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I

$$0

Which of the following is an example of a traditional general merchandise

retailer:

A. Direct marketer

B. Vending machine

C. Department store

D. Interactive kiosk

/C

Department store.  General merchandise retailers buy consumer goods and sell

them to the ultimate consumer.  General merchandisers include a wide variety of

retailers who sell all types of goods that consumers want and need on a regular

basis.  This type of retailer has a physical facility and employees who sell to

customers.  A department store is a general merchandise retailer that offers an

extensive assortment of goods ranging from furniture, appliances, and

electronics to apparel and cosmetics.  Direct marketers sell by mail order,

phone, or fax.  Vending machines and interactive kiosks are nontraditional,

nonstore types of retail outlets.

$$1

The growth of international trade often affects retailers on the local level by

A. limiting products.

B. increasing prices.

C. lowering standards.

D. increasing competition.

/D

Increasing competition.  The growth of international trade often affects local

retailers by increasing competition.  Today, many foreign retailers have retail

outlets throughout the world that compete with local stores.  The large

international retailers often are able to offer lower prices and larger

selections that make it difficult for small stores to compete.  The increased

competition is good for consumers because they have more choices, but often

harmful to local retailers.  International trade usually makes more products

available at lower prices.  International trade does not lower standards.

$$2

Tony's Floral Shop recently started making 100 more bouquets on Saturday

afternoons.  This increase demonstrates an increase in

A. pricing.

B. distribution.

C. publicity.

D. production.

/D

Production.  Production is the creation of goods and services from economic

resources.  Making more bouquets is an increase in production.  Pricing

involves determining and adjusting prices to maximize return and meet

customers' perceptions of value.  Publicity is any nonpersonal presentation of

ideas, goods, or services that is not paid for the company or individual that

benefits from it.  Distribution involves moving, storing, locating, and/or

transferring ownership of goods and services.

$$3

An important part of successful merchandising involves offering customers

A. an enormous selection of goods.

B. attractive shopping facilities.

C. prompt sales assistance.

D. products at the right price.

/D

Products at the right price.  Merchandising is the process of having the right

goods in the right place at the right time in order to make a profit.  An

important part of successful merchandising also involves offering products at

the right price.  Even if a retailer has everything that customers want,

customers will not buy if the price is not right.  Merchandising involves

offering customers the right goods, not necessarily an enormous selection of

goods.  Merchandising does not involve offering customers attractive shopping

facilities or prompt sales assistance.

$$4

Which of the following is a financial record that indicates an owner's equity

in a gift shop:

A. Income statement

B. Operating budget

C. Balance sheet

D. Profit report

/C

Balance sheet.  A balance sheet is a financial statement that captures the

financial condition of the gift shop at that particular moment.  The balance

sheet shows a shop's assets, liabilities, and owner's equity, which is the

amount the owner has invested in the shop.  An income statement is a summary of

a shop's income and expenses over a period of time.  An operating budget is an

estimate of a shop's finances of the day-to-day operations.  A profit report is

a summary of business transactions that shows net profit before and after taxes.

$$5

One of the characteristics of an effective budget is that it is

A. flexible.

B. competitive.

C. formal.

D. complex.

/A

Flexible.  A budget is an estimate of what income and expenses will be for a

specific period of time.  Because it is an estimate, it must be flexible rather

than written in stone.  Many factors can affect a budget, which make it

necessary for retailers to be able to adapt and adjust their budget figures.

For example, changes in economic trends, shifts in population, or the season of

the year may affect budget expectations.  These circumstances require a

retailer's budget to be flexible.  Budgets are not competitive; however,

competition is a factor that might affect a retailer's budget.  Budgets may be

complex or simple, and formal or informal depending on the size and type of

retailer.  However, these factors do not impact the effectiveness of a budget.

$$6

What is a growing trend in retailing that rewards a store's best customers?

A. Frequent shopper programs

B. Membership warehouse clubs

C. Electronic gift cards

D. Personal credit plans

/A

Frequent shopper programs.  More and more retailers are offering their

customers some type of reward for their loyalty to the store.  The rewards are

often in the form of frequent shopper programs that offer special discounts or

give free merchandise after a customer spends a certain amount.  For example,

some stores give customers membership cards that make it possible for customers

to save money on certain items or accumulate points that can be redeemed for

merchandise.  As the retailing world becomes more and more competitive, stores

are looking for ways to set themselves apart, and rewarding frequent shoppers

is becoming a popular way to do that.  Membership warehouse clubs are a type of

retailer.  Customers purchase electronic gift cards and pay the amount of the

card's value.  Personal credit plans is not a method of rewarding customers.

$$7

Which of the following is an example of the technology that speeds up the

checkout process and makes it more convenient for customers:

A. Self-scanning stations

B. Interactive display units

C. Electronic kiosk systems

D. Digital security terminals

/A

Self-scanning stations.  As a result of advances in technology, many retailers

are installing self-scanning stations that make it possible for customers to

scan their purchases and pay without assistance from a store employee.  The

self-scanning stations walk the customer through the checkout process by asking

a series of questions and telling the customer how to proceed.  The advantage

to the customer is that the process is fast and convenient, and eliminates the

need to stand in line waiting for the next available cashier.  Interactive

display units, electronic kiosk systems, and digital security terminals do not

speed up the checkout process.

$$8

A policy that many retailers are establishing to handle the problem of

shoplifting is to

A. install burglar alarms.

B. prosecute all offenders.

C. lock all display cases.

D. set up two-way mirrors.

/B

Prosecute all offenders.  Shoplifting is a serious problem in retail

merchandising.  As a result, many retailers are establishing a policy to

prosecute all offenders.  The intent is to make it known that shoplifting will

not be tolerated, even if the merchandise taken is inexpensive.  Also, courts

are becoming more strict and imposing higher penalties on shoplifters.

Although prosecuting offenders involves an expense, stores usually feel it is

necessary to pay the price to discourage shoplifting that accounts for billions

of dollars in losses each year.  Installing burglar alarms is a way of

preventing theft when the store is closed.  In many cases, it is not possible

or realistic to lock all display cases.  Retailers do not set up two-way

mirrors to handle shoplifting.

$$9

One way that some retailers are reducing bad-check losses is by obtaining the

hardware and software needed to

A. speed up the transaction.

B. make duplicate copies of each check.

C. process checks electronically.

D. access customers' bank accounts.

/C

Process checks electronically.  A hardware and software system is available to

allow retailers to process customers' checks at the time they present the

checks for payment.  This system runs the check through a scanner that

identifies the bank information and processes the check electronically.  Then,

the store returns the check to the customer because the check has been

processed and the funds identified as being paid to the store.  Because of

electronic processing, bad-check losses are reduced because the system will not

accept a check if the bank information indicates there are insufficient funds

in the account to cover the amount of the purchase.  Retailers are not reducing

bad-check losses by speeding up the transaction.  The hardware and software

system does not allow retailers to make duplicate copies of each check.  The

hardware and software system processes checks electronically, but does not

allow retailers to access customers' bank accounts.  Banks access the accounts

and transfer funds from customers' accounts to a store's account.

$$10

Why do retailers often keep bait money in the cash registers?

A. To cover miscellaneous expenses

B. To back up the opening change fund

C. To use in the event of a robbery

D. To pay for unexpected deliveries

/C

To use in the event of a robbery.  Retailers realize that robbery is a

possibility, and they establish procedures to handle the situation.  One

procedure is to keep bait money in the cash registers and include it in the

funds that are given to a robber.  The bait money includes marked bills whose

serial numbers have been recorded.  If robbers are given bait money, it often

helps to identify them when they try to spend the money.  Then, police are able

to apprehend the robbers and return the stolen money to the retailer.  Bait

money is not used to cover miscellaneous expenses, back up the opening change

fund, or pay for unexpected deliveries.

$$11

When opening the store for the day, the first employee to arrive should look for

A. the security alarm switch.

B. customers who are in a hurry.

C. suspicious vehicles nearby.

D. vendors waiting to deliver.

/C

Suspicious vehicles nearby.  Many stores have employees arrive early before the

store is open for business.  To be safe when opening the store, the first

employee to arrive should look for suspicious vehicles nearby or in the parking

lot.  In many cases, there is no reason for other cars to be nearby,

particularly if the store will not open for another hour or so.  If there are

suspicious vehicles nearby, an employee may want to wait until other employees

arrive before opening the store.  Employees who are responsible for opening the

store for the day should know the location of the security alarm switch.

Customers may arrive a little early to be the first ones in the store if they

are in a hurry.  However, they will not arrive long before the store opens.

Stores usually schedule deliveries for certain times so vendors would not be

waiting to deliver before the store opens.

$$12

Stefan has received a telephone call from an individual who is making

threatening remarks regarding the hardware store.  What should Stefan do to

handle this situation?

A. Try to reason with the caller

B. Ignore the call since it is probably a hoax

C. Hang up immediately and inform the supervisor

D. Keep the caller talking and signal a coworker to get assistance immediately

/D

Keep the caller talking and signal a coworker to get assistance immediately.

