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Key scenarios

IQAUS

Adult smoker Entrance Activation zone | Presentation zone

Individual purchases iQOS as a gift to a 3" party Entrance Cashier

Presentation zone
(optional)

Adult iQOS user| HeatSticks purchase Entrance Cashier

Adult iQOS user | Service Entrance Presentation zone
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Entrance|Activation zone | BXO[ | 3oHa akTnBaumu

= [lpoBepka Bo3pacTta/Checking the age “18+”

BXO[/ENTRANCE
= [o6pbi oeHb! Bl Bnepsble y Hac? / Hello! Is this your first time here?
= HET/NO Yewm a mory Bam nomoyb?/How can | help you?

= JTA/YES Bbl 3HaeTe, 4to Takoe iQOS? iQOS — aTO anbTepHaTMUBa ANl COBEPLUEHHONETHUX
KypunbLLMKOB. [1o3BonbTe, 1 pacckaxy Bam nogpobHee. / Do you know what iQOS is?
iQOS is an alternative for adult smokers. Let me explain in more details.

= OTtka3 ot nomowu/Refuse from assistance Ecnv Bam OyaeTt nHTepecHo y3HaTtb 6onbLue,
noxxanymncra, obpawantech /Please let me know if you have questions.

POJIb SKCIMNMEPTA HA BXO[E/SALES EXPERTS’ ROLE at the ENTRANCE:
= [lpuBeTtcTBUe nocetutenemn /welcoming visitors
= OrpaHuyeHne Bxoaa Ans HecoBepLLUEHHONETHMX/ limiting entrance for underage
= OpraHunsauusi notToka nocetutenen / visitors traffic management

= [lpepocTtaBneHune kpaTtkon nHpopmaumnm o6 iQOS / short info about iQOS
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Activation zone | Consumer Engagement | 3oHa aktuBauumn | Pabota c

noTpeburenem | - .
QU

-

Interactive Installation / Interactive Display/UHTepakTuBHaa nHctannauma/UHTepakTMBHbIN gucnseun
= Let us explain you in more details what is iQOS/lMo3BonbTe, 1 pacckaxy Bam nogpobHee
= SCENARIO 1: Engagement with Interactive Installation/Display/CueHapui 1: B3auMmoaencTeme ¢ MHTepakTUBHOM MHCTannsauuen/Aucnneem

= Special thing about iQOS is innovative heat-not-burn technology. Everybody may find a benefit for himself. Let’s see how iQOS can be interesting especially to you.
OcobeHHOCTL iIQOS 3TO MHHOBALMOHHAas TEXHOMOrmns heat-not-burn.

= [engagement with Interactive installation/display] [B3anmMmogencTBmne ¢ UHTEPAKTUBHOW MHCTannaumen/ducnneem]

= Are you a smoker? Would you like to know how it works? This will take several minutes. Bbl Kypute? XoTuTte s nokaxy Bam kak ato pabotaet? 310 3anMeT
HECKOMbKO MUHYT.

SCENARIO 2: Refusal from interactive engagement or all displays are occupied by other consumers/CLLEHAPUN 2 OTka3 noTpe6uTens oT MHTepaKkTUBa uUnm
Bce cTtonku/ gaucnneu 3aHATbI

= [Sales expert demonstrates iQOS device] The iQOS system heats tobacco rather than burning it preserving the natural taste of tobacco and aroma with less smell, no
smoke and no ash. Currently this product is available in Japan, several European countries, and now also in Moscow. [SE AEMOHCTPUPYET YCTPONCTBO] iQOS — 3TO
HOBas TEXHOSOMMA, NPU KOTOPOWN Tabak He ropuT, a 6epexxHO HarpeBaeTCsl, pacKpbiBasi CBOM UCTUHHBIN BKYC 1 apomar. [Mpn aTom obpasyeTca MeHbLLE
HEenNpPUATHOrO 3anaxa, YeM OT CUrapeThbl, HET AbiMa U HeT nenna. iQOS JOCTYNeH ToSbKo B ANOHUM, HECKONbKNX cTpaHax Esponebl, u Tenepb B Mockee

