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.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

UP-SELLING & CROSS-SELLING

Comic Strip
150 Points
DIRECTIONS:
1.Working individually, create a 16-frame (4-row) comic strip poster using your knowledge of up-selling and cross-selling along with the communication process.

2. Row #1 of the comic must depict up-selling, Row #2 must depict cross-selling, Row #3 must depict up-selling & cross-selling, and Row #4 may depict any of the combinations. 
3. You may select a restaurant, department store, hair salon, skate shop, cell phone store, or some other appropriate establishment.

4. Since it is not always simple to up-sell and cross-sell make sure that your comic strip includes customers who may be resistant.
5. Be creative and have fun! (Take a look at the comic strips from past classes displayed around the room).

Posters Due: Monday, 5-13-13

Work-Style Behavior Traits

Read these work-style traits and write down 5 traits that match your personality! (HINT: If you are unsure about word meanings, go to www.dictionary.com )





Work-Style Behavior Traits Quiz

Instructions: Consider each of the following questions separately. Write number a, b, c, or d to correspond to the description that best fits you. If you have trouble selecting only one answer, ask yourself which response, at work (or school), would be the most natural or likely for you to make. There are no right answers to these questions, so base your responses on how you are today, not how you think you should be or would like to be in the future. 

1. When talking to a customer or co-worker… 
a. I maintain eye contact the whole time. 

b. I alternate between looking at the person and looking down. 

c. I look around the room a good deal of the time.

d. I try to maintain eye contact, but look away from time to time. 

2. If I have an important decision to make… 
a. I think it through completely before deciding. 

b. I go with my gut instincts. 

c. I consider the impact it will have on other people before deciding. 

d. I run it by someone whose opinion I respect before deciding. 

3. My office or work area mostly has… 
a. family photos and sentimental items displayed. 

b. inspirational posters, awards, and art displayed. 

c. graphs and charts displayed. 

d. calendars and project outlines displayed. 

4. If I am having a conflict with a co-worker or customer… 
a. I try to help the situation along by focusing on the positive. 

b. I stay calm and try to understand the cause of the conflict. 

c. I try to avoid discussing the issue causing the conflict. 

d. I confront it right away so that it can get resolved as soon as possible.

5. When I talk on the phone at work… 
a. I keep the conversation focused on the purpose of the call. 

b. I spend a few minutes chatting before getting down to business. 

c. I am in no hurry to get off the phone and do not mind chatting about personal things, the weather, and so on. 

d. I try to keep the conversation as brief as possible. 

6. If a co-worker is upset… 
a. I ask if I can do anything to help. 

b. I leave him alone because I do not want to intrude on his privacy. 

c. I try to cheer him up and help him to see the bright side. 

d. I feel uncomfortable and hope he gets over it soon. 

7. When I attend meetings at work… 
a. I sit back and think about what is being said before offering my opinion. 

b. I put all my cards on the table so my opinion is well known. 

c. I express my opinion enthusiastically, but listen to others’ ideas as well. 

d. I try to support the ideas of the other people in the meeting. 

8. When I make a presentation in front of a group… 
a. I am entertaining and often humorous. 

b. I am clear and concise. 

c. I speak relatively quietly. 

d. I am direct, specific, and sometimes loud. 

9. When a customer is explaining a problem to me… 
a. I try to understand and empathize with how she is feeling. 

b. I look for the specific facts pertaining to the situation. 

c. I listen carefully for the main issue so that I can find a solution. 

d. I use body language and tone of voice to show him/her that I understand. 

10. When I attend training programs or presentations… 
a. I get bored if the person moves too slowly. 

b. I try to be supportive of the speaker, knowing how hard the job is. 

c. I want it to be entertaining as well as informative. 

d. I look for the logic behind what the speaker is saying. 

11. When I want to get my point across to customers or co-workers… 
a. I listen to their point of view first and then express my ideas gently. 

b. I strongly state my opinion so that they know where I stand. 

c. I try to persuade them without being too forceful. 

d. I explain the thinking and logic behind what I am saying. 

12. When I am late for a meeting or appointment… 
a. I do not panic but call ahead to say that I will be a few minutes late. 

b. I feel bad about keeping the other person waiting. 

c. I get very upset and rush to get there as soon as possible. 

d. I apologize profusely once I arrive. 