This strategy will alert those responsible for security of the situation and

may provide an opportunity to identify the caller.  Trying to reason with a

threatening caller may result in a worsening situation.  Employees should never

assume any threat is a hoax.  Hanging up will eliminate any opportunity of

identifying the caller.

$$13

To be able to better understand and follow directions on the job,

home-improvement store employees often

A. review notes.

B. ask questions.

C. do research.

D. practice tasks.

/B

Ask questions.  Before home-improvement store employees can follow directions,

they must understand them.  Therefore, asking questions is important because

supervisors do not always give directions in a clear and concise manner.  If

employees are not sure of what is expected, they should ask.  Taking the time

to completely understand the directions will help employees to do the work

correctly and efficiently.  Reviewing notes may not be helpful if employees

have written down incorrect directions.  Employees are not expected to do the

research; researching is the responsibility of supervisors.  Before employees

can practice tasks, they need accurate directions.

$$14

Which of the following is an example of a department store providing

information to employees in order to respect their privacy:

A. Using easy-to-understand language

B. Explaining that e-mail is monitored

C. Sending messages through the grapevine

D. Providing cross-cultural communication

/B

Explaining that e-mail is monitored.  Modern technology has created a variety

of issues concerning employees' right to privacy in the workplace.  One of

these issues concerns a department store's ability to monitor an employee's use

of a computer which includes e-mail.  A store that respects its employees'

privacy will make sure that the employees know that their e-mail is monitored.

By providing this information, the store is allowing employees to decide if

they want to send or receive personal messages because someone in the store

might read the mail.  The employees can protect their privacy simply by not

using company e-mail.  Using easy-to-understand language, sending messages

through the grapevine, or providing cross-cultural communication are not

example of providing information to employees in order to respect their privacy.

$$15

What is one reason a retailer might implement slotting allowances to distribute

products?

A. To reduce conflict among distribution channel members

B. To lower the risks associated with stocking new products

C. To increase the number of brands that the store carries

D. To decrease the number of members in the distribution channel

/B

To lower the risks associated with stocking new products.  A slotting allowance

refers to a fee paid by a manufacturer or vendor to a customer, usually a

retailer.  This fee is charged to cover the costs for placing a new product on

the retailer's shelves.  By charging a slotting allowance, the customer is

trying to cover the costs of stocking and maintaining the product.  If a new

product does not sell well, the fees can help to cover the time on the shelf

that could have been used for a higher moving item.  Since there is only a

limited amount of shelf space in a store, the implementation of a slotting

allowance does not necessarily increase a store's product line.  Therefore,

slotting allowances are not implemented to decrease intermediaries in the

supply chain.  Slotting allowances are not implemented to reduce conflict among

distribution channel members.

$$16

You are a receiving employee for the Universal Superstore.  Which of the

following products would have a processing priority:

A. Produce

B. Pet products

C. Magazines

D. Housewares

/A

Produce.  Receiving employees need to be aware of products that must be moved

through the receiving process quickly.  In most cases, these are perishable or

expensive items that should be processed as soon as possible to protect them

from spoilage or theft.  Produce is perishable and needs to reach the selling

floor at its peak of freshness.  Pet products, magazines, and housewares are

nonperishable items and more time can be allowed in the receiving process.

$$17

For many small retailers, an expensive and time-consuming activity in

processing incoming merchandise is __________ individual items.

A. displaying

B. paying invoices for

C. weighing

D. price marking

/D

Price marking.  Small retailers, especially those that carry unique items,

often receive merchandise that is not marked with a price.  Then, it is

necessary to attach some sort of price ticket to individual items.  This is an

expensive and time-consuming part of processing incoming merchandise.  However,

this is the only option for many small retailers because they purchase small

quantities of goods or one-of-a-kind items.  Displaying items is a visual

merchandising activity.  Accounting departments are responsible for paying

invoices.  Small retailers usually do not weigh items when processing incoming

merchandise.  This is an activity usually associated with food stores

processing items.

$$18

What do some retailers do with merchandise that customers return at the end of

the season?

A. Store until next month

B. Ship back to the manufacturer

C. Send to homeless shelters

D. Sell to closeout companies

/D

Sell to closeout companies.  Retailers are often faced with the problem of

processing merchandise that customers return at the end of the season.  In some

cases, retailers believe that it is not worth the time or effort involved in

marking down the merchandise and trying to resell it.  Therefore, retailers

sometimes sell the merchandise to closeout companies that specialize in

reselling merchandise at deeply discounted prices.  The advantage to the

retailers is that they receive some compensation for the merchandise and do not

need to store, remark, or further deal with the items.  Most retailers do not

store seasonal merchandise until next month because it will no longer be in

season.  Retailers cannot return items to the manufacturer unless there is a

problem with the items that is the fault of the manufacturer.  Retailers

usually try to sell the merchandise rather than send it to homeless shelters

that may not want or need it.

$$19

To speed up the process of routing stock from the receiving area to the sales

department, many retailers require merchandise to be delivered in a __________

condition.

A. bulk-packaged

B. cash-and-carry

C. floor-ready

D. warehouse-ready

/C

Floor-ready.  Routing stock to the sales department is a receiving function.

To speed up the process, many retailers require merchandise to be delivered in

a floor-ready condition.  This means that the merchandise is packaged and

oftentimes premarked, so retailers can move it directly to the sales floor.

This eliminates the need to process the merchandise in the receiving area, and

allows retailers to immediately make the goods available for sale.  Merchandise

that is bulk-packaged must be unpacked and processed before it can be routed to

the sales floor.  Cash-and-carry is a sales method rather than a method of

routing stock.  Warehouse-ready condition means that the merchandise is shipped

to a warehouse where it is processed before being moved to a retailer.

$$20

Why is it often necessary for retailers to transfer stock from one branch to

another?

A. Shipping companies are unreliable.

B. Central warehouses are unavailable.

C. Seasonal supply is nonperishable.

D. Customer demand is unpredictable.

/D

Customer demand is unpredictable.  Retailers try to have the right amount of

goods on hand at all times to meet customer demand.  However, customer demand

is not entirely predictable so retailers sometimes are faced with the problem

of not having enough stock available in all branches.  When this occurs,

retailers usually transfer stock from one branch to another to satisfy customer

demand.  An example is one branch having an excess amount of a certain item and

a retailer transferring part of the stock to another branch that is almost out

of the item.  Most shipping companies are reliable.  Central warehouses are

usually available.  Retailers do not transfer stock from one branch to another

because seasonal supply is nonperishable.

$$21

What type of goods are large retail chains most likely to store in central

warehouses?

A. Items that have a long shelf life

B. Items that are small and inexpensive

C. Items that have a limited demand

D. Items that are easy to transport

/A

Items that have a long shelf life.  Retailers store merchandise in different

types of warehouses depending on the type of goods.  Central warehouses are

effective for items that have a long shelf life.  Manufacturers can ship

merchandise to central warehouses where the goods are processed and stored

until the retail chains need them delivered to the various locations.  Since

the items have a long shelf life, retailers are not concerned with spoilage.

Retail chains store small, inexpensive, and easy to transport items in central

warehouses; however, the main concern is that they have a long shelf life

rather than their size, value, or ease of transporting.  Items that have a

limited demand, such as fad or seasonal items, often need to be moved to stores

immediately or they lose their appeal.

$$22

Retailers that import products on which they must pay tax to the government

store those products in __________ warehouses.

A. private

B. commodity

C. public

D. bonded

/D

Bonded.  Retailers often import goods from other countries to sell to consumers

in this country.  Those products are stored in bonded warehouses which are

warehouses that hold products that are subject to taxes or import duties that

must be paid before the items are sold or moved.  By storing the products in a

bonded warehouse, a retailer can remove products when needed and pay tax only

on the items removed.  This saves money because the retailer does not need to

pay tax on all the products at one time.  Bonded warehouses may be either

private or public, but the distinguishing characteristic is that they are used

to store products that are subject to tax.  Commodity warehouses are used to

store mainly agricultural products.

$$23

What is the gross amount due on an invoice if the total cost of the items is

$82.75, shipping charges are $5.50, and there is a discount of $3.20?

A. $82.75

B. $85.05

C. $87.95

D. $88.25

/A

$82.75.  The gross amount due on an invoice is the total due before shipping

charges are added or discounts are deducted.  In this case, $82.75 is the gross

amount due.  Shipping charges are added to the gross amount due to arrive at

the total net amount of $88.25 ($82.75 + $5.50 = $88.25).  Then, the discount

is deducted from the total net amount to arrive at the total of $85.05 ($88.25

- $3.20 = $85.05).

$$24

Which of the following is an example of a department store fulfilling orders

for customers:

A. Sending monthly statements

B. Checking delivery schedules

C. Reviewing inventory levels

D. Processing telephone requests

/D

Processing telephone requests.  Department stores often accept telephone

requests from customers to hold a certain item until the customer can pick it

up, or deliver an item and charge it to the customer's store account.  When a

store processes these requests, it is fulfilling orders for customers.  For

example, if a customer asks a store to deliver a certain size and brand of

television that is on sale, the store fulfills the order by following a process

to get the television from the store to the customer.  Sending monthly

statements is the way most department stores bill their credit customers.

