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Which of the following is one of the main characteristics of the Internet:

A. Made up of hyperlinks

B. Combination of home pages

C. Creates search engines

D. Moves digital information

/D

Moves digital information.  The Internet is a worldwide network of computers

that enables users to access information and communicate with others.  One of

the main characteristics of the Internet is that it moves digital information

from one place to another.  This information can be in a variety of forms such

as text, graphics, sound, or video.  The World Wide Web is a part of the

Internet that users access by following hyperlinks.  Businesses often develop

home pages that can be accessed through the Web.  The Internet does not create

search engines.

$$1

One way that the Internet impacts marketing is often by making it possible for

Internet companies to

A. hire more salespeople.

B. handle increased demand.

C. offer low prices.

D. spend a lot on advertising.

/C

Offer low prices.  Prices may be lower on the Internet than in brick-and-mortar

businesses because the Internet makes it easy for consumers to comparison shop

for the lowest price.  Businesses offer low prices to generate sales.  Also,

many online businesses have fewer employees, do not pay for expensive retail

space, do not print catalogs, etc.  This makes it possible for them to operate

inexpensively and pass on the savings to customers in the form of low prices.

In some situations, the Internet generates a huge demand for certain products

that companies are unable to handle.  Also, Internet companies often hire fewer

salespeople because most business is conducted online.  Internet companies do

not need to spend a lot on advertising.

$$2

Which of the following is a way that the Internet has a positive impact on the

purchasing function:

A. Allows many vendors to bid

B. Makes the process more complex

C. Increases cost of buying

D. Lengthens the time involved

/A

Allows many vendors to bid.  Businesses often post purchasing information on

their web sites, which makes it possible for many vendors to access the

information and bid.  For example, a business might describe the type of

products, when they must be delivered, and any other important specifications.

Vendors review the specifications and decide if they want to bid.  The result

usually is that the business receives a variety of competitive bids and is able

to select the most appropriate vendor.  Posting purchasing information on the

Internet usually makes the purchasing function less complex, reduces the cost

of buying, and decreases the time involved in obtaining competitive bids.

$$3

Why do e-tailers include social issues, such as a supplier's use of sweatshops,

as part of the vendor evaluation process?

A. So corporate buying policies are followed when purchasing on consignment

B. Because the use of sweatshops often leads to poor publicity for the company

C. To ensure that products manufactured at sweatshops are taxed at a lower rate

D. To verify that ethical issues are addressed when invoicing and billing

     customers

/B

Because the use of sweatshops often leads to poor publicity for the company.

Sweatshops are factories that often have poor working conditions and underpay

the employees.  Sometimes the employees are young children.  Because many

people feel that this is unethical and inhumane behavior, e-tailers often

refuse to purchase goods from sweatshops.  Use of sweatshops might cause an

e-tailer to experience unfavorable publicity that might result in lost sales.

Consignment buying policies are financial arrangements in which goods are paid

for after they are purchased by the final customer.  Product taxation is

generally considered a legal issue, not a social issue.  Invoice and billing

arrangements are not generally considered social issues.

$$4

When preparing a balance sheet, which of the following should match if the

online business is using a double-entry system of accounting:

A. Owner's equity must match liability and assets.

B. Assets must match liabilities and owner's equity.

C. Liabilities must match assets and owner's equity.

D. Assets must match retained earnings and accounts payable.

/B

Assets must match liabilities and owner's equity.  The accounting equation used

in a double-entry system of accounting is Assets = Liabilities + Owner's

Equity.  Assets must match the sum of liabilities and owner's equity for the

balance sheet to be correct.  The alternatives are not correct for a

double-entry system of accounting.

$$5

Which of the following is a growing trend in e-commerce:

A. Niche sites

B. Trade secrets

C. Free speech

D. Equal access

/A

Niche sites.  Niche sites are Internet sites that focus on a narrow subject and

are targeted to a small segment that is interested in that subject.  For

example, some sites are targeted to young men who are interested in sports

while others are targeted to young women who are interested in cooking.  Niche

sites are becoming more and more popular because users can find exactly the

information they want and need, such as financial data or travel data.  Trade

secrets, free speech, and equal access are not growing trends in e-commerce.
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Which of the following Windows shortcut keys make it possible for business

employees to save documents:

A. Ctrl and C

B. Ctrl and S

C. Ctrl and P

D. Ctrl and V

/B

Ctrl and S.  There are a variety of Windows shortcut keys that make it possible

to easily combine software applications.  The shortcut keys to save documents

are Ctrl (Control) and S.  By holding down both keys at the same time,

employees can save the documents they are working on and access them again at a

later time.  To copy text, an employee would press Ctrl and C.  To print text,

an employee would press Ctrl and P.  To paste or insert text, an employee would

press Ctrl and V.
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What type of tool do web-site creators use to make it possible for users to ask

questions and receive answers online?

A. Search component

B. Customization browser

C. Privacy system

D. Interactivity software

/D

Interactivity software.  There are many software programs that web-site

creators use to add features to a business's web site to make the site more

effective.  One tool is interactivity software which allows web-site creators

to make the site interactive so users can ask questions and receive answers

online.  An example is using interactivity software to add e-mail capability to

a web site so users can contact the business and the business is able to

respond.  Other types of tools allow web-site creators to develop search

capability, customize the site, and ensure privacy.
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Basic Internet programming makes it possible for individuals and organizations

to

A. send private messages.

B. access online databases.

C. read floppy disks.

D. compress video images.

/B

Access online databases.  Basic Internet programming makes it possible for

individuals and organizations to access online databases that are available on

the World Wide Web (WWW).  The WWW is a vast collection of interconnected sites

and files accessible through the Internet, which is a worldwide network of

computers that enables users to access information and communicate with others.

Individuals and organizations that have computers with Internet access are

able to search the Web for online databases and view the information.  It is

possible to send messages online; however, these messages are not necessarily

private because they can be viewed by many people unless they are encrypted.

It is not necessary to have access to the Internet to read floppy disks or

compress video images.

$$9

When creating and posting information to a web site, one of the most important

considerations is the

A. opening page.

B. search engine.

C. domain name.

D. shopping cart.

/A

Opening page.  The design and content of the opening page is extremely

important because many visitors do not go beyond that page.  Therefore, it is

important to create an opening page that provides an overview of the web site

and links to other pages on the site.  If the goal is to have visitors follow

links to access additional information or make a purchase, the opening page

must generate interest and encourage visitors to continue.  A search engine is

a software program that automatically crawls the Web looking for information

pertaining to specified search terms and displays a list of results.  A domain

name is a business's web address.  A shopping cart is a computer program

designed to act as an online catalog and order-processing center.
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What will the insurance settlement be for property damage of $275,000 if the

insurance company pays 90% of the damage and the brick-and-click business has a

$2,500 deductible?

A. $245,000

B. $247,500

C. $270,000

D. $272,500

/A

$245,000.  Brick-and-click businesses usually obtain property insurance to

protect them from damage due to natural disasters, vandalism, or accidents.

Most insurance policies specify that the insurance company will pay all or part

of the cost of the damage less the deductible, which is the amount that the

business agrees to pay for any damage that may occur.  To determine the

settlement, first calculate 90% of the damage ($275,000 x 90% or .90 =

$247,500).  Then, subtract the amount of the deductible from that figure to

determine the final amount of the insurance settlement ($247,500 - $2,500 =

$245,000).
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What do many businesses do to protect their web sites from viruses and computer

attacks?

A. Install security software

B. Check employee backgrounds

C. Notify law enforcement

D. Monitor stored information

/A

Install security software.  There are several types of software available that

help to protect web sites from viruses and outside computer attacks.

Businesses often install security software to protect their sites.  Also, there

are several companies that handle security issues for businesses, and they have

the ability to quickly respond to viruses and computer attacks to keep the

business's computer system from shutting down.  Checking employee backgrounds

is a way to prevent security problems within the business rather than from

outside attacks.  If businesses detect a virus or a computer attack, they

usually notify law enforcement.  Businesses routinely monitor stored

information to make sure it is secure.

$$12

An icon on a web site that takes a user somewhere deep within another web site

is an example of

A. cybersquatting.

B. site programming.

C. deep linking.

D. web designing.

/C

Deep linking.  The act of landing on a page deep within a web site, rather than

on the site's home page, is deep linking.  This might become a legal issue if

one site contains an icon that takes a user deep within another web site,

particularly if the site does not have permission to do so.  The problem occurs

because the home page is where the user gets the whole picture of what the site

is about.  Also, there is a distinct possibility that the user won't be exposed

to a primary source of the business's revenue.  The bottom line is that a web

site should obtain permission before linking to another web site.

