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Professional salespeople who sell technical products are often required to

A. follow certain industry guidelines.

B. entertain customers on a regular basis.

C. submit bids based on strict specifications.

D. offer the same discounts as their competitors.

/C

Submit bids based on strict specifications.  Many technical products are

complex and must meet strict specifications established by customers.  When

selling these products, salespeople often submit bids that indicate the price

as well as how the products meet the specifications.  For example, a large

corporation plans to buy new computers that have certain capabilities.  To

obtain the order, a salesperson must submit a bid based on the customer's

specifications.  The low bid that also meets the requirements will probably get

the order.  Industry guidelines often set standards for products rather than

how salespeople should sell those products.  Technical salespeople usually are

not required to entertain customers, but many do because it increases the

chances of making a sale.  Salespeople might offer the same types of discounts

as their competitors, but they are not required to do so.

$$1

In a cash flow statement, which of the following would an electronics store

include as accounts receivable in the total cash receipts category:

A. Cash sales

B. Credit sales

C. Personal checks

D. Interest income

/B

Credit sales.  Total cash receipts includes cash sales, accounts receivables,

and loans.  Accounts receivable are all monies owed to an electronics store by

its customers.  Credit sales represent money the store did not receive at the

time of sale but will receive in the future.  Therefore, credit sales are not

included in the cash receipts category which is the money the store actually

collected.  However, credit sales are included in the total cash receipts

category because the store will eventually receive those funds.  The cash

receipts category includes cash sales, personal checks, and interest income.

Cash receipts is the money that a store collects now rather than the money it

will collect in the future.

$$2

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

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

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

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

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

D. Assets must match retained earnings and accounts payable.

/B

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

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

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

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

double-entry system of accounting.

$$3

Which of the following is a program that some managers implement to achieve

quality in all aspects of the software business:

A. Theory X

B. Six Sigma

C. PERT

D. Gantt chart

/B

Six Sigma.  Six Sigma is a program that emphasizes preventing problems to

achieve quality in an organization.  It stresses strict measurements in design

and manufacturing as well as motivating people to be highly productive.  Six

Sigma focuses on people working together, often in teams, to create a culture

of quality that exists in the business and in the business's dealings with

customers.  Theory X is an authoritative, traditional view of motivation in

which workers were viewed as preferring direction, having little ambition,

avoiding responsibility, and wanting security.  PERT, or program evaluation and

review technique, is a method of planning work activities.  A Gantt chart is

graphic representation of a project's timeline.

$$4

What trend in technical selling allows salespeople to travel throughout the

world while completing routine tasks and paperwork?

A. Virtual office

B. Mapping software

C. Globalization

D. Telemarketing

/A

Virtual office.  The virtual office is a growing trend in technical selling

that is possible because of the World Wide Web and computerization.  Today, a

salesperson with a laptop computer and access to the Internet can complete

almost any task anywhere in the world.  This means that a salesperson can set

up a temporary office in an airport, hotel lobby, or conference facility and

answer and send e-mail, place orders, fill out paperwork, and do almost

everything that normally is done in a physical office.  This trend makes

technical salespeople more productive and allows them to use travel time to do

the work they would normally need to complete once they return to the office.

Mapping software is used to establish sales territories.  Globalization makes

it necessary for technical salespeople to call on customers throughout the

world.  Telemarketing is an advertising medium that utilizes telephone service

to promote a product, either by phoning prospective customers or providing a

number for them to call.

$$5

When examining checks to reduce bad-check losses, what might indicate that the

checks are counterfeits?

A. High check number

B. Printed bank code

C. No perforated edge

D. Handwritten amount

/C

No perforated edge.  Counterfeit checks are more common today because of the

high quality available with modern printing processes.  However, there are

clues that a check might be counterfeit, and one of these is if none of the

edges of the check are perforated.  Checks that are provided by financial

institutions come in a booklet form and are perforated to allow the owner to

tear out one check at a time.  No perforation indicates that the checks may

have been printed and then cut which means they are probably counterfeit.  A

high check number indicates the owner has had the account for a long time.

Checks contain a printed bank code that indicates the routing procedure.  Most

personal checks are handwritten.

$$6

Before activating an alarm in the event of a robbery, computer store employees

should be certain that

A. the alarm is silent.

B. the police will call.

C. the robber is unarmed.

D. the customers are calm.

/A

The alarm is silent.  Computer store employees should activate the alarm only

if they are certain that the alarm is silent and that the robbers will not

notice what they are doing.  If employees are not sure about the alarm, they

should not try to activate it because there is a chance that the robbers will

hear the alarm.  Such action might be threatening to the robbers who then might

respond with some type of violence.  In many cases, the police do not call

because that might alert the robbers.  However, if the police do call,

employees should know how to verify that a robbery is in progress without

alerting the robbers.  Robbers usually are armed.  Employees should try to keep

the customers calm, but that is not a factor in deciding whether to activate

the alarm.

$$7

When opening the electronics store in the morning, what should employees do

before entering the building?

A. Turn off the security alarm

B. Make sure the door is locked

C. Check the outside lighting

D. Count the cars parked in the lot

/B

Make sure the door is locked.  Before entering the electronics store in the

morning, employees should make sure the door is still locked and that it has

not been tampered with during the night.  If there is an indication that the

door has been tampered with, employees should not enter the building but call

the police because an intruder might be in the store.  An unlocked door might

mean that someone is waiting inside to rob the employees.  If the door is still

locked, employees should enter the store and turn off the security alarm.

Then, they might turn off the outside lighting if the lighting is not

automatically set to turn off at a certain time.  It is not necessary to count

the cars parked in the lot, although employees should look for suspicious

vehicles when opening the store in the morning.

$$8

Selling complex products that meet specific industry standards to businesses is

a characteristic of __________ selling.

A. regional

B. technical

C. ethical

D. personal

/B

Technical.  Technical selling involves selling products to both consumers and

businesses.  However, the technical products sold to businesses usually are

complex and must meet specific industry standards.  When salespeople call on

businesses, they must be able to explain the technical products and convince

customers to buy from them, rather than from competitors who are selling

similar products that also meet industry standards.  Regional selling involves

organizing territories.  Selling complex products that meet specific industry

standards is not a characteristic of ethical selling.  Personal selling is the

form of promotion that determines client needs and wants and responds through

planned, personalized communication that influences purchase decisions and

enhances future business opportunities.

$$9

Issuing keys or access cards to gain entry into areas that contain supplies and

valuables is one way for telecommunications businesses to prevent

A. robbery.

B. employee fraud.

C. burglary.

D. internal theft.

/D

Internal theft.  Internal theft involves employees taking something that

belongs to the telecommunications business with no intention of returning it.

To prevent internal theft, many businesses issue keys or access cards that

allow only certain employees to gain entry into areas that contain supplies and

valuables.  This system limits the number of employees who have access to those

items, which in turn helps to prevent internal theft.  Robbery is theft that

involves the use of force, violence, or fear.  Employee fraud is a deception

purposely carried out to secure unfair or unlawful gain.  Burglary is any

illegal entry into a building to commit a theft.

$$10

What do cell-phone stores do to inform customers that the floor has just been

cleaned and might still be wet?

A. Place signs in the area

B. Close the store for a time

C. Put down temporary carpet

D. Move the register close to the door

/A

Place signs in the area.  Cell-phone stores may need to clean the floor during

regular hours if customers enter the store with wet or muddy shoes because of

weather conditions.  In those situations, the floor becomes wet or slick and

may create a hazard.  To reduce the risk of customers falling, the store will

mop and dry the floor.  As an extra precaution, most stores place signs in the

area that tell customers that the floor has just been cleaned and might still

be wet.  This alerts customers and warns them to be cautious when walking on

the floor.  Stores do not close when the floor is cleaned during the day

because of weather conditions.  Stores would not put down carpet although they

might use rubber runners if the weather conditions are such that the floor

remains wet throughout the day.  Stores would not move the register close to

the door.

$$11

What type of equipment do many businesses give to their salespeople in order to

be able to contact them when they are out of the office?

A. Modems

B. Intercoms

C. Pagers

D. E-mail

/C

Pagers.  Many businesses give their salespeople pagers, or beepers, in order to

be able to contact them when they are out of the office.  The pager system

allows a business to dial a specific number that sends a signal to the correct

pager.  The pager either beeps or vibrates to let the salesperson know that

there is a message from the office.  Modems are used to transmit data over the

telephone lines from one computer to another.  An intercom is part of an office

telephone system that allows employees within that office to communicate with

each other.  E-mail is an electronic message system available to individuals

who have computers with Internet access.

$$12

Which of the following is an unethical distribution practice that involves

forcing a technical business to carry another business's products:

A. Bundling

B. Outsourcing

C. Coercion

D. Deception

/C

Coercion.  Coercion occurs when one business forces another business to carry

its products.  The use of force is unethical although it might not be illegal.

For example, Business A tells Business B that it must buy Business A's products

if Business B expects Business A to buy the products of Business B.  Business A

is forcing Business B to buy its products.  Outsourcing involves obtaining

assistance from outside the business to achieve the business's objectives.

