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One characteristic of a service-based economy is that a service provider often

A. customizes the product for the customer.

B. carries a large inventory to meet demand.

C. processes most sales transactions in advance.

D. requires little interaction with the customer.

/A

Customizes the product for the customer.  Customers securing services have

unique needs.  For example, a lawn care provider has one customer who requires

mowing services while another customer requires tree trimming and mulching

services.  Therefore, the service provider must tailor services to meet the

needs of each customer.  Since services are intangible products, service

businesses do not generally carry large inventories of products to sell.

Service businesses generally perform activities upon demand and do not sell

tangible items.  Therefore, sales transactions or payments do not usually occur

until the service has been performed.  Service businesses (e.g., medical) often

require frequent interaction with customers.

$$1

West Lake Weight Loss Club wishes to increase membership and has placed several

advertisements in local magazines and brochures.  This advertising increase is

an example of

A. pricing.

B. promotion.

C. publicity.

D. production.

/B

Promotion.  Promotion involves communicating information about goods, services,

images, and/or ideas to achieve a desired outcome.  Pricing involves

determining and adjusting prices to maximize return and meet customers'

perceptions of value.  Production is the creation of goods and services.

Publicity is any nonpersonal presentation of ideas, goods, or services that is

not paid for by the company or individual that benefits from it.

$$2

A primary difference between marketing goods and marketing services is that

services are

A. consistent.

B. convenient.

C. physical.

D. intangible.

/D

Intangible.  Intangible products are not capable of being detected through the

senses.  Services are intangible activities that are performed by other people

for money, or acts that satisfy economic wants.  An example of a service is an

accountant preparing a tax return for a client.  The client pays the accountant

for the tax return preparation.  Consistent is defined as stable or without

change.  Convenient means easily accessible.  Since services vary, it cannot be

assumed that all services are consistent or convenient.  Goods are physical or

tangible objects that can be manufactured or produced for resale.

$$3

Which of the following statements is true regarding the role of people in

services marketing:

A. Customers can sometimes influence or affect the type of service they receive.

B. Service businesses cannot influence the way customers perceive their

     products.

C. Customers do not have the ability to affect the delivery of service to other

     customers.

D. A trend in service delivery is to reduce automated options and increase

     human interaction.

/A

Customers can sometimes influence or affect the type of service they receive.

In some business situations, customers have some control over their service

experiences.  For example, a patient who does not follow the doctor's orders

when s/he is sick, can affect the way the illness is treated or cured.  Due to

technological advancements, service delivery has become more automated rather

than less automated.  Therefore, human interaction during a service transaction

has decreased in recent years.  Service businesses can take steps to maintain

the integrity of their brands through a variety of promotional activities.

Therefore, service businesses can influence customer perceptions regarding

their products.  Customers do have the ability to affect the delivery of

service to other customers.  For example, a person who acts in a disruptive

manner at a movie theater can affect the other attendees' experiences in a

negative way.

$$4

What is an advantage for an engineering business to use a vendor-search

organization to locate suppliers?

A. The business benefits from the organization's product positioning strategy.

B. The vendor-search organizations usually have extensive and up-to-date

     databases.

C. A search organization pays its customers royalties for using a vendor found

     in its database.

D. Search organizations save the business in terms of time and money spent on

     internal searches.

/B

The vendor-search organizations usually have extensive and up-to-date

databases.  The databases often contain information for thousands of vendors to

which engineering businesses might otherwise not have access.  Although the use

of search organizations might save businesses in terms of time and money spent

on vendor searches, this is not always true.  Positioning refers to a

product-mix strategy in which a business creates a certain image or impression

of a product in the minds of the consumers.  Therefore, the vendor-search

organization might benefit from a particular positioning strategy, not its

customers.  Generally, vendor-search organizations do not pay customers

royalties; the customers pay the organization for locating vendors.

$$5

The primary reason that service businesses post their clients' records on a

computer is to

A. eliminate the need to mail invoices.

B. initiate refunds in a timely manner.

C. prevent identity theft.

D. track usage and payment due.

/D

Track usage and payment due.  Posting occurs when accounting information is

transferred from one location (e.g., manual, paper) to another (e.g.,

computer).  Many service businesses use computers to post their clients'

service usage (e.g., cable television pay-per-view movies) and payment

balances.  A payment balance might include a statement that includes the

charges for visits to the doctor's office that are not covered by health

insurance.  Activities related to posting records do not eliminate the need to

mail invoices, initiate refunds quickly, or prevent identity theft.

$$6

When transferring a client's service charges from one account to another

account, the transaction should always have

A. accumulated interest payouts.

B. the transient ledger expenditures.

C. an equal distribution of debits and credits.

D. the client's credit rating and disbursement record.

/C

An equal distribution of debits and credits.  When charges are transferred from

one account to another, there is a credit to one account and a debit to another

account.  A ledger is the accounting record for a specific department or area

of the business.  Expenditures are expenses.  Although interest might be a

consideration for some types of accounts (e.g., bank), it is not applicable to

all accounts.  Disbursement is a term used to describe expenditures.  A

business does not need a client's credit rating to transfer charges from one

account to another.

$$7

When processing a customer's cancellation request, a service employee should

A. follow the business's reimbursement policies.

B. execute the reimbursement as a cash transaction.

C. remove the charges from the customer's credit card.

D. process the reimbursement within 60 days of the request.

/A

Follow the business's reimbursement policies.  Because businesses have

different reimbursement policies (e.g., reimbursement within 60 days of the

request), service employees should follow the guidelines they have been given.

The manner in which a deposit is refunded is dependent on the company's

policies and the original form of payment used by the customer.  Therefore,

reimbursement methods (e.g., cash, check, credit card) are often determined by

the individual situation.

$$8

Erick and Jacob were college graduates who wanted to open an accounting firm.

However, Erick had a full-time position that he planned to continue but still

wanted to be a part of this business venture.  Which form of business ownership

would you recommend to Erick and Jacob?

A. Limited partnership

B. General partnership

C. Consolidation

D. Open corporation

/A

Limited partnership.  A limited partnership permits a partner to invest in a

business but have limited liability and responsibility.  General partnership

agreements are designed to combine capital, experience, and the abilities of

two or more people.  An open corporation sells millions of shares of stock to

many stockholders.  Consolidation would be the joining of two or more companies

to form a new company.

$$9

An important issue that service businesses often encounter is that

A. supply usually exceeds demand during peak seasons.

B. the services are generally performed by unskilled labor.

C. most of the inventory consists of highly perishable products.

D. their sales are limited by the amount they can produce at one time.

/D

Their sales are limited by the amount they can produce at one time.  Since

services are intangible activities that are performed by people for money,

supply is limited to the amount of work that each person produces.  Therefore,

sales are limited.  Most service businesses do not inventory products.  Because

there are many types of service businesses, it cannot be assumed that supply

usually exceeds demand during peak seasons.  In addition, many services are

performed by highly skilled people (e.g., physicians, accountants).

$$10

What procedure should always be performed before posting a web page on a web

server?

A. Apply for a patent to protect the web-page contents from plagiarism

B. Consult an attorney to verify the accuracy of the web-page legal content

C. Review the page to make sure the content meets international trade

     requirements

D. Test the page to identify broken links, missing images, or unclear

     instructions

/D

Test the page to identify broken links, missing images, or unclear

instructions.  Broken links and unclear instructions make it difficult, if not

impossible, for readers to obtain information or purchase products from a web

site.  Therefore, it is important to make sure that all elements of the web

page work properly.  Generally, web pages are not patented.  A patent doesn't

necessarily protect web-page content from plagiarism.  Although it is a good

idea to consult an attorney regarding legal content posted on web pages, not

all web pages include legal content.  Therefore, it is not a procedure that

should always be performed.  Web-page content is not subject to international

trade requirements.

$$11

A technological tool that has made it easy for service business employees to

complete banking transactions any time of the day without person-to-person

contact is the

A. interactive calculator.

B. onsite financial satellite.

C. point-of-sale displays.

D. automated teller machine.

/D

Automated teller machine.  Automated teller machines allow service business

employees to complete many types of banking transactions, including cash

withdrawal from their checking or savings accounts.  Interactive calculator and

onsite financial satellite are not terms widely used in the service marketing

industry.  A point-of-sale display is a method of merchandising products.

$$12

Why is it important for a service business employee to exhibit calm behavior

during a robbery?

A. To reduce the risk of additional danger and injury

B. So designated employees can activate the alarm system

C. To encourage the assailant to surrender peacefully to police

D. So managers have time to contact the local law enforcement agency

/A

To reduce the risk of additional danger and injury.  The most important thing

to do is to try to stay calm and not do anything that might anger the robber.