During the process of fulfilling orders, a store might check the delivery

schedules to set a time to deliver the order.  When a customer places an order,

the store might review inventory to make sure the specified item is in stock

before fulfilling the order.

$$25

Which of the following is a reason why a large retail chain might decide to

have orders shipped by water transportation:

A. Buying heavy, bulky merchandise

B. Obtaining expensive, unique products

C. Importing goods from another continent

D. Purchasing perishable items from vendors

/C

Importing goods from another continent.  Water transportation involves shipping

goods by barge or vessels that sail inland rivers and lakes a well as across

oceans.  Water transportation is the most common and inexpensive method of

shipping goods from one continent to another.  Therefore, a large retail chain

that is importing goods from another continent would probably decide to have

the items shipped by water.  A large retail chain might select rail

transportation when buying heaving, bulky merchandise.  A chain might select

air transportation when purchasing perishable items or when obtaining

expensive, unique products.

$$26

Which of the following is an example of a hardware store maintaining inventory

based on the stock/sales ratio:

A. Ordering enough items to keep in storage to meet unexpected demand

B. Purchasing a sufficient quantity of items to use in the office each week

C. Developing a list of staple items that customers buy on a regular basis

D. Keeping four times as many items on hand as it expects customers will buy

     each month

/D

Keeping four times as many items on hand as it expects customers will buy each

month.  This is an example of the stock/sales ratio method of maintaining

inventory.  It involves maintaining a certain ratio of inventory to expected

monthly sales.  For example, a hardware store might decide that it is

appropriate to keep four times as many items on hand as it expects to sell each

month which is a 4 to 1 ratio.  The goal is to maintain the correct stock to

sales ratio to satisfy customer demand.  The week's supply method involves

purchasing a sufficient quantity of items to use in the office each week.

Safety stock is the number of items that are ordered to keep in storage to

cover situations such as unexpected demand for an item.  The minimum amount of

staple goods that should be on hand is the basic stock method.

$$27

Retailers develop inventory control systems to keep track of __________

inventory.

A. merchandise

B. finished-products

C. materials

D. custom-made

/A

Merchandise.  Inventory is all the stock a business has on hand.  Merchandise

inventory is the stock a retail or wholesale business has for sale to

consumers.  For example, all the items that a gift shop has for sale is the

shop's merchandise inventory.  Retailers develop inventory control systems to

keep track of this type of stock.  Finished-products inventory is the

manufacturer's, or producer's, stock of completed products ready to be sold to

distributors.  Materials inventory is the stock that is used by a business in

the production of other goods, which may be custom-made goods.

$$28

A small retailer that color codes each shipment to keep track of which items to

sell first is using the __________ inventory control system.

A. tickler

B. physical

C. model

D. visual

/D

Visual.  Visual control involves looking over stock to see what needs to be

reordered.  Small retailers often use the visual control system because it also

helps in rotating stock.  Stock may be color coded so that its age can easily

be seen.  For example, the first shipment of an item might be given a green

code, and the second shipment might have a red code.  This makes it easy to see

which goods should be sold first.  Tickler control is a rotating system of

counting portions of stock at regular intervals.  Physical is an actual count

of each unit of stock.  Model stock is a list of items the business always

keeps in stock.

$$29

Calculate a retailer's percentage of inventory shrinkage if it had total sales

of $2,250,000 last year and shrinkage of $67,500.

A. 2%

B. 3%

C. 2.5%

D. 3.5%

/B

3%.  Most retailers expect some shrinkage and plan for a certain amount each

year.  Many retailers refer to the amount of their shrinkage as a percentage of

their sales, rather than in terms of unit/dollar amounts.  The percentage is

calculated by dividing the dollar amount of shrinkage by total sales.  For

example, a retailer with total sales of $2,250,000 and shrinkage of $67,500

would have 3% shrinkage ($67,500 ÷ $2,250,000 = .03 or 3%).

$$30

What is one of the advantages to a small gift shop of maintaining a

just-in-time inventory control system?

A. Helps to control costs

B. Verifies quantities in stock

C. Regulates value of goods

D. Makes it possible to change data

/A

Helps to control costs.  Just-in-time is an inventory control method that

orders goods just in time for them to be sold or used.  The advantage of

maintaining a just-in-time inventory system is that the gift shop does not need

to keep excessive amounts of merchandise in stock at all times.  It can order

the goods to be delivered just before they are needed by customers.  This helps

the shop to control costs because it does not have a lot of money tied up in

inventory at any one time.  A physical inventory control system verifies

quantities in stock.  Dollar inventory control tracks inventory according to

the value of the goods.  A just-in-time inventory control system does not make

it possible to change data.

$$31

What economic activity is necessary for consumption to occur?

A. Production

B. Opportunity

C. Financing

D. Management

/A

Production.  The movement of goods, services, and resources is possible because

of four economic activities:  consumption, production, exchange, and

distribution.  In order for consumption to occur, goods and services must be

made or produced.  Production relies on consumers to provide resources, and

consumption relies on producers to provide goods and services.  Opportunity is

a chance or benefit.  Financing is a marketing function that involves

understanding the financial concepts used in making business decisions.

Management is the process of coordinating resources in order to accomplish an

organization's goals.

$$32

The demand for a good or service is a factor that affects a furniture store's

A. quota.

B. tariff.

C. cycle.

D. profit.

/D

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

might make.  One of these is the demand for a store's goods or services.  If

demand increases or stays the same, a store is more likely to earn a profit.

However, if demand decreases, a store's profit is also likely to decrease.  A

quota is a trade restriction that limits the quantity of goods that can move

into or out of a country.  A tariff is a tax on imported goods.  A business

cycle is a period of expansion and contraction in economic activities.

$$33

One reason customers who pay for expensive appliances with a credit card

usually want to know the interest charges is because those charges

A. increase the retail price.

B. add to the cost of the purchase.

C. are calculated on a yearly basis.

D. generate the profit for the store.

/B

Add to the cost of the purchase.  Using credit can add to the total cost of

goods and services.  For example, interest, or finance, charges are added to

accounts that are not paid in full at the end of each payment period.  When

customers buy expensive appliances with a credit card, they often pay over a

period of time.  Then, each month they pay interest on the unpaid balance.  The

interest charges add to the cost of the purchase.  Interest charges do not

increase the retail price because customers who pay in cash are not charged

interest.  Interest usually is calculated monthly rather than yearly.  Interest

generates profit for the credit-card company rather than the store.

$$34

One way that technology has enhanced a retailer's ability to administer

telephone surveys in a time-efficient manner is by using

A. interactive fax extensions.

B. automated computer systems. 

C. mechanical database networks.

D. digital presentation software.

/B

Automated computer systems.  Technological advancements such as computerized

telephone number selection systems have made it possible for retailers to

solicit survey responses quicker than manual methods.  In addition, digital or

electronic voice devices often expedite the survey process in a more

time-efficient manner than staff interviewers.  Interactive fax extensions and

mechanical database networks are not terms that are commonly used to describe

marketing-information research technological resources.  Presentation software

refers to computer applications that generate multimedia or slide shows.

$$35

Which of the following is demographic information that toy stores might monitor

when making marketing decisions:

A. Income

B. Opinions

C. Traits

D. Values

/A

Income.  Demographics refer to the physical and social characteristics of the

population.  Factors such as age, gender, education, occupation, and income are

often considered when conducting marketing research.  Opinions, traits, and

values are considered psychological factors.

$$36

When looking for information on the Internet, marketing researchers often

access __________ to locate data on the Web.

A. search engines

B. secured Intranets

C. hosting codes

D. transaction networks

/A

Search engines.  Search engines are software programs that automatically crawl

the Web looking for information pertaining to specified search terms, and then

display a list of results.  Intranets are computer networking systems that link

the computers of a group of people, usually in the workplace, so that data can

be shared among group members.  Hosting refers to activities related to the

storage of web pages on a server for a monthly fee.  A network is a system of

computers connected by telephone wires, cable wires, or other means.  Hosting

codes and transaction networks are not terms widely used to describe Internet

research activities.

$$37

When handling specific information, relational databases are often more

beneficial than sequential databases because they offer marketers more

A. stability.

B. accountability.

C. flexibility.

D. dependability.

/C

Flexibility.  Because relational databases do not require direct links between

data fields, they provide marketers 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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When designing an effective computer database management system, pet shops must

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

A. sell

B. modify 

C. buy

D. sample

/B

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

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

customer might change an address or telephone number.  A pet shop must be able

to retrieve the records in the database and update them to reflect the change.

Some, not all, shops sell or buy the information stored in databases.  A sample

refers to a representative group of consumers.
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A sample indicates that the average income in the northwest region is $31,257.

This is an example of ___________ statistical information.