Bundling involves selling several products together as one package.  Deception

involves trickery and deceit.

$$13

Which of the following is one reason why electronics businesses might need to

store products:

A. Production has exceeded sales.

B. Transportation costs have increased.

C. Raw materials are unavailable.

D. Warehouses are reducing prices.

/A

Production has exceeded sales.  Electronics businesses often need to store

products for a variety of reasons.  One reason might be that production has

exceeded sales, and the supply of products is greater than current demand.  In

that case, a business might store the excess supply to have products available

when demand begins to increase.  Businesses do not store products because

transportation costs have increased.  If customers want the products,

businesses will pay to get the products to customers.  If raw materials are

unavailable, businesses might be unable to produce products and would not need

to store them.  Businesses do not store products simply because warehouses

reduce prices.

$$14

When using the distribution function to provide good customer service, computer

businesses take into consideration the

A. structure of the warehouse.

B. organization of the inventory.

C. various receiving procedures.

D. differences between customers.

/D

Differences between customers.  Not all customers are the same or have the same

needs.  Therefore, computer businesses should consider the differences between

customers when using the distribution function to provide good service.  For

example, what is good service to one customer might not be good service to

another customer.  One customer might want products delivered in cartons or on

skids, while another customer wants products to be shrink-wrapped.  Also, for

some customers, overnight delivery is necessary while other customers are

satisfied with four-day service.  Considering all the differences will help

businesses distribute products in a way that meets the needs of all customers.

Businesses do not need to consider the structure of the warehouse, the

organization of the inventory, or the various receiving procedures when using

the distribution function to provide good customer service.

$$15

Providing quality customer service is one reason why electronics stores often

coordinate distribution with other

A. business objectives.

B. operating techniques.

C. staffing procedures.

D. marketing activities.

/D

Marketing activities.  Distribution is one of the marketing functions that must

work with the other marketing activities to get goods and services from

producers to consumers.  The goal of marketing is to satisfy consumer wants and

needs while achieving company goals.  Electronics stores cannot satisfy those

needs and provide quality customer service unless all the marketing activities

work together.  For example, stores are only able to serve customers when they

have the advertised items on hand and at the right price.  Business objectives

are the goals that a store wants to reach.  Operating techniques are the ways

that a store functions on a daily basis.  Staffing procedures involve finding

workers for the store.

$$16

Buildings, robots, and blast furnaces that aerospace manufacturers use to

produce other goods and services are examples of

A. equipment.

B. raw materials.

C. supplies.

D. installations.

/D

Installations.  Marketers classify industrial goods according to their uses.

These classifications include installations that are high-cost, long-lasting

items that are used to produce other goods and services.  Examples of

installations include buildings, robots, and blast furnaces used to smelt iron.

Equipment is industrial goods used in the operation of a business but not used

in the actual production of a good or service.  Raw materials are materials in

their natural state such as trees.  Supplies are industrial goods that are

constantly being purchased and used up in the operation of a business.

$$17

If a small country exported a total of $1,000,000 dollars worth of goods and

services for one year and imported $500,000 dollars worth of goods and services

during the same year, the country's trade position could best be described as a

A. trade surplus.

B. trade deficit.

C. balance of trade.

D. balance of payments.

/A

Trade surplus.  A trade surplus occurs when a nation's exports are greater than

its imports.  A trade deficit occurs when more goods and services are imported

than exported.  A balance of trade refers to the difference between the value

of exports and imports.  A balance of payments refers to the way a country

keeps track of its money flow or the difference between money coming in and

money leaving a country.

$$18

Why are most pager stores willing to pay the costs associated with accepting

bank cards?

A. To increase sales

B. To monitor assets

C. To improve cash flow

D. To decrease financing

/A

To increase sales.  In most cases, pager stores that accept bank cards generate

more sales than stores that accept only cash.  Although there are costs

associated with accepting bank cards, stores usually believe that the increase

in sales will more than offset the cost.  Usually, customers prefer the option

of being able to pay with a credit card and might avoid stores that accept only

cash.  Therefore, the decision to accept bank cards is important to most stores

because it frequently has an impact on the bottom line.  Stores do not accept

bank cards to monitor assets or decrease financing.  Accepting only cash is an

effective way to improve cash flow.

$$19

One reason why lending institutions use loan evaluation criteria is to reduce

the possibility that the borrower will __________ the loan.

A. buy out

B. refinance

C. pay off

D. default on

/D

Default on.  Banks establish various types of criteria to use when evaluating

loan applications in order to make good lending decisions.  Banks want to loan

money to technical businesses that are the most likely to be able to repay the

loans.  They try to avoid loaning money to businesses that might fail and then

default on the loan.  If a business defaults, it might be unable to repay the

full amount of the loan and the bank will lose money.  Businesses sometimes buy

out of their loans early or pay them off in full ahead of schedule.  In some

cases, businesses refinance loans in order to get a lower interest rate.  These

are not reasons why lending institutions use loan evaluation criteria.

$$20

A start-up video game store needs to purchase $35,000 worth of inventory.

Calculate the amount the store will need to finance if vendors will provide 50%

on credit and the owner will contribute $3,500.

A. $14,000

B. $15,750

C. $16,000

D. $17,500

/A

$14,000.  Purchasing inventory is often a major expense for a start-up video

game store.  Many times, vendors will provide some of the inventory on credit

which gives the store the chance to sell the goods and generate cash.  Also,

store owners usually help pay expenses for a start-up company.  To determine

the amount the store will need to finance to purchase the necessary amount of

inventory, first determine the amount the vendors will provide on credit

($35,000 x 50% or .50 = $17,500).  Add to that figure the amount the owner will

contribute and subtract the total from the inventory value ($17,500 + $3,500 =

$21,000; $35,000 - $21,000 = $14,000).  The store will need to finance $14,000

to purchase inventory.

$$21

When assessing marketing-information needs, software businesses might collect

and update internal information on a routine basis.  This type of information

is most helpful when establishing short- and long-term

A. corporate regulations. 

B. technological objectives.

C. sales goals.

D. economic conditions.

/C

Sales goals.  Without generating sufficient revenue, software companies do not

stay in business for very long.  Product sales and selling practices are

generally considered important factors that contribute to revenue generation.

By reviewing past and present sales data (e.g., customer purchasing activity

and product movement), businesses can establish sales goals for short-term

sales programs (e.g., promotional event) and long-term goals (e.g., a

salesperson's annual budget).  Corporate regulations are rules and expectations

that all employees are expected to follow.  Although it is possible to set

short-term technological objectives, it is more difficult to establish

long-term objectives because technology is an external tool that is constantly

evolving.  Economic conditions are external factors that affect a business's

goals.

$$22

Before introducing a technical product to the marketplace, a business might

monitor its competitors' ___________ strategies.

A. auditing

B. scheduling

C. pricing

D. training

/C

Pricing.  When conducting marketing research, businesses often gather

information about their competitors.  Businesses often monitor the prices of

their competitors' similar products to make marketing decisions for their own

products.  A business might monitor its competitors' scheduling, auditing, and

training methodology; however, this information might be more difficult to

obtain and use in relation to the introduction of a product.

$$23

By generating and analyzing product back-order reports, electronics stores can

work to resolve problems relating to

A. inventory levels for stock goods.

B. boundaries for sales territories.

C. profit margins for slow-moving items.

D. invoicing and credit rating techniques.

/A

Inventory levels for stock goods.  Back orders are items that are normally kept

in inventory but are currently not available for shipment.  Back-order reports

can provide critical information regarding product movement and demand.  For

example, a manager might review back-order reports at specific intervals and

see a pattern indicating that some of products are back ordered on a regular

basis.  The manager can then work to resolve the problem by ordering more

product so that it is available for immediate shipment.  Invoice and credit

procedures are financial issues.  Back-order reports do not generally provide

information that helps resolve financial problems.  Profit margins are

generally considered pricing issues.  Back-order reports do not usually provide

enough information to make decisions regarding sale territories.

$$24

Which of the following is an example of a customer profile based on

demographics:

A. Senior citizen, lives in the suburbs

B. Professional person, highly intelligent

C. Young adult, likes to travel, enjoys fine dining

D. High school student, works part-time, limited income

/D

High school student, works part-time, limited income.  Demographics are the

physical and social characteristics of a customer and include such factors as

age, education, occupation, and income.  Technical businesses often develop

customer profiles based on demographic information because it helps them to

develop advertising that will appeal to its customers.  A customer profile

based on geographics would indicate where a customer lives, such as in the

suburbs.  A customer profile based on psychographics would indicate a

customer's lifestyle and personality, such as enjoying travel and fine dining.

