
 

WORDS AND PHRASES THAT MAKE A DIFFERENCE 

1. Take Advantage: This is a better way of saying buy or purchase.  When 

you ask the customer to buy or purchase the protection program it 

sounds like we are trying to get into their pocket.  An option to this is to 

say; I would like to share with you several reasons why you should take 

advantage of our furniture protection program.  

2. Encourage:  Encourage is a great word to use when asking the customer 

to consider the program.  Such as; Mrs. Jones, I would like to share 

several reasons why I encourage my customers to take advantage of our 

protection program.  Mrs. Jones, I always encourage my customers to take advantage of the 

protection program especially when selecting leather. 

3. Recommend: This is another great word to use along with Encourage.  Mrs. Jones, the reasons why I 

recommend this program to my customers is because…Mrs. Jones, one of the most important 

recommendations I can make to you today is to take advantage of our fabric/leather protection 

program… 

4. Assist:  This is a great way to describe all of the different services you provide your customers at La-

Z-Boy.  Mrs. Jones, at La-Z-Boy we have a number of different services we can assist you with.  We 

can assist you with delivery of your new furniture, we can assist you with payment plans and we can 

assist you with the care and maintenance of your new furniture.  Let me explain how that works. 

5. Qualify:  Qualify is a word that you can use early on in the presentation to let the customer know 

that what they are looking for qualifies for your furniture care program.  For example if a customer 

comes in looking for a fabric or leather group you can say without exception; Mrs. Jones, one thing I 

would like to point out to you is that every upholstery group you will look at today does qualify for 

our La-Z-Boy furniture protection program, I will share more in just a few minutes. Or you could say; 

Mrs. Jones, the good news is that every single leather upholstery group in our store qualifies for our 

incredible La-Z-Boy furniture protection program; I’ll share more with you shortly.  

6. 5-Year Written Service Guarantee:  One of the words that customers do not like to hear especially to 

soon in the presentation is Warranty.  While you may have to use it toward the end of the sale as a 

way to clarify, using it too early in the sale could jeopardize your chances to close the sale.   My 

suggestion is to use the phrase, 5-year written service guarantee.   

It sounds like this; Mrs. Jones, included in this program is a 5 year written service guarantee that 

outlines all of the coverage’s and services that will be provided if a covered accidental stain or 

damage occurs to your furniture.    