13. I set goals and objectives at work that… 
a. I think I can realistically attain. 

b. I feel are challenging and would be exciting to achieve. 

c. I need to achieve as part of a bigger objective. 

d. Will make me feel good when I achieve them. 

14. When explaining a problem to a co-worker whom I need help from… 
a. I explain the problem in as much detail as possible. 

b. I sometimes exaggerate to make my point. 

c. I try to explain how the problem makes me feel. 

d. I explain how I would like the problem to be solved. 

15. If customers or co-workers are late for a meeting with me in my office… 
a. I keep myself busy by making phone calls or working until they arrive. 

b. I assume they were delayed a bit and do not get upset. 

c. I call to make sure that I have the correct information (date, time, etc.). 

d. I get upset that the person is wasting my time. 

16. When I am behind on a project and feel pressure to get it done… 
a. I make a list of everything I need to do, in what order, by when. 

b. I block out everything else and focus 100 percent on the work I need to do. 

c. I become anxious and have a hard time focusing on my work. 

d. I set a date to get the project done by and go for it. 

17. When I feel verbally attacked by a customer or a co-worker… 
a. I tell her to stop it. 

b. I feel hurt but usually do not say anything about it to her. 

c. I ignore her anger and try to focus on the facts of the situation. 

d. I let her know in strong terms that I do not like her behavior. 

18. When I see a co-worker or customer whom I like and haven’t seen recently… 
a. I give him/her a friendly hug. 

b. I greet him/her but don’t shake his/her hand. 

c. I give him/her a firm but quick handshake. 

d. I give him/her an enthusiastic handshake that lasts a few moments. 

What’s Your Work-Style? 
Once you have finished the quiz, review the following scoring sheet. Write the work-style that corresponds to each question from your quiz. Count up the responses to the four specific work-styles: driver, expressive, amiable, and analytical.  Record your answers at the bottom of your sheet.

	1. 

a driver

b amiable 

c analytical 

d expressive 
	7. 

a analytical

b driver 

c expressive 

d amiable 
	13. 

a analytical 

b expressive

c driver 

d amiable 

	2. 

a analytical 

b driver 

c amiable 

d expressive 
	8. 

a expressive 

b analytical 

c amiable 

d driver 
	14. 

a analytical 

b expressive 

c amiable 

d driver 

	3. 

a amiable 

b expressive 

c analytical 

d driver 
	9. 

a amiable 

b analytical 

c driver 

d expressive 
	15. 

a expressive 

b amiable 

c analytical 

d driver 

	4.

 a expressive 

b amiable 

c analytical 

d driver 
	10. 

a driver 

b amiable 

c expressive 

d analytical 
	16. 

a analytical 

b driver 

c amiable 

d expressive 

	5. 

a analytical 

b expressive 

c amiable 

d driver 
	11. 

a amiable 

b driver 

c expressive 

d analytical 
	17. 

a driver 

b amiable 

c analytical 

d expressive 

	6. 

a amiable 

b driver 

c expressive 

d analytical 
	12. 

a analytical 

b amiable 

c expressive 

d driver 
	18. 

a amiable 

b analytical 

c driver 

d expressive 


TOTALS: Driver __________ Amiable__________ Analytical__________ Expressive__________ 

The highest score is your most dominant style. The wider the range of scores the more dominant the style. If you have two scores that are the same for your highest score, then you have two dominant styles.

Work-Style Traits

Amiable


Analytical


Driver


Expressive 


How to work better with supervisors, co-workers, and customers with other styles:





SOME IMPORTANT FACTS about Work-Style Traits:

· Failure to understand personality traits and work-style behavior can cause lost sales and frustration as a customer service representative. 

· Understanding personality traits and work-style behavior leads to better communication.

· The key is having the willingness to control your personal traits and adapt to a specific work-style behavior.
· The Law of Psychological Reciprocity states that human beings are instinctively driven to return to others the feelings and emotions they give to us. 

· When we move toward another person’s work-style then they are compelled to move toward our work-style.

· You can impact the thoughts, actions and feelings of others by modeling what you want to have happen.

Which Work-Styles Have Difficulties?
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How should you deal with your supervisor, co-worker, and/or customer?