Cybersquatting is registering a domain name with the intention of selling it to

its legitimate owner for a profit.  An icon on a web site that takes a user

somewhere deep within another web site is not an example of site programming or

web designing.

$$13

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.  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.

$$14

The dealers who are authorized by manufacturers to distribute the

manufacturers' products are the ones who usually are negatively affected by

A. sale pricing.

B. personal selling.

C. volume buying.

D. gray marketing.

/D

Gray marketing.  Gray market goods are foreign-made products that are imported

into countries by suppliers that are not authorized by the manufacturers.  The

distribution of gray market goods bypasses the authorized distribution

channels, which enables them to sell the goods at low prices.  Online

businesses that buy gray market goods for resale often charge discounted

prices.  This practice has a negative effect on authorized dealers that

purchased the same goods from the manufacturers and are not able to offer large

discounts.  Sale pricing is pricing items at low levels and promoting them for

a limited period of time.  Personal selling is the form of promotion that

determines client needs and wants and responds through planned, personalized

communication that influences purchase decisions and enhances future business

opportunities.  Volume buying involves buying in large quantities, which often

results in receiving a discount.

$$15

Which of the following is a distribution trend in e-commerce:

A. Developing online shopping carts

B. Manufacturer selling directly to end user

C. Vendor offering discounts on certain items

D. Shipping products by way of the postal service

/B

Manufacturer selling directly to end user.  As a result of e-commerce, some

manufacturers have realized that it is possible to sell directly to the end

user without the need for distributors or retailers.  For example, a computer

manufacturer develops a web site that allows customers to access the site,

select the equipment that meets their needs, place an order, and pay.  The

manufacturer makes arrangements to deliver the order to the customers' homes.

The direct channel of distribution often makes it possible for the manufacturer

to offer lower prices because there are no middlemen in the distribution

process.  Using the postal service is a shipping method rather than a

distribution trend.  Online shopping carts facilitate the buying process.

Offering discounts is a promotional technique.
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When establishing receiving schedules, online businesses that maintain storage

areas usually do not need to consider

A. availability of staff.

B. volume of customer traffic.

C. time needed for processing.

D. number of daily deliveries.

/B

Volume of customer traffic.  The volume of customer traffic is usually not a

consideration for online businesses because customers do not visit the

business, but access information online.  Therefore, online businesses consider

other factors when establishing receiving schedules.  Some of these factors

include the availability of staff during certain times of the day, the amount

of time needed for processing the shipments, and the number of daily

deliveries.  Online businesses want to make sure that they have enough

employees available to handle deliveries and accurately complete the receiving

process.
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What type of merchandise might an online antique shop store in a bonded

warehouse?

A. Imported goods

B. Household items

C. Special orders

D. Breakable pieces

/A

Imported goods.  Imported goods are items purchased from other countries.

Often, these goods are stored in a bonded warehouse when they arrive at their

final destination because that country imposes a tax on imports.  Before the

antique shop can remove the goods from storage, it must pay the required tax.

Antique shops often import goods from other countries and store them in bonded

warehouses.  Bonded warehouses are not used to store household items, special

orders, or breakable pieces unless these goods are also imports.
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What system do some e-tailers use to completely avoid the need to plan or

maintain storage space?

A. Courier service

B. Ground delivery

C. Drop shipping

D. Direct mailing

/C

Drop shipping.  Drop shipping occurs when an e-tailer has a manufacturer or

distributor ship products directly to the customers.  The e-tailer processes

the order and notifies the manufacturer or distributor which then ships the

order.  As a result, the e-tailer does not need to plan or maintain storage

space because it does not inventory any products.  The e-tailer buys a product

only when a customer places an order.  All the responsibilities of storing and

handling products remain with the manufacturer or distributor.  E-tailers who

maintain storage space might use a courier service, ground delivery, or direct

mailing as methods of shipping products to customers.

$$19

Some online businesses buy large quantities and store the products until needed

to take advantage of

A. dating terms.

B. return policies.

C. shipping methods.

D. vendor discounts.

/D

Vendor discounts.  An advantage of buying large quantities is that vendors

usually offer discounts.  However, buying in large quantities may mean that the

online business needs to store those products until they are needed.  A

business might decide to do that if the discount was substantial enough to

offset the cost of storage.  It might be more economical for a business that

has its own storage facility to buy in quantity and take advantage of vendor

discounts.  Dating terms involve when an invoice will be paid.  Return policies

involve the conditions under which a business can return items to a vendor.

Shipping methods are the ways that products are transported from a vendor to a

buyer, such as by truck or rail.
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Which of the following is a characteristic of electronic customer relationship

management:

A. Requires expensive software support

B. Includes digital downloading capability

C. Offers translation of a foreign language

D. Provides quality service for a minimal cost

/D

Provides quality service for a minimal cost.  Electronic customer relationship

management is based on technology that allows businesses to provide support

services by other than traditional means.  For example, traditional customer

service often involves an employee meeting with a customer or talking on the

telephone with a customer.  This method is time consuming and expensive.  The

technology of e-mail, online chat rooms, and FAQ pages makes it possible for

businesses to provide quality service quickly and for a minimal cost.  For

example, it costs a business only a few cents every time it sends a customer an

e-mail answering a specific question or providing a confirmation number for an

order.  Electronic customer relationship management does not always require

expensive software support.  Digital downloading capability and foreign

language translation are not characteristics of electronic customer

relationship management.

$$21

Which of the following is an example of an ethical issue regarding unsolicited

e-mail messages:

A. Spamming regulations are enforced.

B. Consumers did not "opt-in" to the e-mail.

C. Messages are out of local government control.

D. Removal link is intentionally designed to be inactive.

/D

Removal link is intentionally designed to be inactive.  Many unsolicited e-mail

messages (spam) include a link to click so recipients can be removed from the

mailing list.  Often, this link is a fake e-mail address.  Because there is not

an "unsubscribe" link, no one can be removed from the mailing list.  Although

this is an unethical practice, it is not illegal.  Spamming regulations are a

means of halting spam.  When computer users "opt-in," they are giving

permission to be tracked and to receive advertisements.  The local government

works to protect computer users from spam.

$$22

What do Internet businesses need to be able to fill orders for customers in a

timely manner?

A. Warehousing facility

B. Automated equipment

C. Information system

D. Evaluation process

/C

Information system.  All Internet businesses need some type of information

system to be able to fill customers' orders in a timely manner.  The systems

may be simple, complex, or computerized as long as they can provide the

businesses with the information they need.  For example, a small business may

use a manual system to log in orders and follow them throughout the fulfillment

process.  Large businesses that handle many orders at one time might use a

computerized system to track orders at all times.  Whatever type of system is

used, it should be appropriate for the business so the business has the

information it needs to fill orders and satisfy customers.  Not all businesses

need a warehouse facility, automated equipment, or an evaluation process to

fill orders for customers in a timely manner.
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Which of the following is a factor that e-tailers often consider when assessing

the effectiveness of the order fulfillment process:

A. Accuracy

B. Quantity

C. Liability

D. Frequency

/A

Accuracy.  One factor that e-tailers consider when assessing the effectiveness

of the order fulfillment process is accuracy.  Most e-tailers receive orders

online and then process the order according to customers' specifications.

Accuracy is an important factor because customers expect to receive exactly

what they ordered.  If e-tailers send the wrong item, the wrong quantity, the

wrong color, etc., the order is incorrect.  Sending incorrect orders is costly,

because the e-tailer must make amends with customers who then may decide to

take their business elsewhere.  Therefore, e-tailers strive for accuracy when

fulfilling orders, and if they determine that the system is not functioning

effectively, they take steps to correct it.  E-tailers usually do not consider

quantity, liability, or frequency when assessing the effectiveness of the order

fulfillment process.
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E-tailers often plan to conduct a physical inventory count when the

A. stock is at a low level.

B. prices are being changed.

C. staff is on vacation.

D. new orders have arrived.

/A

Stock is at a low level.  It is often easier to conduct a physical inventory

count when the stock is at a low level because there are fewer items to count.

Therefore, e-tailers often plan to count during times when there is a low stock

level such as at the end of a season or after a sale.  When there are fewer

items to count, it is easier to conduct a fast and accurate count.  After

conducting an inventory count, an e-tailer might decide to change prices.

E-tailers do not plan to count inventory after new orders have arrived or when

staff is on vacation.

$$25

One of the disadvantages to a small online business of maintaining a visual

inventory control system is that the system is

A. expensive to use.

B. somewhat inaccurate.

C. time consuming.

D. difficult to operate.

/B

Somewhat inaccurate.  Small online businesses that carry a limited number or

variety of items might use a visual inventory control system because they do

not have a lot of inventory to maintain.  The visual system involves simply

looking over stock to see what needs to be reordered.  One disadvantage of

using this system is that it is somewhat inaccurate because it does not

consider the rate of sales or items that have been lost or stolen.  Although

the visual control system is somewhat inaccurate, it is inexpensive to use,

easy to operate, and does not require a lot of time.

$$26

What do Internet businesses consider when deciding what type of inventory

control system to develop?