= Are you a smoker? Would you like to know how it works? This will take several minutes. [o3BonbTe y3HaTb, Bbl Kypnte? XoTUTe y3HaTb, Kak aTo pabotaeT? 3710
3aMIMeT HECKOJSTbKO MUHYT

= [This is not an e-cigarette. This is a novel product with innovative technology, which hits tobacco without burning it. Currently this product is available in Japan,
several European countries, and now also in Moscow.] [OTO HE 3NEKTPOHHbIE cUrapeThbl. OTO abCoNTHO HOBbLIN NPOAYKT. B OCHOBE 3TOW MHHOBALMOHHOWN
TEXHOMNOIMM NEXNT NPUHLMN HarpeBaHna Tabaka. iQOS AOCTYNEeH TONbKO B ANOHMW, HECKOMbKMX CTpaHax EBponbl, 1 Tenepb B Mockse]
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Personal presentation/Guided Trial zone| Journey

Activation zone

Personal presentation/Guided trial zone T
iQOS and HeatSticks
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iQOS and HeatSticks
offer, subscription

LAS registration

S | adult iQOS users service
18+ \ @
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LAS choosing the device,
payment, registration of

device
How to use the device:
Personal presentation/GT = charging & cleaning
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Service and repair
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Personal presentation/Guided Trial zone | iQOS and HeatSticks

IQAUS

On the way to PP/GT zone Sales Expert asks what taste LAS prefers (regular/menthol)

Introduction info about
Please have a seat. [optional: would like a cup of coffee, tea or champagne?] iQOS and HeatSticks

= Here is iQOS [Sales Expert takes one device and LAS takes another device. Idea is that LAS follows the Sales Expert (repeats
manipulation with the device, while Sales Expert explains the product)]

= iQOS has the charger and the holder. The compact charger protects, stores and charges the holder. And the holder is the main
element of iQOS system. It heats tobacco in HeatSticks [Sales Expert shows HeatSticks for further demo of how iQOS works]

= iQOS shall be used exclusively with specially designed tobacco HeatSticks manufactured with the use of specific formula and
technology. HeatSticks are available in two variants: regular and fresh menthol. Which taste you prefer?

*= Let me show you how it works.

ocTaMbTe JdepaTtent Beraebre cTMK Ta0ayson YacTeio Haxmunre v yaepxuante KHonky
P

Korps vHAMKATOP 3aropurcs

M2 3apAnHOro yeTpohcrea. BHW3 A0 CepeGPAHON NUHWAK, BKNIOY2HWA HeCKONLKO CeKYHA, NOKA  nOCTOAMHLIM 3SN1CHLIM UBETOM, CTHK
WHAWMKATOR HE HauRHeT MUraTth rOTORB K HCNOMBE30BAHWIO.
3ONeHLIM,



3oHa NugmeuayaneHoro ObenyxmneaHus | iQOS n TabadHble CTUKK

Mpw nepemelleHnn B 3oHy NHaneuayanbHoro O6enykunsaHms AKcnepT YTOUHAET Y NOTPebuTens, Kakow BKyC CUrapeT OH

npegnoyntaet (Knaccuyeckmn nnm Menton) BBOOHAA MH®O
MPO iQ0S
= Capurteck noxanyicra. (Koge?) N TABAYHBIE

= WTaK, 3HakoMbTecb, 3TO iQOS. [OkcnepT GepeT B pPykM YCTPOMCTBO OAHOBPEMEHHO C MoTpebutenem, notpeduternb
NOBTOPSIET BCE AENCTBUS 3a KCNEPTOM; AEMOHCTPUPYET AepKaTesb, NapannenbHO 0O6bACHSS]

