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The growth of large petroleum corporations that operate service stations

throughout the world is causing a significant decline in the number of

A. small independents.

B. refinery operations.

C. joint ventures.

D. offshore platforms.

/A

Small independents.  At one time, small independent service stations were very

common and found throughout the world.  However, as petroleum corporations grew

and acquired smaller ones to form large organizations, the number of small

independents began to decrease.  The independents were not able to compete on a

price basis with the major petroleum marketers.  As a result, many of them

closed their doors or sold to the large corporations.  Today, only a small

number of independents remain, and predictions are that they will not survive.

In the near future, all service stations will be owned and operated by the

large petroleum corporations.  As the need for oil increases, so do the number

of refineries and offshore platforms.  Many of the large petroleum corporations

form joint ventures to share the cost of drilling, transporting, and refining

oil.

$$1

The international aspect of petroleum marketing often has a negative effect on

retailing because only a few countries have

A. a need for petroleum products.

B. control of most of the natural resources.

C. consumers who are financially able to buy.

D. the outlets required to market oil products.

/B

Control of most of the natural resources.  Petroleum marketing is an

international industry; however, most of the natural resources are controlled

by only a few countries.  As a result, these countries have significant

influence on the availability and price of petroleum products.  The

oil-producing countries have the power to limit production and raise prices,

which impacts retailing.  To reduce the control of only a few countries, major

petroleum corporations spend millions of dollars exploring for oil throughout

the world.  Most countries have a need for petroleum products, consumers who

are financially able to buy, and the outlets required to market oil products.

$$2

West Lake Automobile Club wishes to increase membership and has placed several

advertisements in local magazines and brochures.  This advertising increase is

an example of

A. pricing.

B. promotion.

C. publicity.

D. production.

/B

Promotion.  Promotion involves communicating information about goods, services,

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

determining and adjusting prices to maximize return and meet customers'

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

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

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

$$3

One of the advantages to an auto-parts store of placing a standing order with a

vendor for a certain quantity of a product to be delivered once a week is that

the store might be able to

A. obtain attractive displays.

B. keep track of the inventory.

C. attract more customers.

D. negotiate a long-term price.

/D

Negotiate a long-term price.  One of the advantages of placing a standing order

is that the auto-parts store might be able to negotiate a long-term price for

the product.  In many cases, the vendor will guarantee the price if the store

agrees to buy a certain quantity every week for a length of time.  This is a

cost-effective way for stores to order products that are in regular demand

because they can lock in a price and be assured that a consistent supply of

products is available.  Some vendors supply attractive point-of-purchase

displays, but usually for seasonal or unusual products rather than products

that need to be delivered every week.  Stores need to keep track of the

inventory regardless of the type of ordering system they use.  Stores do not

place standing orders to attract more customers, but to satisfy estimated

demand for products.

$$4

Top-Tire wanted to design a new tire so the company could keep up with what its

customers wanted.  Management questioned a sample of drivers to find out what

they were looking for in a tire.  Because of this information, the company was

able to determine what kind of tire to produce and how much to produce.  This

process is known as the __________ stage of production.

A. planning

B. purchasing

C. routing

D. production process

/A

Planning.  Top-Tire used the planning stage of production by finding out what

its customers wanted, designing new products or updating existing products,

determining how the products will be produced, and determining how much of the

product to produce.  Purchasing involves the purchase of the resources that go

into manufacturing the tires.  Routing determines the sequence for the steps in

the production process.  The production process involves the company's decision

about the most appropriate production method to use, either intermittent or

continuous production.

$$5

Which of the following is a trend in vehicles and petroleum marketing that

involves sharing assets while reducing costs:

A. Hostile takeovers

B. Corporate mergers

C. Joint ventures

D. Public buyouts

/C

Joint ventures.  A joint venture is an arrangement that involves two or more

businesses entering into a relationship by combining complementary resources,

such as technology, skills, capital, or distribution channels, for the benefit

of all parties.  Joint ventures are a growing trend in vehicles and petroleum

marketing because it allows two or more companies to share assets and often

reduce costs.  For example, several companies might form a joint venture to

refine, transport, and sell petroleum products in a certain part of the world.