A. Style of warehouse

B. Channel of distribution

C. Volume of sales

D. Number of vendors

/C

Volume of sales.  Some Internet businesses have a lot of customers who buy

large quantities of products on a regular basis while other Internet businesses

sell on a much smaller basis.  Businesses that have a high volume of sales

usually select a different type of inventory control system than businesses

that have a low volume of sales.  Large businesses with a high volume of sales

might need a computerized system to keep track of stock on a perpetual basis in

order to maintain an adequate supply of goods to meet customer demand.  On the

other hand, a small business selling one-of-a-kind items to a few customers

might develop a simple system because monitoring the inventory is easy.  When

deciding what type of inventory control system to develop, businesses do not

consider the channel of distribution, the style of warehouse, or the number of

vendors.

$$27

Which of the following is a reason why large companies rarely buy from new,

small, or unknown online suppliers:

A. Company may not be reliable.

B. Company is not part of the Intranet.

C. Company is financially stable.

D. Company is not part of World Wide Retail Exchange.

/A

Company may not be reliable.  It is important for suppliers to be established

and reliable to be considered by companies.  Companies need to ensure that

their suppliers are likely to be in business for a significant time.  It is

also important that the supplier is a well-known, reputable company.  If the

supplier is financially stable, companies will be likely to buy from it.  The

World Wide Retail Exchange is an online supply network that many companies

purchase from.  An Intranet provides a communication link between individuals

within the same organization.

$$28

One of the advantages to a business of using independent representatives to

sell its products to e-tailers is that the representatives are

A. not on the business's payroll.

B. more qualified than other salespeople.

C. not limited by selling regulations.

D. allowed to call on many e-tailers.

/A

Not on the business's payroll.  Independent representatives are channel members

who sell the products of several businesses or manufacturers.  They often

represent several businesses that sell related, but noncompeting, products.

The advantage to the business of using independent representatives to sell

products is that the representatives are paid on a commission basis.  When they

sell products, they are paid a certain percentage of the sale price as a

commission.  The representatives are not on the business's payroll, which saves

the business money because it pays a commission only on actual sales and does

not have the added expense of benefits or salaries.  Independent

representatives are not necessarily more qualified than other salespeople.

They are required to follow any selling regulations that apply.  All

salespeople, including independent representatives, are allowed to call on any

e-tailer that might be a potential customer.

$$29

Which of the following is a reason why an e-tailer might classify certain

merchandise as dead:

A. Replaced by a newer model

B. Sold at a discounted price

C. No demand for a long time

D. Not available in one area

/C

No demand for a long time.  E-tailers usually consider merchandise to be dead

if there has been no demand for it for a long time.  Dead merchandise is

extremely difficult to sell; therefore, e-tailers often establish procedures

for dealing with it such as drastically reducing the price or selling it to a

liquidator.  E-tailers try to avoid dead merchandise because they usually lose

money on it.  However, e-tailers realize that having a certain amount of dead

merchandise is a possibility that they must plan for.  Merchandise that has

been replaced by a newer model, sold at a discounted price, or not available in

one area is not classified as dead merchandise unless there has been no demand

for it for a long time.
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One of the advantages of using an electronic business system to facilitate

order fulfillment is that it helps companies to

A. meet customers' delivery dates.

B. receive feedback from customers.

C. develop online auction sites.

D. search the Internet for low prices.

/A

Meet customers' delivery dates.  The use of electronic business systems speeds

up the entire distribution process.  By sending order information

electronically through an electronic data interchange (EDI) system, a business

can significantly reduce the amount of time it takes to process an order.  This

means that an order can be filled quickly and shipped to a customer.  Because

there is now more time to physically transport the order to a customer, the

possibility of meeting a customer's delivery date increases.  Using an

electronic business system to facilitate order fulfillment does not help

companies to receive feedback from customers, develop online auction sites, or

search the Internet for low prices.
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What was the original economic intent of communism?

A. The people would own everything.

B. The government would subsidize business.

C. The government would control the economy.

D. The people would produce only what they need.

/A

The people would own everything.  The original intent of communism was that

everything would eventually be owned by the people, and government control

would not be needed.  Each person would contribute what s/he could and receive

what s/he needed.  It has not worked out that way.  Instead, the government

controls the economy in a communist command economy.  In a traditional economic

system, the people produce only what they need.  In a socialist command

economy, the government often subsidizes business.
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Which of the following is a category of worker that is not included in the

unemployment rate, although this category indicates that there is a problem in

the economy:

A. Professional

B. Underemployed

C. Terminated

D. Semiskilled

/B

Underemployed.  The underemployed include workers who are working part-time

when they want to work full-time, or who are overqualified for the job they

currently have but cannot find a job that matches their skills.  The

underemployed are not included in the unemployment rate because they are

working.  However, this category is an indication that there is a problem in

the economy because there are not enough jobs for qualified workers.  For

example, a college graduate with a degree in marketing who is working part-time

as a clerk in a retail store because s/he could not find an appropriate job is

underemployed.  The unemployment rate only includes those people who are out of

work and actively seeking employment.  The unemployment rate includes workers

who have been terminated.  These workers might be professionals or semiskilled.
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Any company that sells its goods and services via the Internet is

A. an international business.

B. subject to international law.

C. accepting international currency.

D. using the international language.

/A

An international business.  Because the Internet connects computers all over

the world, any company doing business on the Internet is accessible from any

computer in the world that has access to the Internet.  As a result, these

companies are international businesses.  There is no international law that

governs the Internet, although individual countries have laws that regulate the

Internet.  Transactions on the Internet are usually completed with credit

cards, which means the companies receive payment in the currency of their

country.  Today, English is usually considered to be the international

language, although many web sites are available in several languages.
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Which of the following is an example of a service that banks might provide to

online businesses:

A. Selling stock

B. Developing capital

C. Managing equity

D. Preparing payroll

/D

Preparing payroll.  Banks might provide payroll-preparation services to online

businesses, especially small businesses.  This type of service is a benefit for

a small business that may have a limited staff.  The bank handles the payroll

and makes direct deposits from the business's checking account to the

employees' accounts.  Banks usually do not sell stock for a business.  Capital

is the assets of a business.  Equity is the owner's investment in a business.
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A cost-effective payment method for an Internet business that sells goods or

services on a per-use basis is by

A. digital wallet.

B. certified check.

C. credit card.

D. server fund reserve.

/A

Digital wallet.  Many Internet businesses sell products that are very small in

terms of monetary transactions.  For example, a company that sells music

downloads on an individual basis might pay more in processing a credit-card

transaction than the entire transaction is worth.  Digital wallets are a way to

accommodate online customers and reduce financial processing charges.

Customers open and place a certain amount of money in their own accounts.  The

Internet company debits the account each time the customer makes a purchase.

Certified checks generally cost customers money to process and the checks must

be mailed to the sellers.  Therefore, a certified check is not a cost-efficient

payment option.  Server fund reserve is not a term that is widely used in the

e-commerce industry with regard to order-payment methods.
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One reason why banks often consider a web-hosting business's collateral when

evaluating a loan application is because the collateral is a(n)

A. indication of the business's character.

B. mirror of the current economic situation.

C. secondary source for repaying the loan.

D. primary example of permanent inventory.

/C

Secondary source for repaying the loan.  Collateral is anything of value

belonging to the borrower that is pledged to the lender to guarantee that the

loan will be repaid.  Banks often consider a web-hosting business's collateral

when evaluating a loan application because collateral can be sold to repay the

loan.  If a business has valuable collateral such as equipment and other

assets, a bank might consider the business to be a good credit risk.

Collateral is not an indication of the business's character or reputation for

paying on time.  Collateral is not a mirror of the current economic situation,

nor is it the primary example of permanent inventory.
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When determining financing needs, what factor should web-site design businesses

consider that will help decide whether they can repay the debt?

A. Liquidity

B. Depreciation

C. Equity

D. Inventory

/A

Liquidity.  Liquidity refers to a web-site design business's current assets,

such as income or savings, that can be used to pay expenses.  Assets that are

in the form of cash or tangibles that can be sold easily to generate cash add

to a company's liquidity.  When determining financing needs, businesses usually

consider their liquidity to decide if they have sufficient funds available to

repay the debt.  For example, if a business was barely covering expenses and

had no liquid assets, it probably would decide not to borrow money because it

would be difficult to make payments on the loan.  Depreciation is a reduction

in value of goods occurring over a period of time.  Equity is the value of the

business after all expenses and debts have been subtracted.  Inventory is all

the stock a business has on hand.
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What type of marketing-information management system might an Internet business

develop specifically for analyzing or comparing numerical data?

A. Simulated

B. Interactive

C. Internal

D. Statistical

/D

Statistical.  Statistical data refers to information that is presented as

numbers.  For example, researchers can design a survey and assign numerical

codes to measure responses.  This information can be used to calculate the mean

or mode of the responses as well as percentage values.  Simulated means to copy

or duplicate something.  Interactive refers to two-way communication.  Although

a marketing-information management system can be interactive, it is not always

used to analyze or compare numerical data.  In business settings, internal is

used to describe situations or factors within the company.
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Which of the following is a major privacy issue in e-commerce:

A. Posting messages

B. E-mailing coworkers

C. Regulating spam

D. Releasing information

/D

Releasing information.  One of the main privacy issues in e-commerce is the

release of information.  This involves how the information is released and to

whom it is released.  Many people provide private information online to make

purchases or apply for credit cards.  How businesses use this information, who

they give it to, and for what purpose are major privacy issues.  People have

the right to expect that private information will remain private unless they

give businesses permission to release the information.  Posting messages

online, e-mailing coworkers, and regulating spam are not privacy issues.  Spam

is usually considered an ethical or legal issue.
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Researchers who are conducting environmental scans to obtain marketing

information often evaluate an e-business's internal structure in terms of its

resources and

A. competition.

B. limitations.

C. segmentation.

D. intermediaries.

/B

Limitations.  When conducting an environmental scan, researchers must gather

data about the internal structure of an e-business.  Factors such as management

and decision-making style often impact marketing research.  Resources might

include the skill level of personnel, the size of the company, and financial

standing.  The e-business's limitations are the constraints that affect the

business and are often influenced by the availability of resources.