A customer's level of intelligence would be difficult to determine, but

intelligence is not a demographic factor.

$$25

Before opening a branch in a nearby location, an electronics store would

conduct a trading area analysis to determine if the new branch will

A. buy from a variety of suppliers.

B. be easily accessible to employees.

C. generate an adequate increase in overall sales.

D. provide sufficient parking to attract customers.

/C

Generate an adequate increase in overall sales.  The trading area is the

geographic location in which the electronics store conducts business.  When a

store is considering opening a branch in a nearby location, it usually conducts

an analysis of the trading area to determine what effect another location will

have on overall sales.  The store is concerned with overlap between two stores

and whether there are sufficient customers in the trading area to make both

locations profitable.  A store does not want to open a branch that is so close

to the main store that both stores serve primarily the same customers.  If that

happens, then one store is simply taking sales away from the other store and

there is not a sufficient increase in overall sales.  A trading area analysis

does not determine if a new branch will buy from a variety of suppliers, be

easily accessible to employees, or provide sufficient parking to attract

customers.

$$26

An advantage to an electronics store of selecting a site in an area that

contains several complementary businesses is that the store will __________

those businesses.

A. share warehousing and display space with

B. design its interior to be compatible with

C. be able to use the same type of advertising as

D. attract customers from the traffic generated by

/D

Attract customers from the traffic generated by.  Complementary businesses are

those that help one another, often by providing different but compatible

products.  The benefit of complementary businesses being located near one

another is that each business attracts customers from the traffic generated by

the other businesses.  For example, an electronics store sells stereos, CD

players, televisions, DVD players, etc.  A music store sells tapes and CDs, and

a video store sells videos and DVDs.  Complementary stores often generate

business for each other, because customers buying stereos and DVD players from

the electronics store might stop at the music store to buy tapes and CDs, and

then go to the video store to buy videos and DVDs.  The stores sell different

products, so they probably would not use the same type of advertising or share

warehousing and display space.  The interiors of stores are designed to

complement the product rather than to be compatible with other stores.

$$27

Which of the following is a factor that a computer store would consider when

conducting a location feasibility study:

A. Type of facility

B. Availability of financing

C. Level of competition

D. Style of construction

/C

Level of competition.  A location feasibility study involves analyzing various

factors that affect whether a new site will generate the appropriate amount of

business.  One factor to consider is the level of competition in the area.  If

a computer store is considering adding another location, it wants to make sure

there are not a lot of competitors nearby that already have most of the

business.  The store needs to find a location that has enough potential

customers to support another store.  This means that it needs a site that is

not saturated with competitors.  A location feasibility study does not consider

the type of facility, the availability of financing, or the style of

construction.

$$28

A marketing researcher classifies elements of a database into several groups

that possess similar variables.  What method is the researcher using to analyze

information?

A. Cluster

B. Fragment

C. Semivariate

D. Semistructure

/A

Cluster.  The objective of cluster analysis is to classify or group data such

as customers or products.  Once grouped, the researcher can use the data about

customers or products to gain insight regarding  target markets.  Fragment and

semivariate are not terms used to describe marketing-information evaluation

methods.  Semistructure is a term used to describe a type of question used in

surveys.

$$29

One reason a computer company that is beginning to market a new laptop might

target its existing customers is because the company

A. can offer those customers a low price.

B. knows where those customers are located.

C. has an established relationship with those customers.

D. maintains a database of information on those customers.

/C

Has an established relationship with those customers.  Computer companies often

have established relationships with existing customers and have sold them

equipment for many years.  As a result, the companies understand those

customers' needs.  Therefore, targeting an existing market is often an

effective way to sell a new product, such as a laptop, that is similar to, or

related to, the product that the company already sells the customer.  The

company can use the relationship as a basis for marketing the new laptop.  The

company knows where the customers are located and probably maintains a database

of information on them that can also be used in the marketing process.  The

company might offer existing customers a lower introductory price than it

offers others because of the established relationship.

$$30

In which of the following situations might a technical business use a

customized approach to target marketing:

A. Competition is diverse.

B. Each product is unique.

C. Delivery is expensive.

D. Advertising is important.

/B

Each product is unique.  Some technical businesses develop and market products

that must fit the specifications of each customer.  As a result, each product

the business sells is unique.  In this situation, each customer is a target

market, and the business uses a customized approach to marketing its product.

For example, technical products such as industrial robots must be designed to

meet the specific needs of each customer.  Therefore, the business uses

different strategies to market its products to each customer so the customers

get exactly what they want and need.  Businesses do not need to use a

customized approach to target marketing simply because the competition is

diverse, delivery is expensive, or advertising is important.

$$31

Which of the following is an example of a marketing strategy that a cellular

phone business might develop to achieve an objective outlined in its marketing

plan:

A. Lowering prices by 5%

B. Obtaining $1 million in sales

C. Increasing profits by 10%

D. Reducing operating costs

/A

Lowering prices by 5%.  Marketing strategies are plans of action for achieving

marketing goals and objectives.  To be effective, marketing strategies need to

specify how a business will achieve it goals.  For example, lowering prices by

5% is an action a cellular phone business can take to attract more customers

which is the purpose of the marketing plan.  Obtaining $1 million in sales,

increasing profits by 10%, and reducing operating costs are examples of

marketing objectives.  To achieve those objectives, the business identifies

marketing strategies such as lowering prices by 5%.

$$32

What type of guidelines do telecommunications businesses need to develop before

they can evaluate the effectiveness of their marketing plans?

A. Ethical principles

B. Performance standards

C. Sales procedures

D. Research techniques

/B

Performance standards.  Performance standards are specifications or statements

that are used as a basis for determining if the objectives of a marketing plan

have been met.  Telecommunications businesses develop performance standards in

order to evaluate the effectiveness of their marketing plans.  For example, if

a marketing objective is to attract 100 new customers, a performance standard

should measure if that objective was successfully achieved.  Without these

standards, a business would not be able to determine if the marketing plan

needs to be adjusted or if it is performing as expected.  Ethics are the basic

principles that govern your behavior.  Sales procedures are the steps

salespeople follow to close a sale.  Research techniques are the methods used

to gather information.

$$33

Which of the following is a factor that technical businesses analyze when

conducting a marketing audit:

A. Activities

B. Philosophies

C. Finances

D. Resources

/A

Activities.  Marketing activities are actions that technical businesses take to

achieve marketing goals and objectives.  When conducting a marketing audit,

businesses thoroughly examine all aspects of their marketing effort including

objectives, strategies, and activities.  If a business finds that its specific

marketing activities, such as advertising or personal selling, are not

effective, it can make adjustments or try different activities.  The purpose of

the audit is to identify problems and find ways to improve the business's

marketing performance.  A philosophy is the combination of principles,

attitudes, or beliefs held by individuals or organizations that influences

their behavior.  Finances are a business's funds.  Resources are items that can

be used to produce goods and services.

$$34

Offering customers options when they return to the electronics store with a

product that they are dissatisfied with is often the best way to

A. sell another product.

B. resolve the conflict.

C. be sympathetic.

D. explain the problem.

/B

Resolve the conflict.  In some situations, customers return products they are

dissatisfied with; however, there may be many reasons for the return.

Electronics store employees need to determine the real reason for the return

and then provide customers with several options.  If customers are dissatisfied

because the product is not working properly, employees might offer to have the

product repaired, offer to replace the product with a new one, or offer to

refund the purchase price.  Giving customers options is an effective way to

resolve the conflict because the customers decide which option is the most

satisfactory.  Employees would not try to sell another product until they have

solved the problems with the product the customer is returning.  Employees

should be sympathetic, but simply being sympathetic will not solve a problem

with an unsatisfactory product.  Employees might be able to explain why the

product is not working properly, but they still need to offer the customers

options.
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Which of the following is often an effective way for managers to resolve

conflicts between employees:

A. Domination

B. Collaboration

C. Avoidance

D. Pressuring

/B

Collaboration.  Conflict between employees is common in business, and many

times the employees are able to resolve the situation themselves.  For example,

it may be as simple as agreeing on who will cover the phones during lunch

hours.  However, some conflicts are more serious and require managers to become

involved in an effort to resolve the problem.  When that happens, collaboration

is an effective technique.  Collaboration involves bringing the parties

together to identify the problem and then finding a solution that will satisfy

both sides.  This often requires both parties to talk about what they really

want and give a little, in order to get what they want, so that it is a win-win

situation for both.  A manager who dominates the situation and forces a

resolution is able to end the conflict, but the employees may not be satisfied.

This method often creates more problems than it solves.  Avoidance is not

effective because it leaves employees to find solutions to conflicts that they

may not have the authority to implement.  Pressuring is similar to domination

and involves forcing a solution on employees.
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One reason software companies establish standards for job performance is to

evaluate employees and

A. monitor morale.

B. provide feedback.

C. manage conflict.

D. promote goodwill.

/B

Provide feedback.  A job performance standard specifies what an employee is

expected to achieve while carrying out the duties and responsibilities of the

job.  One reason software companies establish standards is to evaluate

performance and provide useful feedback to employees.  The job standards

provide a basis for managers to use when explaining to employees if they are

performing as expected or if they need improvement.  If the feedback is based

on specific standards, employees will understand how their performance measures

up to those standards.  The purpose of the feedback is to help employees

perform at the expected level.  Businesses do not establish job performance

standards and evaluate employees to monitor morale, manage conflict, or promote

goodwill.
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Which of the following are components generally included in a computer

company's business plan:

A. Summary, operating plan, and sales report

B. Marketing plan, summary, and franchise agreement

C. Management plan, licensing contract, and annual report

D. Company description, financial plan, and marketing plan

/D

Company description, financial plan, and marketing plan.  A comprehensive

business plan consists of many elements including detailed financial,

marketing, product, service, management, operating, and legal plans.  The

company description defines the type and purpose of the business.  The summary

is an overview that highlights the main points of the various plans.  Although

some businesses might include information such as franchise agreements, annual

reports, and sales report, these items are not always applicable to the

business and, therefore, are not always components that are included in a

business plan.
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How do many computer businesses use the information they obtain during exit

interviews?