A. sequential

B. multivariate

C. unilateral

D. descriptive

/D

Descriptive.  Descriptive statistics are derived by summarizing information

gathered from a sample of a population.  Multivariate statistics are derived by

analyzing two variables at the same time.  Sequential and unilateral are not

common terms used to define types of statistical information collected and

analyzed by market researchers.
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Marketers who develop written reports or make oral presentations to summarize

research findings should always

A. use terminology that the audience understands.

B. include bar graphs and pie charts in the summary.

C. let the audience members present recommendations.

D. incorporate multimedia elements, such as sound bites.

/A

Use terminology that the audience understands.  Both written reports and oral

presentations should use words that the audience understands.  Language that is

too simplistic or too complex can confuse or bore the audience.  As a result,

the audience might miss or overlook important information necessary to make

business decisions.  Although it is helpful to include bar graphs and pie

charts in oral and written presentations, it is not always best to present

visual aids in the summation.  The audience members do not always have the

necessary knowledge to make or present recommendations.  Written reports do not

generally contain multimedia elements.
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Identifying potential threats in the marketplace and turning them into

opportunities is one reason why a music store conducts a(n)

A. situational analysis.

B. organizational review.

C. training program.

D. physical inventory.

/A

Situational analysis.  A situational analysis involves examining and

interpreting the environmental factors that affect a music store.  As a result

of considering the environmental factors, a store often is able to identify

potential threats in the marketplace such as increasing competition or a

sluggish economy.  Once a store identifies the specific threats, it takes steps

to turn them into opportunities.  For example, if the economy is beginning to

slow down, a store might revise its products or offer additional credit plans

to appeal to a wider market.  An organizational review might identify problems

within the store rather than threats in the marketplace.  Training programs are

internal and may be developed as a result of identifying potential threats in

the marketplace.  A physical inventory involves counting stock.
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Which of the following is an example of a businessperson developing cultural

sensitivity:

A. Practicing oral presentation skills

B. Learning differences in body language

C. Taking a course in ancient history

D. Studying road maps of various countries

/B

Learning differences in body language.  Body language includes gestures, facial

expressions, tone of voice, or any other form of communicating without words.

These forms of nonverbal communication have different meanings in different

parts of the world.  Furthermore, some gestures that are acceptable in one

country are actually offensive in other countries.  Businesspeople who take the

time to learn the differences in body language usually are able to develop

cultural sensitivity and avoid using inappropriate gestures and facial

expressions.  Businesspeople do not develop cultural sensitivity by practicing

oral presentation skills, taking a course in ancient history, or studying road

maps of various countries.
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When Brian got a new job at the sporting goods store, he made sure he knew how

to use the cash register, became familiar with all the products and prices, and

kept his work station very organized.  In which way did Brian demonstrate the

customer-service mindset?

A. Being accurate

B. Following-through

C. Following-up

D. Being efficient

/D

Being efficient.  Being efficient demonstrates the customer-service mindset.

Specifically, this means knowing how to operate equipment, becoming familiar

with all the products the business offers, and keeping work spaces organized

for action.  Being accurate is demonstrated through double-checking work for

accuracy.  Following-through means always doing what you say you're going to

do.  Following-up with customers suggests to customers that you care about

their continued satisfaction.
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When giving customers directions to other locations in the store, it is often

helpful for department store employees to explain the directions in

A. general terms.

B. chronological order.

C. limited detail.

D. technical language.

/B

Chronological order.  Giving directions in chronological order involves

explaining them in a time sequence.  For example, a department store employee

might tell a customer to first take the elevator to the third floor.  Then,

follow the blue line on the aisle to the informational kiosk and turn right.

Giving directions in this manner helps customers to understand the directions

and be able to follow them according to a specific order.  Giving directions in

general terms or in limited detail, such as telling customers to go to the

third floor, will make it more difficult for customers to easily find the

location.  Giving directions in technical language may confuse customers.
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One reason a drugstore employee might ask a customer for identification is

because the customer

A. appears to be too young to buy certain products.

B. inquires if the store accepts certain credit cards.

C. seems to be a tourist rather than a local resident.

D. is paying for purchases with large denomination bills.

/A

Appears to be too young to buy certain products.  Some drugstores sell

age-restricted products such as tobacco and alcoholic beverages.  Customers

need to be of a certain age in order to purchase these items.  Therefore, it is

the responsibility of the store employees to ask a customer for identification

if they think the customer is too young to be able to legally purchase those

products.  The age limit varies depending on the product and local laws, so

employees should always ask for identification if there is any doubt that the

customer is not of age to make the purchase.  Employees do not ask for

identification if customers inquire about credit cards, although they might ask

for identification if a customer pays with a credit card.  Employees do not ask

for identification if a customer is paying for purchases with large

denomination bills or seems to be a tourist rather than a local resident.
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When developing project plans, what do retailers often develop in the event of

a crisis or unexpected situation?

A. Escape mechanism

B. Suggestion program

C. Contingency plan

D. Modified schedule

/C

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

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

often develop contingency plans along with original project plans in order to

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

occur, and having a contingency plan often helps a retailer to be successful

even under adverse conditions.  Retailers do not develop an escape mechanism,

which is a way out of a situation.  Suggestion programs are usually intended to

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

contingency plan.
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Carl wanted to make a good impression on his boss, so when he completed a task,

he would find other things to do.  Frequently, Carl made mistakes because he

didn't know how to do everything.  How can Carl alleviate this problem in the

future?

A. Clear the task first with the supervisor

B. When he gets stuck, just ask a coworker

C. Tell his boss when he has finished each task

D. Continue to show initiative as he has in the past

/A

Clear the task first with the supervisor.  When the task is complete is too

late to inform the supervisor.  To ask a coworker when you are stuck is not a

good idea because the coworker may not give you correct information.  Showing

initiative is a good trait, but it will cost the company unnecessary money if

it has to correct Carl's mistakes.
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Employees who arrive at work on time and direct their own work-related

activities during the course of the day usually possess positive __________

skills.

A. self-conceptual

B. self-management

C. inner-qualitative

D. personal-orientation

/B

Self-management.  The ability to control one's own activities, behaviors, and

attitudes in the workplace is often referred to as self-management.  Employees

who make a conscious effort to get to work on time each day are engaging in

positive self-management skills.  Other activities that employees can control

in the workplace might include their ability to perform and produce quality

work in a given time, willingness to learn new activities, level of

flexibility, and degree of workplace socializing.  Self-concept refers to how

one views him/herself.  Inner-qualitative and personal-orientation are not

terms frequently used to describe self-control issues as they relate to the

workplace.
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Which of the following is a reason why there is a vast range of career

opportunities in retailing:

A. Retail facilities are located in many communities.

B. Customers prefer to buy from well-known retailers.

C. Customers need retail employees to help them buy.

D. Retailing employs more people than any other industry.

/D

Retailing employs more people than any other industry.  The retail industry

includes traditional stores as well as nontraditional retailing such as online,

mail-order, vending, etc.  In addition, retailing includes support services

such as accounting, human resources, advertising, etc.  Consequently, there is

a vast range of career opportunities in the retailing industry, which employs

more people than any other industry.  Individuals interested in a career in

retailing will be able to find an area that matches their skills and abilities.

Although retail facilities are located in many communities, that is not a

reason why there is a vast range of career opportunities.  Customers preferring

to buy from well-known retailers or needing retail employees to help them buy

are not reasons for the vast range of career opportunities.
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What is one factor that contributes to people's interest in and enthusiasm for

different things?

A. Personality

B. Credibility

C. Sincerity

D. Integrity

/A

Personality.  Personality is an individual's qualities, or traits, and

behavior.  Because people's personalities differ greatly, the things they are

interested in and enthusiastic about will also differ greatly.  For example, a

shy person might prefer a quiet evening at home, whereas an outgoing person

might prefer to attend a party.  Credibility is believability.  Sincerity is

the quality of being honest and genuine.  Integrity is adhering to an

established set of personal ethics.
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Which of the following situations most likely provides an opportunity for an

employee to receive a job promotion:

A. One of three partners in a partnership leaves the store to go back to school.

B. A toy manufacturer hires two temporary assembly-line workers during its busy

     season.

C. A large retail chain that is experiencing severe profit losses lays off 35

     employees.

D. An expanding retail chain creates a new department to support a developing

     product line.

/D

An expanding retail chain creates a new department to support a developing

product line.  A job promotion occurs when an employee advances to another

position that often provides the individual with increased responsibility and

compensation as well as a new job title.  Retail chains often provide their

employees with opportunities to advance within the organization because they

are familiar with many aspects of the organization (e.g., products, climate).

A chain that creates a new department needs people to carry out the work.

Therefore, the new department provides an opportunity for advancement for

current employees.  When a partner leaves a partnership, the partnership

generally dissolves and requires legal restructuring.  Temporary workers are

individuals who work on a short-term basis to carry out a chain's tasks and

objectives.  Although some temporary employees secure permanent positions, it

does not necessarily mean that they are placed in different positions.  When a

layoff situation occurs, people lose their jobs and promotion opportunities

generally decrease.
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Which of the following is an example of an ethical issue as it relates to

predatory pricing:

A. A salesperson encourages a customer to purchase an extended warranty for a

     new appliance.

B. A tire producer introduces a new item to its product line and sets the

     initial price very low.

C. A local ice-cream shop prices menu items below cost in an effort to

     eliminate its competition.

D. An international book publisher sells similar products to similar customers

     at different prices.

/C

A local ice-cream shop prices menu items below cost in an effort to eliminate

its competition.  Predatory pricing is an aggressive pricing strategy that

sells goods below cost in an effort to put the competition out of business,

leaving fewer choices for consumers.  Many governments have regulations to

control the practice of predatory pricing.  A salesperson who encourages a

customer to purchase an extended warranty for a new appliance is engaging in

suggestive selling.  A tire producer that introduces a new item to its product

line and sets the initial price very low is using a penetration pricing

strategy.  An international book publisher that sells similar products to

similar customers at different prices is engaging in price discrimination.
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The selling price of a bicycle is increasing because the manufacturer must pay

more for raw materials to make the bicycle.  What is the primary factor for the

price increase?