Competition and intermediaries are external factors that researchers consider

when conducting an environmental scan.  Segmentation refers to the division of

a market on the basis of its physical and social characteristics.
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Businesses often use online tracking methods to obtain __________ information.

A. search

B. protocol

C. traffic

D. gateway

/C

Traffic.  Traffic information includes data about the number of visitors who

accessed a web site, which pages on the site they visited, if they made

purchases, how they got to the site, etc.  Many Internet businesses use online

tracking software to obtain traffic information because they want to tailor

their web sites to the needs and preferences of their customers.  The traffic

information businesses obtain by using an online tracking system helps them to

better market their products to the customers who are most likely to buy.  For

example, if a business finds that most visitors access the site only once, the

business might revise the site to be more user-friendly to encourage repeat

visits.  Businesses do not use online tracking methods to obtain search,

protocol, or gateway information.

$$42

What type of information about customers do online businesses usually maintain

in a customer database?

A. Yearly income

B. Value of personal assets

C. Previous employer

D. Current e-mail address

/D

Current e-mail address.  Most online businesses maintain customer databases

that include their customers' current e-mail addresses.  This information is

important to online businesses because e-mail is often their main method of

communicating with customers.  Businesses send customers information about

upcoming sales and specials as well as confirmations when customers make

purchases.  To be able to do this effectively and correctly, businesses need

current e-mail addresses.  Online businesses usually do not have information

about a customer's yearly income, value of personal assets, or previous

employer.
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When handling specific information, relational databases are often more

beneficial than sequential databases because they offer e-tailers more

A. stability.

B. accountability.

C. flexibility.

D. dependability.

/C

Flexibility.  Because relational databases do not require direct links between

data fields, they provide e-tailers greater flexibility in terms of obtaining,

analyzing, and reporting information.  The stability, accountability, and

dependability of a database are reliant on the individuals that obtain, manage,

and analyze the information.
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Which of the following is an example of an Internet business using the results

of data mining to make marketing decisions:

A. Analyzing results of specialized questionnaires

B. Organizing information to develop unique database

C. Searching databases to obtain related information

D. Customizing promotional materials based on profiles

/D

Customizing promotional materials based on profiles.  Data mining involves the

use of software that can reach deep into databases and search for relationships

between information.  Internet businesses often use the results of data mining

to develop profiles of various segments of the market.  Once the profiles are

developed, the business can make marketing decisions based on each profile such

as customizing promotional materials so that they will appeal to each segment.

The goal is to have materials that specifically address the needs and wants of

each market segment.  Data mining involves searching databases to obtain

related information.  Businesses do not use the results of data mining to

analyze specialized questionnaires or to organize information for a database.
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Which of the following is an aspect of an online business's marketing strategy

that might need to be revised to appeal to international customers:

A. Purchasing

B. Warehousing

C. Advertising

D. Scheduling

/C

Advertising.  Online businesses often need to modify and revise their marketing

strategies to appeal to international customers.  A main consideration is

advertising which may have its meaning changed when the message is translated

into another language.  Also, some colors have negative associations in some

countries, while some photographs might be considered offensive.  Companies

that fail to consider the impact their advertising might have in other

countries run the risk of insulting customers and losing business.  Purchasing

is a business activity responsible for obtaining goods and services.

Warehousing is placing goods in safe locations until they are needed or are

ready to be sold.  Scheduling is the production activity that establishes the

timetable to be followed in production.
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Which of the following is a disadvantage to e-businesses of using personal

information about customers to identify target markets:

A. Predictive and descriptive analyses are used.

B. Customers do not want their personal information to be published.

C. It is illegal to use personal information to identify target markets.

D. Advertisements are customized depending on a consumer's wants and needs.

/B

Customers do not want their personal information to be published.  Many

customers feel that their privacy is being compromised when their names,

addresses, and other personal information are published.  Predictive and

descriptive analyses are helpful to both businesses and consumers by

determining what products the consumer will be interested in.  It is not

illegal to use personal information to identify target markets.  When

advertisements are customized according to a consumer's wants and needs, the

consumer is exposed to goods and services that may meet his or her needs.
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Once a SWOT analysis identifies an internal strength, a web-site design

business can use that strength to take advantage of a(n)

A. marketing strategy.

B. operating procedure.

C. external opportunity.

D. promotional technique.

/C

External opportunity.  A SWOT analysis is the systematic evaluation of a

web-site design business's internal strengths and weaknesses and external

opportunities and threats.  Once the analysis identifies an internal strength,

businesses generally use that strength to take advantage of an external

opportunity that has been identified.  Being able to match strengths to

opportunities is one of the advantages of conducting a SWOT analysis.  For

example, having modern production facilities is a strength that allows a

business to take advantage of the opportunity to expand into new markets.  A

marketing strategy is a plan of action for achieving marketing goals and

objectives.  Operating procedures are the steps a business follows to perform

certain tasks.  Promotional techniques are methods of achieving promotional

goals.
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Which of the following is a problem that an online business might identify as a

result of evaluating the performance of its marketing plan:

A. Targeted activities

B. Intangible resources

C. Specific strategies

D. Unrealistic objectives

/D

Unrealistic objectives.  Objectives are the goals that an online business seeks

to reach with its marketing plan.  During the process of evaluating the plan, a

business might find that its objectives are not being met.  One reason for this

might be that the objectives are unrealistic and not possible for the business

to achieve at that time.  For example, an objective of increasing sales by 50%

in six months may be completely unrealistic based on the product the business

sells.  If a business determines that its objectives are unrealistic after

evaluating the performance of its marketing plan, the business should modify

the objectives to make them more attainable.  The use of targeted activities

and specific strategies often helps a business to achieve its marketing

objectives.  Intangibles are not capable of being detected through the senses,

whereas resources are items that can be used to produce goods and services.
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The ultimate goal of a marketing audit is to improve an Internet business's

marketing

A. research.

B. information.

C. mix.

D. performance.

/D

Performance.  The ultimate goal of the marketing audit is to identify problems

or techniques that are working effectively with the intention of making

adjustments to improve the Internet business's marketing performance.  The

purpose of marketing is to get goods and services from producers to consumers.

A marketing audit indicates whether a business is performing as expected and

fulfilling its purpose.  Marketing research is the systematic gathering,

recording, and analyzing of data about a specific issue, situation, or concern.

Marketing information is all the marketing-related data available from inside

and outside the business.  Marketing mix is the combination of the four

elements of marketing.
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E-tailers must act quickly toward customer complaints in order to

A. foster goodwill.

B. comply with the law.

C. train employees.

D. prevent future complaints.

/A

Foster goodwill.  When their complaints are handled immediately, customers

often forget the specifics of the complaint, but they will remember how quickly

the e-tailer responded.  A prompt response usually gives customers a good

feeling about the e-tailer.  There is no law requiring a quick response to

complaints.  Responding quickly will not prevent future complaints.  Making a

quick response may be part of employee training but is not one of its purposes.
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An effective way to encourage employees to behave ethically is for managers to

A. be ethical themselves.

B. write a code of conduct.

C. explain what is ethical.

D. have an open-door policy.

/A

Be ethical themselves.  Employees tend to follow the lead of managers.  If

managers are ethical and treat employees in an ethical way, employees realize

that ethics are important in the business and will also behave ethically.

However, the opposite is also true.  Unethical managers set an example that

indicates that ethics are not important.  For example, top-level managers

giving themselves sizeable raises but denying even small raises to entry-level

workers indicates that managers care only about themselves.  This type of

behavior encourages employees to do whatever they can get away with because

their managers do that.  Simply writing a code of ethics, explaining what is

ethical, and having an open-door policy will not encourage employees to behave

ethically unless the code is enforced and all employees, even managers, are

required to behave ethically.
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Information about employees' salaries including deductions for health coverage,

pension plan, and stock options is maintained in the web-hosting business's

A. accounting system.

B. operating budget.

C. expense reports.

D. personnel records.

/D

Personnel records.  Web-hosting businesses are required to maintain a variety

of personnel records, some of which deal with salaries paid to employees.  Most

employees have funds deducted from their salaries to cover their share of the

cost of health coverage and pension plans or to participate in a company stock

program.  These deductions have an effect on the amount of income tax that the

employees are required to pay.  Businesses keep records of the salaries and

deductions to verify the amount the employees contributed and to explain the

deductions if necessary.  Information about employees' salaries and deductions

are not maintained in a business's accounting system, operating budget, or

expense reports.
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An important part of providing feedback to help employees improve their work

effort is to

A. apply quick punishment.

B. lower established goals.

C. increase compensation.

D. offer useful suggestions.

/D

Offer useful suggestions.  Feedback is evaluative information given to indicate

approval or disapproval.  For feedback to be effective in helping employees

improve their work effort, it must include useful suggestions for improvement.