By angering the robber, the event may escalate into a situation where someone

gets hurt.  In some situations, the assailant might become angry if the

employee tries to get him/her to surrender.  If an alarm is on the premises,

designated employees may not be available to activate it.  If activating an

alarm system while the robbery is occurring, employees should carefully follow

the facility's procedures and policies.  Managers may not be able to contact

law enforcement authorities during the robbery.

$$13

An accounting business might want to keep its new-service idea from being

disclosed to its competitors by

A. registering the idea as a trademark.

B. seeking protection as a trade secret.

C. applying for information disclosure immunity.

D. filing an affidavit with the trade association.

/B

Seeking protection as a trade secret.  Trade secrets are defined as business

processes, techniques, or information that cannot be patented, trademarked, or

copyrighted.  Because of the intangible nature of accounting products, they

cannot generally receive protection by obtaining patents, trademarks, or

copyrights.  The information must legally meet some criteria to be considered a

trade secret.  It must provide some value to the competitor if the information

were divulged, and it must be something that sets the business apart from its

competitors or be unique in nature.  An affidavit is a legal document.  Filing

a legal document with a trade association does not necessarily protect

new-service ideas from the competition.  Information disclosure immunity is not

a term widely used to describe legal methods used to protect service ideas.

$$14

Why is it important for hairstylists to take an active role in the neatness and

cleanliness of their salon?

A. It will increase business and customer satisfaction.

B. It will free up the building staff to do other things.

C. It will keep mice out, something salons are well known for.

D. It is important for stylists to not be idle during "down time."

/A

It will increase business and customer satisfaction.  Customers like to have

their hair done and to receive other personal services in an environment that

is neat, organized, and spotless.  It is important for all employees, including

hairstylists, to contribute to the tidiness and cleanliness of the environment

on an ongoing basis.  This activity does not replace the thorough cleaning done

daily or several times weekly by the building staff, who also attend to such

things as building repair and maintenance.  A normal part of a hairstylist's

job is having some "down time" between appointments.  This is perfectly

acceptable for people whose jobs require that they stand and who tend to work

long hours.  Salons are no more likely to attract mice than many other

businesses.  While a neat and clean environment will be less prone to attract

insects and rodents, they may find their way in anyway.

$$15

All of a customer's experiences in purchasing and receiving a service make up

the service

A. encounter sequence.

B. channel alternatives.

C. marketing approach.

D. performance indexes.

/A

Encounter sequence.  The service encounter sequence includes all the activities

and experiences that are involved when a customer purchases and receives a

service.  The service encounter often starts when a customer calls a business

to make an appointment or schedule a service.  From that point, the encounter

might include driving to the business, locating a parking spot, talking with a

receptionist, receiving the service, paying for the service, and leaving.  The

number of activities or experiences involved in the sequence depend on the type

of service.  For example, getting a haircut might have a shorter encounter

sequence than working with an investment specialist to develop a retirement

plan.  All of a customer's experiences in purchasing and receiving a service do

not make up the service channel alternative, the service marketing approach, or

the service performance indexes.

$$16

Which of the following is an example of a written business inquiry:

A. A memo outlining an upcoming meeting agenda

B. An e-mail requesting vendor pricing and discounts

C. A form describing an employee's performance review

D. A report summarizing annual financial information

/B

An e-mail requesting vendor pricing and discounts.  An inquiry is a request for

information.  Service businesses often send e-mails asking or requesting

information from other businesses.  Some requests might include product

pricing, membership eligibility, or shipping dates.  A performance review,

meeting agenda, and financial report provide business information.  The

information is not an inquiry unless someone asks for it.

$$17

Health care employees are more likely to be able to correctly follow directions

if those directions are explained in

A. chronological order.

B. complex terminology.

C. excessive detail.

D. technical language.

/A

Chronological order.  When assigning jobs or tasks to health care employees,

managers need to provide employees with precise, easy-to-follow directions.

Often, these directions involve performing tasks that need to be completed in a

certain order.  Then, the directions should be explained in chronological order

so the employees will be able to follow them correctly.  For example, employees

need to know that steps one and two must be completed before step three.  If

directions are given out of chronological order, employees might not understand

or be able to perform as expected.  Directions that are explained in complex

terminology, in excessive detail, or in technical language may be difficult for

employees to understand and follow.

$$18

Which of the following is an example of a service business engaging in

questionable ethical practices when communicating with a customer:

A. Honoring an expired dry-cleaning coupon for a long-time customer

B. Failing to advise a customer that a part's warranty does not cover labor

     costs

C. Asking a customer to pay an invoice for legal services within 30 days of

     receipt

D. Requiring a customer to sign a legal contract before providing consulting

     services

/B

Failing to advise a customer that a part's warranty does not cover labor costs.

Because services are intangible, it is often more difficult for regulatory

bodies to monitor the ethical behavior of service businesses.  Many times,

because information is not communicated clearly to the customer, ethical issues

arise.  For example, an auto-body shop might have a warranty on parts but not

on the labor to replace the part, should it fail.  If the customer is not told

about any out-of-pocket expenses (e.g., labor costs), the customer might view

this as an unethical service practice.  Honoring an expired coupon, advising

customers of payment terms, and signing contractual agreements do not generally

compromise a service business's ethics.

$$19

Which of the following is an example of a service business intermediary:

A. Retailer

B. Manufacturer

C. Broker

D. Wholesaler

/C

Broker.  A broker often purchases intangible products, such as investment

stocks, from vendors on behalf of their clients.  Manufacturers, retailers, and

wholesalers sell goods (tangible products).

$$20

What type of technology allows a courier business to have a customer sign an

electronic pad to verify that the customer received a shipment?

A. Imaging

B. Satellite

C. Radio

D. Analog

/A

Imaging.  Imaging technology makes it possible for courier businesses to scan

or take electronic photographs of documents.  This technology allows business

to have a customer sign an electronic pad to verify that the customer received

a shipment.  The pad stores an image of the signature that can be downloaded

and printed if the company needs proof of delivery.  Satellite technology is

often used to track orders during the shipping process.  Radio and analog are

not types of technology that allow a business to have a customer sign an

electronic pad to verify that an order was received.

$$21

An appliance repair shop accepting used products and recycling or properly

disposing of those products is an example of the ethical practice of __________

distribution.

A. reverse 

B. internal

C. joint

D. closed

/A

Reverse.  Reverse distribution involves customers returning used products to

the business or manufacturer.  This process allows businesses to retrieve

products such as automobiles, refrigerators, and glass bottles in order to

reuse them, recycle them, or properly dispose of them.  Reverse distribution is

considered ethical because it helps to save natural resources and protect the

environment.  Taking back used products and recycling or disposing of them is

not an example of internal, joint, or closed distribution.

$$22

Which of the following is a type of warehousing system that is intended to

store products for only a short time and quickly move them to their destination:

A. Distribution center

B. Transportation service

C. Shipping company

D. Commodity storage

/A

Distribution center.  Many large businesses use distribution centers to move

products from one location to another because the focus of distribution centers

is to move products rather than store them.  The use of distribution centers

can save money because it allows businesses to reduce their inventories and the

number of warehouses.  For example, a business can have a manufacturer ship an

order to a distribution center where it will be quickly separated and the

correct amounts shipped to the business's various locations.  The distribution

center stores the order only as long as it takes to repackage and redistribute.

A transportation service and a shipping company move products from one place

to another and do not separate orders and repackage them.  Commodity storage

handles agricultural products.

$$23

Calculate the total that a travel agent will invoice a customer for a trip

based on the following information:  $187.50 airfare plus 6% tax, and three

nights' hotel accommodations at $93 per night plus 12% tax.

A. $488.91

B. $494.49

C. $511.23

D. $522.48

/C

$511.23.  Travel agents often prepare invoices for customers who make airline

and hotel reservations.  When calculating the total invoice amount, travel

agents compute the airfare and tax as well as the hotel rate for the number of

nights and tax.  To calculate the invoice total in this example, first

determine total airfare by multiplying the base price by the tax and adding the

two amounts ($187.50 x 6% or .06 = $11.25; $187.50 + $11.25 = $198.75).  Then,

determine the hotel amount by multiplying the per night rate by the number of

nights, that amount by the tax rate, and then adding the totals ($93 x 3 =

$279; $279 x 12% or .12 = $33.48; $279.00 + $33.48 = $312.48).  Finally, add

the total airfare and the total hotel rate to determine the invoice amount

($198.75 + $312.48 = $511.23).

$$24

Which of the following is an example of a service business that is most likely

to experience demand fluctuations for some services due to unpredictable events:

A. Computer distributor

B. Outpatient surgical clinic

C. Insurance agency

D. Tax accounting firm

/C

Insurance agency.  Many business organizations have a difficult time predicting

or forecasting the demand for their services.  For example, an insurance agency

that sells homeowners' insurance might experience unexpected increases in

insurance claims when a natural disaster (e.g., hurricane, tornado, flood)

causes widespread damage to business and residential areas.  Since natural

disasters are unpredictable events, insurance service needs are affected.