A. Variable costs

B. Government regulation

C. Consumer demand

D. Economic conditions

/A

Variable costs.  Companies change the selling prices of their products for a

variety of reasons.  Variable costs are costs that change according to changes

in sales volume.  Variable costs include such expenses as cost of goods for

resale, labor, shipping, sales commissions, and raw materials.  When the seller

must pay a higher price for the raw materials to produce the goods, the cost

increase is often passed along to the end user.  Although government

regulation, consumer demand, and economic conditions are often factors that

affect price, they are not are the primary reasons for increasing the selling

price of the product.
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Which of the following is an example of a stereo manufacturer being ethical

when developing packaging for a new product:

A. Explaining how to care for the product

B. Including a statement about health warnings

C. Using a certain amount of recycled materials

D. Listing the product contents on the packaging

/C

Using a certain amount of recycled materials.  To protect the environment, many

stereo manufacturers are beginning to use a certain amount of recycled

materials in product packaging.  This is an ethical issue because businesses

are not required to use recycled materials, but chose to do so to be less

wasteful and to preserve natural resources.  An example might be using a

certain amount of recycled plastic to make new plastic containers to be used to

package products.  Explaining how to care for the product, including a

statement about health warnings, and listing the product contents on the

packaging are legal issues rather than ethical issues.  Various federal and

state laws require businesses to provide this information.
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What is a music store's open-to-buy for the month if it has planned purchases

of $93,450, purchase commitments of $60,750, planned reductions of $2,100, and

2% discounts for employees?

A. $30,600

B. $32,700

C. $34,500

D. $36,400

/B

$32,700.  Open-to-buy is the difference between planned purchases and the

amount that has already been committed for purchases that month.  If the music

store allocated $93,450 for purchases for the month but already has commitments

to spend part of that amount, the remainder is still available to spend.

Calculate open-to-buy by subtracting purchase commitments from planned

purchases ($93,450 - $60,750 = $32,700).  Employee discounts are part of

planned reductions.  However, planned reductions are not a factor when

calculating open-to-buy.
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A characteristic of product bundling is that the price of the bundle usually is

A. high to reflect the quality and status of each product.

B. intended to be the same as the prices set by competitors.

C. lower than the combined price of the products sold separately.

D. adjusted based on the type of customers who purchase the bundle.

/C

Lower than the combined price of the products sold separately.  To promote the

bundle and encourage customers to buy, retailers need to make the price of the

bundle attractive to customers.  Retailers usually do this by pricing the

bundle lower than the combined price of the products sold separately.  For

example, four products sell separately for $12.99 each.  A retailer bundles the

four products and sells the total package for $44.95.  The bundled price is

lower which usually increases sales.  Segmented pricing involves adjusting

price based on the type of customers, such as adults or children.  Prestige

pricing involves setting a high price to reflect the quality and status of a

product.  The price of a product bundle is not necessarily intended to be the

same as the prices set by competitors.  In many cases, one retailer sets a

lower price to be more competitive.
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Which of the following is an example of a home-improvement store positioning a

product based on the product's features and benefits:

A. Advertising price line and quality

B. Emphasizing capabilities and durability

C. Describing similarities within a product line

D. Promoting characteristics available from competitors

/B

Emphasizing capabilities and durability.  There are several ways to position a

product and one is to emphasize the product's features and benefits.  A feature

is a characteristic of a product, such as its specific capabilities.  A benefit

is an advantage that consumers receive from using a product, such as

durability.  By emphasizing capabilities and durability, a home-improvement

store is positioning a product based on its features and benefits.  Positioning

a product according to features and benefits does not involve advertising price

line and quality, describing similarities within a product line, or promoting

characteristics available from competitors.
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Accurate sales forecasting usually is the basis of an effective

A. advertising plan.

B. marketing strategy.

C. operating procedure.

D. merchandising budget.

/D

Merchandising budget.  A merchandising budget is an estimate of the amount of

products expected to be sold to customers during a period of time, often six

months.  The basis of an effective merchandising budget is forecasting the

level of sales for that time period in order to budget sufficient funds to

purchase the goods that customers are expected to buy.  To accurately forecast

the amount of money they should invest in inventory, retailers usually consider

previous sales figures and adjust them based on current trends and future

predictions.  An advertising plan is a promotional campaign.  A marketing

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

Operating procedure is the way a retailer operates the business.
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When planning the level of stock to have in inventory to satisfy demand,

department stores usually adjust for the

A. value of markdowns.

B. level of desired profit.

C. time of delivery.

D. possibility of error.

/D

Possibility of error.  Department stores plan stock in order to have the goods

on hand that customers want to buy when they want to buy them.  Stores want an

appropriate level of inventory to avoid running out, so they often adjust for

the possibility of error.  For example, if a store expects to sell $300,000 in

merchandise one month, it might buy $325,000 worth of merchandise to compensate

for possible errors in forecasting sales.  Although stores do not want to have

too much stock in inventory, they do not want to run out and lose sales because

goods are not available for customers to buy.  When planning the level of stock

to have in inventory to satisfy demand, department stores do not adjust for the

value of markdowns, level of desired profit, or time of delivery.
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What is a retailer's planned purchases for next month based on the following

information:  planned monthly sales of $65,250, desired end-of-month stock of

$81,500, planned beginning-of-the-month stock of $77,750, and planned

reductions of 2% of sales?

A. $67,695

B. $69,000

C. $70,305

D. $72,500

/C

$70,305.  The formula for determining planned purchases for a month is planned

monthly sales plus planned reductions, plus desired end-of-month stock, minus

planned beginning-of-the-month stock.  In this example, first calculate planned

reductions by multiplying planned monthly sales by the percent of reductions

($65,250 x 2% or .02 = $1,305).  Then, add planned monthly sales, planned

reductions, and desired end-of-month stock ($65,250 + $1,305 + $81,500 =

$148,055).  From that figure, subtract planned beginning-of-the-month stock to

determine planned monthly purchases ($148,055 - $77,750 = $70,305).
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What do retailers consider when determining what merchandise to buy?

A. Storage capacity

B. Appropriate assortment

C. Vendor preferences

D. Quantity availability

/B

Appropriate assortment.  Retailers want to buy the assortment of merchandise

that appeals to their target market.  This is an important consideration when

determining what to buy; therefore, retailers analyze their target markets to

identify the types of products that those customers want and need.  Depending

on the retailer and its target market, the store might buy a wide assortment of

goods in many price ranges or a limited assortment of expensive specialty

items.  The goal is to buy the appropriate assortment of merchandise to satisfy

customers.  Storage capacity and quantity availability are factors that

retailers consider when deciding how much to buy.  Retailers consider the

preferences of customers rather than vendors when determining what to buy.
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A bookstore's sale of calendars has been increasing by 5% a year for the past

several years.  If the bookstore expects that trend to continue, how many

calendars should it buy next year if it sold 760 calendars last year?

A. 796

B. 798

C. 836

D. 838

/D

838.  When determining the number of calendars to buy for next year, a

bookstore considers the increase in sales over the past several years as well

as the expected increase for the coming year.  If sales are increasing by 5% a

year and the bookstore expects that trend to continue, it will plan to purchase

5% more calendars for next year than it expects to sell this year.  To

calculate the quantity to buy next year, first calculate this year's expected

sales by multiplying last year's sales by 5% and adding that amount to the

level of sales (760 x 5% or .05 = 38; 760 + 38 = 798).  The bookstore expects

to sell 798 calendars this year and 5% more next year.  To determine that

quantity, multiply this year's expected sales by 5% and add that amount to the

expected level of sales (798 x 5% or .05 = 39.9 or 40; 798 + 40 = 838).  Based

on the expected increase in sales, the bookstore should buy 838 calendars next

year.
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Calculating the length of time it takes to process a purchase order and the

length of time it takes for a vendor to deliver the order is an important part

of

A. determining when to buy.

B. arranging transportation.

C. planning the merchandise.

D. preparing to count inventory.

/A

Determining when to buy.  Retailers need to know how much time it will take to

obtain new merchandise to avoid running out of goods.  To do this, they first

calculate the length of time it takes to process a purchase order and send it

to a vendor.  Then, they calculate the length of time it takes the vendor to

deliver the order.  By adding the times, retailers can determine when they need

to buy to prevent running out of goods.  For example, perhaps a retailer knows

that it takes the buying department four days to process a purchase order and

two days for the vendor to receive the order.  Then, it takes the vendor seven

days to deliver the order.  By adding these times (4 + 2 + 7 = 13), the

retailer knows that it needs to order at least 13 days before it expects to run

out of merchandise.  Vendors usually arrange transportation.  Retailers do not

calculate the length of time it takes to process a purchase and the length of

time it takes for a vendor to deliver the order to plan merchandise or prepare

to count inventory.

$$64

A television commercial promoting a specific line of riding lawn mowers

portrays a man cutting grass.  This is an example of product promotion that

A. exhibits poor taste.

B. reinforces stereotypes.

C. induces fear.

D. uses subliminal messages.

/B

Reinforces stereotypes.  A stereotype is a set image about a person or thing.