= iQOS COCTOUT U3 3apsAaHOro YCTPOUCTBA U AepxaTens. 3apsaHoe YCTPOUCTBO — 3TO KOMNAaKTHas 3alumTa, XpaHeHNe U
3apsagka ons gepxatens iQOS. A gepxaTenb — 9TO OCHOBHOW 9feMEHT CUCTEMbI, KOTOPbIA HarpeBaeT Tabak, a
MMEHHO — TabayHble CTUKM [OKCNepT 4EMOHCTPUPYET CTUKM AN AanbHeENLWen eMOHCTpauumn paboTbl yCTporcTBal

= iQOS MOXeT ObiTb UCMONbL30BaH TOMbKO CO crneuynanbHbIMA TabayHbIMN CTUKaMW, KOTOpblE CO34aHbl MO ocobon

peuenType un TexHonornn. CTUKM npeacTaBneHbl B ABYX BKYCOBbIX BapuaHTax — Knaccu4ecknin Blue 1 MEHTOMOBLIN
Fresh. Kakou BKyc Bbl npegnoyntaete?

= [laBanTe g BaM NMokKaxy, Kak aTo paboTtaet

7

Hoctauste depxaTens Beraebre cTMK Ta0ayson YacTeio Haxmunre u yaepxueante KHonky
M3 3apAnHoOro YyCTpoRCTBA. BHW3 00 CepeSPAHON NNHWMK, BKMIOYEHWNA HECKONBKO CeKYHA, NoKa

Korpa vHAMKATOP 33ropuics
NOCTOAHHLIM 32NeHBIM LUBRTOM, CTHK
MHOVMKATOR HE HAUHEeT MUraTh rOTOB K MCNONB30BAHWIO.

N2 HBIM,



3oHa NugmeuayanebHoro ObenyxmneaHus | lNepcoHanbHas NpeseHTauns

MoTpebutenb HaYMHaeT ncnosnb3oBaTtb 1QOS

[* Mpu 803HUKHOBEHUU AOMNONMHUMESbH

JkcnepT CHMMAaET KonMnayok aepxatens U AEMOHCTPUPYET Ne3Bne BHYTPY

= bnarogapsi BCTpoOEHHOMY HarpeBaTenbHOMY 3NIEMEHTY, MOKPbLITOMY NMATUHOW U KePaMUKON, TabayHbI CTUK BHYTPU
aepxatens HarpeBaeTcs OO Temnepartypbl He 6onee 350 rpagycoB. [ns cpaBHeHWd, Temnepatypa Tabaka B
Trnewwen curapete MoxeT gocturatb 800 rpagycoB. YUTo 1o gaet? NonHouUeHHLIM BKYC Tabaka 6e3 ropeHus, 6e3
nenna, 6e3 abiMa 1 MeHbLLe 3anaxa Yem nNpu KypeHuu curapert. [laBanTte 9 BaM pacckaxy nogpobHee

lpu ucnonb3oeaHuu iQOS 8biderisiemcsi ceoeao poda «mabayHbIU nap», a He cuzapemsbil ObiM, Ymo Oaem bosbuie
c80600b! 8 ucrionb3osaHuu iQOS. Hanpumep, 8 mecmax, 20e pa3peweHo UCrofib308aHUe 3NIEKMPOHHbIX cuz2apem u
KanbsiHos. [ eac amo o3HadYaem - MEeHbWe 3arnaxa Ha pykax u o0exoe o CpaBHEeHUK C KypeHuem cuzaapem.