Work-Style Behavior

Summary Chart

	Art of Relating
	Amiable
	Analytical
	Driver
	Expressive

	Appearance
	casual/
conforming
	formal/
conservative
	business-like
	fashionable/
stylish

	Work space
	personal/
friendly
	structured/
organized
	busy/
structured
	stimulating/
cluttered

	Pace
	slow/
easy
	slow/
systematic
	fast/
decisive
	fast/
spontaneous

	Priority
	maintain relationship
	task/
process
	task/
results
	relationship/
interacting

	Fears
	confrontation
	embarrassment
	loss of control
	loss of prestige

	Under tension will
	submit
	withdraw/
avoid
	dictate/
assert
	attack/
be sarcastic

	Seeks
	attention
	accuracy
	productivity
	recognition

	Gains security by
	close relationships
	preparation
	control
	flexibility

	Wants to maintain
	relationships
	credibility
	success
	status

	Supports his/her
	feelings
	thoughts
	goals
	ideas

	Likes you to be
	pleasant
	precise
	to the point
	stimulating

	Wants to be
	liked
	correct
	in charge
	admired

	Irritated by
	insensitivity/
impatience
	surprises
	inefficiency/
indecision
	inflexibility/
routine

	Measures person's worth by
	compatibility with others
	precision/
accuracy
	results/
track record
	recognition/
compliments

	Decisions are
	considered
	deliberate
	definite
	spontaneous


“Devil Wear Prada” Discussion Questions:

1. What work-style(s) behavior was Andy (Andrea)? Explain.

2. What work-style(s) was Nigel?  Explain.

3. What work-style(s) was Emily? Explain.

4. What work-style(s) was Miranda? Explain.



Decisive


Independent


Practical


Determined


Efficient


Assertive


Risk taker


Problem solver


Direct








Industrious


Persistent


Serious


Orderly


Organized


Cautious








Patient


Respectful


Willing


Agreeable


Dependable


Concerned


Relaxed


Organized


Empathetic





Verbal


Inspiring


Ambitious


Enthusiastic


Energetic


Confident


Friendly


Influential





Verbal


Inspiring


Ambitious


Enthusiastic


Energetic


Confident


Friendly


Influential





Perceived negatively as:


Hesitant


Wishy Washy


Pliant


Conforming


Dependent


Unsure


Laid back





Perceived positively as:


Patient


Respectful


Willing


Agreeable


Dependable


Concerned


Relaxed


Organized


Empathetic





Perceived positively as:


Industrious


Persistent


Serious


Orderly


Organized


Cautious





Perceived negatively as:


Critical


Picky


Moralistic


Stuffy


Stubborn


Indecisive





Perceived positively as:


Decisive


Independent


Practical


Determined


Efficient


Assertive


Risk taker


Problem solver


Direct





Perceived negatively as:


Pushy


One man/woman show


Tough


Demanding


An agitator


Cuts corners


Insensitive





Perceived negatively as:


A talker


Overly dramatic


Impulsive


Undisciplined


Excitable


Egotistical


Flaky


Manipulating





Perceived positively as:


Verbal


Inspiring


Ambitious


Enthusiastic


Energetic


Confident


Friendly


Influential





When working with Driver:


Tell WHAT first


Keep faced paced


Don’t waste time


Be businesslike


Give some freedom


Talk results


Find shortcuts





When working with Analytical:


Tell HOW first


List pros and cons


Be accurate, logical


Provide evidence


Give them time


Provide deadlines


Don’t rush or surprise





When working with Amiable:


Tell WHY first


Ask vs. tell them


Draw out their opinions


Explore personal life


Define expectations


Strive for harmony


Avoid deciding everything for them





When working with Expressive:


Tell Who first


Keep it fast paced


Be enthusiastic, allow for fun


Support creativity, intuition


Talk about people, goals


Handle the details for them


Value feelings and opinions


Be flexible





If you are an Analytical:


Declare, take a stand, make a decision


Show emotional support for the feelings of others


Show some excitement and involvement in a relationship


Talk personally with people about their ideas, not dwell strictly on technical and abstract subjects





If you are a Driver:


LISTEN


Build cooperation into work relationships, talk about other people’s ideas


Avoid the temptation to answer every question immediately 


Learn to make social small-talk





If you are an Amiable:


Initiate action, provide some direction and stick to goals and objectives


Limit the extent to which you pull others into your personal matters


Keep communication more in line with business manners





If you are an Expressive:


Check, slow down enough to consider the facts and feelings of others


Center conversation less on self


Tone down emotional reactions by presenting factual information and assist in defining goals


Talk more slowly and less during stressful situations








