
Upselling 
 

Tudog is fond of pointing out to clients that increased revenues can be derived only from 
(a) selling more of the same product to existing customers, (b) selling product to new 
customers, and/or (c) selling additional products to existing customers. This article 
discusses options “A” and “C”, which are often referred to as “upselling”. The central 
idea behind upselling is that a company successfully gets a customer to increase its 
purchasing.  
 
We have all experienced upselling. Most charities practice it when they inform us of our 
contribution level last year and ask us to increase it to a suggested, higher amount. So 
to does McDonald’s practice upselling, albeit on a less sophisticated level when it 
engages in suggestive selling, such as asking customers who order a burger if they 
would also like French Fries (“Would you like fries with that”).  
 
There are many other ways companies try to upsell, from providing customer loyalty 
incentives to embedding critical components in devices that require replacement from 
exclusive distributors. The idea of upselling, however, is not to impose additional 
purchases on your customers, but rather to create the relationships and the mix of 
products/services that drive your existing customers to want to do more business with 
you. This article presents 9 things you can do to make this happen. They are: 
 
1. Be Exciting 
 
People buy from people who are exciting and the only way to be exciting is to get excited 
about what you are doing and why you are doing it. When you convey your excitement, 
the people you are selling to will get excited too.  
 
2. Listen Up 
 
A somewhat recurring point in Tudog literature because it is such a crucial element to 
business success, listening can be the key to an upsell. If you are not listening to what 
your customer is saying you may be trying to sell them something they do not need or 
want, thereby lessening your credibility. Worse, if you are not listening you may not hear 
a clue or hint about something else you can and should be selling to this customer. If 
you listen you will learn what they need, and then sell it to them.  
 
3. Take it Easy 
 
Too many things are far more complicated than they need to be. True we are all more 
sophisticated than we once were, especially with gadgets, but we still want things to be 
simple. We want usage to be simple, we want the ordering and re-ordering processes 
simple, and we want the offer to be simple. When you complicate things with fancy 
marketing programs and conditional offers, or processes that take away from our time 
and focus, we tend to seek fulfillment of our needs elsewhere. Upselling is simple when 
things are kept simple.  
 
4. Go In Clean 
 
Sometimes a company will try to upsell by coming to its own conclusions with regard to 
what the market needs and how the market is interested in receiving it. These 



conclusions are okay only as long as they are correct. Insofar as they are as often wrong 
as they are right, the better option is to go into the market clean, without preconceptions 
and preconditions. Insofar as you are engaged in an effort to sell more product to 
existing customers, you have the luxury of asking what they need prior to making an 
offer. As long as you make you extended offering consistent with what you are know to 
do well, you will most likely find many of your customers eager to do more business with 
you.  
 
5. Neutralize Objections 
 
In most selling classes the salespeople are taught to neutralize objections by finding a 
way to accommodate the customer. When it comes to an upsell, the challenge is to 
anticipate the objections and neutralize them before they can even be raised. This is 
achieved by thinking one step ahead of the customer, which, again because they are 
your existing customers, does not need to be a particularly intimidating task. 
 
6. Balance Yourself 
 
Sure you need to be excited and show your zeal, however you also need to balance it 
with the same pragmatism you demonstrate to your customers at the point of every sale. 
It is the zeal that gets them excited, and it is your pragmatism that earns you their trust.  
 
7. Be Real 
 
Once again, upselling is in many ways dependent on your credibility. If you over value 
what you are selling (not by over pricing it but by exaggerating what it does or the benefit 
it delivers), you will harm your reputation beyond repair and find it more or less 
impossible to sell more of anything to the customer. You need to keep it real, explain the 
benefits as they truly are, and explain why they need more of it. 
 
8. Stay in Control 
 
When meeting with a customer with the objective to upsell make sure you stay in control 
of the meeting. It is natural that the customer will see you as associated with the product 
they are already buying from you. Make sure you give them a chance to discuss it with 
you. Then, when you move on to the upsell topic (more of the existing product or 
purchase of additional products), make sure you keep the conversation focused. If you 
lose control of the conversation, you will most likely fail to have the points you raise 
converted into memorable information that the customer will draw upon to make the buy 
decision.  
 
9. Think Big 
 
One way to upsell is to always be thinking big. Even when you are making an initial sale, 
if you are thinking big your thoughts are already on the next sale and what else you 
should be selling to the customer.  
 
The art of upselling is based on the ability to think long term. The idea of a one time 
customer does not allow for follow up sales or growing the customer spending with your 
company. The dedication you need to show includes honesty in your product, in your 
offering, and in your marketing. If you are fair and easy to work with you will find that 



growing your revenue through your existing customers is not as complicated and difficult 
as it seems.  
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