A. To reduce turnover

B. To identify competitors

C. To increase pay

D. To eliminate change

/A

To reduce turnover.  Most computer businesses conduct exit interviews with

employees when the employees are leaving the business.  The purpose of the exit

interview often is to determine why the employee is leaving and to find out if

there are problems in the business that caused the employee to leave.

Businesses use this information to make changes in order to reduce the rate of

employee turnover.  If the turnover rate is high, there may be a main cause,

such as inadequate training or poor supervision, that the business can correct

in order to keep employees.  Businesses do not use the information they obtain

during exit interviews to identify competitors, although businesses often ask

employees where they are going.  Businesses do not necessarily increase pay

because of the information obtained during exit interviews because pay is often

not the main reason that employees leave.  In most cases, businesses use the

information to make changes in order to keep valued employees.
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One of the benefits to technical businesses of having employees participate in

decision making is that the employees are more likely to

A. be objective.

B. use their authority.

C. behave ethically.

D. accept the decision.

/D

Accept the decision.  When employees participate in making decisions, they are

more likely to accept the decision and be willing to help implement it.  This

benefits the technical business because the employees are in agreement with the

decision, and the business does not need to sell the decision to them.

Usually, employees are eager to assist in implementing decisions that they have

helped to make because they are a part of the process.  Employees who

participate in decision making are not necessarily more likely to be objective

or behave ethically.  Managers usually have the authority to implement

decisions rather than employees.
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It is important for the sales personnel of a security alarm company to complete

weekly expense reports because

A. the company needs the information for tax reporting purposes.

B. it eliminates the need to keep receipts for business purchases.

C. it reduces the need to reimburse sales staff for business purchases.

D. the company needs to reimburse the sales manager for all business expenses.

/A

The company needs the information for tax reporting purposes.  Expense reports

record each transaction that the sales staff makes in regard to

business-related purposes.  Hotel accommodations, airfare, gasoline, and meals

are considered business expenses.  Many of these expenses can be tax

deductibles for the business.  Complete records are needed to receive the

deductions, which includes keeping sales receipts for purchases.  Expense

reports do not reduce the need to reimburse sales staff for business purchases.

The report consolidates the information, making it easier to process payment

to the sales representatives, if it is necessary.  Reimbursement is generally

made to the individual sales representative, not the sales manager.
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When negotiating a facility lease, a pager business owner should consider

additional costs associated with the base rent.  What section of the lease

agreement addresses these additional costs?

A. Escalation clause

B. Articles of intent

C. Variable expense appendix

D. Inflationary provision statement

/A

Escalation clause.  An escalation clause is placed in a lease agreement to

protect the facility owner's fixed income from inflation and increases in costs

(e.g., taxes, operating) to maintain the building.  The terms articles of

intent, variable expense appendix, and inflationary provision statement are not

commonly used to describe the additional costs associated with base rent in a

lease agreement.
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Why is it important for employees in technical selling to have the ability to

develop long-term relationships with customers?

A. To build trust

B. To obtain information

C. To solve problems

D. To reduce travel time

/A

To build trust.  Employees in technical selling often sell complex, expensive

products to large corporations or specialized industries.  As a result, it is

important for them to develop relationships with customers in order to build

trust and obtain long-term commitments.  If customers trust technical

salespeople, they are more likely to continue to buy because they feel that

they can depend on the salespeople to solve problems.  Salespeople who have the

ability to develop long-term relationships usually are genuinely interested in

the customer and want to be helpful.  These traits help to build trust.  Once

salespeople build long-term relationships, they are usually able to obtain

information about customers and solve their problems.  Employees do not develop

long-term relationships with customers to reduce travel time.
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Which of the following is an employment opportunity in technical selling that

is vital to the growth of the company:

A. Inside order taking

B. Inventory management

C. Classified advertising

D. New-business development

/D

New-business development.  Developing new business is an important part of

technical selling because it is necessary to continue to locate new customers

for the company to grow.  In many cases, there is a lot of competition in the

field of technical sales.  Therefore, salespeople are always working to replace

those customers who may decide to buy from a competitor.  New-business

development is a rewarding job that requires good communication skills and

persistence.  Employees in these types of jobs are extremely valuable to a

company and usually are well compensated.  Inside order taking involves selling

to customers who call the business or stop in to place an order.  Inventory

management is not a selling function.  A business might advertise for new

employees in the classified advertising section of the local newspaper.
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Individuals who are employed in occupations that require them to work with a

lot of information and ideas are often able to enhance their careers by

developing their __________ skills.

A. mental

B. physical

C. manual

D. natural

/A

Mental.  Certain occupations, such as technical selling, often require

employees to use their minds to perform the tasks associated with their jobs.

These occupations may require employees to work with a lot of information,

think about complex ideas, develop new methods, solve problems, etc.  To be

successful in these occupations, employees need mental skills that enable them

to think and use their minds.  By developing their mental skills and becoming

more proficient, employees often are able to enhance their careers.  Physical

or manual skills involve the use of the hands and body.  Natural skills are a

person's talents and abilities.
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What type of service do some professional organizations offer that is

beneficial to technical salespeople who belong to the organizations?

A. Placement

B. Recruitment

C. Screening

D. Mentoring

/A

Placement.  Some professional organizations provide job placement services to

their members.  In some cases, the organizations publish newsletters that

include a section for businesses to advertise for salespeople.  Other

organizations operate an active placement service and match prospective

employees to businesses seeking technical salespeople.  This service is of

great benefit to members who are interested in finding new positions.  The

organizations do not provide recruitment services but serve as a tool that

businesses can use to recruit salespeople.  The organizations do not screen

prospective employees for the companies.  Mentoring occurs when an experienced

worker acts as a guide to a new employee.
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One of the traits that successful technical salespeople usually possess is the

ability to

A. act aggressively.

B. delegate responsibility.

C. relate to others.

D. report to supervisors.

/C

Relate to others.  Being able to relate to others is a trait that helps

technical salespeople build relationships with customers.  Technical selling

often requires salespeople to meet with customers frequently and over a long

period of time to explain the complex products that they sell.  As a result,

they need to be able to get along with others and be sympathetic to other

people's wants and needs.  If salespeople cannot relate to others, they may not

be able to develop the type of relationship with customers that is necessary

for customers to feel comfortable with the salesperson and want to buy.

Salespeople should be assertive but not aggressive.  Salespeople are

responsible for selling and cannot delegate that responsibility to others,

although they may ask for support from internal staff.  All salespeople need to

report to supervisors, but that is not a trait that makes them successful.
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Which of the following is an example of a company setting its pricing based on

the competition:

A. A car dealership slashes the prices on inventory so it can deplete supply

     and bring in newer models.

B. An Internet gaming business sets its prices seven percent below the fees

     charged by a similar company.

C. An auction house sets the opening-bid price of a collector's item by

     evaluating the target market's attitudes.

D. A digital camera manufacturer initially sets high prices for a new line of

     cameras to appeal to prestige-oriented shoppers.

/B

An Internet gaming business sets its prices seven percent below the fees

charged by a similar company.  The competition-based pricing approach sets

prices by evaluating the prices that competitors establish for similar

products.  Slashing prices for items entering the obsolescence phase of the

product life cycle is a common method that is used to move outdated inventory.

When sellers evaluate the consumers' perceptions to set pricing, they are

basing their prices on various factors with the emphasis on demand and consumer

perceptions.  Setting prices to appeal to specific market segments is a

positioning strategy emphasizing the relationship between product quality and

price.
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A business that wants to get a new color printer in the marketplace quickly

should use the market-__________ pricing strategy.

A. skimming

B. penetration

C. invasion

D. clustering

/B

Penetration.  Companies that use market-penetration pricing methods set product

prices very low in an attempt to attract many customers and gain a large market

share.  Market-skimming pricing occurs when a product's initial price is set

very high.  Invasion and clustering are not terms that are widely used to

describe pricing strategies for new products.
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One reason why the use of loss leaders usually attracts customers is because

those items are typically priced

A. competitively.

B. higher than normal.

C. differentially.

D. at or below cost.

/D

At or below cost.  Loss leaders, sometimes called price leaders, are typically

priced at or below cost to bring customers into the electronics store.

Marketers hope while they are in the store, the customers will purchase other

items with larger profit margins to make up the difference in the lost profit

due to the low prices of the loss leaders.  Loss leaders are priced below the

competition.  They are lower than normal rather than higher than normal.

