep as a Personal Account' option."
"This means your account uses features that Apple protects from transfer,"
"such as Family Sharing, Apple Pay, or iCloud+."
"This isn't a problem. Simply choose this option and change your email to a personal address."




4. Troubleshooting
Problem: Verification Code Not Arriving
1. Check the spam/junk folder of the new email address
1. Wait 2-3 minutes; sometimes it takes a moment
1. Request a new code via "Send a new code"
1. Verify the email address is spelled correctly
Problem: Email Address Already in Use
This means the provided email address is already linked to another Apple Account. The user should use a different personal email address or create a new one at Gmail or Outlook.
Problem: User Doesn't Know Their Passcode
The passcode is the PIN used to unlock the device. If Face ID or Touch ID is used, there is still a passcode set. Alternatively, the process can be completed via account.apple.com.
Problem: Old iOS/iPadOS Version
On-device notifications require iOS 18, iPadOS 18, or macOS 15.1. The email notification works on all devices. Users can also use account.apple.com in any web browser.


5. Frequently Asked Questions
Why is this necessary?
The organization wants to better separate work and personal accounts. Personal Apple Accounts should not use work email addresses. This is a one-time change.
What happens if users do nothing?
After 30 days, Apple will automatically change their email address to a temporary address, for example: name-domain.com@temporary.appleaccount.com. They can then still sign in and change it to their own personal address.
Will users lose their photos and data?
No. When choosing "Keep as a Personal Account," all photos, contacts, notes, apps, and purchases remain fully preserved. Only the email address changes.
Will users lose their purchased apps?
No. Apps that have been purchased remain linked to the Apple Account and transfer to the new email address. They can continue to be used and updated.
Will users need to sign in again to apps?
In some apps that use "Sign in with Apple," users may need to sign in again with their new email address. Most apps won't need to be reconfigured.
Will users get a work Apple Account?
Possibly in the future. The organization may offer Managed Apple Accounts later for work-related use. This is completely separate from personal accounts.


6. Official Apple Resources
Domain Capture Process
Capture a domain in Apple Business Manager:
https://support.apple.com/guide/apple-business-manager/capture-a-domain-axm512ce43c3/web
Lock a domain in Apple Business Manager:
https://support.apple.com/guide/apple-business-manager/lock-a-domain-axmce04f4299/web
Account Transfers
About account transfers in Apple Business Manager:
https://support.apple.com/guide/apple-business-manager/about-account-transfers-axmd2954ada2/web
If you are asked to transfer your Apple Account:
https://support.apple.com/102159
End User Support
Change your Apple Account primary email address:
https://support.apple.com/109353


7. Quick Reference Card
Print this page for quick reference during phone calls.
	✅ ADVICE: KEEP AS A PERSONAL ACCOUNT
1. All data, apps, and purchases remain preserved
1. Only the sign-in email address changes
1. User retains full control
· • Process takes about 5 minutes



	❌ ADVISE AGAINST: TRANSFER TO WORK ACCOUNT
· Music, movies, TV content disappears
· Find My and Health no longer work
· Subscriptions stop
· Organization gains access to data
· CANNOT BE UNDONE!



	User Requirements
1. Personal email address
1. Access to that email
1. Device passcode
	Important Deadlines
1. 30 days after notification
1. After deadline: temporary address
1. Can still change afterward



	⚠️ AFTER THE DEADLINE (30 days)
The email address is automatically changed to:
name-domain.com@temporary.appleaccount.com

The user can then still sign in and change the address to their own personal email.