Although services related to hospital emergency rooms might be affected by

unpredictable events, most surgical outpatient clinics maintain surgery

schedules.  Therefore, demand for surgical services are not generally affected

by unpredictable events.  A computer distributor sells tangible items rather

than services.  Tax returns have specific due dates, which makes the demand

cycle for tax accounting services more predictable.

$$25

A barbershop selling a haircut for $15 today is an example of

A. price lining.

B. equilibrium price.

C. market price.

D. prestige pricing.

/C

Market price.  The market price is the actual price that prevails in a market

at any particular moment.  The price that a barbershop sells a haircut for

today is the market price today.  However, that price might increase or

decrease tomorrow depending on supply and demand.  Price lining is the practice

of selling goods and services at a limited number of predetermined price

points, or levels.  Equilibrium price is the point at which the quantity of a

good that buyers want to buy is equal to the quantity that sellers are willing

to sell at a certain price.  Prestige pricing is deliberately putting an

artificially high price on a good or service to suggest high quality and status.

$$26

The demand for a service is a factor that affects a consulting business's

A. quota.

B. tariff.

C. cycle.

D. profit.

/D

Profit.  There are many factors that affect how much profit a consulting

business might make.  One of these is the demand for the business's services.

If demand increases or stays the same, a business is more likely to earn a

profit.  However, if demand decreases, a business's profit is also likely to

decrease.  A quota is a trade restriction that limits the quantity of goods

that can move into or out of a country.  A tariff is a tax on imported goods.

A business cycle is a period of expansion and contraction in economic

activities.

$$27

Which of the following often is a characteristic of service productivity:

A. Difficult to measure

B. Same for all businesses

C. Predictable results

D. Outcomes are valuable

/A

Difficult to measure.  Productivity is the amount of work performed in a given

period, or the amount and value of services produced for set amounts of

resources used.  Productivity is difficult to measure in service businesses

because tangible products are not produced, and the service often varies for

each customer.  For example, an accountant who is able to prepare eight tax

returns in a day might not be as productive as an accountant who prepares only

five returns.  If the accountant who produces the most returns also makes the

most mistakes, then the value of the service is reduced.  Therefore, businesses

usually strive for a combination of productivity and quality, a mixture that is

often difficult to measure.  Service productivity is not the same for all

businesses and does not have predictable results.  Whether the outcomes are

valuable depends on the quality of service and customers' satisfaction with the

service.  As a result, some outcomes might not be valuable at all, particularly

if mistakes were made.

$$28

An architectural firm's computer connecting with a bank's computer system by

way of the Internet so the firm can pay its bills online is an example of using

A. alternative processing techniques.

B. web sites to develop a relationship.

C. nontraditional software programs.

D. technology in the financing function.

/D

Technology in the financing function.  Because of computer technology, an

architectural firm's computer can connect with a bank's computer system by way

of the Internet.  As a result of this connection, the firm can perform a

variety of financing functions online, such as paying bills, checking account

balances, transferring funds from one account to another, applying for loans,

etc.  This technology makes it possible for a firm to access its financial

information at any time without contacting bank personnel or needing the

assistance of a bank employee.  The firm is not using alternative processing

techniques.  Using web sites does not develop a relationship.  Interaction

between people develops relationships.  The software program that facilitates

online financial transactions has become commonplace rather than nontraditional.

$$29

When obtaining customer credit-check reports from different sources, service

businesses should verify the reports' content and

A. accuracy.

B. methodology.

C. conformity.

D. terminology.

/A

Accuracy.  Service businesses can acquire credit reports about their customers'

history from a variety of sources.  Credit reports can be requested to include

different types of information such as residential mortgage, business, and

personal data.  In addition, credit sources may not have access to the most

up-to-date data.  Therefore, it is important to verify the content and accuracy

of the credit reports.  Methodology refers to a set of procedures or beliefs.

Conformity refers to the level of similarity between two entities.  Terminology

is language or vocabulary.

$$30

When conducting an environmental scan, marketing researchers often evaluate

economic factors such as the

A. company's promotional mix. 

B. segment's age and gender.

C. unemployment rate.

D. organizational policies.

/C

Unemployment rate.  An economy is defined as the system in which people make

and spend their incomes.  The unemployment rate, or the number of people

without work, is an important factor that determines the state of an economy.

For example, when a system has a high rate of unemployment, people generally do

not have the disposable income to buy many goods and services.  Businesses

often consider economic factors when establishing marketing objectives.

Economic data is often obtained by conducting an environmental scan.  The

promotional mix is the combination of marketing communication channels that a

business uses to send its messages to consumers.  Age and gender are

demographic considerations.  Organizational policies are the company's internal

set of rules and regulations.

$$31

A service business might conduct a survey to evaluate its

A. competitions' pricing policies.

B. customers' satisfaction levels.

C. return policies.

D. break-even point.

/B

Customers' satisfaction levels.  A survey is a marketing-research method that

involves asking customers questions in order to learn their opinions and the

reasons behind those opinions.  By conducting a survey via telephone, direct

mail, or e-mail, a service business can determine how its customers feel about

the quality of its products.  Surveys are not used to evaluate the pricing

policies of competitors.  Return policies are limits a business establishes for

accepting merchandise for return.  Service businesses sell intangible products

rather than tangible items (e.g., merchandise).  The break-even point refers to

the level of sales at which revenues equal total costs.

$$32

Which of the following survey response methods is the most difficult for

researchers to code for evaluation:

A. Open-ended

B. Closed-end

C. Force-choice

D. Scale-response

/A

Open-ended.  Researchers assign codes to survey responses in an effort to use

the information in a numerical mode.  Open-ended questions are designed so that

respondents react to questions in a manner that requires more than "yes" or

"no" as an answer.  Because possible responses are not controlled or limited,

coding is often more difficult.  Closed-end questions offer limited response

options to inquiries or statements.  Force-choice questions are closed-end

questions.  A scale is a method of measurement that assigns range of possible

responses.  For example, a scale that is often used to assess a respondent's

feeling regarding a statement might range from "strongly agree" to "strongly

disagree."  This is a form of the force-choice response method.

$$33

When designing an effective computer database management system, day-care

businesses must be able to control, create, and __________ the information.

A. sell

B. modify 

C. buy

D. sample

/B

Modify.  To modify information is to change or alter it.  Database users must

be able to change information in a database when necessary.  For example, a

customer might change an address or telephone number.  A day-care business must

be able to retrieve the records in the database and update them to reflect the

change.  Some, not all, businesses sell or buy the information stored in

databases.  A sample refers to a representative group of consumers.

$$34

When marketing researchers review the level of affiliation between two

variables, they are evaluating the ___________ of data components.

A. correlation

B. predictability

C. sensitivity

D. affirmation

/A

Correlation.  In terms of marketing research, correlation is the dependency of

one variable on another variable or set of variables.  The level of dependency

can vary greatly.  To predict means to estimate.  One cannot usually estimate

until a pattern or correlation between variables has been established.

Sensitivity and affirmation are general terms that might describe an

understanding nature.  To understand the relationship between variables, a

correlation must first be acknowledged.

$$35

An oral presentation is often more effective than a written report because it

A. allows direct interaction between the presenter and the audience.

B. eliminates the need to document the information in a written format.

C. provides the presenter an effective means of communication without

     distractions.

D. reduces the risk of the audience misunderstanding or misinterpreting the

     message.

/A

Allows direct interaction between the presenter and the audience.  It is common

practice to conduct a question and answer session at the end of an oral

presentation.  This form of interactive communication allows the presenter to

immediately clarify information for audience understanding.  Because reading is

a solitary activity, the audience does not generally have the opportunity to

ask the writer questions until a later time.  Oral presentations are often

subject to audience distractions such as noisy conditions (e.g., ringing cell

phones).  Distractions often hinder an audience member's listening skills and

can cause a message to be misinterpreted or misunderstood.  Oral presentations

do not necessarily eliminate the need to document the information in a written

format.  Often, the oral presentation is designed to follow the format of the

written report.

$$36

To reduce excess demand for tax preparation during peak seasons, an accountant

might

A. reduce rates during the busy period.

B. increase fees during the busy period.

C. schedule more appointments with clients.

D. lower the profit margin by bundling services.

/B

Increase fees during the busy period.  Some businesses, such as accounting

firms, experience a higher demand for services (e.g., tax preparation) during

specific time periods.  For example, people who must file tax returns with

their country's government in April, often seek these types of services from

January through the middle of April.  To control the balance of supply and

demand, the accounting firm might increase it fees at this time and decide not

to hire additional staff or temporary help.  As a result, clients or potential

clients might not want to pay the higher fee and complete the tax return

themselves.  If service businesses reduce rates during peak seasons, demand

will increase.  Also, an accountant who wants to reduce excess demand might

schedule fewer client appointments.  Product bundling does not always lower

profit margins and reduce demand.
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When service businesses identify target markets for their products, they might

consider each group's demographic characteristics and its

A. buying and usage behavior.

B. average annual income and opinions.

C. median age and education level.

D. location and lifestyle preferences.

/A

Buying and usage behavior.  When determining appropriate markets for service

products, service businesses evaluate the group's demographic characteristics,

which include income, age, education, location, opinions, and lifestyle

preferences.  Businesses also consider buying and usage behavior, which refers

to consumption patterns.  These patterns might include purchase and usage

frequency, and reason or purpose of the product usage.  It is important for

businesses to understand why the target market buys and uses certain services.
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A marketing plan is an important part of the overall __________ plan.