« TabayHblIl nap», ebldernisseMbIl rnpu Ucrosib3o08aHuuU iQOS, He oKka3blgeaem He2amugHOo20 8/1USIHUS Ha Kadecmaeo 8030y xa 8
rnomeuweHuu

OcobeHHocmb cucmembl iQOS 8 MOM, 4mMO OHa Hagpesaem mabak, a He cxxuzaem e20, obpasys ceoeco poda «mabayHbil
rnap», KOmophbIU Mo3eossiem HacnadumbCsl 8KyCOM Hacmosiuea2o0 mabaka. B mo xe camoe 8pemMsi ypOBHU 8bIOESIEMbIX

8PEOHbIX sew,ecmes 8 cpedHeM Ha 90 — 95% HuUXXe 10 cpa8HEeHUIo ¢ ObIMOM cmaHOapmHOU cuaapemsbl, UCronb3yemol 8
uccriedogaHuu*,

OO0Hako, ucrionb3oeaHue iQOS He UCKr4Yaem pucku 05 300p08bs, ces3aHHble ¢ rnompebrneHuem mabaka. Jlydwum
criocobom cHU3UMb makue pUcKU, serisemcs omkas om nompebrneHusi mabaka 80 ecex e2o ghopmax.

iQOS - Hosasi cucmeMa HazpegsaHusi mabaka 6e3 2opeHus. Bbl owywaeme ekyc Hacmosuw,e2o mabaka 6e3 ObiMa U riera
U ¢ MeHbwum 3arnaxom. [lpu ucronb3o8aHuUU iQOS ypOBHU 8blOerisieMbiX 8PEOHbLIX 8EUECME CYUECMBEHHO HUXE.
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Personal presentation/Guided Trial zone | Personal presentation

LAS starts using iQOS
= Sales Expert removes the cup from the holder and show the blade inside the holder
= Special heating blade in the holder that is covered with platinum and ceramics, gently warms tobacco up to 350 degrees. To

compare, the temperature of tobacco combustion in conventional cigarettes may reach 800 degrees. Real tobacco taste with no Personal presentation
combustion, no smoke, no ash, and with less smell than when smoking a CC.

=  When using iQOS there is a kind of “tobacco steam”, not cigarette smoke and that gives you more freedom in using. For example, in
venues where e-cigs and hookah are allowed. It also means less smell on hands and clothes than when smoking a cigarette.
Tobacco steam does not have negative influence on the air quality in the room.

= Special thing about iQOS is that it heats tobacco but does not burn it. producing a kind of “tobacco steam”, that makes you enjoy
the real tobacco taste. At the same time the level of harmful chemicals in iQOS is reduced on 90-95% compared to cigarette smoke

used in the study.

= However, the use of iQOS does not exclude the health risks associated with tobacco use. The best way to reduce such risks is to stop
the use of tobacco in all its forms.

= iQOS is the new heating system without combustion. You feel the real tobacco taste without smoke, ash and with less smell. When
using iQOS the level of harmful chemicals is considerably lower.
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3oHa NugmeuayanebHoro ObenyxmneaHus | lNepcoHanbHas NpeseHTauns

= [laBanTe 1 BaM pacckaxy 06 OCHOBHbIX OCOBEHHOCTSAX YCTPOMCTBaA

= MakcumansHoe BpeMA pa6OTbI aepxarena — 6 MUHYT. CpeJJ,Hee Bpemsa ceaHca — 4 MUHYTbl U 3aBUCUT OT TOrO, KakK Bbl
ncnomnbdyete iQOS. iQOS npegnonaraet ,D,pyFOVI no CcpaBHEHUIO C CUrapeTaMn pUTM MCNorib30BaHUA. [Ecnu Bbl 6y,u,eTe
Aenartb rny60|<V|e 3aTAXKM UK OYEeHb YacTble, “YMHaa aNeKTPOoOHMKa” BbIKIIOYUT AepKaTernb aBToMaTUYeCcKun]

NMEPCOHAIIBbHAA
MPE3EHTALIVA

=  YTO 03Ha4alT MHOMKATOPbl Ha YCTpPOMWCTBE: [MHOpMauus u3 Oyknertal. 3apsgHOe YCTPOWCTBO paccyMTaHo Ha 20
noa3apsaok aepxarens. 3apsgHoe yCTPOUCTBO MOMHOCTLIO 3apsaKaeTcd 3a ~90 MUHYT.