Sometimes, these images can create ongoing, negative images of cultures or

groups of people.  Many people associate lawn care with the male gender.  As

gender roles and societal views continue to change, more women are

participating in yard-work activities.  Although poor taste is subjective, it

is generally considered anything that portrays rude or crude images or

behavior.  Although some ads induce fear as a means to get people to buy

products, this example does not indicate that fear is a factor.  Subliminal

communication refers to messages that are incorporated into the primary message

that fall below a person's level of consciousness.
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Which of the following statements is true regarding the regulation of

promotional activities:

A. Governmental restrictions in regard to promotional activities vary by

     country.

B. The regulation of promotional activities applies only to television, radio,

     and newspaper venues.

C. Consumer groups have very little influence with the government regarding

     advertising legislation.

D. International laws make it difficult for consumers to sue large retailers

     for unfair advertising practices.

/A

Governmental restrictions in regard to promotional activities vary by country.

Because each government is structured differently, regulation varies from

country to country.  Consumer advocate groups are organizations that work to

influence industry and government policies on behalf of the consumer.  Consumer

advocate groups often influence government regulation and policies.  Because

laws vary by country, it would be difficult to develop and fully enforce

international laws regarding unfair advertising practices.  The ability to sue

a retailer is dependent on the individual country's laws and policies.  Many

promotional activities are subject to regulation including media venues

(television, radio, print); telemarketing; contests; and sweepstakes.
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Which of the following is an example of direct advertising:

A. A soft-drink company places an advertisement on television during a major

     sporting event.

B. A hotel chain develops an advertising campaign that includes television

     spots and billboards.

C. A sporting goods store mails its latest catalog to customers who have

     ordered items within a year.

D. A retailer conducts a telephone survey to determine its customers'

     satisfaction with its services.

/C

A sporting goods store mails its latest catalog to customers who have ordered

items within a year.  Direct advertising refers to promotional messages that

are sent directly to the target market through a medium in which market

response can be measured.  Catalogs that are mailed directly to established

customers represent an example of direct advertising.  Unless interactive

capabilities are available, television is usually considered a mass medium that

has substantial reach but cannot always be measured effectively.  Therefore,

the options referring to soft drinks and hotel chains are not examples of

direct advertising.  Telephone surveys are considered a function related to

market research rather than promotion.
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One advantage in using databases when developing advertising strategies is that

marketers can

A. boost costs associated with direct advertising strategies.

B. presume that all the information is relevant and accurate.

C. rank and analyze information to facilitate decision making.

D. increase the reach and frequency rates of their promotional efforts.

/C

Rank and analyze information to facilitate decision making. Computerized

databases can obtain information from different sources and sort and rank

various data fields very quickly.  Once the information is presented in an

appropriate manner, marketers can analyze the information to determine a course

of action in terms of advertising efforts.  For example, a company might want

to send a sales brochure to its customers who purchased over $50,000 in

products the previous year.  Sales records stored in a database can be used to

determine the appropriate customers.  The use of databases aid in advertising

efforts in terms of determining reach and frequency rates, but it is not always

used to increase the rates.  Most often, direct advertising efforts lower reach

because the marketers are selecting message recipients.  Direct advertising can

be very expensive.  Marketers should not presume that all information is

relevant and accurate, particularly if the information is obtained from a

secondary source that might contain outdated data.
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A retailer promoting the store by developing displays and decorations that

follow a specific theme that never changes is an example of a(n)

A. natural installation.

B. institutional concept.

C. permanent environment.

D. advertising technique.

/C

Permanent environment.  Some retailers decide on a certain theme for a store

and then develop displays and decorations that relate to the theme.  These

retailers are creating a permanent environment that customers expect each time

they visit the store.  An example is the Disney Stores that are decorated with

cartoon characters and scenes from movies.  The theme is constant and does not

change with the seasons or for special holidays.  The permanent environment

projects a certain image and serves as a promotion for the merchandise.

Developing displays and decorations that follow a specific theme that never

changes is not an example of a natural installation, an institutional concept,

or an advertising technique.
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When composing the content for a press release, it is important to

A. write clearly using active voice.

B. use technical terms to explain concepts.

C. include adjectives and colorful language.

D. place the most important information at the end.

/A

Write clearly using active voice.  Active voice is the verb form used when the

subject of the verb is performing the action.  Since the active voice is action

oriented, it is usually more interesting to readers.  In addition, copy that is

written in a clear manner makes it easier for the receiver to understand the

message.  Technical terms should only be used when necessary and use should be

limited.  Writers should avoid slang and colorful language.  Often, the message

is lost or misunderstood when a lot of flowery language is incorporated into

the text.  The most effective press releases place the most important data in

the beginning of the document.
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Why do many department stores plan special events and decorate the store to

reflect the theme of the event?

A. To increase customer traffic

B. To create a permanent atmosphere

C. To display old merchandise

D. To follow the lead of the competition

/A

To increase customer traffic.  The purpose of most special events is to

increase customer traffic and increase sales.  The special event attracts

customers to the department store while the interior decorations carry the

theme throughout the store.  Customers become involved in the excitement of the

event and often visit the store more frequently.  Also, new customers are drawn

to the store because of the event.  The end result often is an increase in

sales.  The permanent atmosphere is the normal environment of the store.

Stores do not plan special events and decorate the store to display old

merchandise or to follow the lead of the competition.
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A sporting goods store that arranges merchandise beginning from a center point

and moving out to form the shape of a circle is using the __________ type of

display arrangement.

A. pyramid

B. repetition

C. radiation

D. progressive

/C

Radiation.  A characteristic of the radiation type of display arrangement is

that it begins from a central point and moves outward to form the shape of a

circle.  Merchandise arranged in this manner appears to radiate from the center

of the display.  For example, a sporting goods store might place a baseball in

the center of a display table and arrange bats radiating from the ball.  The

bats look like spokes on a wheel and form the shape of a circle.  The pyramid

display arrangement has a broad base and narrows almost to a point at the stop.

Repetition involves repeating the same shape or form many times.  Progressive

often involves using shapes, such as square boxes, in increasing or decreasing

sizes.
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What might be the result if retailers fail to maintain displays of merchandise

in good condition?

A. Vendors refuse to restock items.

B. Potential for shoplifting decreases.

C. Cost of doing business is reduced.

D. Customers are discouraged from buying.

/D

Customers are discouraged from buying.  Displays of merchandise that are not

well maintained often are not attractive or appealing to customers.  Poorly

maintained displays may have a low supply of merchandise or merchandise that

appears messy or outdated.  This tends to discourage customers from buying

because they think the merchandise is old or damaged in some way.  Retailers

that fail to maintain displays often lose sales because customers have a

negative image of the merchandise.  Vendors would not refuse to restock items

that a retailer orders and pays for.  The potential for shoplifting increases

because disorderly displays make it easier to remove merchandise.  The

condition of displays does not affect the cost of doing business, although it

may impact profit by reducing sales.
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An important part of dismantling a display of furniture that is set up on the

sales floor is

A. preparing a merchandise loan form.

B. vacuuming to pick up pins and staples.

C. testing the lighting and replacing bulbs.

D. washing display windows to remove stains.

/B

Vacuuming to pick up pins and staples.  Some furniture displays are set up on

the sales floor and are changed periodically to promote new merchandise.  When

dismantling these displays, it is necessary to vacuum the area to pick up pins

and staples that may have fallen out during the removal process.  For example,

fabric may be stapled around tables or throws may be pinned to sofas.  The

staples and pins often fall out when the pieces are moved.  It is necessary to

vacuum up these items to prepare the area for another display, or to open it up

to customer traffic.  A merchandise loan form is prepared before merchandise is

used in a display.  Testing the lighting and replacing bulbs are functions of

display maintenance.  A display set up on the sales floor may not be near

windows, so washing display windows is unnecessary.
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One reason retailers create and use promotional signs in their stores is

because signs are

A. attractive materials.

B. powerful communicators.

C. temporary fixtures.

D. inexpensive graphics.

/B

Powerful communicators.  Retailers create and use promotional signs in their

stores because signs communicate messages to customers.  Attractive and

appealing signs catch customers' attention, provide information, direct

customers to merchandise, and encourage buying.  The power of signs to

influence customers makes signage an important part of merchandising.  Although

signs are often made of attractive materials, that is not why retailers create

and use them.  Signs are not temporary fixtures.  Many types of signs are

expensive because they include elaborate graphics.

$$75

One reason mass merchandisers set up point-of-sale displays is to provide

customers with goods that the stores

A. buy on consignment.

B. plan to sell below cost.

C. need to liquidate.

D. usually do not carry.

/D

Usually do not carry.  Mass merchandisers, such as Target, use a lot of

point-of-sale displays.  One reason is to provide customers with goods that the

stores usually do not carry, or carry only in a limited amount.  For example,

mass merchandisers often set up point-of-sale displays of sunglasses, paperback

books, seasonal items, etc.  The stores supplement their regular product lines

by using point-of-sale displays.  These displays provide goods that may be too

costly for stores to routinely keep in stock but that customers want

periodically throughout the year.  Mass merchandisers do not buy goods on

consignment.  Stores do not plan to sell the goods below cost because the items

in a point-of-sale display are usually prepriced.  Point-of-sale displays

contain new merchandise rather than items that stores need to liquidate.
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Which of the following is an example of a drugstore chain coordinating

activities in the promotional mix:

