PLAN TO SELL SMA

1. Present warranty on the terms that customer is going to pay (i.e. figure warranty in
payment & show difference.

2. Sell warranty based on the benefit to customer (not price, years, high pressure, etc.).

3. If customer says no — try to uncover the reason they don’t want the coverage. Remember,
everyone wants to be under warranty — no one wants to be out of warranty. (80%)
a. They don’t believe the product will break or
b. They don’t think the benefit is worth the money spent or was not presented as a
total package

4. To answer these objections, you must have a believable reason for them to buy —
remember, “They want to be under warranty!”

a. (The product won't break in 5 years)

i. All products break! The manufacturer knows some will break
immediately. — That’s why they set up service networks. — They know
how long before most repairs start happening + that’s when they end their
warranty. Manufacturers don’t build a high reliability rate into their

- product because that drives the cost way up + you as a customer won’t pay
for it.
b. (The coverage is not worth the money)

Service is getting very expensive these days and repairs are becoming more and
more prevalent. The last time many customers had a repair call was 10 — 15 years
ago ($10 - $15 house call — no tax). You could get something fixed for $50 - §75
dollars, nowadays with $60-$80 plus tax house calls, expensive parts and labor,
most service calls run $150 - $200 dollars per visit. Also, today — these service
companies hire CPA’s to figure out how much their technicians need to drag out
of every stop in order to remain profitable. Most products have a hot button that
you as a salesperson can use to better illustrate the need for an SMA protection.

A/C’s - Need for yearly maintenance — Unit always need Freon, sometimes don’t cool as good
as they did when new. Need for immediate service when unit goes out.

Laundry — Hardest working appliance in your home — A full laundry load weighs @ 300lbs, and
is spinning at 60 mph. The average washer does this at least 5 — 7 times per week. Also talk
about electric igniter with gas dryer.

Freezers — Most customers cannot fix this themselves, nor can they buy freon at the parts house.
When your freezer goes out, customers require immediate service not when it is financially
convenient. We also cover $250 worth of food loss.

Refrigerators — Same as above, except $125 food loss! Also the water in this part of the U.S. is
not conducive for a long icemaker and dispenser life. Most refrigerators will have service within
5 years on icemakers and dispensers.
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PLAN TO SELL SMA

Ranges - #1 service problem on ranges is gas igniters and gas ranges have three of them.
Replacements of electric burners are covered. We will also go out and recalibrate all thermostats
that are not allowing the oven to bake at the proper temperatures.

Microwaves — The cost of a 5-year warranty is only $109.95. This is much cheaper than
replacing the new microwave every time it breaks. A microwave will cost too much to fix,
SMA’s will keep you from having to buy a new one.

Vent Hoods — The cost of a 5-year SMA is $49.95, same presentation as above.

Built-ins — These units are attached to your home, and you can’t really bring these units in to
have them serviced.

HTIB — A bargain at $159.95 for 5 years. This SMA will cover receiver, Sub-woofer, all

speakers and remotes, some times up to 10 items for 1 price. Also, power surges, and lightning
strikes.

Portable TV’s — You can cover a portable for $59.95 for 4 years. This is much cheaper than

replacing that TV when it breaks and 4 years is much better than the 90 days the manufacture
offers.

Tabletops TV’s — Always emphasize that TV’s are much more technical than they use to be —
most functions are controlled by small on-board computer modules which are very expensive to
replace. Also, electronic labor is expensive. Many $400 to $500 TV’s can cost $200 to fix once.
Also remind the customer that power surges and lightning are covered with SMA's.

Widescreens — These products should always be under warranty. So many parts on a widescreen
are very expensive (for ex. If one color gun goes out you should replace all three to keep from
one color being too dominant. This repair alone can cost @ $1500). Also power surges,
lightning, remote controls are all covered with SMA’s: .

VCR’s/Camcorders — There is no way your customers cannot get their moneys worth out of a
VCR/Camcorder warranty! NO POSSIBLE WAY! 1 head cleaning per year will more than
cover the cost of a 5-year warranty — but anything is better than 90 days supplied by
manufacturer. Video products are the #1 item we service. All video products will require some
shop time; trouble prone battery chargers are also covered.

Satellites & Computers — These are products that can be extremely expensive to repair or
replace. Many times these products can cost thousands of dollars and only have a 90-day
warranty from manufacture.

ALL OF THESE WARRANTIES ARE 100% PARTS AND LABOR, MANY ALSO COVER

IN HOME CALLS AS WELL. Factory-trained technicians perform the work, usually the same
day or next day.
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PLAN TO SELL SMA

If, at this point, the customer doesn’t want the protection — make them “live” the service call
before they tell you no. This is done by “painting a picture” in the customers mind, calling up
that sickly feeling we all get in the pit of our stomachs when something goes wrong.

“Mrs. Jones, imagine how you’ll feel when you come down one morning and you open
the refrigerator and everything is defrosted or you click on the bigscreen and “POOF”,
everything goes blank? How are you going to feel then, Mrs. Jones, “But you won’t
feel that way if you have the full coverage, will you Mrs. Jones? Why don’t you let me
put this protection on there for you, Mrs. Jones?”

