Standard Operating Procedure (SOP): Upselling and
Promotional Item Suggestion Technique

This SOP details the upselling and promotional item suggestion technique, focusing on effective strategies to
increase sales by recommending complementary products and promotions to customers. It covers customer engagement
methods, identifying opportunities for upselling based on customer needs, timing and tact in suggesting additional items,
and leveraging product knowledge and promotional offers. The goal is to enhance customer satisfaction while maximizing
revenue through personalized and value-driven product recommendations.

1. Purpose

To provide standardized guidelines for effectively recommending complementary products and promotional items to
customers in order to enhance their experience and increase average transaction values.

2. Scope

This SOP applies to all customer-facing staff responsible for sales, including retail associates, call center agents, and
online chat support representatives.

3. Responsibilities

¢ All sales staff: Implement upselling and promotional suggestion techniques with professionalism and customer
focus.
e Supervisors/Managers: Monitor, coach, and provide feedback on upselling practices.

4. Procedure

4.1 Customer Engagement

1. Greet each customer warmly and assess their needs through active listening and open-ended questions.
2. Establish rapport and build trust to create a suitable atmosphere for recommendations.

4.2 Identifying Upselling and Promotional Opportunities

3. Ildentify complementary or upgraded products/services based on the customer's expressed interests or intended
purchase.
4. Stay informed about current promotions, bundles, and special offers relevant to the customer's needs.

4.3 Recommendation Techniques

5. Suggest additional or higher-value items only if they offer genuine value to the customer.

6. Use personalized language, e.g., &€ceCustomers who bought this item also enjoyed...4€ or &€ceBased on what
you're looking for, you might appreciate...a€

7. Clearly communicate the benefits of the suggested items or promotions (savings, enhanced function, added
convenience, etc.).

8. Avoid being pushy; respect the customer's decisions and boundaries.

4.4 Timing and Tact

9. Introduce upselling suggestions at logical points in the conversation (e.g., after a customer has expressed intent
to purchase).
10. Ifdeclined, thank the customer and proceed with the original transaction smoothly.

5. Leveraging Product Knowledge

e Stay updated on product features, benefits, and compatibility with other products.
e Familiarize yourself with all active promotions, terms, and conditions.
e Attend regular training sessions to enhance upselling skills.



6. Documentation

¢ Record details of upselling activities and customer feedback where applicable.
¢ Report successful upselling techniques and customer objections to supervisors for ongoing improvement.

7. Quality Assurance

e Supervisors should review transactions periodically to ensure compliance with the SOP.
¢ Provide feedback and additional training as required.

8. Review and Update

This SOP must be reviewed semi-annually or when major promotions or product changes occur.

9. References

e Company Sales Training Manual
e Current Promotional Offers List
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