Differentially priced items are those offered to different buyers at different

prices.
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DVD manufacturers often use the FOB-origin pricing strategy because each store

pays

A. its own shipping costs.

B. a flat rate for shipping.

C. an annual shipping fee.

D. a percentage of the shipping costs.

/A

Its own shipping costs.  FOB-origin pricing is a geographical pricing strategy.

Customer location often influences how DVD manufacturers price their products.

When considering pricing in terms of geographical location, manufacturers must

evaluate shipping costs.  Generally, the more distant the customer, the more

the shipping costs.  FOB-origin pricing occurs when a store's order is placed

on a carrier, such as rail or truck, free on board.  Once on the carrier, the

shipping charges become the responsibility of the store.  Many manufacturers

use this strategy because they believe it is a fair means of assessing shipping

costs.  In addition, it eliminates some of the paperwork involved in the

billing process.  Flat rates are prices that are the same for all customers for

any product.  The use of annual fees is not a geographical pricing strategy.

When using the FOB-origin pricing strategy, customers generally pay all

shipping costs, not a percentage of them.
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Which of the following is an example of a business being ethical when

developing packaging for a new technical 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

businesses 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 technical

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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All the different items that a computer store sells is the store's product

A. mix.

B. line.

C. depth.

D. width.

/A

Mix.  Product mix is the particular assortment of goods and services that a

computer store offers in order to meet its market's needs and its company's

goals.  Therefore, all the different items that a store sells is the store's

product mix.  Product line is a group of related product items.  Product width

is the number of different product lines that a store sells.  Product depth is

the number of items in each product line.
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Which of the following is a strategy that a business might use to position an

existing technical product that is losing popularity:

A. Promote new uses

B. Analyze attributes

C. Increase sales

D. Identify competitors

/A

Promote new uses.  When existing technical products start to lose popularity,

businesses often try to develop new uses for those products and promote the new

uses in order to position the product as current and worthwhile.  Over the

years, businesses have developed new ways to use many existing products and

have positioned them as diverse and effective for several purposes.  In the

process of developing new uses to promote, a business would analyze the

attributes of the product and identify possible competitors.  Businesses use

strategies, which are plans of action for achieving goals, to position existing

products that are losing popularity in the hope of developing new markets and

increasing sales.  Increasing sales is a goal rather than a strategy.
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Electronics stores consider environmental factors, such as width of aisles and

type of lighting, when designing the interior of the store in order to create

A. attractive displays.

B. customer satisfaction.  

C. useful floor plans.

D. effective counter space.

/B

Customer satisfaction.  Environmental factors, such as width of aisles and type

of lighting, have an effect on how customers feel about an electronics store as

well as the customers' level of satisfaction.  Stores consider environmental

factors when designing the interior of the store in order to create customer

satisfaction.  For example, wide aisles and adequate lighting make it easier

for customers to move through the store and find the products they want.  This

usually results in satisfied customers who have had a pleasant shopping

experience.  On the other hand, if customers must maneuver through narrow

aisles that are poorly lighted, their level of satisfaction tends to decrease.

They may have such a bad experience that they decide to take their business

elsewhere.  Displays, floor plans, and counter space are other types of

environmental factors that stores consider when designing interiors in order to

create customer satisfaction.
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A computer store is expanding into adjacent empty space in a mall and plans to

increase its selling area by 30%.  If the store currently occupies 2,500 square

feet and 20% of that is storage, what size of selling area will it have with

the new space?

A. 2,100 square feet

B. 2,600 square feet

C. 3,000 square feet

D. 3,250 square feet

/B

2,600 square feet.  Computer stores often expand into adjacent space when that

space becomes available in order to have more selling area to serve customers.

The purpose of obtaining more selling area usually is to display more products

and increase sales.  When determining the size of the new selling area, a store

first needs to calculate the existing selling area by subtracting the amount of

storage space from the total square feet (2,500 x 20% or .20 = 500 square feet;

2,500 - 500 = 2,000 square feet).  Currently, the store has 500 square feet of

storage and 2,000 square feet of selling area.  Calculate new space by

multiplying existing selling area by the percent of increase and adding that

amount to the existing area (2,000 x 30% or .30 = 600 square feet; 2,000 + 600

= 2,600 square feet).  By expanding into adjacent space, a store will increase

its selling area from 2,000 to 2,600 square feet.
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What type of layout might a large electronics store use to encourage customers

to walk through the store and browse?

A. Grid

B. Straight

C. Complex

D. Curving

/D

Curving.  The curving layout gives customers the freedom to wander throughout

the electronics store and browse through many departments.  This type of layout

is informal and relaxed so customers do not feel rushed which also encourages

them to browse.  When customers browse, they often find interesting new items

and make unplanned purchases.  The grid or straight layout creates distinct,

well-defined aisles that efficiently move customers through the store.  This

type of layout discourages browsing.  Complex is not a type of layout.
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Which of the following is a factor that electronics stores consider when

designing the physical layout of a new branch:

A. Area traffic

B. Building codes

C. Exterior style

D. Security issues

/D

Security issues.  The physical layout refers to the interior arrangement of the

electronics store's facilities.  An important factor that stores consider when

designing the physical layout is security.  The goal is to design space that

meets the needs of customers and employees while providing a secure environment

that reduces the possibility of robbery or theft.  In many cases, the interior

of a store is open.  This eliminates obstructions that a robber might use to

hide behind while committing a crime.  An open design also makes the use of

surveillance cameras more effective.  When designing the physical layout, a

store is not concerned with area traffic, building codes, or exterior style.

These might be factors involved in the construction of the building.
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A telecommunications company that sells intangible products often tries to

develop an atmosphere based on

A. reliability and service.

B. physical design and layout.

C. sight and sound.

D. advertising and displays.

/A

Reliability and service.  A telecommunications company that sells intangible

products is selling products that customers cannot detect through the senses.

Companies that sell intangibles often have difficulty developing an atmosphere

because customers cannot relate to a physical good.  Therefore, these types of

businesses often develop an atmosphere based on customers' perceptions of

reliability and service.  By projecting an image of prompt, courteous service

that is reliable, a company is developing an atmosphere that will appeal to

customers.  Because these companies often do not have locations that customers

visit, they cannot develop an atmosphere based on physical design and layout,

sight and sound, or displays.  Advertising is effective in reinforcing the

atmosphere only if the company actually is reliable and service oriented.
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Which of the following is an example of a personal promotional message:

A. Customized e-mail

B. National television advertisement

C. Roadside billboard

D. Internet web site

/A

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

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

addressing the person by name.  National television advertisements, roadside

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

communication.
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The free-standing computer terminal that a retailer places in the store that

provides promotional messages and allows customers to check prices and locate

gift registries is often referred to as a(n)

A. Intranet.

B. virtual mall.

C. kiosk.

D. cyber-post.

/C

Kiosk.  A kiosk is a stand-alone structure located in a public place and

designed to provide information and sell products.  Intranet refers to the

networking of computers, often within a business, that permits the sharing of

information.  Virtual mall refers to the common access point of Internet

storefronts.  Cyber-post is not a term commonly used to describe a

free-standing computer terminal, or kiosk.
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What are the two fundamental factors that advertisers use to select media that

will achieve their objectives?

A. Reach and frequency

B. Demographics and psychographics

C. Flighting and spill

D. Programming and gross rating points

/A

Reach and frequency.  All advertisers must calculate reach and frequency to

determine if the media mix selected will achieve the established goals for the

campaign.  Reach measures the percentage of people in the target market who are

exposed to the advertising during a given period of time, while frequency

measures how many times a member of the target market is exposed to the

message.  Demographics and psychographics are additional factors that can be

assessed in terms of media audiences.  Flighting and spill have to do with how

often media runs in a given market and how much crossover there might be

between markets.  Media buyers also look at programming and gross rating points

for broadcast media in order to place media in quality, frequently watched

shows and to gauge how many exposures, overall, the advertising is generating.
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It is often difficult for marketers to measure the influence that a single

advertisement has on technical sales because

A. the marketplace is saturated with conflicting media messages.

B. product sales are influenced by a variety of interrelated factors.

C. measurable data is retrieved from a variety of unrelated databases.

D. expanding global reach diminishes the ability to obtain relative data.

/B

Product sales are influenced by a variety of interrelated factors.  An

in-market test is a method used to measure an advertisement's influence on

technical sales.  Because product sales are influenced by other factors such as

economic conditions, target market size, competition issues, and the overall

marketing strategy, it is often difficult to determine exactly how much a

single advertisement affects sales.  Marketers get data from a variety of

sources.  However, it cannot be assumed that all marketers retrieve the

information from unrelated databases.  Although the marketplace is saturated

with media messages, not all media messages conflict with each other.  For

example, a public-service announcement denouncing the use of cigarette smoking

does not necessarily affect or conflict with an automobile dealership's

advertisement.  Expanding global reach can affect the ability to measure the

effectiveness of an advertisement.  However, it cannot be assumed that all

marketers are expanding their target markets to global or international levels.
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When developing a public relations plan, a cellular phone business must

consider the appropriate communication vehicles to use to distribute

information.  Communication vehicles might include

A. newsletters, press releases, and interviews.

B. press releases, sales calls, and newsletters.

C. newspaper ads, press releases, and interviews.

D. newsletters, press releases, and newspaper ads.

/A

Newsletters, press releases, and interviews.  Many activities are often

included in a cellular phone company's public relations plan. Newsletters,

press releases, and interviews are all considered communication vehicles, or

ways that information is distributed.  Sales calls are selling activities.