= O6paTtute BHMMaHue, 3a 30 CEeKYH/] 10 KOHLLa MCMOMNMb30BaHNS 3aropaeTcsi OpaHXeBbl MHANKATOP

KOrf1a Ceanc OKOHUEH, aKKYPaTHO Boraesre [lepxatens B 3apuagHoe
noTaHuTe Konnayox depxaTtens YCTPONCTREO KOHTAKTAMM BHKMA,
BEEPX M IOCTEHLTE N3 HEIMD CTUK. norotvn 1IQOS Ha [depxatens

OONMeH BT HAQ KHONKOR
OTKPLIBAHUA KPLILLKK.
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Personal presentation/Guided Trial zone | Personal presentation

iQt_,S

= Let me tell you about the device and its work

= The HeatStick will be heated for about 6 minutes, even if you do not use the device. On average the session lasts for 4 minutes,
depending on how to use iQOS. iQOS suggests different than smoking cigarettes tempo of use. [if you make deep or very often
puffs, “smart electronic” will stop heating.]

Personal presentation

*= What indicators on device mean [information for user guide]. The charger recharges a holder for up to 20 times of usage. Fully
charge of the Charger from the mains takes about 90 minutes.

= Pay attention that orange indicator signals that the session will end in 30 seconds.

KOraa Ceanc OKOHRUEH, KKYPaTHO Boraesre [lepxatens B 3apuagHoe
MNOTAHKTE KONNAaYyox ﬂOp)KElTOﬂﬂ YCTPONCTEO KOHTAKTAMM DHMI,
BEEPX M IOCTEHLTE N3 HEIMD CTUK. noromvn 1IQOS Ha [depxartene

OONMeH BT HAQ KHONKOR
OTKPLIBAHUA KPLILLKK.
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3oHa HaousnayaneHoro Oocnyxusanus | lNpegnoxeHue Npoaykra u
[lognucka

Kakne Bawu nepsbie BnevaTrieHmna?

OcTtaBasicb ¢ iQOS, Bbl 3aMeTUTE MHOTO NMPENMYLLECTB, MOMUMO TEX, KOTOPbIE Bbl 3aMETUSN YXXe cenyac.

Ecnun ncnonbsoBatb TONbLKO iQOS B Te4eHWe Heaenuv, Bbl CaMu NOYYBCTBYETE BCe NpeumMyLLecTBa npogykra —vy iQoS
Bornee YnCTbI TabayHbIN BKYC, HET HEMPUATHOIO NOCNEBKYCUA KaK y CUrapeT, MeHbLLE 3anaxa Ha pykax, Bosiocax u

ogexnae. [Bkyc oTnmyaeTcs OT curapeT, MOCKOSbKY HET NpoLecca ropeHust]

AKCNEePT MOXET NMOAENUTLCA NEPCOHANbHBLIM OMbITOM, HO COOBLLAET NOTPEDOUTENIO, YTO 3TO €ro / ee MHEeHne

NPEANOXEHUE NPOAYKTA U NOANMUACKA

iQOS [oCTyrneH TOoNbKo B ANoHWMKW, HEKOTOPLIX cTpaHax EBponbl n B Mockee. Bbl MoXeTe caenaTtb MOKYMKy B Hallem
MarasvHe Unu 3akasatb Ha canTte iQOS.ru. Bbl xoTUTEe oopMUTL NOKYNKY cendac? No3BonsTe y3HaTtb, Bbl NOKynaeTe
iQOS ans cebsa nnu B nogapok?