If the customer still says no, there may be some objections, which you still have not answered.
Listed below are some common objections and the way to overcome them.

1. Idon’t believe in warranties! — I and many people who have never bought warranties
are starting to buy warranties due to how expensive service is these days and we here
at Conn’s have recently reduced the price of our SMA’s to make it easier for
customers who feel like you do, to be protected against high repair bills.

2. My old one never broke! — Many manufacturers have changed the way they
manufacture products to keep manufacturing cost down. The prices of most
appliances have not gone up much in 15 years and electronics have come down, but
manufacturing costs have gone up! So most manufactures use cheaper parts and
components to keep cost down. Sad, but true — most products are not as reliable as
they were 15 years ago, also repair bills are much higher now. What will repairs cost
5 years from now?

3. My brother can fix it! — Yes, but he may be too busy, or you may not want to impose
on his time. Also you may still have to pay for parts, which are expensive. Instead of
letting him work on it when the product gets old, wouldn’t it be better to have factory
service on it while it’s new?

4. I'm on a budget/fixed income! — This type of customer needs warranty because
products never break at a convenient time. They always break right after you’ve jut
gotten back from vacation, blown your paycheck on school clothes, etc.

5. I’ve had warranty before and never had to use it / or it didn’t cover what broke! —
Many warranties don’t cover everything but Conn’s warranties cover everything
(100% parts, labor, house calls, maintenance — everything!). I hope you won’t ever
have to use this warranty, but we both know that it’s getting more likely every day.

6. 1 want to wait and get it later! - Yes and you can do that, however we give you a
50% discount to buy it now. The same coverage will cost twice as much later, but the
price could also rise later on, it won’t do that if you buy it now! Also you won’t have
me to talk you through and explain it when you get that notice in the mail.
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PLAN TO SELL SMA

7. I've had problems with your service dept! — The only way I get paid is for you to buy
something from me and if you aren’t happy with my service it cost me money.
Purchase this warranty from me and let me go to bat for you and ensure that you will
get A-1 service.

8. I can afford to pay for the repairs when I need them! — One thing Mr. Conn told me
is that he always buys warranties because that way he doesn’t have to worry that
repairmen will jack-up the rates because they know he has money.

9. Multiple Items! — Pick out the item or items that are most likely to need service and
hammer in the need to at least cover those items.

IF YOU PRESENT THE WARRANTY IN THESE WAYS AND LEARN HOW TO
OVERCOME THE COMMON OBJECTIONS — YOU WILL HAVE NO PROBLEM SELLING

OVER 10% SMA. YOU WILL MAXIMIZE YOUR INCOME, AND ALL OF YOUR
CUSTOMERS WILL BE PROTECTED. '
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If your product fails,
we’ll replace it.
: ‘*qulus‘ibhs‘_ and iimitatibn; apply.
~ For most products
under $500

i i

Appliances » TVs « Electronics « Computers




Your product comes with a great manufacturer’s warranty.
But what happens after it expires and the product fails?
The cost of a new one comes right out of your pocket.

There’s a better way. Take advantage of our Replacement
Plan now. It will protect you for two full years from the date
you purchased your product.

Have a Problem with your Product?
Get a Replacement or Your Money Back.

The Conn’s Replacement Plan is true to it's name. If your
product has a covered failure” while the plan is in effect, just
carry it in to any Conn'’s store with your receipt and you'll be
issued a comparable replacement product. Or you can ship
the product to our National Return Center; and in about two
weeks, you'll receive a two-party checK for the original
product purchase price. Use your check to buy a new
product at Conn’s. You may also contact us at
www.theserviceport.com to initiate your replacement.

Pay a Little Now for A Lot.

The plan starts at just $4.99 for some products under $50.
Get the same great protection for higher-priced products,
too. It costs just a little more. See the back of

this brochure for details.

No Hassles. No Surprises.

There are no deductibles, prorating or hidden charges.
If your product fails for any covered reason, you'll get a
replacement™. No questions asked.

.

The Ultimate Protection: A Rated Insurance.

Your plan is underwritten by a company rated A (Excellent)
by A.M. Best. You’ll always know your plan will be there for
you, when you need it most. '

“See your Conn’s Replacement Plan Terms & Conditions for details,
exclusions and limitations apply.

 PROTECTION!

Appliances « TVs ¢ Electronics - Computers

Most Products Under $500 Qualify.

APPLIANCES

Small Appliances
Mini Fridge/Freezer

Countertop Microwave
Food Processor
Hand/Stand Mixer
Garbage Disposal
Juicer

Blender

Fryer

Grinder
Coffee/Expresso Machine
Rice Cooker/Steamer
Toaster/Toaster Oven

LCD Monitor

Dot Matrix Printer
Laser Printer
Copier

Small Electronics
WEB TV

Portable CD/Mini-Disc
PDA

Boombox

Shelf Audio System
Televisions*

Up to 24”

TV/VCR Combo
TV/DVD Combo
Phones

Cellular

Corded

Cordless

*Does not include LCD Televisions.