Newspaper ad placement is an activity that is addressed in the firm's

advertising plan.
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What do technical salespeople usually include in sales packets that they leave

with customers after completing the sales presentation?

A. Coupons

B. Samples

C. Order forms

D. Progress reports

/C

Order forms.  Technical salespeople usually put together sales packets to leave

with customers after completing the sales presentation.  These packets contain

a variety of printed and promotional materials that reinforce the presentation.

It is also common to include order forms to make it easy for customers to

place orders at a later date.  In many cases, customers do not buy immediately

after the sales presentation.  However, if they have the forms, they can order

as soon as the decision to buy has been made.  Salespeople who sell to

businesses usually do not provide coupons or samples of technical products.  A

progress report is a short, written update about the status of a project or

activity.
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Which of the following is an example of a specialty advertising sales-promotion

technique:

A. A pager manufacturer places its logo and web address on all of its packaged

     products.

B. A soft-drink company gives away water bottles featuring the company logo at

     a sporting event.

C. A customer wins a trip to the Bahamas for developing a new logo and slogan

     for a local retailer.

D. A licensed vendor places a college logo on a line of new T-shirts it intends

     to sell to customers.

/B

A soft-drink company gives away water bottles featuring the company logo at a

sporting event.  A specialty advertising promotion consists of usable items

(e.g., mouse pads) that are printed with a message.  Businesses must give the

items freely to customers and prospects without any obligation to purchase

their products.  Giving away water bottles imprinted with the company's logo is

considered a specialty promotion.  Placing a logo on a product that a business

intends to sell (e.g., pager, T-shirts) is not considered a specialty

promotion.  A trip to the Bahamas is considered a contest sales promotion.
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A manufacturer shares the cost of advertising a plasma television with a local

business.  This arrangement is called __________ advertising.

A. directory

B. institutional

C. special

D. cooperative

/D

Cooperative.  Directory advertising refers to media that contain general or

specialized listings for consumer reference.  Institutional advertising

promotes a business' image, not a product.  Special advertising is public and

legal notices typically found in newspapers.
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Which of the following is an example of how many salespeople use technology to

increase communication and follow-up with customers:

A. Holding videoconferences

B. E-mailing service reminders

C. Preparing sales letters

D. Offering training sessions

/B

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

salespeople to communicate with customers quickly and efficiently.  An example

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

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

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

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

salespeople are genuinely interested in them.  Videoconferencing involves

exchanging information via satellite from various locations.  This technique

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

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

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

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

the use of technology.
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Which of the following is an example of price discrimination:

A. Asking a company for a price break on technical products at the end of the

     regular season

B. Offering substantial discounts to buyers of large quantities of a certain

     technical product

C. Selling the same quantity of the same technical product to different

     customers for different prices

D. Buying technical products from one company that are available for a lower

     price from another company

/C

Selling the same quantity of the same technical product to different customers

for different prices.  This is an example of price discrimination and is often

considered an illegal selling activity.  If a business charges different

customers different prices for similar amounts and types of products, it is

involved in price discrimination, which is a violation of certain selling

regulations.  Customers often ask companies for price breaks on products at the

end of the regular season.  It is legal to offer substantial discounts to

buyers of large quantities of certain products and to buy products from one

company that are available for a lower price from another company.
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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 is an example of converting technical terms into

easy-to-understand language:

A. Comparing chronometers to metronomes

B. Using Internet instead of World Wide Web

C. Describing objectives as goals

D. Explaining that pyrotechnics are fireworks

/D

Explaining that pyrotechnics are fireworks.  It is often necessary for

salespeople to convert technical terms into easy-to-understand language that is

familiar to customers.  In most cases, technical terms have synonyms which are

words that have the same meaning.  An example is pyrotechnics which is a

synonym for fireworks.  Customers who are not familiar with the word

"pyrotechnics" will understand the word "fireworks."  Chronometer and metronome

are both technical terms for devices used to measure time.  Internet and World

Wide Web are not the same.  The Internet is a worldwide network of computers

that enables users to access information and communicate with others, while the

World Wide Web is a vast collection of interconnected sites and files

accessible through the Internet.  Objectives and goals are not technical terms

but words that should be familiar to everyone.
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What is a factor that often has the most significant effect on consumer buying

behavior?

A. Ethical concerns

B. Discretionary income

C. Opinions of friends

D. Previous experience

/B

Discretionary income.  Discretionary income is the amount of income that

consumers have left to spend or dispose of after they have paid their taxes.

This has a significant effect on their buying behavior because people have only

so much money to spend and must decide the best way to use that money to buy

what they need.  For example, people who have very little discretionary income

spend their money on the necessities such as housing and food.  On the other

hand, people who have a lot of discretionary income often spend money to buy

luxury items.  Ethics and previous experience are factors that often have an

effect on organizational buying behavior rather than consumer buying behavior.

Although the opinions of friends is sometimes important, discretionary income

is a more significant factor.
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Which of the following is a barrier that a technical salesperson might

encounter when selling to an individual:

A. Buyer asks for additional information.

B. Buyer does not see a need for the product.

C. Buyer wants to see a product demonstration.

D. Buyer does not accept phone calls during meetings.

/B

Buyer does not see a need for the product.  In some cases, a technical

salesperson might be unable to convince a customer that the product will

satisfy a need or solve a problem.  If the buyer does not see a need for the

product, it may be impossible for the salesperson to make a sale.  To overcome

this barrier, a salesperson might need to change the presentation or style of

selling to help the customer see the value in the product.  Asking for

additional information or wanting to see a product demonstration are

indications of interest rather than barriers.  A buyer who does not accept

phone calls during meetings will be able to concentrate on the sales

presentation and not be distracted.
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An electronics store is selling a $165 DVD player that has been reduced by 15%

to a customer who also has a coupon for an additional 10% discount.  After

processing the coupon, what will the customer pay for the DVD player?

A. $123.75

B. $126.22

C. $131.10

D. $134.65

/B

$126.22.  Many electronics stores give out coupons that are good for a certain

amount of discount on any purchase.  If the item the customer is buying is

already reduced by a certain percentage, the electronics store must calculate

the additional discount when processing the coupon.  Before processing the

coupon, the store calculates the sale price by multiplying the original price

by the amount of reduction and subtracting that amount from the price ($165 x

15% or .15 = $24.75; $165.00 - $24.75 = $140.25).  Then, the amount of the

coupon is subtracted from the already reduced price.  To calculate the value of

the coupon, multiply the discount by the reduced price and subtract that amount

from the price ($140.25 x 10% or .10 = $14.025 or $14.03; $140.25 - $14.03 =

$126.22).
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When a customer pays in cash, one reason a pager store employee should avoid

putting the money in the register before giving the customer change is to

prevent

A. paying out too much cash.

B. running out of certain denominations.

C. disputes over the amount tendered.

D. problems with the electronic system.

/C

Disputes over the amount tendered.  When a customer pays in cash, there are

certain steps that a pager store employee should follow to correctly process

the sale.  One of these is to keep the cash on the change plate rather than

putting it in the register until the customer has been given change.  If an

employee puts the money in the register, there is always the possibility of a

dispute over the amount tendered.  However, if the cash is in plain view on the

change plate, the amount that was tendered is obvious, which avoids disputes.

The cash register usually indicates the exact amount of change once an employee

enters the amount of the sale and the amount tendered.  Keeping the money on

the change plate will not prevent running out of certain denominations or

problems with the electronic system.
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Preventing customer fraud is one reason electronics store employees check

signatures and expiration dates when

A. processing credit cards.

B. accepting discount coupons.

C. taking telephone orders.

D. approving layaway sales.

/A

Processing credit cards.  Credit-card fraud is a concern to electronics stores

because it often costs the stores a significant amount of money.  To prevent

fraud, stores often require employees to check the signatures on the cards and

the expiration dates.  In some cases, employees may be required to ask for an

additional form of identification, such as a driver's license, to verify that

the person using the card is the legitimate owner.  Customers usually do not

object to the procedure because it assures them that stores are being vigilant

and on guard for the possibility of credit-card fraud.  An employee should

check the expiration date on a discount coupon, but coupons usually do not

contain signatures.  It is not possible to check signatures when taking

telephone orders.  Most stores that handle layaways require a cash deposit and

hold the item until it is paid for in full.
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An electronics store accepting a personal check for a large purchase from an

unknown customer might

A. call the bank for verification.

B. ask the customer to endorse the check.

C. require a security deposit.

D. hold the purchase until the check clears.

/A

Call the bank for verification.  Depending on the size of the electronics

store, the employees might or might not know most of the customers.  If an

unknown customer makes a large purchase and pays for it with a personal check,

the store might call the bank for verification that there are sufficient funds

to cover the check.  This is a precautionary measure to avoid accepting a bad

check.  The check should be made out to the store; therefore, the store

endorses the check rather than the customer.  A store might require a security

deposit to place a special order or hold an item for a period of time.  A store

would not hold the purchase until the check clears.
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An electronics store that is ordering a specially designed projection system

for a customer's home theater might ask the customer for a

A. certified check.

B. bank account number.

C. cosigner.

D. down payment.

/D

Down payment.  Electronics stores are often willing to place special orders for

customers.  However, if the orders involve specially designed products that are

expensive, a store might ask the customer for a down payment.  The reason for

the down payment is to increase the likelihood that the customer will pick up

and pay for the projection system when it arrives.  Customers who are willing

to make a financial investment in a special order usually pay the balance.

