UP-SELLING & CROSS-SELLING REVIEW

Using the example below, trace the up-selling & cross-selling transactions by the “Computers ‘R Us” employee.
1. How many times did the employee up-sell?

2. How many times did the employee cross-sell?

3. Assuming none of the up-selling & cross-selling transactions were successful, how much money did the customer spend?

4. Assuming that all of the up-selling & cross-selling transactions were successful, how much money did the customer spend?
5. What is the difference (in dollar amount) between none of the up-selling & cross-selling transactions being successful and all of the up-selling & cross-selling transactions being successful?
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UP-SELLING & CROSS-SELLING
Classwork Activity
Directions: Using your “Up-selling & Cross-selling” Cheat Sheet, write complete sentences to answer each of the following scenarios.  Identify in your answers whether you should be up-selling, cross-selling, or both and why.

Scenario 1
Josh Foster bought a ticket to the theater for Sunday night for $45.  See if Josh would be interested in purchasing two tickets and saving $10 off the ticket price of each ticket.
______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Scenario 2
You work in a clothing shop.  A customer is just about to purchase two pairs of socks for $4.99 a pair.  The store currently has a special of five pairs for $19.99.  See if the customer would be interested increasing the number of pairs in order to save money.
______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Scenario 3
You work in a computer store and you’ve been answering questions for Jim about your lowest priced computer.  It seems as if price is very important to Jim, but you know that computer that costs $150 more also includes three software packages that might be useful.  This upgrade would save Jim $650 over the price of the lower priced computer plus the software. See if Jim is interested in this upgrade.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Scenario 4
You sell tickets at a movie theater.  A customer that you see on a regular basis is in line.  You can offer this customer a “book” of 10 tickets that will save the customer 10% off the cost of individual admissions.  When the customer approaches the window, see if she would be interested in purchasing the ticket book.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Scenario 5
Jermaine Montez bought two tickets for a 15-day cruise to the Puerto Rico.  You know that he and his wife like to scuba dive.  See if they’d like to have a guided dive through an underwater park, some of the most beautiful scenery available in the Caribbean.  It’s four hours, includes a basket lunch, and costs $150 per person.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Scenario 6
Ms. Potts has just ordered a very expensive desk pad from your catalog of exclusive desk accessories.  See if she is interested in the matching pen set and letter tray.  The entire set just won the prestigious Milano award for office furnishings and there are only 250 pen sets available. The pen set and letter tray retail for $685.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Scenario 7
Jimmy Rae Jones Has just signed up for your week Mow-and-Trim lawn-care service.  You know that lawns look better and are less expensive to maintain over time if your patented Weed-and-Feed solution is applied quarterly.  This additional service adds $25 to the bill each month, but can save money and time in weeding and re-seeding.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Scenario 8
Mari Smart has been shopping in your store for drapery fabric.  It’s clear that she has is uncertain about how to make the drapes herself.  You also offer sewing services, and although it would cost Mari $400 to have the drapes made, the fabric is $700 and could easily be ruined by a cutting or sewing error.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

The Basics of Up-Selling & Cross-Selling Menu Items

“Servers are Salespeople Too”

By Lorri Mealey
Servers (also known as waiters and waitresses) are a key part of your restaurant staff. Without good service, few customers would return to any restaurant. A good server does more than just wait on customers. He or she is a salesperson. (Perhaps they should be called sellers, instead.) They should not just be taking orders and delivering food. They should be selling a product- your restaurant menu. 

Up-Selling & Cross-selling
A good server knows how to up-sell & cross-sell. Up-selling & cross-selling is simply getting a customer to spend more than he was originally intending.

Chain restaurants, such as McDonalds, employ up-selling all the time. Whenever the person working the drive-through asks if you want to super-size your number seven, or if you want the extra hash brown for thirty cents, that is up-selling in its most basic and unrefined form.

In a restaurant, up-selling & cross-selling should be done with a little more finesse. The key to up-selling and cross-selling is to do it in a way that the customer doesn’t realize what is happening.

REMEMBER: Think about the 6 basic customer needs, responding assertively, effective listening, the communication process, one & two way communication, non-verbal communication,ethics, and work-style behaviors as we go through each of these examples.
#1

Server: “Would you care to start with an appetizer tonight? Our chef is running our house favorite, a baked lobster dip with crostini.”
Customer: “That sounds good. What else is in it?”
Server: “It has a creamy alfredo sauce with roasted red peppers, artichoke hearts and fresh lobster. I have one whenever I come in for dinner.”
Customer: “That sounds great! We’ll have one!”
The server didn’t wait to hear if the customer wanted an appetizer. Instead she just went right ahead and told them about a popular special the kitchen was running. 

Lets say the customer doesn’t like lobster. The server already has his attention and can offer another appetizer instead. 

#2

Customer: “No thanks. I’m allergic to seafood.”
Server: “The kitchen is also running a delicious tomato-basil bruschetta served with seasoned olive oil and crusty French bread.”
Customer: “Hmmm, that sounds good. I’ll take one.”
Okay, so maybe not every restaurant conversation goes this smoothly or politely, but you get the idea? The server is trained to automatically offer an appetizer to start the meal. However, she knows better than to badger the customer. If the customer says they don’t want an appetizer, she won’t stand there offering everything on menu, until they pick something. She will move on to the entrée. 

Up-selling the Entrée Let’s say the customer isn’t interested in an appetizer or a drink special. He knows exactly what he wants. That doesn’t mean our server can’t still employ a few more up-selling techniques. 

#3

Customer: “I’ll have the Chicken Marsala.”
Server: “Would you like to add a soup or a salad to your entrée? Today’s soup is cream of wild mushroom.”
Customer: “Hmmm, that sounds good. I‘ll take a cup.”
There is another couple of dollars added to the bill and the server’s tip. 

Up-Selling Dessert
Finally, the ultimate up-sell. Dessert. The best way to up-sell desserts is to give a mouthwatering description.

#4 

Good Example: “Would you care for a slice of our homemade chocolate layer cake. It is layered with a rich dark chocolate ganache and raspberry filling and served with our signature chocolate velvet sauce.” 

Bad Example: “Do you want some dessert.”
Offer dessert before the customer has a chance to think about it. Describe it, make the customer want it. Make it sexy and tempting. Suggest a table split one or two desserts, rather than trying to sell a separate dessert to each guest. And offer to follow up dessert with a hot cup of coffee, perhaps a specialty coffee such as cappuccino or espresso. Or maybe a nice after dinner drink.

A good server can tack on extra ten dollars or more per person, just by up-selling dessert and drinks, not only increasing the restaurant’s profits, but her tip as well. 

Final Word on Up-selling & Cross-selling
Up-selling & Crossing should be part of your employee training. All servers should know the basics of up-selling, from offering top shelf liquor to knowing how to give a mouthwatering description of menu items. Up-selling not only increases restaurant sales, it makes for bigger tips for servers and it shows customers that your staff is knowledgeable as well as friendly.
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