A. business

B. promotional

C. sales

D. management

/A

Business.  A marketing plan is a set of procedures or strategies for attracting

the target customer to a service business.  The marketing plan is one part of

the overall business plan that identifies the nature of the company, how it

will operate, and what its goals and objectives are.  The purpose of the

marketing plan is to identify how the business will achieve its goals.  The

promotional plan is part of the marketing plan and is the framework for the

business's promotional activities.  A marketing plan is not part of the

management plan or the sales plan.
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What type of environmental factors do engineering businesses often consider

when conducting a situational analysis?

A. Physical and personal

B. Internal and external

C. Ethical and legal

D. Formal and informal

/B

Internal and external.  The environmental factors that engineering businesses

consider when conducting a situational analysis may be internal as well as

external.  Internal factors are those within the business itself that have an

impact on the business's marketing effort, such as the distribution system or

the pricing strategy.  External factors are those that exist outside the

business and over which the business may have no control, such as the state of

the economy or the number of competitors.  Businesses examine both types of

environmental factors in order to adapt to change and make effective marketing

decisions.  For example, a business might decide to adjust its prices to remain

competitive if the economy is slowing down.  Physical and personal, ethical and

legal, and formal and informal are not types of environmental factors that

businesses consider when conducting a situational analysis.

$$40

When developing procedures to monitor internal marketing-information records,

health spas should develop a regular timetable to __________ the accuracy of

certain data.

A. estimate

B. administer

C. rate

D. verify

/D

Verify.  To verify information is to research or check factual data for status

changes.  For example, a health spa might send a form to all customers to

verify or update information for the spa's database.  The customers might

change jobs or positions which might also affect their physical and e-mail

addresses and telephone numbers.  If the spa does not verify information on a

regular basis, the spa runs the risk of losing money.  For example, the spa

might send direct mail to customers and have hundreds of pieces returned

because the addresses are incorrect.  Accuracy or correctness cannot be

estimated, administered, or rated; it must verified.
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Dan is unable to walk without assistance and needs special equipment to drive

his car.  He is a salesman for a home security business, knows more about

security systems than most of his coworkers, and can answer customers'

questions that no one else can answer.  Dan is an example of a person who

effectively performs his job despite his

A. lifestyle.

B. physical condition.

C. personality.

D. mental ability.

/B

Physical condition.  A person's overall state of health is his/her physical

condition.  Mental ability refers to an individual's learning and thinking

ability.  Personality is the combination of all of an individual's personal

characteristics, or traits.  Lifestyle is the way in which people lead their

daily lives.
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What is the first action that a service business employee should take when

greeting a client who arrives for a meeting?

A. Offer the client a tour of the facility

B. Welcome the client with a friendly attitude

C. Provide the client with coffee, tea, or water

D. Advise the manager that the client has arrived

/B

Welcome the client with a friendly attitude.  Service business employees should

always make sure they speak with an appropriate (e.g., friendly, respectful)

tone of voice and exhibit appropriate body language (e.g., smiling, eye

contact) when welcoming a client to the business facility.  Clients that are

treated rudely are less likely to remain clients for long.  Once the client is

greeted properly, the service business employee can ask the client if s/he

would like to tour the facility (if appropriate) or would like a beverage.

Clients often meet with employees other than managers.
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What information should a health care employee include in a telephone message

when calling to confirm a patient's upcoming appointment?

A. Appointment time, test results, and telephone number

B. Address, insurance group number, and physician's name

C. Telephone number, appointment time, and mailing address

D. Physician's name, appointment date, and appointment time

/D

Physician's name, appointment date, and appointment time.  When confirming an

appointment, health care employees should identify the physician's name as well

as the date and time of the appointment.  It is also helpful to leave a

telephone number in case the patient has questions.  The street address might

be helpful for new patients or for physicians with multiple offices.  A mailing

address is not always the same as a street address and is, therefore, not

always necessary.  Patients generally give insurance information to the health

care provider.  Physicians do not always run medical tests for all patients.

Therefore, test results do not always need to be communicated when confirming a

doctor appointment.

$$44

A customer asks a law firm employee for directions to an unfamiliar location.

To obtain driving directions, the employee can often retrieve the information

quickly by

A. asking the department manager.

B. obtaining a map from a nearby business.

C. logging onto a mapping web site.

D. consulting the telephone directory.

/C

Logging onto a mapping web site.  There are many web sites (e.g., MapQuest)

that provide maps of various areas.  These sites also allow Internet users to

obtain directions to destinations through a variety of search options (e.g.,

street address, name, zip code).  For law firm employees who are unfamiliar

with a location but have Internet access, these web sites facilitate the

service employees' work in helping their customers quickly and providing them

with accurate information.  Department managers might not know how to get to

the customer's desired destination.  A nearby business may not have a map for

the employee to review.  Telephone directories provide addresses and telephone

numbers but do not necessarily provide directions.
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The reason ticket agencies use waiting lists to serve customers on a

first-come, first-served basis is because they are striving to create a

__________ service environment.

A. fair.

B. partisan

C. biased

D. distinct

/A

Fair.  To be fair is to treat everyone in an equitable manner.  Therefore, a

person who has waited longer than another person is often served first in order

to create goodwill.  Partisan and biased are terms used to describe the idea of

favoring one person, group, or concept over another.  Distinct is a term used

to describe unique or unusual characteristics.

$$46

Which of the following is an example of a service business accommodating its

customers' special needs:

A. A local bank provides deposit and withdrawal forms to its customers.

B. A multinational telecommunications company sponsors a charitable event.

C. A dentist's office provides toys and books for children in a waiting room.

D. A cable company advises customers that service repairs are done after noon

     on weekdays.

/C

A dentist's office provides toys and books for children in a waiting room.

Service businesses often provide amenities to meet unique or special needs of

their customers.  Providing toys and books in a waiting room helps parents

entertain their children while waiting for a dental appointment.  Banks that

provide necessary forms to conduct financial transactions are meeting basic

needs rather than special needs.  Sponsoring a charitable event and following

standard service operating procedures are not examples of service businesses

accommodating their customers' special needs.
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Which of the difficult customer types may become your best and most loyal

customer, once they learn to trust you?

A. Dishonest

B. Suspicious

C. Disagreeable

D. Slow/Methodical

/B

Suspicious.  Suspicious customers only want the facts, and they don't like

being pushed.  Once you gain their confidence and trust, you will have a

customer for life.  Dishonest customers may steal goods or purchase items, use

them, and return them for a full refund, if they can get away with it.

Disagreeable customers are negative, quick tempered, and may never be your best

customer.  Slow/Methodical customers generally need help to feel comfortable

about buying a good/service each time they go shopping.
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When developing project plans, what do accounting firms often develop in the

event of a crisis or unexpected situation?

A. Escape mechanism

B. Suggestion program

C. Contingency plan

D. Modified schedule

/C

Contingency plan.  A contingency plan is often known as "Plan B," or the backup

in the event that the original plan will not work for some reason.  Accounting

firms often develop contingency plans along with original project plans in

order to be prepared for the unexpected.  There's no way to know when a crisis

will occur, and having a contingency plan often helps a business to be

successful even under adverse conditions.  Firms do not develop an escape

mechanism, which is a way out of a situation.  Suggestion programs are usually

intended to encourage employees to share ideas.  A modified schedule might be a

part of a contingency plan.
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People who are open-minded and receptive to new ideas have a(n) __________

attitude.

