
UV21156
Principles of promoting 
additional services or products to 
customers
The aim of this unit is to develop the knowledge and 
understanding required for promoting additional services or 
products to customers, for the benefit of the organisation 
and its customers.

You will learn the importance of promoting additional 
services or products accurately to the customer in a way 
that will improve the customer experience.

You will understand the appropriate procedures and 
systems that encourage customers to use additional 
services and the factors that encourage them to do so.
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On completion of this unit you will:

Learning outcomes Evidence requirements

UV21156

1. Know the importance of promoting 
additional services or products that are 
available

2. Know how to promote additional services 
or products to customers to benefit 
organisations and their customers

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

3. External paper                                   
There is no external paper requirement for 
this unit.                 
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Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

• Projects
• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.
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Knowledge
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Learning outcome 1 

Know the importance of promoting additional services or 
products that are available

You can: Portfolio reference 

a. State the importance of accurate service or product knowledge 
when dealing with customers

b. State the importance of checking with colleagues when unsure 
about new service or product details

c. State the importance of identifying appropriate services or products 
that may interest customers

d. State the importance of informing customers of additional services 
or products that will improve the customer experience

 



UV211566

Learning outcome 2 

Know how to promote additional services or products to 
customers to benefit organisations and their customers

You can: Portfolio reference

a. Describe appropriate procedures and systems for encouraging 
customers to use additional services or products

b. Describe how the use of additional services or products will benefit 
organisations and their customers

c. Identify factors that influence customers to use additional services 
or products

d. Describe how to introduce additional services or products to 
customers, outlining their benefits, overcoming any reservations 
and agreeing to provide the additional services or products

 



Outcome 1: Know the importance of promoting additional services or 
products that are available

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Additional services and products: 
External (car hire, taxis, theatre tickets, 
airline tickets, visits to attractions, 
restaurant reservations, flowers), internal 
(in-house movies, laundry, secretarial and 
business services, room service, spa).

Importance of accurate service 
or product knowledge: To ensure 
customers receive accurate information 
about products and services, staff are 
able to present the product and answer 
any questions related to it confidently, 
to promote sales opportunities, to 
demonstrate a professional and caring 
image to customers, to boost customers’ 
confidence in the product, to prevent 
misunderstandings and errors, reputation, 
to comply with the law.

Importance of checking with colleagues 
about new service or product details: 
To ensure staff do not offer things which 
cannot be delivered, to safeguard from 
breaches in the law, to ensure offers are 
made in line with the organisation’s policies 
and procedures, to ensure staff are not 
expected to make decisions where they do 
not have enough information to do so, to 
maintain staff morale. 

Importance of identifying appropriate 
services or products that may interest 
customers: Improving the customers’ 
experience, exceeding the customers’ 
expectations, keeping customers’ 
interest so that they return, to enable 
details of customers’ preferences to 
be recorded, improving sales in the 

different departments of the hotel, 
increasing business profits, to assist in the 
development of products and services that 
meet the needs of the customers.

Importance of informing customers 
of additional services or products: 
Increasing customer satisfaction, 
exceeding customer expectation, 
encouraging customer loyalty, improving 
sales in the different departments of the 
hotel, increasing business profits.



Outcome 2: Know how to promote additional services or products to 
customers to benefit organisations and their customers
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Appropriate procedures and systems 
for encouraging customers to use 
additional services or products: Spot 
opportunities to offer customers additional 
services or products, choose the most 
appropriate time to inform customers of 
additional services and products (when 
taking the reservation, at check-in, during 
the guest stay, on departure), choosing the 
best method for communicating additional 
products and service (verbally, on the 
organisation’s website, through literature 
around the hotel), giving the customer 
appropriate and accurate information, 
giving the customer time to ask questions, 
listening, ensure prompt delivery of the 
product or service, referring to colleagues 
or other sources of information where 
appropriate.

How the use of additional services or 
products will benefit organisations and 
its customers: Improving the customers’ 
experience, exceeding the customers’ 
expectations, keeping customers’ 
interest so that they return, to enable 
details of customers’ preferences to be 
recorded, improving sales in the different 
departments of the hotel, increasing 
business profits, increasing repeat 
business.

Factors that influence customers to 
use additional services or products: 
Customer needs, buying power, price, 
attractiveness of product or service, 
benefits of using the product or service, 
ease of use, buying mood, emotional 
purchase (to impress, to please, to enjoy), 
attractiveness of product, persuasion 
from seller, rapport between the staff 
and the customers, word of mouth, 
recommendation, current buying trends.

Introducing additional services or 
products to customers: Benefits 
(enjoyment, relaxation, value for money, 
saving money, ease of use, convenience, 
entertainment, comfort), overcoming 
reservations (explain how it meets their 
needs, describe the benefits of the product 
or service, show that it offers value for 
money, use testimonials, use selling 
techniques), agreeing to provide the 
additional services or products (negotiation 
to ensure the right products and services 
are offered at the right price, secure 
customer agreement, check understanding 
of the exact nature of the service or 
product, closing sale, ensuring the prompt 
delivery of the additional services or 
products, seeking advice from colleagues 
or other sources if necessary).