Merely telling employees that they are not performing properly will not be

helpful unless they are also told what they can do to improve.  For example,

employees may realize that they have poor work habits but not know how to

change them.  Offering useful suggestions will help them to improve.

Punishment is a last resort if employees do not accept feedback and try to

improve.  Lowering established goals and increasing compensation will not help

employees improve their work effort.
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What are the three primary characteristics of an effective control system in a

web-site design business?

A. Rigid, economical, and reactionary

B. Responsive, flexible, and transferable

C. Relevant, intangible, and rigid

D. Suitable, understandable, and timely

/D

Suitable, understandable, and timely.  Control is a management function that

monitors the work effort.  For managers to control business activities in an

effective manner, control methods must be applicable for the situation (e.g., a

web-site designer performs different activities than the office manager);

understandable so employees perform activities correctly; and timely (e.g.,

components are not installed before they are tested).  Generally, effective

control systems are also economical (cost-effective) and relevant.  The

rigidity, flexibility, transferability, responsiveness, and tangibility of the

control system are often dependent on the situation.
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What is an e-tailer's return on investment if it has total sales and revenue of

$450,000 and total costs and expenses of $325,000?

A. 30%

B. 33%

C. 35%

D. 38%

/D

38%.  Return on investment (ROI) is a cost/benefit analysis that is calculated

by dividing the profit by the investment, which includes the total costs and

expenses involved in operating the business.  To calculate ROI, first determine

the profit by subtracting the costs and expenses from total sales and revenue

($450,000 - $325,000 = $125,000).  Then, divide that figure by the amount of

investment ($125,000 ÷ $325,000 = .038 or 38%).  In this example, the e-tailer

invested a total of $325,000 in the business and achieved a 38% return on

investment.  E-tailers calculate return on investment to determine if they are

earning a sufficient profit based on the cost.
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Which of the following statements is true regarding business plans:

A. The operating plan details information regarding the online business's

     services.

B. Owners often use business plans as a tool to help them achieve their

     objectives.

C. Lending institutions do not usually require loan applicants to submit a

     business plan.

D. A corporation is the only legal form of business ownership that should

     develop a business plan.

/B

Owners often use business plans as a tool to help them achieve their

objectives.  The business plan is a written document that outlines each area of

the online business and the strategies it will use to accomplish business

goals.  The document helps business owners and managers to carry out and

monitor objectives and evaluate the accomplishments and outcomes.  Lending

institutions usually like to review a company's business plan because it helps

them weigh the risks associated with the applicant's loan.  An operating plan

provides information regarding facilities, manufacturing processes, personnel,

and materials needed to produce products.  All types of businesses should

develop business plans, including sole proprietorships, partnerships,

corporations, and hybrids.
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When developing a business plan for an Internet company, which of the following

is a consideration that is unique to that type of company:

A. Memorable web-site design

B. Adequate start-up funding

C. Realistic customer profile

D. Distinct mission statement

/A

Memorable web-site design.  Internet companies should consider ways to set

themselves apart from the competition when developing a business plan.  One

consideration that is unique to an Internet company is web-site design.  To be

successful, companies should incorporate in a business plan the techniques they

will use to develop a distinct-looking site that will be memorable.  The

techniques might include budgeting a significant amount of money to web-site

design or hiring a graphic-design company that specializes in web-site design.

Without sufficient planning to develop a memorable web-site, an Internet

company might end up with a very ordinary site that does not attract attention

or make the company distinctive.  When developing a business plan, all types of

companies consider the level of start-up funding, the customer profile, and the

mission statement.
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A group of e-business employees getting together to share ideas in order to

solve problems is an example of

A. role-playing.

B. concept mapping.

C. visualizing.

D. brainstorming.

/D

Brainstorming.  Brainstorming is a creative thinking technique involving the

identification of as many different ideas as possible during a certain time

frame.  Brainstorming can be done by one person but is used most often in a

group setting such as business employees getting together to share ideas in

order to solve problems.  Businesses often encourage employees to brainstorm to

generate new approaches and solutions.  Role-playing involves acting out a

situation.  Concept mapping involves drawing a map of your ideas so that you

can see how one idea relates to another.  Visualizing involves picturing

something in your mind.
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The cost of selling online is often lower than the cost of traditional selling,

which frequently has an impact on

A. target marketing.

B. pricing decisions.

C. marketing tactics.

D. banner advertising.

/B

Pricing decisions.  Selling online often is less costly than traditional

selling for various reasons.  First, many online businesses do not maintain

large offices or have retail stores.  They also need fewer employees because

customers place their own orders.  As a result, operating costs are less, which

means that the online businesses have more flexibility in setting prices.  They

can lower prices to attract more customers and be more competitive, or they can

keep prices fairly steady to earn more profit.  Target marketing is the

identification and selection of markets for a business or for a product.

Marketing tactics are specific actions that will be used to carry out marketing

strategies.  Banner advertising is promotional messages appearing on the WWW,

usually at the top of web sites.
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To offset cost increases, brick-and-click businesses often maximize a product's

profitability without increasing the selling price by

A. eliminating discount programs.

B. lowering the sales taxation rate.

C. increasing employee productivity.

D. offering substantial rebate programs.

/A

Eliminating discount programs.  Brick-and-click businesses use many strategies

to maximize profits without raising prices.  One strategy is to eliminate

discount programs such as early payment arrangements or rebate initiatives.

Businesses might lower trade-in allowances for items such as used computers in

an effort to maximize profits without increasing the selling prices of

products.  Governments regulate sales taxation rates.  Increased employee

productivity does not always maximize profitability without price increases.  A

rebate is a return of part of the price a customer pays for a good or service.

By returning part of the purchase price to the customer, the profit margin is

decreased.

$$61

An online business that offers upgraded components in relation to its primary

product most likely uses a(n) __________ pricing strategy.

A. product line

B. option product  

C. product promotion

D. complementary product

/B

Option product.  Customers purchasing products such as computer systems often

have the opportunity to purchase additional or upgraded accessories and

services.  For example, a customer might want to replace the standard printer

with a higher quality printer that is available.  Or, the customer might choose

to purchase an extended warranty for the system.  Product line pricing is a

strategy often used for businesses that offer similar items that sometimes vary

in terms of quality and value.  For example, a computer manufacturer might

produce a basic computer, a mid-priced upgrade, and a high-powered professional

system.  Each one has similar capabilities but differs in price based on

quality and value.  Promotional pricing is a price-adjustment strategy that

lowers the price of a product for a specific period of time.  Complementary

product is not a common term used to describe a product-mix pricing strategy.
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One disadvantage that a brick-and-click business might encounter when using a

continuous promotional pricing strategy is that

A. the product's image is often compromised in terms of its perceived value.

B. the demand for other items in the product line usually decreases over time.

C. its competitors often use similar pricing strategies to introduce new

     products.

D. customers are more likely to buy items from businesses that use

     psychological pricing tactics.

/A

The product's image is often compromised in terms of its perceived value.

Promotional pricing occurs when a product's price is temporarily lowered to

stimulate sales.  A brick-and-click company that frequently uses promotional

pricing for certain items runs the risk of compromising or eroding the brand

image.  For example, customers might see that a certain appliance is advertised

at a very low price several times within a short period of time.  Some

customers might see this as a way to deplete products that are of lower quality

and value, or as a way to get rid of obsolete merchandise.  In this instance,

the image of the product has been tarnished.  During a product's life cycle, it

is typical for the demand to drop over time.  Use of a continuous promotional

pricing strategy does not always affect the demand for other products in the

product line.  A competitor using similar pricing strategies does not

necessarily present a disadvantage for a company using the continuous pricing

strategy.  The use of psychological pricing does not necessarily attract more

customers.
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An Internet business that is using the zone pricing strategy might establish

standards that require

A. each customer's shipping costs to be calculated using a base-point system.

B. all customers within a specific region to pay the same amount for shipping.

C. all customers to pay a flat rate shipping charge for orders under a set

     dollar amount.

D. each customer to pay shipping charges based on a percentage of the dollar

     value of the order.

/B

All customers within a specific region to pay the same amount for shipping.

Customer location often influences how Internet businesses price their

products.  When considering pricing in terms of geographical location,

businesses must evaluate shipping costs.  Generally, the more distant the

customer, the more the shipping costs.  When a business institutes a zone

pricing strategy, shipping costs are determined by regions or zone.  For

example, a business establishes three zones in relation to its head office or

plant.  Customers located in the zone closest to the business often pay lower

shipping costs than customers located in distant areas.  Businesses that use

the base-point pricing system select a specific city to determine shipping

costs. Customers that are located close to the base-point generally pay lower

shipping costs than customers in more remote areas.  Shipping costs based on

the dollar value of orders are not determined by geographical location.

$$64

Advertising on the Internet that a product works so well that it never needs to

be repaired is an example of using guarantees as a

A. promotional tool.

B. way to point out features.

C. competitive tool.

D. way to protect the business.

/A

Promotional tool.  Many companies feature their warranties or guarantees in

their advertising.  This is often helpful in gaining new customers.