A. critical

B. positive

C. unusual

D. indifferent

/B

Positive.  An outlook that focuses on the good side of things is known as

positive attitude.  People who are open-minded have a positive attitude.  Being

open-minded is not an unusual attitude.  Indifferent means lacking interest or

concern.  A person who is indifferent has a negative attitude.  A person who is

critical often finds fault and is also considered to have a negative attitude.
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Which of the following traits are most important for health care employees to

have in the workplace:

A. Reliability and passiveness

B. Flexibility and aggressiveness

C. Wit and friendliness

D. Empathy and responsiveness

/D

Empathy and responsiveness.  Health care businesses generally require personal

contact with their customers.  Empathy is the ability to put yourself in

another person's place.  Responsive refers to the ability to acknowledge and

accommodate a customer's needs and wants.  When communicating with customers,

successful health care employees demonstrate many traits and skills including

being empathetic; responsive; reliable; and, most often, friendly.  Although

flexibility is often important, the degree of flexibility that a health care

employee exhibits is highly dependent on the job or position.  Wit (humor) is

not always necessary or appropriate.  Employees should strive to be assertive,

rather than passive or aggressive.
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Which of the following is the most reliable source of information regarding an

employer's general expectations in the workplace:

A. Company web site

B. Interoffice correspondence

C. Coworkers

D. Company policy manual

/D

Company policy manual.  Policies are the general rules or expectations to be

followed by company personnel.  Often, businesses provide these rules in a

publication such as a manual.  Issues such as absences, vacations, dress codes,

and the personal use of e-mail or other office equipment are often addressed in

a written form.  Although it is possible to obtain information about an

employer's expectations from the company web site, interoffice correspondence,

and coworkers, these options are not always the most reliable or the most

accurate.  In addition, many companies do not have web sites or do not use them

to post workplace policies.
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An individual who is interested in a specific profession might consider

obtaining job-related experience by

A. taking a class.

B. selecting a mentor.

C. surfing the Web.

D. performing volunteer work.

/D

Performing volunteer work.  Volunteer work refers to activities or tasks that a

person performs without pay.  For example, a person who wants to find out about

public relations might consider volunteering at a PR firm.  Although

responsibilities might be menial in nature, the experience provides the

volunteer with insight as to how a PR firm operates and what is expected of its

personnel.  Taking a class, selecting a mentor, and surfing the Web provide

important education and information, but do not necessarily provide workplace

experience.
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Why is it beneficial for service business employees to join trade associations?

A. To improve company morale and enhance the overall work ethic

B. Because the association receives tax breaks when new members join

C. To understand problems and changes that are occurring in the industry

D. Because it reduces the service organization's personnel turnover rate

/C

To understand problems and changes that are occurring in the industry.  A

professional or trade association consists of a group of persons in the same

industry or geographical area who form a society to solve their common

problems.  In addition, trade organization membership often provides benefits

such as acquiring information about trends and legislation as related to the

service business industry.  Joining a trade association does not necessarily

reduce personnel turnover rates, provide the trade association with additional

tax breaks, or improve a business's morale and work ethic.
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People who are looking for work often benefit from networking activities

because they

A. may learn about unadvertised employment opportunities.

B. are always successful in obtaining jobs with excellent compensation.

C. obtain referrals to meet application requirements at learning institutions.

D. can rely less on employment search services to locate job opportunities for

     them.

/A

May learn about unadvertised employment opportunities.  Networking occurs when

people engage in communication activities with others who might help them

accomplish professional goals.  People engage in networking activities with

customers, friends, family, teachers, and former coworkers. Networking often

provides people with information regarding work-related opportunities such as

job openings that may not be posted, advertised, or accessible by the general

public.  Networking does not necessarily guarantee that people will obtain jobs

with excellent compensation.  People seeking employment generally obtain

referrals to present to prospective employers rather than learning

institutions.  Job-seekers do not always use employment search services.
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Computers have given insurance agents the ability to calculate pricing

functions such as break-even points and elasticity of demand by using

__________ programs.

A. presentation

B. word-processing

C. spreadsheet

D. communication

/C

Spreadsheet.  Spreadsheet software programs are designed to calculate and

analyze numerical data.  Spreadsheets are very useful for insurance agents as

they evaluate numerical data as it relates to pricing issues.  Presentation

software is used to create visual aids that are commonly used in sales or other

types of presentations.  Word-processing programs are used to create written

documents.  Communication software programs (e.g., e-mail) are used to

facilitate the distribution of messages.
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Hotel chains carefully analyze economic conditions and the competition before

raising prices because the product the chains provide has

A. unlimited supply.

B. inelastic demand.

C. limited supply.

D. elastic demand.

/D

Elastic demand.  Elastic demand is a form of demand in which changes in price

correspond to changes in demand.  Even a small change in price affects demand

for the product.  As a result, hotel chains carefully analyze economic

conditions and the competition to make sure a price increase will not reduce

demand.  If customers feel the new price is too high, they will not buy because

hotel rooms are products that customers do not need in order to survive.  There

is not an unlimited supply of hotels which means the supply is limited;

however, they are plentiful so customers usually will be able to find one in

the right price range.  Inelastic demand is a form of demand in which changes

in price do not affect demand.
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Which of the following statements is true about the pricing of services:

A. Pricing regulations are more stringent for services than they are for goods.

B. Bundling is a pricing strategy that is not often used by service businesses.

C. Many customers do not know the final price of a service until it is

     performed.

D. Most consumers find it easy to compare prices among service business

     competitors.

/C

Many customers do not know the final price of a service until it is performed.

Many service businesses (e.g., legal) charge their customers via time

increments (e.g., hour).  Sometimes, it takes longer to perform a service than

anticipated.  Therefore, some customers do not know the final cost until the

service has been completed.  Price bundling occurs when complementary or

supplementary products are priced so that they cost less to purchase together

than they do individually.  Service businesses often use bundling when pricing

products.  Because services are intangible, it is often more difficult for

regulatory agencies to monitor pricing issues than it is to monitor goods.  It

is not necessarily easy to compare prices among service business competitors.
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Before a business launches a new service, it should conduct a business analysis

by evaluating the product's feasibility and

A. velocity.

B. profitability.

C. maturity.

D. diversity.

/B

Profitability.  Before placing new products on the market, service businesses

should make sure that the new service will be profitable in the long run.  A

service that does not make money for the business will often lead to the

financial failure of the business.  Velocity refers to an object's (e.g.,

airplane) rate of speed.  Maturity refers to age.  Diversity is a term to

describe variety.
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During the growth stage of the product life cycle, a home security business's

marketing efforts usually involve advertising

A. the unique benefits of the product.

B. the discounts that are being offered.

C. that competitors' products are not as popular.

D. that customers are satisfied with the product.

/D

That customers are satisfied with the product.  Sales and profits increase

during the growth stage of the product life cycle.  Many customers are aware of

the product and buy the product.  To maintain sales, home security businesses

usually start to focus on advertising that customers are satisfied with the

product.  It is more effective to promote customer satisfaction than to promote

the product's benefits because most people are aware of the benefits.  People

are more likely to continue buying during the growth stage if they think that

other people are satisfied with the product.  Businesses usually advertise the

unique benefits of the product during the introduction stage.  Businesses often

advertise that competitors' products are not as popular during the maturity

stage.  Businesses frequently advertise discounts during the decline stage.
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Specifying the number of calls that a telemarketer should make in one hour is

an example of a(n) __________ standard.

A. time

B. employee

C. verbal

D. quantity

/D

Quantity.  Quantity standards specify the amount of work to be done.  Quantity

standards are common in business because they set standards of performance

levels that help the business to obtain its goal and realize profits.  An

example of a quantity standard is specifying the number of calls that a

telemarketer should make in one hour.  Time standards are closely related to

quantity standards and monitor the amount of time needed to complete an

activity.  Employee and verbal are not types of standards.
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Which of the following statements is true regarding the establishment of

standards in service businesses:

A. Service businesses must determine quality standards based on each customer's

     unique needs.

B. A business should consider the type of service it provides when developing

     quality standards.

C. Rigid quality standards are necessary because routine tasks are performed by

     service businesses.

D. It is difficult for service businesses to establish standards because of

     ongoing technological changes.

