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          Unit 210 Promote Additional Products and/or Services to 
       Customers 
 
 
Promoting Additional Products and Services 
Anyone involved in customer service will need to promote their products and services, 
whether it is providing information to the public or selling goods for profit. However, the 
practice of promoting additional products and services is somewhat different and can 
require special techniques and skills. 
 
By getting customers to buy more and spend more, if used effectively, it can make a big 
difference to your bottom line (profit). It allows you to generate extra sales revenue by 
encouraging your existing customer base to purchase more or to make more frequent 
purchases. 
 
Up-selling 
Up-selling occurs where a customer is ready to order a product, or has already made a 
purchase from you, and you immediately offer an upgrade or addition to the deal. The most 

common example of up-selling occurs in fast food restaurants, where the 
customer makes an order and the cashier asks "Would you like to upsize 
your meal for just 50p extra?" In many cases, the customer says yes 
because they feel that they are getting a better deal, even though they are 
paying more. 
The crucial feature of an effective up-sell is being able to offer the customer 

some incentive to buy the upgrade now as opposed to later or not at all. There should be 
either a discount for purchasing the upgrade or a significant benefit to be gained by 
purchasing the upgraded product or service. However, it is important to avoid pressure 
selling an upgrade, since you risk losing the sale altogether. 

1.  
 
Cross-selling 
Cross-selling is a strategy that businesses can use to encourage existing customers to 
purchase additional or complimentary products from your range. For example, a customer 

is buying toothbrush and you recommend toothpaste and a mouthwash to 
go with the purchase. The cross-sale increases the return that you generate 
from the customer. When used effectively, up-selling and cross-selling 
provide benefits to both the seller and the customer. The key is to ensure 
that your upgrades or complimentary sales deliver on what they promise 

and add value to the initial purchase. 
 
Policies and Procedures 
Techniques such as these require personal skills and qualities but must also adhere to 
organisational policies and procedures. Without these guidelines, staff may: 

• be tempted to use excessive pressure selling, which can annoy the customer and 
even prevent a sale altogether.  

• Risk breaking the law, for example exaggerating product features or not being totally 
truthful. 
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Many organisations provide sales and marketing policies and procedures, often 
in the form of a manual. The manual will assist in delivering the expected level of 
service and serve as a reference tool for everyday use.  It describes all expected 
practices staff should follow when dealing with customers, including guidelines 
for up-selling and cross-selling. It helps to ensure standardisation of best 
practice across the workforce. 
 

Example Policies and Procedures Manual 
Our success as a company is directly related to the effectiveness of the sales team.  As a 
member of that sales team you have a crucial role, which influences both the security of the 
company and its employees. 
 
Objectives 
• Provide sales staff with a guideline to the company’s sales procedures. 
• Assist all sales staff to achieve their respective sales objectives  
 
Responsibilities 
Ø Sales Performance 

o Achievement of agreed sales target/objectives for the defined period which are 
set by your manager 

o Sell promotions/sampling/tasting/displays to appropriate customers 
o Up-sell and cross-sell products where possible, without pressure selling 
o Maintain good relationship with customers  

Ø Product Range Performance 
o Ensure availability of products and information according to listed items agreed 

for sale. 
o Check that all products are priced correctly. 
o Check that the stock is rotated by date and promotion to ensure that FIFO (First 

in First Out rule) is respected. 
o Ensure that displays are fully maintained and items visible to customers if 

appropriate 
o Ensure any promotion items, gifts etc. are available 

Ø Competitor/Market Information 
        Provide appropriate information on potential new customers, feedback from 
customers and competitors’ activities (e.g. promotions, price changes) 
Ø Complaints and poor quality products or services 

Identify problems and resolve them promptly in liaison with line manager 
 Administrative 
o Complete duties on your rota in good time and to expected standards 
o Manage the stock of products and ordering within your area of responsibility. 
o Complete sales reports in line within agreed timescales 
o Attend sales meetings 
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Matching Products and Services to Customers’ Needs 
To succeed at up-selling and cross selling, it is important to know your 
products and how they fit together. If you try to combine the wrong products, 
you risk turning customers off rather than convincing them to buy more. The 
specific needs of your clients may dictate exactly what products and services 
you try to add to the sale. 
 

 
When seeking to match products and services to need you should: 

• Make sure you have accurate and up-to-date knowledge of all your products and 
services. 

• Know your customers and anticipate what they might want. 
• Pay attention when speaking to clients, listening to what they are saying. 
• Offer the right combination of products and services to fill a genuine need, not just 

pressurise them into buying any additional items to increase sales.  
• Know when to stop – don’t try to sell them too much. 

 
Keeping Up to Date 

Product knowledge is an essential sales skill. Understanding your products' 
features allows you to present their benefits accurately and persuasively. 
Products and services will change within your organisation, providing new 
items to tempt the customer or changing the features of a product to improve 
quality or to comply with new legislation. It is therefore vital that you keep 
your knowledge up to date. 

 
Keeping up to date has many benefits: 

• You will be able to talk enthusiastically and passionately about products and 
services, sharing the benefits with customers. 

• You are more likely to gain trust from customers if you show confidence in 
yourself and what you are selling.  

• Knowing the full range available will help you to up-sell and cross-sell more 
effectively. 

• You will comply with any legislation relating to a product or service. 
• You will be in a better position to explain any problems, such as unavailability, so 

that you can offer suitable alternatives. 
• You can meet the special requirements of some customers, such as those with 

allergies when selling food or drink. 
• You can adapt your communication to explain products and services clearly, for 

example simplifying language for those who do not understand English very well. 
 

How to keep up to date 
You can use both conventional and creative sources of information to learn about your 
products or services, including: 

• your own experiences using the products 
• product literature such as brochures and catalogues 
• online forums 
• feedback from customers 
• trade and industry publications 
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• internal sales records 
• your team members 
• visits to suppliers 
• sales training  
• competitor information. 

 
 
 
Legal Requirements 
When up-selling or cross-selling, it is important that you comply with current legislation. 
Trying to make more profit for the business should not encroach on customers’ legal rights. 
 
Examples of legislation related to selling of additional products and services include: 
 

Legislation What you must do / must not do 
 
Sale of Goods Act 
 

 
Make sure any additional products 
suggested are of good quality and fit for 
purpose 
e.g. you don’t try to get rid of out of date 
stock. 
 

 
Trade Descriptions Act 

 
You don’t make false statements (lie) about 
the products or services you are suggesting 
e.g. you don’t tell customers that the item is 
a well-known brand when it is a cheaper 
substitute. 
 

 
Data Protection 

 
You must ensure that any personal 
information about the customer is protected 
when selling them additional products or 
services 
e.g. any information stored about sales 
made must be kept secure and not used 
unlawfully. 
 

 
Equality Act 
 

 
You must ensure that you do not 
discriminate when seeking to up-sell or 
cross- sell 
e.g. use their race, age, gender etc. to 
pressurise them into buying a product or 
service. 
 

 
 
Ethical Requirements 
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These are the moral principles that govern a business or individual’s behaviour or the 
conducting of an activity. In delivering customer service, it is important that you are 
respectful, honest and fair, and that you behave in a professional manner at all times when 
trying to sell additional products or services. 
For example: 

• Being honest about products or services you are attempting to 
add-on 

• Respecting diversity and promoting equality, not seeking to 
use  characteristics such as race, age, gender etc. to ‘push’ a sale. 

• Not allowing personal feelings and prejudices to affect your 
delivery of  service 

• Providing additional products and services at a fair price. 
• Ensuring the confidentiality of personal or sensitive 

information given. 
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