Hospitality Ulster

STEP 9: UP - SELLING

Instruction & Learning

MENTOR: You are responsible for ensuring that the employee becomes familiar with the products and services of your outlet; focus on the types of beverage; wine lists and what compliments certain food. You must ensure that the employee is able to explain the menu – what are the “Add on’s” they must be aware of all that they can offer the customer. Upselling is central to business success so you must demonstrate examples of how this can be done!
MENTOR: make sure that your staff are aware of what up-selling means; make sure they take the opportunity to sell the “extra” items, such as the side orders, the desserts, the wine, the tea and coffee, an extra drink etc. There is nothing wrong with showing a customer a slice of your best chocolate cake while asking them if they like to get a dessert – sometimes when the customer is presented with the product, it’s harder to resist!

STAFF MEMBER: 
Make sure that you are familiar with the products and services of your outlet, what specials are on for the day? Does your Chef have a special recipe? Are you confident in selling? If not make sure you ask your mentor for help / hints / ideas

Use descriptive words to entice the customer 

Be natural – customers thrive on being singled out 

What is up-selling?

Remember that you are a “Sales Person” - up-selling can be suggesting a starter, a side order to compliment a main course, a bottle of wine or a drink to go with a certain type of food or a dessert; if after a main course a customer requests tea or coffee, you may want to say that there is a selection of desserts including a nice chocolate cake, cheesecake etc which would round of your dinner for you!! It is all about suggesting something that the customer may not think to order.

When can you up-sell?

Sales don’t just happen. We need to look for opportunities, promote products and services, and persuade people to buy. There are always opportunities available to up-sell especially on:
· Beverages 

· Food

· Merchandise

· Rooms (hotels / Function)

MENTOR: Provide details to the new employee of the beverage that is available to the customer at your outlet; remember, the new employee will not always have experience of working in a bar / restaurant; if this is the case, start with the basics!
DRAUGHT BEER

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the DRAUGHT BEERS that you provide at your outlet

· 

	Method of assessment – Observation


ALE

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the ALES that you provide at your outlet

· 

	Method of assessment – Observation


LAGER

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the LAGER that you provide at your outlet

· 

	Method of assessment – Observation


WINE

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the WINES (RED & White) that you provide at your outlet - does your outlet have a preferred technique for serving / presenting wine? Do you let the customer try the wine?

· 

	Method of assessment – Observation


LIQUER

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the LIQUERS that you provide at your outlet

· 

	Method of assessment – Observation


SPIRITS
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the SPIRITS that you provide at your outlet

· 

	Method of assessment – Observation


BOTTLED BEER
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the BOTTLED BEER that you provide at your outlet

· 

	Method of assessment – Observation


WHISKEY / BRANDY
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the whiskey / Brandy that you provide at your outlet

· 

	Method of assessment – Observation

	


CHAMPAGNE

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the Champagne that you provide at your outlet

· 

	Method of assessment - Observation


SHOTS
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the Shots that you provide at your outlet

· 

	Method of assessment - Observation


MIXERS / SOFT DRINKS
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the Mixers / Soft drinks that you provide at your outlet

· 

	Method of assessment - Observation


COCKTAILS

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the Cocktails that you provide at your outlet



	Method of assessment - Observation


TEAS / COFFEES

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Please list the Teas / Coffees that you provide at your outlet

· 

	Method of assessment - Observation


Room Types: (only if applicable - hotels) 

	Room Type
	Description 

	
	

	Single Room
	Single occupancy only; single bed



	Twin Room


	For double occupancy; single beds

	Double Room


	for single or double occupancy, double bed



	Executive / Triple


	can be used as a king sized bed (upgrade from a standard double) or a triple room with 3 single beds - Executive also has fruit and bottled water on arrival, generally bigger than a double room



	Suite


	King size bed, bigger room and fruit and bottled water on arrival




	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Is familiar with room types 
	
	
	

	Can make recommendations and take customer bookings


	
	
	

	Method of assessment - Observation


Room Trolleys (only if applicable - hotels)
Trolleys are used to transfer products to the hotel rooms and will include the following items: 

	Room Trolleys


	Soap

	
	Shampoo

	
	Shower Gel

	
	Biscuits

	
	Tea /Coffee

	
	Sugar

	
	Milk

	
	Information for tourists / on hotel and NI attractions

	
	Cleaning Products

	
	Room sheets for the day


	Housekeeping Room


	Housekeeping trolley

	
	Towels

	
	Bed Linen

	
	Irons / Ironing Board

	
	Lost Property

	
	Cleaning Products

	
	

	
	

	
	

	
	


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Can the employee replenish a trolley  
	
	
	

	Is the employee aware of where to get extra provisions


	
	
	

	Method of assessment - Observation


STAND OUT FROM THE REST AND BE AN ORDER MAKER NOT JUST AN ORDER TAKER!!

An order maker is:

Someone who can make money

Someone who is in control

Someone who Knows that to suggest is to sell and to make sales is to be of service 

Someone who knows how to provide an alternative choice to the customer instead of saying we’ve run out!

Someone who never says sorry the restaurant closed 10 minutes ago but goes to find out what can be cooked at short notice and goes back to win over the customer

When can you up-sell?

Sales don’t just happen. We need to look for opportunities, promote products and services, and persuade people to buy. There are always opportunities available to up-sell especially on:

· Beverages 

· Food

· Merchandise

An order taker:

· Makes change not real money 

· Asks “are you ready to order?”

· Says “sorry we ran out” and does not offer an alternative 

· When asked questions, offers very little assistance

· Says sorry, we closed the restaurant 5 minutes ago 

As well as recognising up-selling opportunities, you must know to back off when: 

· The customer does not respond to your eye contact 

· When the customer tells you that they are not interested

· When the customer is involved in a discussion and ordering is a 
burden

Read the signs – put yourself in the position of when you encountered a pushy sales person and that really puts you off!

THIS IS IMPORTANT TO REMEMBER:

A happy guest will tell three or four people

BUT!!  An unhappy guest will tell ten to twelve people

Be able to go the extra mile

While it is obviously important to have an excellent knowledge of facilities and services where you work, it is also important to acquire knowledge of the local area and the company as a whole. Be ready to use this knowledge to assist customers. 

(e.g) maybe agree with the Chef to prepare something that is not on the menu or to change something that is on the menu; hanging up a customer’s coat; helping customer’s who may have a disability or who may not be physically able; 

Don’t wait for customers to ask – be pro-active in starting a conversation and in making suggestions to assist customers. Aim to inspire rather than to inform. 

MENTOR: You must ensure that the employee is confident in product knowledge, that they are able to up-sell; observe their progress and develop any area where there may be a problem
MENTOR: to sign of this section, you must have observed the employee liaising with customers, taking orders etc; you must ensure that the employee is competent in dealing with customers in an effective manner.

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Demonstrates up-selling 


	
	
	

	Assists customer with additional needs


	
	
	

	Method of assessment - Observation
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