/B

A business should consider the type of service it provides when developing

quality standards.  Standards refer to the specifications that are used as a

basis for comparing or judging products.  When determining standards, service

businesses must consider the type of product available.  For example, some

services, such as financial investing, are customized and based on each

customer's needs.  Other services, such as lawn mowing, are routine tasks with

procedures that might require rigid quality standards.  Although technology

evolves, it does not necessarily eliminate the need for service standards.
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To ensure consistent product quality, service businesses often use service

performance indexes to

A. request feedback from customers, sponsors, and vendors.

B. determine needs and develop a corporate mission statement.

C. develop criteria for quarterly sales forecasts and budgets.

D. identify service delivery problems and improve performance.

/D

Identify service delivery problems and improve performance.  Service

performance indexes are product standards that are established by reviewing and

revising existing measures and targeted service levels.  The information can be

derived from a variety of sources including customer feedback.  By obtaining

customer feedback about a company's service, the business can identify problems

and develop strategies to improve performance and service.  Need is a general

term and can encompass many areas of the business.  Performance indexes are not

generally used to develop a corporate mission statement, develop forecasts and

budgets, or to request feedback.  The feedback is used to develop service

performance indexes.
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A hair salon deciding to add manicures to its existing services is an example

of a product

A. extension.

B. innovation.

C. extrication.

D. improvement.

/A

Extension.  A product extension refers to new or previously unavailable

services that are added to an existing product line.  Innovation describes the

invention or idea generation of new products.  Extrication is a term to

describe the removal of something.  When product improvement occurs, a service

is enhanced or changed so that it better meets customers' needs.
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Which of following is an example of a service business providing integrated

services for its clientele:

A. A grocery store selling fresh produce

B. A shoe retailer mailing monthly catalogs

C. A vendor processing an office supply order

D. A dry cleaner offering free garment delivery

/D

A dry cleaner offering free garment delivery.  Integrated services are the

intangible supplementary and complementary products that support the

distribution of the primary service.  For example, dry cleaning is a primary

service.  Offering free garment delivery to a customer's residence or business

is a supplementary service.  Another example of integrated service might

include all services provided at a doctor's office.  The doctor is the primary

service provider, but support services might include insurance billing for the

customer, returning patients' telephone calls about health issues, and

processing lab tests.  Fresh produce, catalogs, and office supplies are

tangible items rather than services.
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A service business that organizes its customer-waiting lines by specific

categories or needs is using a _________ queuing system.

A. snake

B. parallel

C. designated

D. progressive

/C

Designated.  Service businesses, such as banks, must often serve many customers

at one time.  Many times, the customers must wait for service.  The queuing

system refers to the manner in which customers are serviced.  A designated

queuing system refers to organizing customers by categories.  For example, a

grocery store might have an express lane to check out customers who are

purchasing less than six items.  A snake system occurs when customers wait in a

single line.  When they reach the head of the line, they proceed to the next

available service representative.  Parallel queuing systems offer several

service stations and allow customers to choose the line in which they want to

wait.  Progressive is not a term commonly used to describe service queuing

systems.
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A characteristic of product bundling is that the services that are bundled are

sold

A. for one all-inclusive price.

B. only at certain times of the year.

C. at heavily discounted rates.

D. as loss leaders to loyal customers.

/A

For one all-inclusive price.  Product bundling involves combining several

services and selling them for one all-inclusive price.  Businesses often bundle

services to encourage customers to buy services that they might not otherwise

want to buy.  The all-inclusive price of the bundled services is usually lower

than the combined price of the services sold separately.  The lower,

all-inclusive price is an incentive to buy.  Some bundled services may be sold

only at certain times of the year, such as lawn care services; however, that is

not a characteristic of product bundling.  Product bundling does not involve

selling at heavily discounted rates or selling the bundles as loss leaders to

loyal customers.
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Which of the following is an example of a personal promotional message:

A. Customized e-mail

B. National television advertisement

C. Roadside billboard

D. Internet web site

/A

Customized e-mail.  A customized e-mail message is designed specifically to

appeal to, and attract the attention of, the message receiver, usually

addressing the person by name.  National television advertisements, roadside

billboards, and Internet web sites are forms of mass (nonpersonal)

communication.
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When considering promotional efforts, service businesses often develop

communication strategies that emphasize

A. benefits.

B. intermediaries.

C. commodities.

D. circumstances.

/A

Benefits.  Since services are intangible activities, businesses that sell

services should focus on the benefits of the service when developing

promotional efforts.  For example, a dry cleaner might develop promotional

materials to emphasize the quick service (e.g., one hour) for emergency

situations (e.g., spill on suit for meeting).  Intermediaries refer to the

channel members operating between the producer and the consumer or industrial

user to help in the movement of goods and services.  Service businesses often

have fewer intermediaries than those that produce goods.  Commodities are

goods.  Circumstances refer to factors that create a certain situation,

positive or negative.  Circumstances are often depicted in promotional

materials; however, there must be a benefit associated with the purchase of the

service needed to prevent or enhance the circumstance.
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In a free-enterprise economic system, promotional practices are often subject

to regulation by governmental systems, consumer groups, and __________

organizations.

A. industry

B. competitive

C. nonprofit

D. liability

/A

Industry.  Governments often restrict businesses in terms of their promotional

activities.  Some countries have independent groups (e.g., Public Citizen) that

work to influence government regulation on the behalf of the consumer.  In

addition, many industries (e.g., media, financial services, utilities) have

self-regulatory procedures in place to protect the integrity of their field.

Competitive is a general term used to describe the level of rivalry between two

or more businesses to attract scarce customer dollars.  Nonprofit is a legal

business structure.  Liability is defined as debt.
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An accounting business planning a direct advertising campaign that targets

professionals in a particular industry might consider purchasing a mailing list

from a

A. trade industry.

B. principal data source.

C. professional association.

D. resource investment agency.

/C

Professional association.  A professional association can be defined as a group

of persons in the same industry who form a society with common interests and

goals.  Some trade associations sell their mailing lists to other businesses.

For example, an accounting business might purchase a mailing list from a trade

association that consists of members in the printing industry.  Trade industry

is a general term used to describe businesses that buy and sell goods to others

(e.g., retailers and wholesalers).  Principal data source and resource

investment agency are not terms commonly used to describe mailing list or

database sources.
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What should a publishing company do before beginning to write a news release?

A. Select a contact

B. Develop a headline

C. Identify the media

D. Locate a photograph

/C

Identify the media.  Determining which media will be receiving the news release

is an important step.  It affects the way in which the release is written and

the amount of information that is included.  For example, a news release for

the print media should be about one page in length or a maximum of two pages.

Broadcast news releases should be even shorter than print releases-about 60,

30, or 20 seconds long.  During the process of writing the release, it is

important to include the name of a contact.  In some cases, it is useful to

develop a headline for the release and locate a photograph if applicable.

However, these steps are not usually completed before the release is written.
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When designing a brochure for a service business, it is important to make sure

that the

A. use of photographs, clip art, and white space is very limited.

B. text includes a wide variety of typefaces to add eye appeal and interest.

C. graphics are placed in the center of the page to create a sense of balance.

D. copy is organized so it flows in a meaningful manner to the next panel or

     page.

/D

Copy is organized so it flows in a meaningful manner to the next panel or page.

Because brochures often have limited space to deliver a message, the key is to

make sure that all elements are relative to the information and create a sense

of unity.  Brochures can be formatted in a variety of ways.  To make sure that

the copy in the brochure is easy for the reader to understand, the information

should be organized so the flow of text runs smoothly from one page or panel to

the next.  The proper balance of photography, clip art, and white space can

enhance the appearance and impact of the piece and should not necessarily be

limited.  The quantity of graphics is highly dependent on the size and the

nature of the piece.  Graphics should not necessarily be placed in the center

of the page to create a sense of balance.
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What do law firms develop to create awareness, attract customers, and encourage

buying?

A. Promotional plans

B. Distribution channels

C. Supply schedules

D. Interactive messages

/A

Promotional plans.  A promotional plan is a framework for the promotional

activities of a law firm.  The purpose of promotional plans is to create

awareness, attract customers, and encourage buying.  To accomplish this goal,

law firms identify a variety of promotional activities such as advertising and

sales promotions.  Then, firms select the activities that will most effectively

help them to create awareness, attract customers, and encourage buying.

Distribution channels are the paths, or routes, that goods or services take

from the producer to the ultimate consumer or industrial user.  Supply

schedules are the timetables established for the delivery of goods.

Interactive messages often involve electronic communication.
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When designing a web site, one reason it is important to develop a home page

that is easy to use is because this page

A. contains a lot of graphics.

B. allows visitors to send e-mails.

C. displays promotional messages.

D. provides access to the other pages.

/D

Provides access to the other pages.  The design of a web site has a significant

impact on the effectiveness of the site.  A main concern is the home page

because that is usually the page that users visit first, and is the page that

provides access to the other pages on the site.  If the home page is not easy

to use, visitors may give up and not try to access information on other pages.

As a rule, the information that visitors need to buy products, ask questions,

or contact the business appears on pages other than the home page.  If users

cannot get to these pages, they will be unable to complete transactions.  Home

pages do not necessarily contain a lot of graphics.  A home page usually

contains an icon that takes visitors to the page that allows them to contact

the business by e-mail.  Not all home pages display promotional messages.
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Providing quality customer service on a consistent basis often helps

salespeople to increase sales to

A. new prospects.

B. first-time buyers.

C. current customers.

D. major corporations.

/C

Current customers.  Salespeople often try to increase sales to current

customers by providing quality service on a consistent basis.  Current

customers who are satisfied with the level of service often become lifetime

customers and buy additional goods and services.  Salespeople realize that it

may be easier to sell more to current customers than to identify new customers.