A hostile takeover means that the company being acquired does not want to join

with the other company.  Two corporations combining to form one organization is

a merger.  A public buyout occurs when a public company buys back its stock and

goes private.
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Many presentation software programs allow users to

A. include voice narration.

B. copyright their graphics.

C. publish web pages.

D. design organizational charts.

/A

Include voice narration.  Many multimedia software programs have options that

allow sound (e.g., voice or ringing bell) to be included to add interest to the

presentation.  Sound should be appropriately placed and pertinent to the

presentation theme.  Presentation software does not allow users to copyright

material or publish web pages.  Organizational charts are generally designed by

special graphics and design programs.
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Advances in technology are impacting the vehicles and petroleum marketing

industry by making it possible to develop

A. oil pipelines.

B. natural gas liquids.

C. drilling rigs.

D. alternative fuels.

/D

Alternative fuels.  As a result of environmental concerns, several major oil

companies and automobile manufacturers are doing research to develop

alternative fuels that are cleaner and more efficient than traditional

gasoline.  This research is possible because of advances in technology.

Another aspect of developing alternative fuels involves adapting engines to

work properly with the fuels.  The ultimate impact on the vehicles and

petroleum marketing industry will be enormous because it will reduce dependence

on the availability of crude oil.  Oil pipelines and drilling rigs have been in

existence for many years, although advances in technology make them more

efficient and productive.  Natural gas liquids are a natural resource that

technology makes its possible to obtain.

$$8

What type of check might an automobile dealer require if a customer is making a

sizeable down payment on a car that is being specially ordered?

A. Cashier's

B. Traveler's

C. Business

D. Certified

/D

Certified.  To reduce the possibility of bad-check losses, an automobile dealer

might require a customer to provide a certified check if the customer is making

a sizeable down payment on a car that is being specially ordered.  The

advantage of requiring this type of check is that certified checks are

guaranteed by the bank that issues them.  In most situations, the funds are

withdrawn from the customer's account and held until the dealer presents the

check for payment.  Because the funds are already set aside, the dealer knows

that the check is good.  Cashier's checks are official bank checks usually made

payable to the owner of an account who is withdrawing a large sum of money.

Traveler's checks are purchased by individuals and are the same as cash.  They

are used by travelers and would not be required for a down payment.  Business

checks are similar to personal checks and carry the same risks.
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One reason muffler shops regularly pick up debris off the floor and remove

trash and empty boxes is to

A. meet community health standards.

B. keep the work area free from hazards.

C. stop potential shoplifters.

D. provide employees with additional duties.

/B

Keep the work area free from hazards.  Debris, trash, and empty boxes on the

floor are a hazard in the work area because employees and customers might trip

and fall.  Keeping the area clean and free from potential hazards is a way to

prevent accidents and avoid injuries.  Muffler shops do not pick up debris and

trash to meet community health standards, provide employees with additional

duties, or stop potential shoplifters.

$$10

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

threatening remarks regarding the auto-parts store.  What should Stefan do to

handle this situation?

A. Try to reason with the caller

B. Ignore the call since it is probably a hoax

C. Hang up immediately and inform the supervisor

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

/D

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

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

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

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

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

identifying the caller.
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One reason it is important for many vehicle and petroleum products to be

disposed of properly after being used is because they are

A. hazardous waste.

B. liquid materials.

C. expensive items.

D. large equipment.

/A

Hazardous waste.  Many types of vehicle and petroleum products are considered

hazardous waste after they have been used.  These products include used motor

oil, contaminated gasoline, antifreeze, paint removers, etc.  Because the used

products are hazardous waste, they must be disposed of properly to prevent them

from contaminating the environment.  There are strict rules and regulations

that companies must follow when disposing of such materials.  Some of these

products are liquid, expensive, and large; but those are not reasons why it is

important to dispose of them properly.

$$12

What do automobile manufacturers send to warn customers of a potential problem

with a vehicle to protect themselves from a product liability suit?

