
14% Do I really 

need  this case?

86% Really like 

how it fits...

Therefore..

Upselling
Everybody, at some point, has been the victim of a pushy upsell. 
But, when considered from the salesperson’s perspective, 
upselling is worth the risk of sounding pushy – there’s an extra 
profit or commission to be made. In wireless retail, the dilemma is 
simple: how can salespeople o�er an additional or better 
product/accessory/service without o�ending the customer?
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You’ve already sold the main product to the customer... Focus on customer needs – not yours.1 
Don’t try to sell the customer something you 
wouldn’t buy if you were in their shoes. That 
perspective2 enables you to upsell genuinely 
and e�ectively, helping to create trust and a 
long-term relationship with the customer.
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Hands-on demonstration in the use context. 
One of the most e�ective upselling techniques is getting the customer 
to use the product in your location. Let the customer feel it, use it, put it 
in his/her pocket, let them feel like it already belongs to them.3
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CUSTOMER 
EXPERIENCE

“You’ve got kids who you’ll need to 
entertain with Angry Birds sometimes. 
They will drop your phone, for sure, 
that’s what kids do… mine for sure… ”

“Let me show you how they fit on your new 
phone. Actually, here. You try it... “

Group related products. 
It’s a good idea to group similar add-ons and o�er 
them as an upsell at a package price. The customer 
saves money and you make two upsells at once. 

“These Bluetooths earpieces have similar designs and damn* good audio 
quality. You can get them cheaper than online if you bundle them with the 
phone and the case. But, if you don’t drive a lot**, you might not need it. 
Up to you.” 

You'll mention a 
generic benefit for 

a product family: 
"You need to protect 

the phone with
a phone case.”
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You'll sell 
whatever else 
makes a good 

commission.

Talk about upselling 
products showing 

photos, pointing to 
locked cabinets in 

multiple places in the 
store – all from a seat 

behind the counter.

“So, these cases are great protectors, but 
they are not bulky, they are so elegant you 
can barely see them. Fit your style... ”

Begin the upsell with a brief benefit. 
Emphasize the perceived value. Then if 
possible, add something unique about what 
you’re selling. 
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This is not going to 
work very well...
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Even in July?

I'll grab you one of 
our maple syrup screen 

protectors as well. 

You can get both 
for a bundle price.

Canada!

Hello, I'm leaving on 
a trip soon, so I need 

a new phone.

Oh! Well, where 
ya headed?

Almost 
forgot: 

It's expensive, but 
it's the only thing that can 

withstand the temperatures 
there!

Especially in July, 
that is their coldest 

month.

Canada! 
 

Well, you’ll also 
wanna get this 

genuine beaver tail 
phone case.