However, current customers probably will not buy more if they are not

satisfied with the service.  New prospects are potential customers-ones who

might buy.  First-time buyers are those who are buying from a salesperson for

the first time and who do not yet know what type of service they will receive.

Providing quality customer service on a consistent basis might increase sales

to major corporations if those corporations are also current customers rather

than new prospects or first-time buyers.
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Which of the following is an area that might be covered by a selling-activity

policy:

A. Offering a discount

B. Arranging for credit

C. Entertaining the customer

D. Scheduling a training session

/C

Entertaining the customer.  Selling-activity policies focus on providing

salespeople with guidelines for activities that involve interaction with

customers or potential customers.  An area that is often covered by these

policies is entertaining the customer.  Policies might explain the use of

expense accounts or place limits on the cost of business lunches or dinners.

Offering a discount and arranging for credit are areas covered by terms-of-sale

policies.  Scheduling a training session is explained in service policies.

$$77

Which of the following is an example of how many salespeople for equipment

rental companies use technology to increase communication and follow-up with

customers:

A. Holding videoconferences

B. E-mailing service reminders

C. Preparing sales letters

D. Offering training sessions

/B

E-mailing service reminders.  E-mail technology makes it possible for equipment

rental salespeople to communicate with customers quickly and efficiently.  An

example of using this technology to increase communication and follow-up with

customers is e-mailing service reminders.  Customers are more likely to respond

positively when they are reminded about needed service.  This is a type of

follow-up that often leads to repeat sales because customers feel that

salespeople are genuinely interested in them.  Videoconferencing involves

exchanging information via satellite from various locations.  This technique

may be used between businesses that have the necessary equipment, but would not

be possible with individuals such as the customers who need to be reminded that

their cars are due for tune-ups.  Preparing sales letters and offering training

sessions are routine types of communication and follow-up that do not require

the use of technology.
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Which of the following service businesses is most likely to deliver its

products directly to the customer by e-mail:

A. Online retailer

B. Medical practice

C. Career consultant

D. Parts manufacturer

/C

Career consultant.  There are many service businesses that can communicate and

deliver their products (services) by e-mail.  For example, an individual might

need advice and hire a career consultant.  It is possible for the consultant to

never meet directly with the client and communicate only by e-mail.  In a

medical practice, doctors must meet with patients in person and, therefore,

cannot deliver their services by e-mail.  Online retailers and manufacturers

sell goods rather than services.
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Customers often consider the purchase of services a higher risk than the

purchase of goods because services might generate

A. uncertain outcomes.

B. immediate gratification.

C. transaction-based costs.

D. high performance expectations.

/A

Uncertain outcomes.  Many customers who retain services do not know the outcome

of their purchase until the service has been performed.  For example, a person

who hires a contractor to complete a house addition will not see the final

results, good or bad, until the addition is complete.  Therefore, the outcome

is uncertain.  Another example includes surgical procedures.  Because a wide

variety of situations can occur during a surgical procedure, the outcome is

uncertain.  Immediate gratification refers to receiving instant, desired

results in relation to a specific action.  Transaction-based cost is a general

term and is not widely used to describe risk concerns related to service

businesses.  The level of performance expectations is highly dependent on the

product, whether it is a service or a good.  Therefore, it cannot be assumed

that customers consider purchasing services a higher risk than purchasing goods

(e.g., cars) in terms of performance.

$$80

During which phase of the selling process do insurance salespeople usually

answer any remaining objections that customers might have?

A. Reaching closure

B. Prescribing solutions

C. Discovering needs

D. Explaining maintenance

/A

Reaching closure.  Reaching closure is the fourth phase of the selling process.

Many insurance salespeople feel the closing actually has two purposes:

identifying any remaining resistance, or objections, the customer may have and

getting the order.  When customers are satisfied that their objections have

been satisfactorily addressed, they often indicate that the time has come to

close the sale.  Salespeople do not answer remaining objections when

prescribing solutions or discovering needs.  Explaining maintenance is one

aspect of reaffirming the buyer-seller relationship.
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When preparing for a sales presentation to a business, what should a

salesperson for an accounting firm review to find information about past

purchases and payment history?

A. Prospect list

B. Customer profile

C. Invoice records

D. Standard contract

/B

Customer profile.  A customer profile contains a variety of information about a

business including who makes the buying decisions, the quantity and value of

past purchases, payment history, names of competitors, etc.  Salespeople should

review the customer profile when preparing for a sales presentation in order to

be ready to address issues that are important to the customer and to answer

questions.  Knowing what customers have purchased in the past and if they paid

on time will help salespeople prepare for an effective presentation.  A

prospect list is a list of potential customers.  Reviewing invoice records

would be a time-consuming activity that might not provide worthwhile

information.  Pertinent information from invoices should be noted in the

customer profile to make the information easy to access.  A standard contract

would not provide information about past purchases and payment history.
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Which of the following is an example of a salesperson for a consulting business

bribing a customer:

A. Giving an inexpensive gift

B. Buying lunch during a sales call

C. Providing tickets to a community activity

D. Offering half of the commission on a sale

/D

Offering half of the commission on a sale.  Bribery involves giving money or

favors to influence a person's decision.  An example of a salesperson bribing a

customer is offering to give the customer half of the commission the

salesperson receives on a sale of consulting services.  The purpose of the

bribe is to persuade the customer to buy from the salesperson.  Bribery is

usually considered to be unethical because it is not a fair way of doing

business.  Many companies have guidelines that cover specific situations, such

as bribery, to help salespeople behave ethically.  While bribery is unethical,

giving small and inexpensive gifts is often routine in sales situations.  For

example, it is acceptable to give an inexpensive gift, buy lunch during a sales

call, and provide tickets to a community activity.
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At what stage does a customer evaluate product alternatives during the buying

process for services?

A. Consumption

B. Postpurchase

C. Close

D. Prepurchase

/D

Prepurchase.  There are three primary stages in terms of the service buying

process.  During the prepurchase stage, the customer identifies a need or

problem, searches for information to meet the need or problem, and evaluates

the alternatives by weighing the pros and cons of each option.  During the

consumption stage, the customer actually purchases or uses the service.

Service during the consumption stage often requires extended interaction

between the provider and the purchaser.  During the postpurchase stage, the

customer determines her/his satisfaction with the provider's services.  Close

refers to the point in the selling process at which the customer makes a

favorable buying decision.
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When furniture rental salespeople recommend an appropriate substitute product,

one of the benefits to the customer is that the customer often

A. gets a rebate.

B. spends less money.

C. saves time.

D. trades even.

/C

Saves time.  By recommending appropriate substitute products, furniture rental

salespeople often help customers save time and the inconvenience of going from

business to business in order to locate a product.  Customers appreciate being

told of substitute products that will provide as much, or even more,

satisfaction than the item originally requested.  Substitute products are not

necessarily less expensive than the items originally requested.  Not all

products include a rebate.  In some cases, the substitute product might be

priced the same as the original product.  However, in most cases it is either

priced higher or lower.  It is a benefit to the customer if the product is

lower priced rather than the same price.
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When selling to individuals, what should home security salespeople watch for to

determine if customers are accepting them and their presentation?

A. Distractions

B. Cultural difference

C. Perceptions

D. Body language

/D

Body language.  Body language is the gestures, facial expression, tone of

voice, or any other form of communicating without words.  By paying attention

to customers' body language, home security salespeople will be able to

determine if customers have a favorable impression of them and are accepting

what they say.  Body language that indicates acceptance includes leaning

forward, smiling, nodding, and making eye contact.  If customers' body language

indicates a problem, salespeople should attempt to make adjustments to increase

the possibility of a sale.  Distractions, cultural difference, and perceptions

are barriers to communication rather than indications that customers are

accepting what salespeople say.
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What is one way to establish credibility at the beginning of a sales

presentation to a group?

A. Make proper introductions

B. Describe previous successes

C. Summarize major features

D. Explain substitute services

/B

Describe previous successes.  At the beginning of a sales presentation to a

group, it is important for salespeople to establish their credibility and the

credibility of the company they represent.  One way to do this is for

salespeople to describe the company's previous successes as well as their own

successes in sales.  This information lets the group know that the salesperson

and company are qualified, have the necessary experience, and are successful.

Establishing credibility at the beginning of the presentation also encourages

the group to pay attention.  It is important to make a proper introduction at

the beginning of the presentation, but that does not establish credibility.  A

salesperson might summarize major features at the end of the presentation.  A

salesperson would explain substitute services only if the originally requested

services are unavailable.
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During the process of closing a cash register, a barbershop employee identified

a shortage.  Which of the following statements is not true about cash register

shortages:

A. A shortage represents a financial loss to the shop.

B. A shortage means there is too much money in the register.

C. A shortage means there is not enough money in the register.

D. A shortage is often the result of carelessness in making change.

/B

A shortage means there is too much money in the register.  An overage, not a

shortage, means there is too much money in the register.  A shortage means

there is not enough money.  Shortages represent financial loss, and are often

the result of carelessness in making change.
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A customer hands a hair salon cashier a coupon for 20 percent off the price of

a haircut.  If the regular price of the haircut is $25, what is the price of

the service after processing the coupon?

