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Purchaser’s Q & A

Dave Ratner, Owner, Dave’s Soda and Pet City, Agawam, Massachusetts

Q: HOW CAN YOU CROSS-SELL OR UP-SELL A CUSTOMER?

The first thing to understand is that there has to be something in it for me. If you’re trying to cross-sell or up-sell me and there’s no benefit to me, it’s just obnoxious. So when [pet food manufacturer] Iams wants me to put out a pallet of their new bonus bag, there’s always a kicker for me. When Science Diet comes in, and they have the product they want to push, but nothing for me – that doesn’t happen. Second, if you are cross-selling or up-selling make sure you have everything you need to complete the transaction. Say you’ve sold me on this pallet display, and I say, “No, call marketing and they’ll get you signs.” That’s the kind of thing I shouldn’t have to do. If you want to get that additional product in, you should have all that ready for me. Part of the relationship is understanding my needs.

Q: WHAT ELSE CAN A SALESPERSON DO TO MAKE YOU CONSIDER BUYING MORE?

Know who makes the decisions. Buyers who have a relationship with us know that my people on the floor can make a decision about a cross-sell or up-sell proposal. Another business may be different – maybe you need the boss to make that call. But you should know whom to talk to. Don’t take up the time of the person who can’t make the decision or the boss who has already trained someone else for that.