Advertising that a product works so well that it never needs to be repaired is

an example of using guarantees as a promotional tool.  A guarantee is an

example of a benefit rather than a feature.  Offering guarantees, rather than

advertising them, is an example of using guarantees as a competitive tool.  The

wording of a guarantee protects a business by specifying exactly what the

guarantee covers.
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Implementing new technology on a regular basis is an important function of

__________ a web site.

A. designing

B. evaluating

C. maintaining

D. registering

/C

Maintaining.  Technological capabilities change so rapidly that businesses

should regularly review the new technology that is available and use it to

update their web sites.  Implementing new technology is an important part of

maintaining a web site because visitors expect the sites to be current and easy

to use.  Adding such features as search capability and chat rooms keeps the

sites up-to-date and appealing to visitors.  Businesses use the technology

available at the time when designing web sites.  Businesses evaluate their web

sites to decide if the use of new technology is appropriate.  Implementing new

technology is not a function of registering a web site.
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Which of the following is an example of the use of customization strategies in

e-commerce activities:

A. An online bookstore shipping an order to a customer

B. An Internet business providing contact information

C. An airline allowing passengers to select seats online

D. An e-tailer offering discounts on certain merchandise

/C

An airline allowing passengers to select seats online.  Customization in

e-commerce makes its possible for customers to design and select the products

that best fit their needs and wants.  It is an effective strategy because it

makes customers feel that the products are made especially for them.  An

example of customization is an airline allowing passengers to select seats

online.  Although the overall product, air travel, is the same for all

passengers, the onboard amenities that customers select make the product

unique.  By selecting a particular seat, passengers customize the product to

their preference.  An online bookstore shipping an order to a customer, an

Internet business providing contact information, and an e-tailer offering

discounts on certain merchandise are not examples of customization strategies.
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The product mix that an online business decides to offer customers helps to

project the business's

A. sales goals.

B. unique image.

C. service style.

D. display themes.

/B

Unique image.  Image is the way something is viewed.  Online businesses create

a certain image in order to appeal to a specific target market.  The business's

product mix, the assortment of goods and services that it offers, helps to

project that image.  For example, a business that sells an assortment of

expensive, specialty items projects a different image than a business that

sells an assortment of factory-seconds, or distressed goods.  The product mix

reinforces each business's unique image.  Sales goals are sales objectives that

businesses want to achieve.  Businesses often consider sales goals when

deciding on a product mix.  The product mix does not help to project a

business's service style or display themes.
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A web site using personalization strategies involves gathering and combining

information about visitors in order to lead the visitors to

A. pages that explain the site's credit policies.

B. hyperlinks so they can access additional data.

C. products that exactly meet their specifications.

D. e-mail addresses so they can contact the company.

/C

Products that exactly meet their specifications.  One aspect of personalization

involves providing web-site visitors with the products that exactly meet their

specifications.  One way to do this is to gather and combine information about

visitors in order to lead them to the correct product.  For example, a site

might ask a series of questions and the answers to those questions take

visitors to other pages, finally ending on the page that displays the product

that exactly matches the visitor's specifications.  Using personalization

strategies does not involve gathering and combining information about visitors

in order to lead them to pages that explain the site's credit policies,

hyperlinks so they can access additional data, or e-mail addresses so they can

contact the company.
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What do business's often do to get their web sites listed in a search directory

in a timely manner?

A. Pay a fee

B. Submit a request

C. Develop a link

D. Register a name

/A

Pay a fee.  There are millions of web sites, and only a percentage of them are

indexed in a search directory.  To increase the chances of being listed and

obtaining a good placement in a search directory, businesses usually pay a fee.

In most cases when a business pays a fee, the search directory will list the

site within several business days.  Paying a fee also helps to have the site

listed in a good position, such as in the top 10, in a search directory.  A top

listing often attracts more users because they see the site as soon as the

directory provides the listings.  Along with the fee, a business submits a

request, but the request alone will not get the site listed in a timely manner.

Businesses do not develop a link or register a name to get their web sites

listed in a search directory in a timely manner.
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A positioning strategy that e-businesses often use to set their products apart

from similar products is product

A. substitution.

B. differentiation.

C. orientation.

D. communication.

/B

Differentiation.  Product differentiation is a positioning strategy that

e-businesses often use to make their products stand out and appear different

than similar products.  To do this, businesses identify what is unique or

distinctive about their products and make those differences clear to customers.

For example, the color of a product may be the unique feature that makes the

product stand out from other products.  If one business's product is bright

orange and similar products are all gray, the business can use color to

differentiate its product from the others.  Product substitution is suggesting

a product other than the original request when the business does not have the

item requested or when the salesperson recognizes the customer's true needs.

Product orientation and product communication are not positioning strategies

that businesses use to set their products apart from similar products.
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Why is it important for an online business to evaluate a customer's experience

and level of satisfaction?

A. To obtain feedback

B. To analyze traffic

C. To review content

D. To create loyalty

/D

To create loyalty.  Successful online businesses routinely evaluate their

customers' experiences and level of satisfaction in order to determine how

customers feel about the business.  If customers find the site easy to use and

are satisfied with the experience, they often become loyal customers and

continue to visit the site.  However, if customers have an unsatisfactory

experience, they may never visit the site again.  Finding out how customers

feel and making changes to enhance the experience will help the business create

loyalty among customers.  Businesses often obtain feedback from customers in

order to evaluate their experiences.  Businesses analyze traffic to determine

the type of users who visit their web sites.  As a result of evaluating

customers' experiences, a business might review the content of its web site and

make changes.
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An online bookstore estimates that it will have sales of $78,500 next month,

but plans to mark down all items by 7.25% to attract more customers.  What is

the bookstore's amount of planned reductions?

A. $5,298.75

B. $5,495.00

C. $5,691.25

D. $5,887.50

/C

$5,691.25.  Planned reductions is the difference between the original price of

goods and the final price.  Reductions occur because of markdowns, discounts,

and shortages.  For example, if an online bookstore marks down the price of an

item, the store is accepting less for that item than originally planned.

Sometimes stores mark down items to attract more customers because the increase

in the number of sales will compensate for the decrease in the amount of

revenue from each sale.  In this example, the bookstore plans to mark down all

items by a certain percentage.  To calculate the amount of planned reductions,

multiply the sales estimate by that percentage ($78,500 x 7.25% or .0725 =

$5,691.25).
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An online business that decides when to buy based on the supplier's lead time

is considering

A. how quickly the merchandise turns over.

B. how long it takes to order and receive goods.

C. the number of steps in the receiving process.

D. the location of shipping and delivery companies.

/B

How long it takes to order and receive goods.  Lead time is the amount of time

that passes between placing an order and receiving the stock.  When deciding

when to buy goods, an online business considers a supplier's lead time because

that has an effect on when the goods will actually be delivered.  If a business

knows that it usually takes a supplier approximately 15 days to process an

order and deliver the goods, the business will place an order at least 15 days

before it needs the goods.  An online business also considers how quickly the

merchandise turns over when deciding when to buy, but this does not involve

lead time.  Lead time does not involve the number of steps in the receiving

process or the location of shipping and delivery companies.
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Calculate an e-tailer's gross margin if it has $1,675,800 in net sales,

$590,350 in cost of goods sold, wages and salaries of $325,000, and $28,600 in

rent.

A. $1,056,850

B. $1,085,450

C. $1,322,200

D. $1,350,800

/B

$1,085,450.  Gross margin is the difference between net sales and cost of goods

sold.  E-tailers plan for an adequate gross margin to cover operating expenses

and generate an acceptable profit.  The formula for planning gross margin is

net sales less the cost of goods sold ($1,675,800 - $590,350 = $1,085,450).

Wages, salaries, and rent are operating expenses and are not included in gross

margin.  Operating expenses are subtracted from gross margin to calculate

operating profit.
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One reason advertising prescription drugs online might be considered an ethical

issue is because the advertisements might persuade customers to

A. buy drugs they cannot afford.

B. obtain drugs from the manufacturer.

C. use drugs they do not need.

D. order drugs that are inexpensive.

/C

Use drugs they do not need.  Advertising prescription drugs is often a

controversial topic.  Those who feel it is ethical to advertise drugs believe

that the ads are simply providing information.  Those who feel that this type

of advertising might be unethical believe that it persuades customers to ask

their doctors for drugs they do not need.  If customers see ads for certain

drugs, they may decide they would like to try them.  Oftentimes, doctors will

write prescriptions for patients if they are persistent, even if the doctors

don't think the drugs are necessary.  Also, promoting name-brand prescription

drugs encourages customers to ask for them rather than comparable generic drugs

that are less expensive.  Customers usually are unable to buy drugs they cannot

afford.  Prescription drugs usually must be purchased from a licensed pharmacy

rather than from the manufacturer.  Persuading customers to order inexpensive

drugs is not an ethical issue.
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Why is it important for Internet businesses to write content for their web-site

home pages that is interesting as well as concise?