A. Advertising a special sale and mailing coupons for the sale

B. Organizing a contest to attract more customers to each store

C. Preparing displays to increase the sale of discontinued merchandise

D. Developing an ad for a magazine that creates awareness of the chain

/A

Advertising a special sale and mailing coupons for the sale.  Coordinating

activities in the promotional mix involves designing several promotional

activities to complement and reinforce each other.  For example, a special sale

is a promotional event.  A drugstore chain advertises the sale to attract

customers.  It also mails coupons for the sale to encourage customers to take

advantage of discounts.  All of these activities complement each other and are

intended to promote the special sale.  Developing ads, organizing contests, and

preparing displays are examples of single promotional activities rather than

several activities that are coordinated.
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One of the ways to use visual merchandising in retailing is to

A. decorate the store.

B. plan a special event.

C. design the exterior.

D. prepare a floor plan.

/A

Decorate the store.  Visual merchandising is display and includes the

presentation of merchandise as well as props and decorations that make the

store attractive and encourage buying.  Decorating the store is one way to use

visual merchandising.  It may include setting up special scenes that promote

certain merchandise or displaying objects such as palm trees and umbrellas that

create a certain atmosphere or mood.  The overall goal is to make the store

visually appealing so customers will enjoy the shopping experience.  Planning a

special event is a promotional activity.  Designing the exterior and preparing

a floor plan are aspects of creating the physical facility.
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Which of the following is a function of customer service that salespeople for

appliance manufacturers can use to build relationships:

A. Entertaining often

B. Showing appreciation

C. Telephoning daily

D. Evaluating performance

/B

Showing appreciation.  One way that salespeople can build relationships with

customers is to show their appreciation to customers for their business.

Without customers, salespeople would not have jobs and companies would not

survive.  Therefore, it is important to let customers know how important they

are and that they are appreciated.  To do this, salespeople often send

thank-you cards, additional information that may be useful, congratulatory

notes if customers have received awards, etc.  The purpose is to let customers

know that salespeople are thinking of them and value their business.

Entertaining may be appropriate occasionally but not regularly.  Salespeople

should call when necessary rather than daily unless there is an important

project or issue to discuss.  Customers usually evaluate the performance of

salespeople instead of salespeople evaluating the performance of customers.
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Which of the following components of the selling process often helps to reduce

the amount of selling time required:

A. Discovering customer needs

B. Prescribing possible solutions 

C. Establishing relationships with customers

D. Creating a good impression of the store

/A

Discovering customer needs.  The second phase of the selling process involves

discovering customer needs and wants.  When customers do not know precisely

what they are looking for, a salesperson must be prepared to discover their

needs.  Assessing customer needs is important because it often reduces the

amount of selling time required.  Establishing relationships with customers is

the first phase of the selling process and may include creating a good

impression of the store.  Prescribing possible solutions is the third phase of

the selling process and takes place after salespeople have discovered customer

needs.
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What should managers do to make sure their salespeople are being ethical in

their dealings with furniture retailers?

A. Lower the sales objectives

B. Hire entry-level employees

C. Develop a control system

D. Create a legal department

/C

Develop a control system.  Managers have a responsibility to create an ethical

environment in the business that encourages salespeople to be ethical in their

dealings with furniture retailers.  One way to make sure salespeople are

behaving ethically is to develop a control system that monitors their actions.

For example, a system that checks expense reports or examines orders received

as a result of low bids will encourage salespeople to follow established

procedures.  A business that sets standards and monitors those standards

usually is a business that has ethical salespeople.  Lowering the sales

objectives and hiring entry-level employees will not encourage salespeople to

be ethical unless the business develops and enforces ethical standards.

Creating a legal department will not ensure that salespeople behave ethically.
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Which of the following is an example of a tying arrangement that would be

considered illegal:

A. Agreeing to buy products in exchange for selling products

B. Offering some retailers special discounts and price reductions

C. Charging different retailers different prices for the same products

D. Requiring retailers to buy extra products to obtain the desired product

/D

Requiring retailers to buy extra products to obtain the desired product.  A

tying arrangement is an illegal agreement requiring a retailer to buy other

products in order to obtain desired goods and services.  An example of a tying

arrangement is a salesperson's requiring a retailer to buy the company's copy

paper and toner in order to obtain the desired copier machine.  The copy paper

and toner are the products tied to the main product.  Agreeing to buy products

in exchange for selling products is not necessarily illegal unless it restricts

competition.  Charging different retailers different prices for the same

products and offering some customers special discounts and price reductions are

examples of price discrimination.
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Which of the following is an example of explaining the obvious benefits of a

product to a customer:

A. "Graphite golf clubs are designed to increase distance."

B. "Radial tires give you better gas mileage on the highway."

C. "This watch is the only one that recharges automatically."

D. "Portable CD players allow you to listen to music anywhere."

/D

"Portable CD players allow you to listen to music anywhere."  Obvious, or

apparent, benefits are advantages that need little explanation by the

salesperson.  The customer already knows, or can easily recognize, the benefit.

An example is a portable CD player that customers can take with them anywhere

they go.  Because it is portable, customers know that they can listen to music

wherever they might be.  Graphite golf clubs increasing distance and radial

tires giving better gas mileage are examples of hidden benefits, or advantages,

that cannot be seen or understood without the assistance of a salesperson.  A

unique or exclusive benefit is a watch that is the only one that recharges

automatically.
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Which of the following type of brand accounts for the majority of retail sales:

A. Private

B. National

C. Store

D. Generic

/B

National.  National, or manufacturer, brands are well-known brands usually

owned, produced, promoted, and, in some cases, distributed by the manufacturer.

National brands account for the majority of retail sales.  Retailers carry

national brands because customers recognize them and often prefer to buy them,

which makes selling easier.  Also, manufacturers often help to promote their

brands which is a benefit to retailers.  A private, or store, brand is

manufactured exclusively for a retailer.  Generic brands are brands whose

identities are often represented by plain packaging and that are sold by

supermarkets and discount stores at prices significantly lower than other types

of brands.  Private, store, and generic brands do not account for the majority

of retail sales.
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Identifying a customer's specific needs and problems is an important part of

preparing to make a(n)

A. cold call.

B. new appointment.

C. unplanned visit.

D. sales presentation.

/D

Sales presentation.  When preparing for a sales presentation, salespeople want

to obtain information about how the customer's hardware store operates in order

to identify specific needs and problems.  Then, salespeople can prepare

presentations that address these specific needs and solve problems that are

unique to that customer.  Salespeople who are able to address a customer's

specific needs in a sales presentation often are more successful in making the

sale.  Cold calls are unannounced or unplanned visits by a salesperson to

prospects about whom little may be known.  The purpose of cold calls is to

identify possible customers rather than to make sales presentations.  After

salespeople make appointments with customers, they begin to identify customers'

needs in order to prepare the sales presentation.
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Many people influencing buying and being involved in making buying decisions

are characteristics of __________ buying.

A. requisition

B. specification

C. competitive

D. organizational

/D

Organizational.  In many large organizations, such as retail chains, there are

several people who influence buying and help make buying decisions.  For

example, people from various departments are often consulted when major

purchases are being made.  Their opinions influence the type of product that

the business will buy.  Then, other people may identify several vendors, obtain

pricing information, and other details.  Frequently, a group meets to discuss

the various options and make a final decision.  All of these people have an

impact on the buying process.  A requisition is a request to purchase

something.  Specification buying involves identifying certain characteristics

that the product must meet.  Competitive buying usually involves the bid

process.
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When department store salespeople recommend an appropriate substitute product,

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

A. gets a rebate.

B. spends less money.

C. saves time.

D. trades even.

/C

Saves time.  By recommending appropriate substitute products, department store

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

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

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

satisfaction than the item originally requested.  Substitute products are not

necessarily less expensive than the items originally requested.  Not all

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

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

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

lower priced rather than the same price.
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What should appliance salespeople do while selling to individuals if the

customers seem to be losing interest?

A. Offer to schedule a follow-up appointment

B. Use high-pressure techniques to make a sale

C. Continue with the sales presentation as planned

D. Ask open-ended questions to increase involvement

/D

Ask open-ended questions to increase involvement.  An open-ended question is a

type of question that requires more than a simple "yes" or "no" response.  One

of the benefits of asking open-ended questions is that it encourages customers

to talk and share their ideas and opinions.  This is a good technique to use if

customers seem to be losing interest because it will increase their

involvement.  When salespeople ask open-ended questions to increase

involvement, they should be prepared to listen to what customers say and

respond appropriately and with enthusiasm.  Offering to schedule a follow-up

appointment will not increase interest and will give customers an opportunity

to avoid meeting with the salesperson again.  Salespeople should never use

high-pressure techniques to make a sale.  Continuing with the sales

presentation as planned is not effective if customers seem to be losing

interest.
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What do department store employees need to know how to do correctly when

processing cash sales?

