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Getting Started with AppleCare  
Addressing Concerns 
Quick Training Series

Address customer concerns with the RCER method 
Customer concerns arise for a variety of reasons. When you truly understand your customers’ concerns, you can better respond to 
them. Use this simple model to help you.

The most common customer concerns are about whether AppleCare products add value to a purchase. Handling AppleCare 
concerns successfully helps your customers feel confident about their purchase. 
In this fourth part of the Getting Started with AppleCare series, you’ll learn about a way to address customer concerns as well 
as some example responses to specific AppleCare objections.

Sales Training

Restate 
Restate what the customer 
said to show that you 
understand

Clarify 
Ask the customer to clarify 
any objection, especially if 
more than one objection 
was mentioned

Explore 
Explore the concern by 
asking open-ended 
questions

Respond 
Respond to your customer’s 
concern by providing the 
features and benefits that 
address the concern or 
misunderstanding

Example of an AppleCare objection

R “So it sounds like you might have questions about the value of AppleCare+. Is that right?”

C “Tell me more about your main concern about finding a use for the added benefits of AppleCare+.”  
Clarify only if you were unable to correctly restate the concern. 

E “Can you tell me about your experience with iOS?”

R
“In addition to repair or replacement coverage, AppleCare offers the added value of experts who can answer questions 
about iOS, like how to set up iCloud and use Apple-branded apps like Find My iPhone. You can call at a time that’s 
convenient for you, from the comfort of your home, without needing to contact your friend. Would that help you?”

C E R

“I don’t really think I need AppleCare+. My best friend said she would help me if I needed it.”
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“I don’t think I want to purchase AppleCare+ today. I’ll just get it later if I need it.”

Help your customers understand that they get the greatest value from AppleCare 
Protection Plan and AppleCare+ by purchasing today. Point out that they can buy 
AppleCare products later but that the coverage begins the day they purchase the device.

Say this: “If you purchase AppleCare+ today, you can immediately take advantage of all 
the added benefits—like accidental damage coverage, which includes two incidents of 
accidental damage from handling.“ 

Customers can purchase AppleCare Protection Plan only within one year of purchasing a 
Mac and within 60 days* of purchasing an iPhone, iPad, or iPod touch. 

*30 days from device purchase in Japan.

Tips for overcoming common customer objections 
Here are some other examples of AppleCare customer objections. You can use the tips and responses in the RCER method to help 
customers feel confident with their purchase.

“I don’t think I can justify the extra cost.”

Make AppleCare Protection Plan and AppleCare+ part of the complete Apple solution by 
showing—at the start of the conversation—how easy and convenient it is to get service 
and support.

Say this: “In most cases, the plan pays for itself after just a couple of calls beyond the 
complimentary 90 days of technical support. And the cost of a single out-of-warranty 
repair exceeds the one-time cost of AppleCare Protection Plan.” 

Point out that if your customers decide to sell their device or give it to someone else, they 
can transfer their remaining AppleCare+ and AppleCare Protection Plan coverage to the 
device’s new owner.

“I thought Apple products never had any problems.”

Talk to your customers about the value of having peace of mind by knowing that if 
something unexpected were to happen, they would get the fastest and most convenient 
service and support available.

Say this: “Apple makes some of the most reliable products in the industry. Occasionally, 
though, a product may not work the way you think it should. That’s why with AppleCare+ 
and AppleCare Protection Plan, you can get answers to questions in ways that make sense 
to you.” 

Guide customers through getsupport.apple.com so they know where to go when they 
have questions about their device. 

http://getsupport.apple.com

