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Most furniture retailers believe their protection plan performance is
primarily driven by pricing, coverage, or customer demographics.

In reality, the single most important factor is sales execution.
The difference between a 25% attachment rate and a 45% attachment
rate is rarely the product. It is how consistently and effectively the plan is
introduced, positioned, and reinforced during the sales process.

This creates a significant opportunity.

Unlike pricing or product mix, sales execution is fully within the retailer’s
control. With the right structure, training, and reinforcement, performance
can improve quickly and sustainably.

This playbook provides a practical framework for building a high-
performing sales approach—one that can be replicated across
associates, stores, and markets.

© 2026 Guardian Protection Products. All rights reserved.

2

Executive Summary
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Why Sales Execution Drives
Performance
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Customers do not walk into a showroom planning to buy a protection plan.

They decide in real time based on how the plan is presented.

When the plan is introduced early, explained clearly, and positioned
confidently, it feels like a natural part of the purchase.

When it is introduced late, rushed, or framed as optional, it feels like an
unnecessary add-on.

This is why execution matters more than any other variable.

Even with the same pricing and coverage, two stores can produce
dramatically different results based solely on how consistently associates
follow a structured approach.

Retailers that recognize this shift their focus from “what we offer” to “how we
sell it.”

3

An OnPoint Warranty Product



High-performing retailers do not rely on individual sales styles. They build a
repeatable framework.

This framework should define:
When the protection plan is introduced
How it is positioned in the conversation
How value is communicated
How the close is executed

The goal is not to script every word, but to create consistency.

For example, introducing protection alongside the product—rather than at
checkout—ensures that every customer hears the offer at the right time.

Without this structure, execution becomes inconsistent, and performance
becomes unpredictable.

onpointwarranty.com

Building a Consistent Sales Framework
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Timing is one of the most important elements of success.

Top-performing associates introduce protection early—often as soon as the
customer begins engaging with a product.

At this stage, the customer is still evaluating the purchase. They are open to
understanding how to protect it.

A strong introduction might sound like:
“Most customers who choose this piece also protect it because of how it’s used
every day.”

This does two things:
Normalizes the decision
Connects protection directly to real-world use

When introduced early, the plan becomes part of the decision—not an
afterthought.

Introducing Protection at the Right Moment
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Simplifying the Message for Customers
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One of the most common mistakes in sales execution is over-explaining the
plan.

Customers do not need a detailed breakdown of coverage terms or
exclusions. They need to quickly understand:

What is covered
Why it matters
How easy it is to use

Effective messaging focuses on real-life scenarios. For example, instead of
listing coverage categories, an associate might say:

“This protects you from the kinds of things that happen in everyday life—spills,
stains, and accidental damage.”

This approach is easier to understand and more relatable. Simplicity reduces
hesitation and increases confidence.



Building Confidence in Delivery 
Confidence is one of the strongest signals of value.

If an associate presents the protection plan hesitantly, customers interpret that
hesitation as uncertainty about the product itself.

Confident delivery includes:
A natural tone
Smooth integration into the conversation
Clear, direct language

It does not require aggressive selling.

Instead, it reflects the belief that the plan is a valuable and normal part of the
purchase. Customers are more likely to accept recommendations that are
delivered with clarity and conviction.
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Handling Customer Hesitation Effectively 
Even with strong execution, some customers will hesitate.

The goal is not to “overcome objections” aggressively, but to reframe the
decision in a way that reinforces value.

For example, when a customer says they will “think about it,” an effective
response might be:

“I completely understand—most customers feel that way at first. The reason
many choose it is because once something happens, it’s too late to add
protection.”

This approach:
Acknowledges the concern
Provides context
Keeps the conversation moving

The key is to remain conversational, not confrontational.
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Closing the Protection Plan Properly
Closing is where many opportunities are lost.

Associates often default to asking: “Do you want the protection plan?”
This frames the decision as optional and invites a “no.”

Top-performing associates instead use assumption-based closing:
“We’ll go ahead and include the protection so you’re covered.”

This approach:
Reduces friction
Reinforces normalcy
Increases conversion

Customers can still decline, but the default becomes acceptance.
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Training and Reinforcement Systems
Training is not a one-time event—it is an ongoing process.

Retailers that achieve consistent performance:
Provide structured onboarding for new associates
Reinforce messaging regularly
Coach based on real interactions
Share best practices across teams

Without reinforcement, even well-trained teams revert to inconsistent habits.
Consistency over time is what drives sustained results.
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Measuring and Managing Performance
To improve sales execution, retailers must measure it.

Key metrics include:
Attachment rate by associate
Attachment rate by store
Trends over time

However, data must lead to action. Managers should use this information to:
Identify high performers
Coach underperformers
Reinforce expectations

Performance visibility creates accountability.



Sales execution is the most controllable and impactful driver of protection plan
performance.

Retailers that implement a structured framework, train consistently, and reinforce
execution at every level will see measurable improvements in both attachment
rates and revenue.

The opportunity is not just to sell more plans—it is to create a more disciplined
and scalable sales organization.

Final Takeaway
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We’ll evaluate how your team is presenting protection plans and identify
opportunities to increase attachment rates across your organization.

Request your sales training audit by clicking the button below.

Request Audit

Get Your Sales Execution Audit

https://www.onpointwarranty.com/7-furniture-protection-plan-sales-training-playbook#7-furniture-protection-plan-sales-training-playbook
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