A. Message is complex.

B. Access is restricted.

C. Design is simple.

D. Space is limited.

/D

Space is limited.  The content of a web site has a significant effect on the

success of the site.  Content that is well written, interesting, and to the

point is easier for users to read and understand.  Also, it is important for

the content to be concise because space on the home page is often limited.  For

example, a home page should not go on forever, but contain important

information to attract attention and lead users to more specific content on

other pages.  Furthermore, these pages should provide interesting and relevant

information and guide users to more detailed pages if users want more

information.  Users will lose interest if a home page is unnecessarily long and

includes lengthy content.  Not all messages are complex; some are very simple

and straightforward.  Access to most web sites is not restricted unless the

site requires registration or membership.  The design of a web page may be

simple or complex, but the content should be both interesting and concise.
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What is one of the main reasons businesses use banner ads?

A. To create goodwill

B. To build awareness

C. To explain policies

D. To post information

/B

To build awareness.  Banner advertisements are promotional messages appearing

on the WWW, usually at the top of web sites.  Although research indicates that

banner ads are not particularly effective as a means of promoting products,

they are effective in building awareness.  Consequently, many business use

banner ads to increase awareness of particular brands.  The goal of public

relations is to create goodwill.  Banner ads are not used to explain policies

or to post information.
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When a web-site design business places print advertisements in a magazine that

has a specific readership reach, it is basing its buying decisions on the

publication's

A. motivation.

B. reputation.

C. circulation.

D. participation.

/C

Circulation.  Circulation is defined as the number of people reached by a media

vehicle.  A web-site design company with a well-known name might want to reach

as many people as possible.  As a result, it places ads in nationally

distributed publications instead of local publications.  Motivation is an

influence or reason that causes someone to take action.  Reputation often

refers to the image or status of an entity.  Businesses often consider a

publication's reputation when buying advertising; however, a business's

reputation does not always indicate details regarding the publication's

readership or reach.  For example, it is possible for a magazine to have a good

reputation and small reach.  It is also possible for a publishing company to

have some negative aspects in terms of overall reputation and still maintain a

sizable reach.  Participation is the ability or willingness to take part or

share something.  A publication's participation in a variety of activities does

not necessarily reflect its circulation in terms of size and demographics.
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Which of the following is an example of interactive public relations on a

business's web site:

A. Electronic couponing

B. Customer response mechanism

C. Downloading capability

D. Gift certificate button

/B

Customer response mechanism.  Interactive public relations on a business's web

site involves the business communicating with users and the users having the

capability of communicating with the business.  Businesses include information

on their web sites to promote an image, explain an issue, develop support, etc.

It is helpful for the businesses to obtain feedback from visitors, and one way

to do this is to create a response mechanism.  For example, customers might be

able to e-mail the business, log on to a chat room, join a discussion group, or

participate in an online event.  By providing a response mechanism, the

business is able to interact with customers and continue to maintain good

relations with them.  Electronic couponing, downloading capability, and gift

certificate buttons are often sales promotion techniques rather than examples

of interactive public relations.
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An Internet business holding contests and sweepstakes to attract visitors is an

example of a(n) __________ technique.

A. sales-promotion

B. public-relations

C. personal-selling

D. online-advertising

/A

Sales-promotion.  Sales promotion is promotional activities other than

advertising, personal selling, and publicity that stimulate customer purchases.

An Internet business holding contests and sweepstakes to attract visitors is

an example of a sales-promotion technique because the purpose is to create

interest, generate more traffic, and increase sales.  This type of promotion

appeals to customers because they have a chance to win a prize or reward.

Public relations is a function of business designed to establish good relations

between the business and the public.  Personal selling is the form of promotion

that determines client needs and wants and responds through planned,

personalized communication that influences purchase decisions and enhances

future business opportunities.  Advertising is any paid form of nonpersonal

presentation of ideas, images, goods, or services.
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Which of the following is an example of a frequency marketing program:

A. An Internet-based retailer provides free shipping for every customer's first

     order.

B. A new airline company provides a 20% discount for tickets purchased by

     senior citizens.

C. A newspaper publisher charges all its customers a flat rate for full-page

     advertisements.

D. A neighborhood bookstore gives its customers a free book for every nine

     books they purchase.

/D

A neighborhood bookstore gives its customers a free book for every nine books

they purchase.  A frequency marketing program is an ongoing, well-organized

promotional effort in which a business offers its customers certain rewards

(e.g., discounts, free products).  Reward distribution is generally based on

the frequency of the customer's purchases.  The business's goal is to increase

business and gain customer loyalty.  By giving its customers a free book upon

the purchase of nine books from the store, a book retailer is using a frequency

program to obtain and retain customers.  Flat rates for advertising space and

free shipping for an initial order do not necessarily provide customers with an

incentive to reorder products from a company.  Providing discounts for goods

and services based on market segmentation (e.g., senior citizens) is considered

a flexible pricing strategy.
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A wholesaler plans to introduce a new product to its brick-and-click business

customers.  Which of the following sales promotion methods best reaches the

most customers in the most cost-efficient way:

A. Sweepstakes

B. Personal sales calls

C. Press kit

D. Trade show

/D

Trade show.  Sales promotion refers to promotional activities other than

advertising, personal selling, and publicity that are used to stimulate

customer purchases.  Trade shows are events where businesses display and/or

demonstrate their products to build sales leads and interest.  Trade shows

generally consist of exhibits that feature a specific industry, such as apparel

or sporting goods.  Because members of the industry gather in one location,

this promotion method is the best way to reach the most people in a

cost-effective way.  A sweepstakes refers to the promotional technique that

offers customers a chance to win a prize.  Sweepstakes promotions are

considered consumer-market sales promotions, rather than trade promotions, and

are not necessarily the most cost-efficient promotional method.  Personal sales

calls are not sales promotion activities.  A press kit is a packet of

information (e.g., articles, pictures) given to the media as a means to obtain

publicity.
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A business that writes powerful copy for its online advertisement might be able

to increase the ad's

A. response rate.

B. linking capability.

C. graphic appeal.

D. target market.

/A

Response rate.  The response rate is the percentage of people who respond to an

online ad.  One way to increase the response rate is to write powerful copy

that attracts attention and encourages viewers to take action.  Because there

are so many ads online, it is important to write ad copy that stands out and is

unique.  Otherwise, the response rate is often low because viewers were not

compelled to respond.  Writing powerful copy will not increase an ad's linking

capability, graphic appeal, or target market.
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Effective online advertising campaigns consist of creative elements designed to

A. maximize profitability.

B. increase customer satisfaction rates.

C. stimulate consumer interest.

D. challenge consumers' beliefs.

/C

Stimulate consumer interest.  Any successful or effective advertisement must

gain attention or create interest.  Without interest, the customer tunes out

the message and it is lost.  Marketers are striving to find creative and

innovative ways to keep the advertisement audience engaged and interested in

the promotional message.  Some promotional messages are designed to inform

consumers, such as the health issues associated with cigarette smoking, rather

than maximizing profitability.  Advertising campaigns are not always designed

to challenge consumers' beliefs or change customer satisfaction rates.
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Where do developers usually place an overview of the promotional plan in a

formal document that is being presented to key decision makers?

A. After the objectives are stated

B. When addressing execution tasks

C. In the introduction

D. After the table of contents

/C

In the introduction.  Generally, the contents of a promotional plan are

presented in a formal document similar to other proposals, such as marketing

and business plans.  The introduction provides an overview or summary of the

key points of the entire document.  An introduction is important because it

captures the essence of the entire content in a few paragraphs or pages.  The

introduction is often what the reader (e.g., boss, client) remembers the most

about the plan.  Since the overview is usually addressed in the introduction,

which is at the beginning of the document, it is not generally placed after the

objectives or when addressing how the plan should be carried out.  Not all

promotion plans have a table of contents.
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What do many businesses accept on their web sites in order to generate income?

A. Bulletins

B. Advertising

C. Licensing

D. Newsletters

/B

Advertising.  Many businesses sell advertising space on their web sites in

order to generate income.  Internet advertising is growing rapidly due to

consumers' increased use of the World Wide Web.  Businesses want to be able to

reach that vast audience, and one way to do so is to advertise on other

business's web pages.  The advertising component generates income but may

irritate some users who become annoyed each time a banner ad pops up on the

screen.  Bulletins and newsletters are e-mail messages that provide updates

about current events.  Licensing is an arrangement between a business and a

manufacturer that authorizes the manufacturer to use the business's name or

logo on various products that the manufacturer makes and distributes for sale.
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One way that web-site maintenance salespeople can build relationships through

the use of effective customer service is to

A. spend a lot of time visiting with customers.

B. look for new techniques that benefit customers.

C. help their businesses hire productive employees.

D. identify methods of saving money for their businesses.

/B

Look for new techniques that benefit customers.  Building relationships through

the use of effective customer service involves helping customers in as many

ways as possible.  One way to help customers is to always be on the lookout for

new techniques that will benefit customers or information that might help

customers solve problems.  When web-site maintenance salespeople are proactive

and go out of their way to be of service, they usually build long-term

relationships with customers who appreciate the extra effort.  Salespeople

should focus on relevant issues during sales calls rather than spend a lot of

time visiting and carrying on casual conversations.  Salespeople who identify

money-saving methods for their businesses or help their businesses hire

productive employees are assisting the business rather than building

relationships with customers.
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An advantage to a business of offering online support to customers is that it

allows the business to

A. perform web-site maintenance.

B. update its secured payment system.

C. provide round-the-clock service.

D. determine the level of customer loyalty.

/C

Provide round-the-clock service.  Offering online support to customers is an

inexpensive way for businesses to answer questions and provide information to

customers at any time of the day or night.  Online support might include a FAQ

page, a page that includes photos and diagrams of products, links to technical

sites, a chat room, e-mail access, etc.  The advantage of online support is

that it provides round-the-clock service so customers can access the

information whenever it is convenient for them.  For example, a customer who is

having difficulty with a computer component can access the business's web site

and go to the page that lists common problems and solutions.  The consumer

receives assistance even though it is late at night and the business is closed.