Rotisserie

Slow Cooker

Griddles/Indoor Grill

Household Appliances

Canister/Handheld/
Upright Vacuum

Sewing Machine

Iron

Clothes Steamer

Cooling/Heating

Air Purifier

Portable Heater

Humidifier/Dehumidifier

. COMPUTERS, PERIPHERALS & COPIERS

CRT Monitor
Ink Jet Printer
Multi Function Machine

CONSUMER ELECTRONICS

Audio Components
CD Player

Receiver

Tape Player
Speakers

Video Components
VCR

DVD

DVD/VCR Combo
DSS

Cameras
Camera/Still-Analog
Camera/Still-Digital
Camcorder/Analog

Not sure if your product qualifies?
Ask your Sales Associate!




APPLIANCES : ,

Product Price Range 2 Year Plan Price SKU

$0-49.99 $4.99 2APP49

$50-99.99 $12.99 2APP99
$100-149.99 $18.99 2APP149
$150-199.99 $22.95 2APP199
$200-299.99 $37.99 2APP299
$300-399.99 $52.95 2APP399
$400-499.99 $67.99 2APP499

COMPUTERS, PERIPHERALS & COPIERS

Product Price Range 2 Year Plan Price SKU

$0-49.99 $9.99 2COMP49

$50-99.99 $16.99 2COMP99
$100-149.99 $24.99 2COMP149
$150-199.99 $34.99 2COMP199
$200-299.99 $43.99 2COMP299
$300-399.99 $56.99 2COMP399
$400-499.99 $69.99 2COMP499

CONSUMER ELECTRONICS

Product Price Range 2 Year Plan Price SKU

$0-49.99 $6.99 2CE49

$50-99.99 $13.99 2CE99
$100-149.99 $19.99 2CE149
$150-199.99 $24.99 2CE199
$200-299.99 $36.99 2CE299
$300-399.99 $49.99 2CE399
$400-499.99 $59.99 2CE499

o Cal
1-800-377-3907
il o

e ol !
Appliances ¢ TVs. - Electronics - Computers




_ Appliances
Electronics

- Lawn Equipment
_Furniture
_ Computers

March 13, 2009

RE: Terms and Conditions Service Agreements
Dear,

Thank you for your recent purchase(s) and congratulations on your decision to protect the
products detailed below with a Conn’s Service Agreement:

Invoice Number Model Number Product Description Coverage Type Expiration Date

We have attached for your records a copy of the terms and conditions for each of the coverage types
detailed above. Please retain this information for your reference.

“As a valued customer, use the enclosed coupon and take $50 Off your future purchase $299 & up when you
use Conn'’s credit.

If you have any questions, contact us at 1-800-280-1514.

Sincerely,

Conn’s Customer Service Department
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Selling Tips
Advantages of Renewing Three Years

¢ Prices increase each year the product ages. By renewing three years you
are locking i at this years rate plus a discount (if product qualifies for
discount).
e Only give a 20% discount to customers for three years policies. Explain to
the customer that you can only give our maximum discount on three
years.
Explain to customer that by renewing three years they don't have to worry
about renewing their product for thee years versus one year.
e Give customer the break down of the prices.
o 1yrcost $150.00
o 2yr cost $292.50
o 3yrcost $435.00 (3 year averages 145.00 per year not including
discount)

(]

*Always Ask Why not buying and What will help them to buy
*Create a sense of urgency
*Don’t be afraid of rejection

E CONNS 000347
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Working Leads

Step One (researching Leads)

a. Highlight all Revolving accounts and IMA’s

b. Look up IMA warranties and see how they paid last year

c. Highlight all packages RMA and IMA.

d. Look up to see if customers have a revolving account. (Even
though the computer prints the rc number on your leads, there
are a lot of customers that will have an rc account and will not
be printed on your leads)

Step Two (working ieads)

a. Call all Revolving accounts first

b. Call all packages next

c. Call customers who have renewed before.

d. Use codes and dates when your try to call a customer.

Sl -Sent Information/Mail

CB -Call back

LMTCB -Left message to call back
AM -Answer machine

Dis -Disconnected number
WH#HWP  -Wrong number/Wrong party
NI -Not interested

CWCB -Customer will call back

NA -No answer

DCB -Don't call back (for rude customers)
WTW  -Wants to wait

DO -Doesn’t Own

LMOR -Left Message On Recorder
NH -Not home

Step Three (sending mail)

a. Send mail to all customers who request mail.

b. Send mail to all customers who renewed last year.

c. Do not work on any mail between the hours of 5 and 8, spend
this time for calling customers only.

Step Four (follow ups)

a. Call all customers that you sent mail to in your leads.

b. Only call the same customer twice after that send them some
mail to look at if you can’t close them on the phone.

c. Call customers who you couldn’t get in contact with on previous
days:

d. Call back your no’s or have someone else call them back.
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