LleHa iQOS — 7.000 py6. n 1.500 py6. ctouMT Brok cTMkoB M3 10 nadvek (Mnu 150 py6. nayka). Xody obpatuTb Balue
BHUMaHMWE, YTO CTUKN MOXHO NPUOBpPECTUN TONbKO B HaLLeM MarasmHe 1 Ha caunTe. [NoaTtoMy onsa Bawero yaobcTea y Hac
AOCTYMNHa «NognucKka» — 3T0 BO3MOXHOCTb MOMyYnTb CTUKM C AOCTaBKow B Ntoboe ygobHoe Bam Bpemsa 1 mecto. Onnarta
npomnsBoanTcsa No hakty gocrtaBku. [loctaBka 6NokoB CTUKOB MO noanucke asnsaetcsa 6ecnnatHon. Mpun oopmneHnn
NOAMNUCKM Ha 5 MmecsLeB Ha 2 nnu 6onee 6noka CTUKOB Bbl MOXETE MOMYYUTb CKMOKY HA YCTPOMCTBO B pasmepe 3.000
pybnen unm BTOpOE YCTPONCTBO B NOAAPOK.
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Personal presentation/Guided Trial zone | Product purchase

= What is your first impression about iQOS?

= If you switch to iQOS you can witness the benefits in addition to those which you might already noticed.

= After use of iQOS exclusively during one week you can start witnessing all the benefits of more clean tobacco taste, absence of
unpleasant aftertaste left by cigarettes smoking, less smell on your hands, hair and clothes. [the taste differs from the cigarettes

taste because tobacco in sticks is not burned.]

= |If sales expert want to say something from his/her own experience he/she must say that this is only his/her personal experience
(i.e. not a PMI position/claim)

Product purchase

= PRODUCT OFFER AND SUBSCRIPTION

= iQOS is launched in Japan, several European countries and now it is available in Moscow. You can buy it in our store or order on
www.iqos.ru. Kindly answer whether you want to buy iQOS for your personal use only or also as a present?

= Retail price: iQOS kit — RUB 7.000, 10 packs of HeatSticks costs RUB 1.500. Please notice that HeatSticks can be ordered only in
our store and on the website. For your convenience we have a subscription offer. Subscription provides for the HeatSticks delivery
with the payment at the moment of delivery. If you signed for subscription delivery will be free of charge for you. In addition, if
you buy iQOS now and enter into a 5 months subscription for 2 outers (monthly delivery of 2 outers) you will have iQOS with a
RUB 3000 discount or you can receive second iQOS kit for free.
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Personal presentation/Guided Trial zone | LAS registration

IQOUS
= First we need to get you registered to our database. Kindly show me your ID.

= Registration is necessary because this product is addressed to adult smokers only.

= Registration takes several minutes and after that you will be allowed to order HeatSticks online. Also your registration will help us
to provide you prompt aftersales service and hotline support when necessary.

LAS registration
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Personal presentation/Guided Trial zone | How to use iQOS: charging & cleaning

QAUS

[ns coxpaHeHns NOSTHOLLEHHOro BKyca 1 oLyLeHin HeobXoaAnMO noaaepXnueaTtb Aepxartenb B YMCToTe. iQOS nmeet
BCTPOEHHY CUCTEMY aBTOMATMYECKOW YANCTKM HarpeBaTenbHOro anemeHTa. Nocne kaxxgoro 20-ro ceaHca HarpeBaTerbHbIn
3NeMeHT nogeepraeTca aBToMaTUYeCKON YNCTKE B 3apsiAHOM YCTponcTBe. Bbl yBMANTE COOTBETCTBYHOLLMIA MHOMKATOP Ha
ancnnee 3apsigHoro yCTponucTBa — 3HaK, NOXOXUW Ha COMHbILWKO. KpomMe Toro, Heo6xoanuMo YUCTUTb YCTPOUCTBO BPYYHYHO. [N
3TOro, NoXanymcra, cnegynte MHCTPYKUNKN, KOTOpada MAEeT B KOMMNEKTe. [OKCNepT NoKasbIBaeT, Kak YACTUTb yCTpOl7ICTBO

