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Executive Summary

Selecting a protection plan provider is one of the most important
decisions a furniture retailer can make.

While many providers appear similar on the surface—offering
comparable coverage types and pricing structures—the
differences in execution, flexibility, and customer experience can
have a significant impact on performance.

The right provider can:
* Increase attachment rates
* Improve customer satisfaction
* Enable customization and growth

The wrong provider can:
e Limit flexibility
* Create operational friction
* Damage customer trust through poor claims experiences

This guide is designed to help retailers evaluate providers
objectively, focusing on the factors that matter most to long-
term success.
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Why Provider Selection Matters

Protection plan programs are not static products—they are
operational systems.

The administrator behind the program influences nearly every aspect
of performance, including:

e How plans are structured and priced

e How easily they integrate into your POS and e-commerce systems
e How claims are handled

e How customers perceive the program

In many cases, retailers attribute underperformance to pricing or
sales execution, when the root cause is actually provider limitations.
Choosing the right partner is foundational to unlocking the full value
of your program.
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Key Evaluation Criteria

When evaluating providers, retailers should focus on five core
dimensions.

1.Claims Experience: The speed, transparency, and quality of
claims resolution directly impact customer satisfaction and
repeat business.

2.Program Flexibility: The ability to customize coverage, pricing,
and structure to fit your business model.

3.Technology & Integration: Seamless integration with POS,
ecommerce, and reporting systems.

4.Sales Enablement Support: Training, scripting, and tools that help
drive attachment rates.

5.Scalability: The ability to support multi-location growth and
evolving program needs.
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Provider Comparison Review

While providers vary in their approach, most fall into three
categories:

1.Rigid, Productized Providers: These offer standardized
programs with limited customization. They are easy to
implement but may constrain long-term performance.

2.Technology-First Providers: These focus on digital integration
and e-commerce experiences, often at the expense of flexibility
or service depth.

3.Full-Service, Customizable Administrators: These providers
offer tailored solutions designed around the retailer’s specific
needs, including pricing, coverage, and customer experience.

Understanding where each provider falls helps clarify trade-offs.
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Comparative Analysis
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Below is a simplified comparison of common provider approaches:

Full-Service

Capability Admin (e.g., Tech-First Rigid Provider
onPoint [
Custom Pricing High Low Low
Claims Flexibility [ High Medium Low
Ecomm(.arce Medium-High High Low
Integration
les Traini . ,
Sales Training High Low Medium
Support
Program Control [ High Medium Low

Retailers should evaluate not just what a provider offers, but how well it aligns with

their strategic priorities.
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Hidden Risks in Provider Selection

Many retailers focus heavily on pricing when selecting a provider. While
pricing is important, it is rarely the primary driver of long-term success.

Common risks include:

Inflexible program structures that prevent optimization

Poor claims experiences that damage customer trust

Limited reporting capabilities that restrict visibility

Lack of support for e-commerce or multi-channel environments

These issues often emerge after implementation, making them costly to
correct.
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Questions Every Retailer Should Ask

Before selecting a provider, retailers should ask:

e How customizable is the program structure?

e What does the claims process look like from the customer’s perspective?
e How quickly are claims typically resolved?

e What level of reporting and data access is available?

e How does the provider support sales training and execution?

The answers to these questions often reveal more than a pricing sheet ever will.
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Aligning Provider
With Strategy

The best provider is not necessarily the
most well-known—it is the one that
aligns with your business model.

Retailers focused on:
e Rapid growth
e Multi-location scaling
e High-touch customer experience

They typically benefit from more flexible,
full-service partners.
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Get a Side-by-Side Comparison of Your
Current Provider

We'll evaluate your existing program and identify opportunities to
improve performance.

Request your provider comparison review by clicking the button

below:
Request Review
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