However, if the customer does not return, the store has partial payment and can

try to sell the system to another customer.  Stores would not ask a customer

for a certified check or a bank account number.  A cosigner is not necessary

unless the customer is setting up a payment plan and has less-than-perfect

credit.
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What do computer stores often provide employees who process telephone orders so

they can answer customers' questions?

A. Sales letters

B. Research reports

C. Fact sheets

D. Business plans

/C

Fact sheets.  Being able to answer questions is an important part of processing

telephone orders.  In many cases, customers do not know exactly what they want

or want to know more about a certain product before ordering it.  Computer

store employees who process telephone orders need to have this information

available so they can help customers and answer questions.  Often, stores

provide these employees with fact sheets that contain the answers to the

questions that customers ask frequently.  These sheets also might contain the

specifications for products, prices, shipping methods, and any other

information that the employees might need.  The intent is to make it easy for

employees to help customers and process an order.  Stores might include in the

fact sheets some of the information that is contained in sales letters and

research reports.  Business plans specify the goals of the business and how the

business intends to achieve those goals.
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A salesperson who determines that prospective customers have the ability to pay

for technical products is

A. arranging credit.

B. setting up payments.

C. qualifying leads.

D. verifying accounts.

/C

Qualifying leads.  Once salespeople have identified prospective customers, they

need to make sure these customers actually need the technical product and have

the ability to pay for the product.  This is part of the process of qualifying

leads.  If a lead needs a product but is unable to pay, or is a poor credit

risk, the potential customer does not qualify as a prospect.  To qualify as a

prospect, the lead must have both the need and the ability to pay for the

product.  Once salespeople qualify leads, they might arrange credit or set up

payments.  A salesperson who determines that prospective customers have the

ability to pay for products is not verifying accounts.
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What do technical salespeople often use to reinforce a message during a sales

presentation?

A. Operating manuals

B. Industry-related publications

C. Research studies

D. Computer-generated graphics

/D

Computer-generated graphics.  Technical salespeople often sell complex products

that are difficult to explain or to demonstrate.  To reinforce a message during

a sales presentation, salespeople often use computer-generated graphics to make

the message more interesting and easier to understand.  The use of visuals,

such as computer-generated graphics, helps a salesperson to make an impression

that customers will remember.  Operating manuals usually contain technical

information and would not be used to reinforce a sales message.  Information

from industry-related publications or research studies might be presented in a

visual format to reinforce a sales message, but the publications or studies

themselves would not be used.
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Which of the following is an example of an activity quota that a computer

manufacturer might set for salespeople:

A. Generating a 20 percent profit

B. Achieving yearly sales of $1 million

C. Calling on 50 customers per month

D. Selling 1,000 monitors each quarter

/C

Calling on 50 customers per month.  Activity quotas are designed to control the

ways that salespeople use their time and efforts.  A computer manufacturer

might set certain quotas so that salespeople will accomplish certain tasks

during a specified period of time.  An example of an activity quota is

requiring salespeople to call on 50 customers per month.  Oftentimes,

salespeople are more productive when they know exactly what is expected of them

such as calling on a certain number of customers.  Then, they are able to

organize their time to accomplish the goal.  Generating a 20 percent profit is

an example of a profit quota.  Achieving yearly sales of $1 million is an

example of a dollar-volume quota.  Selling 1,000 monitors each quarter is an

example of a unit-sales quota.
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Why do sales managers usually require their technical salespeople to prepare

regular sales reports?

A. To monitor job satisfaction

B. To detect changes in the marketplace

C. To schedule vacation time

D. To communicate with customers in the field

/B

To detect changes in the marketplace.  Sales managers usually require technical

salespeople to prepare a variety of regular sales reports that contain

information about customers, size of orders, activities of competitors, etc.

Managers use this information to analyze sales and detect changes in the

marketplace.  For example, a sales report indicating that a major customer is

moving out of the area is an indication that sales will decrease in that

territory.  Or, a sales report might explain that sales are being lost to a new

competitor that is offering deep discounts.  Sales managers use the information

to adapt to the changes and help the salespeople remain successful.  Sales

managers do not require salespeople to prepare sales reports to monitor job

satisfaction, schedule vacation time, or to communicate with customers in the

field.
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What type of information might a copier business obtain by analyzing a

salesperson's call report:

A. Type of returns

B. Number of orders

C. List of expenses

D. Method of payment

/B

Number of orders.  A salesperson's call report contains valuable information

about customers and prospects.  By analyzing a salesperson's call report, a

copier business will find out the number of orders the salesperson has received

over a certain period of time.  The call report also provides information about

the type of products ordered and the dollar value of the order.  This

information helps businesses determine if salespeople are selling effectively,

what type of products are selling well, and if discounts are needed to increase

sales.  A salesperson's call report does not contain information about returns

or the method of payment.  A salesperson's expenses are listed in the expense

report rather than in the call report.
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Why is it often important for technical salespeople to use simple words and

terms when explaining complex products to customers?

A. To sell aggressively

B. To speak with authority

C. To command respect

D. To communicate effectively

/D

To communicate effectively.  In many cases, technical salespeople are selling

complex products to customers who do not have a technical background and are

not familiar with technical terms.  Then, it is important for salespeople to

use simple words and terms when explaining these products so customers will

have a clear understanding.  This often involves defining terms in

easy-to-understand words, and using examples that reinforce understanding.

Salespeople must be able to communicate effectively in order for customers to

understand the message.  If customers are confused by the technical terms, they

may not buy.  Salespeople should avoid being aggressive when selling.

Salespeople do not use simple words and terms to speak with authority or to

command respect.

$$85

One of the main reasons that effective sales management is important to

telecommunications businesses is because businesses need to

A. generate sufficient income.

B. regulate their competition.

C. interview the target market.

D. obtain industry information.

/A

Generate sufficient income.  The goal of telecommunications businesses is to

generate sufficient income to continue operating and earn a profit.  Effective

sales management is essential for businesses to achieve this goal.  Sales

management involves training and motivating salespeople to achieve sales goals,

providing salespeople with the tools they need to do their jobs, helping

salespeople solve problems, and evaluating the performance of salespeople in

order to make changes if necessary.  The success of the business usually

depends on how effectively sales managers are able to lead the sales team.

Businesses do not regulate their competition or interview the target market.

Obtaining industry information is useful but it is not one of the main reasons

that effective sales management is important to businesses.  A business's

research department might be responsible for obtaining industry information.
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Which of the following is a factor that a technical business would consider

when developing a sales-call pattern:

A. Personalities of salespeople

B. Expected reaction of the customer

C. Company travel procedures

D. Anticipated length of each call

/D

Anticipated length of each call.  A sales-call pattern indicates how often

salespeople should call on customers.  When developing the pattern, it is

important to consider several factors such as the anticipated length of each

call.  For example, a technical salesperson selling a complicated new product

would probably need to spend more time with customers than a salesperson who is

selling a routine item.  Therefore, a technical salesperson might call on only

two or three customers in a day, or even less if it is necessary to travel

throughout a large territory.  Personalities of salespeople, expected reaction

of the customer, and company travel procedures are not factors that are

considered when developing a sales-call pattern.
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A technical salesperson who leaves home in the morning and calls on a specified

number of customers within a certain territory before returning home in the

evening is following a

A. route plan.

B. geographic map.

C. travel guide.

D. work schedule.

/A

Route plan.  A route plan establishes which customers a technical salesperson

will call on in a specific area during a certain amount of time.  Route plans

can be set up to cover one day, several days, or a week.  An example of a route

plan is a salesperson leaving home in the morning and calling on a specified

number of customers within a certain territory before returning home in the

evening.  When designing a route plan for salespeople, managers consider the

number of customers in a territory, the size of the territory, and the

importance of each customer.  The intent is to develop a plan that allows

salespeople to regularly call on customers.  In the process of calling on

customers, salespeople often refer to maps for directions.  A travel guide is

an explanation of area attractions that is provided to tourists.  A work

schedule specifies the tasks that are to be completed within a certain amount

of time.
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What do managers often require technical salespeople to prepare that explains

the outcome of each contact with a customer?

A. Sales-call report

B. Prospect analysis

C. Territory review

D. Purchase-order memo

/A

Sales-call report.  Managers usually require technical salespeople to prepare

sales-call reports, which explain the outcome of each contact with a customer.