A. Deposit money

B. Verify identity

C. Count change

D. Wrap currency

/C

Count change.  Many customers still pay for purchases with cash.  When

processing cash sales, department store employees need to know how to correctly

count change to avoid making mistakes such as giving customers too much, or too

little, change.  Stores should take the time to train employees how to count

change, even if the stores have electronic cash registers that indicate the

amount of change due.  It is still possible for employees to make mistakes if

they do not know the correct procedure for counting change.  The employees who

process cash sales usually are not the ones who deposit money or wrap currency.

Employees verify a customer's identity if the customer is paying with a

personal check or a credit card.
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In which of the following situations might an appliance store that is accepting

a customer's personal check call the bank to verify that sufficient funds are

available:

A. Address is printed on the check

B. Large purchase by a new customer

C. Customer presents a driver's license

D. Check is made out for the correct amount

/B

Large purchase by a new customer.  Appliance stores often accept personal

checks from customers.  However, if the stores do not know the customers, or if

the purchase is large, stores might call the bank to verify that sufficient

funds are available in the customer's account to cover the check.  Accepting

checks is a convenience for customers, but stores need to be cautious to avoid

accepting bad checks.  A procedure that some stores follow is to call the bank

to verify funds.  In some situations, a bank will even put a hold on that

amount to guarantee that the money will be available when the store deposits

the check.  Stores usually will not accept checks unless they are preprinted

with a customer's name and address.  If a customer presents a driver's license

and the store is satisfied with the customer's identity, the store probably

will not call the bank.  Most stores accept checks only if they are made out

for the correct amount.
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When operating an electronic cash register, which set of keys does a bookstore

employee use to enter the price of an item?

A. Numeric

B. Transaction

C. Department

D. Specialized

/A

Numeric.  The numeric keys on an electronic cash register are used to enter the

price of each item that a customer purchases.  The numeric keys usually range

from 00 or 0 to 9, and also include a decimal key.  If a customer purchases a

book priced at $15.95, the employee hits the following keys:  1, 5, decimal

point, 9, and 5.  The transaction keys complete the transaction after the

employee uses the numeric keys.  The department keys indicate specific

departments or categories of merchandise.  The specialized keys allow employees

to complete special functions such as print a duplicate receipt.
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Which of the following is a reason a gift shop might decide to increase the

amount of change in the cash drawer:

A. Employees want more money available

B. Special sale will attract more customers

C. Plans to carry less expensive merchandise

D. Wants to pay vendors out of petty-cash fund

/B

Special sale will attract more customers.  Gift shops usually determine the

amount of the change fund that will be placed in the cash drawer at the

beginning of each day.  Once established, the change fund for a cashier will

not vary frequently.  However, occasionally a shop will change the amount for a

variety of reasons such as holding a special sale that will attract more

customers.  If the shop expects more customers and more sales, it might

increase the amount of change in the cash drawer to accommodate the increased

customer spending.  A gift shop would not increase the amount of change in the

cash drawer if it plans to carry less expensive merchandise or if employees

want more money available.  Shops do not pay vendors out of the petty-cash fund.
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Which of the following is an activity involved in opening the cash register

each day:

A. Verifying credit and debit transactions

B. Obtaining information about daily promotions

C. Reviewing prices and discounts on merchandise

D. Listing number and value of each denomination

/D

Listing number and value of each denomination.  When employees open the cash

register each day, they place the beginning change fund in the cash drawer.

Part of this process involves listing the number and value of each denomination

of coin and currency.  For example, an employee would count the number of coins

and then list the number and value such as dimes, 30, $3.  The list indicates

if the employee received the correct amount of change.  Also, this list is used

to prove cash when the employee closes the register for the day.  Employees

cannot verify credit and debit transactions when opening the cash register

because those transactions occur later.  Employees often obtain information

about daily promotions and review prices and discounts on merchandise.

However, these activities are not part of opening the cash register.
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Geographic location, type of product, and amount of purchase are factors that

retailers consider when making arrangements for

A. special services.

B. customer deliveries.  

C. shopping carts.

D. parking facilities.

/B

Customer deliveries.  Some retailers, particularly those that sell large items

such as furniture and appliances, often make arrangements to deliver those

items to customers.  When deciding whether to arrange delivery, retailers

usually consider the customer's geographic location, the type of product, and

the amount of the purchase.  For example, retailers usually deliver within a

certain geographic location which may mean that customers located outside that

area will need to make their own delivery arrangements.  Also, retailers

usually do not deliver small items that customers can easily carry, or

inexpensive items, because providing delivery is a cost to retailers.  Delivery

usually is considered a special service that is not provided by all retailers.

Retailers do not consider geographic location, type of product, or amount of

purchase when making arrangements for shopping carts or parking facilities.
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Why do retailers usually require all purchases to be placed in some type of

official bag or store wrapping?

A. To serve as proof of purchase

B. To protect purchases from breakage

C. To promote the store name

D. To speed up the checkout process

/A

To serve as proof of purchase.  The simplest form of wrapping is the paper or

plastic bag.  Any routine purchase that needs no special care should simply be

placed in an official store bag or wrapping as proof of purchase.  Some company

policies require the top of the bag to be folded down and the cash register

receipt stapled to the fold.  This verifies that the customer has paid for the

purchase.  Simply placing purchases in an official bag or store wrapping does

not protect them from breakage.  Although bags that bear the store's name help

to promote the store, that is not the reason for requiring all purchases to be

placed in an official bag.  Placing purchases in official bags does not speed

up the checkout process.
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What is an effective guideline to follow when questioning customers to

determine their needs?

A. Use technical language 

B. Avoid lapses in the conversation

C. Give them time to respond

D. Ask for personal information

/C

Give them time to respond.  Salespeople should space out questions and not fire

one question right after another.  Asking too many questions often makes

customers feel that they are being interrogated.  By giving customers time to

respond to questions, salespeople will have an opportunity to focus on the

customers' comments and understand what they are saying.  Listening to

customers' statements will help salespeople to more effectively determine their

needs.  Using technical language might confuse customers.  Lapses in

conversation often encourage customers to express their feelings, which will

help salespeople determine their needs.  It is not appropriate to ask customers

for personal information.
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Processing special orders for customers often involves ordering merchandise

that is

A. usually not sold.

B. temporarily out of stock.

C. on back order.

D. always available.

/A

Usually not sold.  Retailers often are willing to process special orders for

customers because it increases sales and profits and creates goodwill.  In many

cases, processing special orders involves ordering merchandise that the

retailer usually does not sell or keep in stock.  For example, a customer may

want to buy a particular style of sofa in a certain fabric.  The store does not

carry the sofa but can special order it.  Placing special orders is fairly

routine for certain types of retailers, such as furniture stores, because it is

unrealistic for them to carry every possible style of sofa available.

Processing special orders does not involve ordering merchandise that is

temporarily out of stock, on back order, or always available because those are

regular items that the store carries.
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What do many retailers sell to encourage spending because they usually cannot

be redeemed for cash?

A. Discount coupons

B. Store credit cards

C. Rebate programs

D. Gift certificates

/D

Gift certificates.  Many retailers sell gift certificates in various

denominations, or in any amount that a customer wants.  The advantages of

selling gift certificates is that they encourage spending because the people

who receive the certificates often spend more than the value of the

certificate.  Also, gift certificates usually cannot be redeemed for cash so

customers must spend them on merchandise.  Selling gift certificates is a way

of obtaining prepayment for goods and also brings customers into the store.

Retailers do not sell discount coupons, store credit cards, or rebate programs.
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A customer returns an item priced at $58.95 and replaces it with one item

priced at $24.90 and another at $19.90.  What amount should the retailer refund

the customer if the tax rate is 6%?

A. $14.00

B. $14.15

C. $15.00

D. $15.25

/C

$15.00.  When customers return merchandise, they often exchange it for other

items.  In some cases, the new items are priced lower than the original item,

so the retailer owes the customer a refund.  To determine the amount of refund,

first calculate the original total by multiplying the purchase price by the tax

rate and adding the two figures ($58.95 x 6% or .06 = $3.537 or $3.54; $58.95 +

$3.54 = $62.49).  Then, calculate the new purchase by adding the price of the

two items, multiplying the price by the tax rate, and adding the two figures

($24.90 + $19.90 = $44.80; $44.80 x 6% or .06 = $2.688 or $2.69; $44.80 + $2.69

= $47.49).  Finally, subtract the price of the replacement items from the price

of the original items to determine the refund ($62.49 - $47.49 = $15.00).
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A door-to-door salesperson who offers customers a gift in exchange for the

names of five other people who might be interested in the salesperson's product

is using the __________ method of prospecting.

A. referral

B. center-of-influence

C. promotion

D. endless-chain

/D

Endless-chain.  Endless-chain method is a method of prospecting in which

salespersons ask every prospect to whom they make presentations to give the

names of others who might be interested in their products.  Sometimes

incentives are offered to encourage people to participate in an endless chain.

There are many types of incentives that a business could offer, including

gifts, in exchange for the names of a certain number of prospects.  The

referral method is a method of prospecting in which salespersons ask someone

they know or someone who uses the salespersons' products to recommend them to

others.  Center-of-influence method is a method of prospecting in which

salespersons ask a dominant member of a group to use or to endorse their

products.  Promotion is a method of prospecting that involves advertising or

other types of sales promotions.
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