A. $18.50

B. $19.00

C. $20.00

D. $22.75

/C

$20.00.  Although many service businesses (hair salons) have cash registers

that automatically calculate numerical data such as percentages, others might

require the service business employee to calculate the discount and process the

coupon.  To calculate the discount in this example, first multiply the retail

price by the amount of the discount ($25 x 20% or .20 = $5).  Then, subtract

the discount from the retail price ($25 - $5 = $20).
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When processing traveler's checks, service business employees should

A. accept presigned checks for amounts under $50.

B. make sure the traveler's checks are predated and notarized.

C. compare the countersignature with the existing signature on the check.

D. ask customers to present their federal transaction code to verify identity.

/C

Compare the countersignature with the existing signature on the check.  To

reduce the risk of fraud, service business employees should compare the

signature in the upper corner of the traveler's check with the signature that

the employee witnesses.  It is also helpful to compare signatures with a form

of photo identification (e.g., driver's license, passport), not a federal

transaction code.  Presigned travelers' checks should not be accepted.  The

checks should be signed in front of the service business employee who is

handling the transaction.  Traveler's checks should be signed with the current

date and do not need to be notarized.
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Which of the following statements is true regarding service businesses and the

exchange of foreign currencies:

A. The European euro is the primary foreign currency that service businesses

     exchange and accept.

B. Service businesses often require that customers exchange foreign currency at

     authorized agencies.

C. Most service businesses add high processing fees to transactions that occur

     using foreign currency.

D. International laws require that service businesses establish a plan to

     exchange foreign currencies.

/B

Service businesses often require that customers exchange foreign currency at

authorized agencies.  Because nations have their own currency and currency

values change or float on a regular basis, it is often difficult for service

businesses to handle sales transactions using foreign currency.  Some

countries, including the United States, have agencies (e.g., banks, embassies)

that can exchange the currency for the customer quickly and accurately.  The

acceptance of specific currencies is dependent on the service business's

policies.  Although it is possible that service businesses add a foreign

currency processing fee to a sales transaction, it cannot be assumed that most

service businesses do so.  Plans to accept foreign currency as payment are not

legislated by international laws.
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To reduce the risk of credit-card fraud during credit transactions, a dry

cleaner might ask customers to verify their identity by requesting to see a

A. Social Security card.

B. federal authorization number.

C. driver's license.

D. financial statement.

/C

Driver's license.  Service business employees (e.g., dry cleaners) often ask to

see a photo identification (e. g., driver's license) as a means of verifying a

person's identity.  In addition, employees can compare the signature on the

driver's license with the signature on the credit-card slip.  Social Security

cards and financial statements do not have photographs and are not a reliable

method of verifying identity.  Federal authorization number is a general term

and not a common way to verify a customer's identity during a credit-card

transaction.
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When accepting personal checks during a sales transaction, health spa employees

should always verify that the customer has __________ the check.

A. signed

B. postdated

C. endorsed

D. witnessed

/A

Signed.  Customers often pay for services with personal checks.  Health spa

employees should always verify that the check is made payable to the correct

entity, that the written and numerical figures on the check are the same, the

check date is the current date, and that it is signed in the appropriate place

by the customer.  Financial institutions do not process checks that are

completed incorrectly.  Postdated checks are written with a date that is in the

future.  The payee endorses the check rather than the payer.  A witness is a

person who verifies an action of another person.  Personal check transactions

do not generally require witnesses.
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When preparing the cash drawer for daily sales transactions, service businesses

usually place the loose coins in the compartments located in the __________

section of the drawer.

A. back 

B. front

C. left

D. right

/B

Front.  A cash drawer is divided into 10 compartments.  The five compartments

in the front of the drawer are for coins.  Coins are arranged so the lowest

coin denomination is placed in the far-right-front compartment, and the highest

coin denomination is placed in the far-left-front compartment.  The five

compartments in the back of the drawer are for paper currency.  One of the back

compartments (end) is usually reserved to hold coupons, checks, or rolled coins.
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A service business places a set amount of money in each cash drawer at the

beginning of a cashier's shift in order to

A. make change for customers. 

B. accommodate debit card users.

C. provide larger currency denominations.

D. cover unexpected operational transactions.

/A

Make change for customers.  Some service businesses, such as hair salons,

require customers to pay for the service upon completion of the service instead

of billing the customer at a later time.  To accommodate cash customers,

different denominations of currency and coin are placed in a compartment to

provide change for customers.  To better track currency and coin, many service

businesses establish policies regarding the amount of money that is allocated

to a cash drawer at the beginning of the day or shift.  A debit card is often

used to pay for products in place of personal checks and does not necessarily

impact the need to maintain currency for cash customers.  When making change,

service business employees generally provide the customers with lower

denominations of currency and coin.
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The primary reason that a service business maintains a petty-cash fund is to

A. process unexpected cash transactions.

B. provide change for traveler's checks.

C. reduce the need to make daily bank deposits.

D. eliminate the need to pay vendors' processing fees.

/A

Process unexpected cash transactions.  Many service businesses allocate a set

amount of currency for various business transactions requiring cash payment.

An example of a petty-cash expenditure is the purchase of supplies for

unexpected shortages (e.g., office supplies, stamps).  Although service

businesses might accept payment by traveler's check, the transaction is

generally conducted by the cashier using the allocated cash drawer for customer

transactions.  Vendors do not always charge processing fees for orders.

Petty-cash funds are not maintained to reduce the need to make daily bank

deposits.
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The primary reason that a nail salon might sell gift certificates is to

A. encourage new and existing customers to use its services.

B. provide existing customers with additional service options.

C. allow customers to use the services whenever they need them.

D. track each customer's buying habits and to forecast future sales.

/A

Encourage new and existing customers to use its services.  Gift certificates or

cards are convenient for customers to purchase and give to the hard-to-buy-for

recipient.  Service businesses, such as nail salons, benefit by selling gift

certificates because the card recipient must use the certificate to receive the

services.  If the certificate user is satisfied with the services, it is

possible that the card user might purchase and use the products again.  Gift

certificates do not necessarily provide customers with additional service

options.  Although gift certificates often provide customers some purchasing

flexibility, some nail salons require that the certificates be redeemed within

a certain time frame.  Although it is possible to track a customer's buying

habits when electronic gift cards are used, it cannot be assumed that every

gift certificate recipient will use the certificate.  Therefore, sales

forecasting is not a primary reason that a nail salon might sell gift

certificates.
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A customer calls and requests cable installation.  What is the most important

information that the service employee obtains from the customer?

A. Street number, zip code, and fax number

B. Telephone number, street address, and name

C. Name, e-mail address, and telephone number

D. Mailing address, fax number, and street address

/B

Telephone number, street address, and name.  To install television cable

service, a service person must obtain entrance to the property of the

individual requesting service.  To complete the transaction, the minimal amount

of information needed is the name of the person requesting service, the street

address of the location, and a telephone number to reach the service requestor.

Although a fax number and e-mail address are helpful, the information is not

necessary.  A mailing address is often a post office box.  Without the street

name and number, the service person does not know where to go.  A zip code is

helpful but does not provide the exact location of the property where the cable

installation is to occur.
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In which part of the sales letter should a salesperson ask a customer to take

action?

A. Conclusion

B. Introduction

C. Summation

D. Explanation

/A

Conclusion.  The concluding paragraph of a sales letter should be short, but it

should also ask the customer to take some type of action.  The conclusion is

the part of the sales letter that asks customers to do something, such as place

an order, make a phone call, or fill out and return an enclosed card.  It is

important for the conclusion to clearly state what the salesperson wants the

customer to do.  The introduction is intended to attract attention and generate

interest.  The explanation is the main part of the letter that includes

supporting evidence.  Some sales letters may contain a brief summary, or

summation, of information before the concluding paragraph.
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An effective guideline to follow when creating a computerized presentation to

support a sales presentation is to

A. keep it simple.

B. include a lot of detail.

C. limit the color.

D. use technical wording.

/A

Keep it simple.  There is a tendency to overdo computerized presentations and

make them more complicated and detailed than necessary because the presentation

software makes it easy to create elaborate visuals.  However, the most

effective presentations are the ones that are fairly simple and to the point.

The goal is to support the verbal message that the salesperson is providing.

Overly complicated and detailed visual presentations tend to distract the

audience and take away from the sales message.  The best guideline to follow is

to keep it simple.  Effective computerized presentations do not include a lot

of detail or use technical wording.  The use of color tends to make the visual

presentation more attractive and interesting.
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