The reports generally contain information about the products that were

discussed, what type of follow-up is necessary, if customers plan to buy in the

near future, or if competitors are taking away business.  Managers use these

reports to monitor salespeople's performance and help them to be organized and

efficient.  A prospect analysis identifies and qualifies new customers.  A

territory review is an examination of a geographic area.  A purchase-order memo

might outline the requirements of an order rather than the outcome of each

contact with a customer.

$$89

Why would a technical business assign a new salesperson to a local territory

containing small accounts?

A. To reduce the amount of travel expense

B. To fill a vacancy resulting from retirement

C. To take accounts from experienced salespeople

D. To make sure the salesperson is able to succeed

/D

To make sure the salesperson is able to succeed.  Technical businesses often

assign new salespeople to local territories containing small accounts because

the new salespeople are untested.  If the salespeople are calling on local

accounts, the business can monitor their activities and provide support.  Also,

if the salespeople are ineffective, they will not have a significant impact on

profits if they are calling on small accounts.  Once new salespeople become

proficient, businesses usually assign them to more distant territories that

contain large, valuable accounts.  A business would not assign a new

salesperson to a local territory to reduce the amount of travel expense or to

take accounts from experienced salespeople.  A vacancy resulting from

retirement is usually filled by an experienced salesperson rather a new

salesperson who is unfamiliar with the business.
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Sales managers who evaluate technical salespeople on the basis of profitability

and number of orders are using a(n) __________ form of measurement.

A. standard

B. subjective

C. personal

D. objective

/D

Objective.  An objective form of measurement is one that is based on statistics

or data that are easy to compile and that can be applied equally to all

technical salespeople.  Profitability and number of orders are examples of

objective measurements.  Businesses can easily calculate profitability based on

selling price and the costs involved as well as the number of orders.  Then,

businesses evaluate salespeople based on their ability to achieve a certain

level of profitability or to obtain a certain number of orders.  This type of

measurement is fair and does not rely on subjective criteria, which are more

difficult to measure because they rely on a manager's perceptions and opinions

of a salesperson.  Standard and personal are not forms of measuring a

salesperson's performance.
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Having the financial resources to buy and the authority to buy are examples of

A. marketing objectives.

B. prospecting standards.

C. selling policies.

D. bargaining techniques.

/B

Prospecting standards.  Technical businesses often establish standards that

salespeople can use when prospecting.  Examples of prospecting standards

include having the financial resources to buy and the authority to buy.  These

standards are important because not all potential customers are legitimate

prospects.  A potential customer who wants to buy a product but cannot afford

the product or is not authorized to buy the product is not a good prospect.

Businesses set these standards so salespeople do not spend a lot of time

calling on customers who may not be able to buy.  Marketing objectives are the

goals a firm seeks to reach with its marketing plan.  Selling policies are

general rules established by management to guide the personal selling effort

and outline how things must be done.  Bargaining techniques are methods used in

negotiation.
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When a technical business establishes sales objectives for the company, the

sales manager converts those objectives to apply to individual

A. activities and strategies.

B. customers and transactions.

C. operations and techniques.

D. territories and salespeople.

/D

Territories and salespeople.  Sales objectives are the goals that the technical

business wants to achieve.  Businesses usually establish sales objectives for

the business as a whole, such as increase sales by a specific amount or acquire

a certain number of new customers.  Then, sales managers convert those

objectives to apply to individual territories and salespeople.  For example, a

sales manager might set an objective for each territory to increase sales by

10% next year or an objective for each salesperson to acquire five new

customers next year.  For the business's overall objectives to be met, those

responsible for achieving the objectives must be given their own specific

objectives.  Strategies are plans of action for achieving objectives.

Activities are the actions a salesperson would take to achieve objectives.  A

sales manager might set an objective for each customer but not each

transaction.  A sales manager would not convert company sales objectives to

apply to individual operations and techniques.
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Which of the following is an example of a sales force objective that a sales

manager can easily measure:

A. Level of product knowledge

B. Quality of customer relations

C. Number of orders per month

D. Type of personal initiative

/C

Number of orders per month.  Sales managers are responsible for developing

objectives for the sales force and usually set objectives that can be measured.

The value of setting measurable objectives is that both the salespeople and

the sales manager know what is expected and can easily determine if the

objectives are being met.  An example of a measurable sales objective is number

of orders per month, such as each salesperson is expected to obtain at least 25

orders per month.  Sales managers may also establish objectives that deal with

product knowledge, customer relations, and initiative.  However, these types of

objectives are not easy to measure and depend more on a sales manager's

perception of how well salespeople are achieving the objectives.
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The purpose of designing and implementing effective training programs for

technical salespeople is to

A. provide counseling.

B. demonstrate equipment.

C. control staffing.

D. improve performance.

/D

Improve performance.  The goal of most businesses is to increase sales and

profits.  One way to do this is to design and implement effective training

programs that help technical salespeople improve their performance.  If

salespeople have all the information and training they need to sell, they

usually are more productive.  Although training is often expensive, the end

result is expert salespeople who perform well and achieve the level of sales

and profits that the business expects.  Training is not intended to provide

counseling or to control the staffing process.  Training might include a

demonstration of new equipment, but that is not its main purpose.
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A technical business has 12 salespeople who each sell $800,000 worth of product

a year.  If the business's goal is to achieve $11,200,000 in sales next year,

how many salespeople will it need?

A. 13

B. 14

C. 15

D. 16

/B

14.  Technical businesses often determine the size of the sales force based on

the amount of sales per salesperson and the sales goal for next year.  If all

salespeople are selling the maximum possible, the only way to increase sales is

to increase the size of the sales force.  In this situation, 12 salespeople

sell $800,000 worth of product a year for a total of $9,600,000 ($800,000 x 12

= $9,600,000).  The business's goal is to achieve $11,200,000 in sales next

year, which is an increase of $1,600,000 ($11,200,000 - $9,600,000 =

$1,600,000).  If each salesperson is expected to sell $800,000 a year, the

business will need to hire two additional salespeople ($1,600,000 ÷ $800,000 =

2), which will increase the size of the sales force to 14 salespeople.
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When developing a sales-call pattern, technical businesses usually consider the

__________ of each customer.

A. location and size

B. demands and expectations

C. value and potential

D. goals and objectives

/C

Value and potential.  A sales-call pattern indicates how often salespeople

should call on customers.  When developing the pattern, technical businesses

consider the value and potential of each customer.  As a rule, salespeople call

on large and potentially profitable customers more often than small customers

that buy infrequently.  Large, profitable customers are more valuable than

customers that only buy a few items once in a while.  Therefore, businesses

want salespeople to devote most of their time to calling on customers that will

generate profits.  For example, a sales-call pattern might require salespeople

to call on their top 20 accounts once a week, the next 20 accounts every two

weeks, and small accounts only once a month.  Businesses also consider the size

and expectations of each customer when developing a sales-call pattern.

However, they do not consider location or demands.  A business might not know

the goals and objectives of each customer.
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A large computer company that has sales managers located in several regions

throughout the country as well as in foreign countries is organized on the

basis of

A. geography.

B. population.

C. authority.

D. specialty.

/A

Geography.  One of the most common ways of organizing a sales organization is

on the basis of geographic territory.  This method involves establishing

territories based on certain factors that might include number of customers,

population, geographic size, etc.  Each region operates almost as a separate

unit and is responsible for achieving a certain level of sales.  This method of

organization is fairly easy to set up and works effectively for many types of

businesses.  Population is a factor that businesses might consider when

organizing sales territories.  A company that has sales managers located in

several regions is not organized on the basis of authority or specialty.
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Policies of offering a 2% discount if invoices are paid within 10 days, or a 3%

discount on invoices over a certain amount if paid within 30 days are examples

of

A. sales terms.

B. billing costs.

C. list prices.

D. income parts.

/A

Sales terms.  Sales terms are those policies that cover the aspects of a sale

and often refer to available discounts based on a variety of factors.

Technical businesses often establish sales terms that offer customers a

discount if they pay the invoice within a certain amount of time.  Salespeople

can use the sales terms as a selling point because the possible discounts will

save the customer money.  Also, if one company offers more attractive sales

terms than competitors, that company may have an advantage in obtaining a sale.

For example, a 2% discount on invoices paid within 10 days is more appealing

than terms that call for payment in full.  Discounts on invoices paid within a

certain amount of time are not billing costs, list prices, or income parts.
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Which of the following is a factor that sales managers consider when

establishing sales territories:

A. Type of commission 

B. Structure of organization

C. Workload for salespeople

D. Method of transportation

/C

Workload for salespeople.  The workload for salespeople refers to the amount of

work that each salesperson is expected to do.  The workload often depends on

the type of customer, the value of the customer, and the type of product being

sold.  Sales managers consider the workload when establishing sales territories

in order not to give salespeople more to do than they can reasonably

accomplish.  For example, if one territory contains many major accounts that

require a lot of time and effort, a sales manager might consider dividing the

territory in half and assigning an additional salesperson.  This gives each

salesperson the opportunity spend the necessary amount of time with customers

and to be successful.  The type of commission, the structure of the

organization, and the method of transportation are not factors that sales

managers consider when establishing sales territories.
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