SOP Template: Upselling Menu ltems and Providing
Product Recommendations

This SOP details effective strategies for upselling menu items and providing product recommendations, focusing
on enhancing customer experience, increasing sales revenue, and promoting menu variety. It includes techniques for
identifying customer preferences, suggesting complementary or higher-value items, delivering personalized
recommendations, and ensuring staff are trained to communicate benefits without being intrusive. The goal is to improve
customer satisfaction while maximizing the potential of each transaction through thoughtful and strategic upselling
practices.

1. Purpose

To establish standardized procedures for upselling and making appropriate menu recommendations to enhance
customer satisfaction and increase average transaction value.

2. Scope

This procedure applies to all front-of-house staff responsible for customer interaction, order taking, and sales at
[Restaurant/Location].

3. Responsibilities

¢ Front-of-House Staff: Proactively identify upselling opportunities and provide recommendations.
¢ Supervisors/Managers: Ensure all staff are trained and adhere to this SOP.

4. Procedures

4.1 Identifying Customer Preferences
¢ Greet customers warmly and attentively listen to their needs.
e Ask open-ended questions (e.g., "Are you in the mood for something light or hearty today?").
¢ Observe customer reactions and body language for further cues.
4.2 Suggesting Complementary or Higher-Value Items
¢ Recommend pairings (e.g., "Would you like to add our chef's special soup to start?").
¢ Offer premium options or add-ons (e.g., "Would you like to upgrade your drink to a large for only $1 more?").
e Suggest signature or high-margin menu items.
4.3 Delivering Personalized Recommendations
¢ Tailor suggestions based on known preferences, dietary needs, or special occasions.
e Share brief descriptions and benefits (e.g., "Our homemade dessert is very popular for its rich flavor.").
¢ Avoid being pushy; allow customers to accept or decline comfortably.

4.4 Communicating Benefits Effectively

¢ Highlight unique selling points (e.g., local ingredients, chef's specials).
e Describe taste, preparation, or portion size to entice interest.

5. Staff Training & Reinforcement

¢ Provide regular training sessions on upselling techniques, menu knowledge, and customer service skills.
e Conduct role-plays and feedback sessions to improve confidence and effectiveness.
¢ Recognize and reward staff demonstrating excellent upselling and recommendation practices.

6. Monitoring & Continuous Improvement

e Track upselling performance and gather customer feedback.
¢ Review and update upselling strategies based on data and new menu launches.



7. Documentation

e Keep records of training attendance and performance metrics.
e Document feedback, suggestions, and improvement actions.

8. Review

This SOP should be reviewed and updated annually, or as needed, to ensure continued relevance and effectiveness.

9. Approval

Approved by:
Date:
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