Offering online support does not allow the business to determine the level of

customer loyalty, perform web-site maintenance, or update its secured payment

system.
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A strategy that some businesses use to make it easier for customers to use the

business's web site to find answers to specific questions is to

A. develop a domain name.

B. include a search engine.

C. provide a web host.

D. organize a layout grid.

/B

Include a search engine.  A search engine is a software program that crawls the

web site looking for information pertaining to specified search terms.

Businesses often include a search engine on their web sites so customers can

type in a key word or phrase and be directed to a page that contains

information about that topic.  For example, a customer might want information

about a certain drug.  By typing in the name of the drug, the customer will be

directed to a page that describes the drug and its uses, gives information

about ordering the drug, etc.  A domain name is a business's web address.  A

web host is a service that stores web pages on a server for a monthly fee.  A

layout grid is a rectangular design template that specifies the layout of the

site.
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What is an advantage of using spreadsheet software programs to track and

evaluate online sales?

A. Creates future sales contracts

B. Easily generates purchase orders

C. Identifies potential customers

D. Quickly analyzes numerical data

/D

Quickly analyzes numerical data.  Computer technology has made is possible to

develop a variety of software programs.  For example, spreadsheet software

programs are used to organize and calculate numerical information.  Spreadsheet

programs can be used in sales to track and evaluate online sales volume and

sales dollars.  By using spreadsheet programs, businesses can monitor sales and

quickly determine if salespeople are achieving goals.  Word-processing software

might be used to create sales contracts and generate purchase orders.

Spreadsheet software programs are not able to identify potential customers but

are able to analyze sales figures of existing customers.
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Social factors such as marital status often have a significant effect on

consumers'

A. primary needs.

B. buying behavior.

C. selling style.

D. natural abilities.

/B

Buying behavior.  A variety of social factors have an influence on consumers'

buying behavior.  One of these factors is marital status because consumers have

different needs based on whether they are single, married, married with

children, or empty nesters.  For example, single people have no dependents and

decide what to buy based solely on what they want and need and can afford.  On

the other hand, married couples with children usually decide what to buy based

on what the children need or what the family, as a whole, needs and can afford.

Primary needs are desires for things that the body cannot live without such as

food and water.  Social factors do not affect primary needs.  Selling style is

the particular technique that salespeople use to sell to customers.  Natural

abilities are aptitudes and talents.

$$92

Which of the following is one way that organizational buying behavior is

different than online consumer buying behavior:

A. Consumers arrange discounts for single purchases.

B. Organizations often negotiate long-term contracts.

C. Organizations depend on input from their employees.

D. Consumers expect special delivery and handling rates.

/B

Organizations often negotiate long-term contracts.  Online consumer buying

behavior is different than organizational buying behavior primarily because of

the size of each sale.  Usually, consumers buy small quantities of products at

one time, such as three books or four DVDs.  On the other hand, organizations

often buy large quantities on a regular basis, such as 200 cartons of copy

paper every month.  Consequently, organizations are often able to negotiate

long-term contracts that guarantee a certain price for a certain period of

time.  This benefits the organization because it has locked in a price, and

also benefits the online vendor because there is a guaranteed order each month.

Consumers usually are not able to arrange discounts or special delivery and

handling rates because they are making only a single purchase.  Organizations

can make such arrangements because of the size of the orders.  Organizations

usually do not depend on input from their employees when buying online,

although there may be a group of buyers who routinely make the purchasing

decisions.
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Why do web-hosting salespeople often use a structured style of presentation

when selling to a group?

A. To maintain control

B. To generate conversation

C. To be aggressive

D. To evaluate feedback

/A

To maintain control.  Presentations to groups often need to be more structured

because there are more people involved.  The web-hosting salesperson needs to

be able to maintain control of the group, present the information in an orderly

fashion, and prevent all the participants from talking at once.  The best way

to maintain control often is to structure the presentation and designate a

question-and-answer period at the end.  Structured presentations often

discourage casual conversation.  Salespeople do not use a structured style of

presentation to evaluate feedback.  It is not effective for salespeople to be

overly aggressive.
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One way that many businesses evaluate online prospects is by designing and

posting a

A. listing of all products.

B. general interest newsletter.

C. simple message board.

D. detailed response form.

/D

Detailed response form.  It is important for online businesses to evaluate

their prospects to reduce the amount of time and money they spend on customers

who will not buy.  One way to do this is to design and post a detailed response

form that obtains valuable information about customers.  The information

requested will help the business decide if the prospect has a need for the

product, the authority to make the purchase, and the financial resources to

pay.  Once the business identifies a legitimate prospect, it can send follow-up

information or have a salesperson call on the customer directly.  Although many

businesses post a listing of all products and a general interest newsletter,

those techniques will not help to evaluate prospects.  A message board is a

gathering place for transmitting ideas or information through electronic

communication.
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In which part of the sales letter should a web-site design 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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When using software programs to design presentations, web-site maintenance

salespeople should be careful to avoid using visuals that may

A. be realistic in nature.

B. overwhelm the audience.

C. reinforce understanding.

D. present an ethical issue.

/B

Overwhelm the audience.  The purpose of a computerized presentation is to

support the sales message that the salesperson presents to a group.  The

visuals should help to make the presentation more interesting and

understandable.  If the visuals are too clever, distracting, or used for no

reason, they often overwhelm the audience and detract from the sales message.

The audience remembers the visuals but not the focus of the presentation.

Visuals that are realistic in nature are often effective because they present

an accurate view of the product.  The visuals should always reinforce

understanding rather than be distracting or overwhelming.  The visuals may

present an ethical issue if that is an important part of the verbal sales

presentation.
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One of the main reasons that effective sales management is important to

brick-and-click businesses is because businesses need to

A. generate sufficient income.

B. regulate their competition.

C. interview the target market.

D. obtain industry information.

/A

Generate sufficient income.  The goal of brick-and-click businesses is to

generate sufficient income to continue operating and earn a profit.  Effective

sales management is essential for businesses to achieve this goal.  Sales

management involves training and motivating salespeople to achieve sales goals,

providing salespeople with the tools they need to do their jobs, helping

salespeople solve problems, and evaluating the performance of salespeople in

order to make changes if necessary.  The success of the business usually

depends on how effectively sales managers are able to lead the sales team.

Businesses do not regulate their competition or interview the target market.

Obtaining industry information is useful but it is not one of the main reasons

that effective sales management is important to businesses.  A business's

research department might be responsible for obtaining industry information.
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Businesses often train salespeople to use the Internet to contact customers

because online marketing

A. is impersonal.

B. increases prices.

C. saves time.

D. adds privacy.

/C

Saves time.  Online marketing is time efficient because many customers can be

reached instantaneously.  Therefore, businesses often train salespeople to use

the Internet so they can contact customers quickly, provide necessary

information, and generate sales.  For example, sending e-mails or referring

customers to the business's web site to obtain product information is much less

time consuming than writing letters or making phone calls.  Salespeople who are

trained to use the Internet are able to use their time to contact customers

anywhere in the world.  A benefit of online marketing is that it can be

personalized to address the needs of individual customers.  Online marketing is

often less expensive than traditional marketing techniques that allow

businesses to reduce prices.  Online marketing often is not private because the

communication is sent through a vast network.
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A primary reason that sales managers for Internet service providers

periodically review their departmental technological needs is because

A. sales territories and other environmental factors change over time.

B. compensation structures often influence the need for technological tools.

C. staff turnover rates indicate the level of need for customized sales

     training tools.

D. the overall quality of communication between salespeople and their customers

     is declining.

/A

Sales territories and other environmental factors change over time.  The sales

function of an Internet service provider often changes as a company grows and

changes.  For example, sales territories might be altered to reflect population

or business additions or reductions.  Environmental factors, including an

area's economic status, also impact how a business organizes sales efforts.

Because these factors change, managers need to make sure the technological

tools that the businesses use are appropriate in terms of customer support,

information, communication, and productivity when changes occur.  For example,

a business that sells to an economically depressed area might suddenly

experience a time of expansion.  As a result, the business might need

additional technological tools to support the growth.  Compensation refers to

the method in which a salesperson is paid.  Although staff turnover rates might

indicate a need for additional technological training tools, it is one

environmental factor and is not an overall or primary consideration.

Technological advancements have made the level and quality of communication

between salespeople and their customers better in terms of efficiency.
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