TOMbKO MO 3anpocy nokynatens nuéo npe, TPETh B1AEO] t

Standard text from the user
guide

Moche 1010, KAK Bbl fOCTaReTS DCTaEore QAHHHYIO WETOUKY QUALAATE HArReRITEN LA
Oepscartern wa 2apsgoro a Aepsarans 4o konua ANSMERT BRALUATE NEHBIMM
YCTROACTREA, NOAHOCTHID CHHHWUTE C© NRMMGHKEMM,

RO KONN2NOK

How to use iQOS:

l charging and cleaning
BITonuts KopaTtkyio LWaToskY 6 HMuorma HacTn Tabaquore CTyka CCTA8ETE KRa0IoK B KCANAYOK

KONNAYOK W, HENOAKLIYA MOMWET AACTPATE B KONNEHKS SECMATEIN B NOUHCTRIE 10

SHANONIHERE EDILLATRIoH ne Oepxrartenn iQOS, HrobSs yaannTs BAMSKHUSMM TRIE-GHNA W Na KpYTY

OEANEHHAA, NONPCTHTE 2D Sro, BRTAWNTS #3 AN EEHCH LR TOMKM

CHEUHA IS HER KD IOUOK,
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Personal presentation/Guided Trial zone | LAS chooses device, payment, device registration
IQUS

CHOOSING DEVICE

Sales Expert suggests consumer to choose device (explains what devices/ accessories are available).

PAYMENT
= How you prefer to pay (cash or card)
DEVICE REGISTRATION IN SEA

SERVICE AND REPAIR

In case of questions you can contact our hotline operators (the number is on HeatSticks and iQOS packaging), visit our website or
come to our store [SE gives consumer the card with information of the store]

LAS chooses device,

payment, device
registration
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Activation zone| Cashier| Buying iQOS as a present to a 3™ party

= Kindly tell me, are you a smoker?
= NO - Do you plan to buy iQOS as a present to someone?

Sales Expert does not register purchaser to LAS database in CE TOOL.

Choosing device
= iQOS is available only in Japan, Italy and Switzerland, and now in Moscow.

= Retail price: iQOS kit — RUB 7.000, 10 packs of HeatSticks costs RUB 1.500.

PAYMENT
= How you prefer to pay (cash or card)

DEVICE REGISTRATION IN SEA

Important information for iQOS user [for whom the purchaser buys iQOS] [this information is also provided in informational material given with the
purchase]

= To receive prompt aftersales service iQOS user has be pass registration on www.igos.ru. In case of questions iQOS user can call out hotline, visit website
or come to our store. Also, completed registration and age verification will allow iQOS user to order HeatSticks online.
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Unusual situations

IQOUS
= |f the store visitor is adult, but first says he/she is not a smoker, and later says that he/she is a smoker, Sales Expert suggests him/her to pass registration
and age verification and confirm in writing that he/she is a smoker. After that such visitor shall be treated as an adult smoker.

= Message to parents with kids: “We’ll be glad to see you when you have time”. We can sell device and HeatSticks to such visitor (parent), but with no
engagement - communication as with non-smokers

=  Communication for non-smokers:

= “iQOS is an alternative for adult smokers”. [In case non-smoker insists to learn more: | can tell you more if you’re interested” — SCENARIO 1/2 from
slide 4, no guided trial

= “If you want to buy now, please get to the cashier”

= For consumers without ID: we sell and recommend to get registered at iqos.ru.
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Additioratinformation-REACTIVE MESSAGE (ONLY IF APPROPRIATE)

for Sales Experts | : .
IQUS
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PMI’s scientific studies show that the levels of harmful and potentially harmful chemicals contained in PARLIAMENT HeatSticks aerosol generated by iQOS

are significantly reduced compared to cigarette smoke. However, iQOS is not risk free. The best way to reduce tobacco related health risks is to quit

tobacco use altogether.
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