A. Warranty cards

B. Operating manuals

C. Recall notices

D. Service guides

/C

Recall notices.  On occasion, automobile manufacturers may detect a problem

with a vehicle such as a faulty part that may not perform correctly and

possibly cause an accident.  When this happens, manufacturers send recall

notices to customers explaining the problem and telling the customer to take

the vehicle to an authorized dealer for repair.  This procedure often protects

manufacturers from product liability suits because they have warned customers

about the risk and made arrangements for the problem to be repaired.

Manufacturers are responsible for any injury that their products may cause;

therefore, they try to prevent liability suits by sending recall notices.

Manufacturers do not send warranty cards, operating manuals, or service guides.
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A service-oriented automotive repair business creates goodwill with its

customers by

A. using appropriate up-selling strategies to appeal to customers needs.

B. responding to customers' requests with appropriate follow-up procedures.

C. anticipating the customers' objections to each of the business's policies.

D. applying passive listening techniques to enhance the level of communication.

/B

Responding to customers' requests with appropriate follow-up procedures.  Most

anyone in an automotive repair business can come in contact with the business's

customers.  For example, a customer who was invoiced incorrectly might need to

speak with an accounting department staff member.  For a business to possess a

service-orientation, each employee should be willing to help customers solve

problems and answer questions directly or by connecting customers with the

appropriate people.  Employees who follow up with customers or with appropriate

coworkers show customers that they care about them, which can create goodwill.

Up-selling is a sales technique in which a higher priced product than the one

originally requested by the customer is suggested.  Up-selling does not always

create goodwill.  Although businesses can often anticipate customers'

objections to business policies (e.g., product returns), the anticipation does

not necessarily create goodwill.  Goodwill is usually created when people

engage in active listening, not passive listening.
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Oil-change shop employees are more likely to be able to correctly follow

directions if those directions are explained in

A. chronological order.

B. complex terminology.

C. excessive detail.

D. technical language.

/A

Chronological order.  When assigning jobs or tasks to oil-change shop

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

directions.  Often, these directions involve performing tasks that need to be

completed in a certain order.  Then, the directions should be explained in

chronological order so the employees will be able to follow them correctly.

For example, employees need to know that steps one and two must be completed

before step three.  If directions are given out of chronological order,

employees might not understand or be able to perform as expected.  Directions

that are explained in complex terminology, in excessive detail, or in technical

language may be difficult for employees to understand and follow.

$$15

Which of the following is a stock-handling activity:

A. Wrapping packages

B. Assembling shipments

C. Checking inventory

D. Warehousing products

/B

Assembling shipments.  Stock handling is a distribution activity that involves

the loading, unloading, and handling of goods.  Stock-handling activities

include assembling shipments which involves gathering together goods requested

from within the vehicles and petroleum marketing company or by outside

customers.  Wrapping packages, checking inventory, and warehousing products are

other types of distribution activities.  They are not stock-handling activities.
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When customers return unwanted items at the end of the season, an automotive

accessory retailer might decide to

A. return the goods to the vendor.

B. place the goods in a special display.

C. give the goods to a competitor.

D. store the goods until next year.

/D

Store the goods until next year.  Customers sometimes return unwanted items at

the end of the season when it will be difficult for an automotive accessory

retailer to resell the items because there is no demand.  When that happens,

the retailer might decide to store the goods until next year and sell them at

the beginning of the season.  Deciding to store items often depends on the

value of the items.  If the items are expensive, retailers usually store them

to be able to sell them for full price the next year.  However, if the items

are inexpensive, retailers might decide to drastically reduce the price to sell

them quickly rather than store them until next year.  Retailers do not return

these items to the vendor.  It is not effective to create a special display for

unwanted items; however, a retailer might put all sale items together on a

shelf.  A retailer would not give the goods to a competitor.
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Where would an auto-parts store locate certain stock if it wants to increase

sales for those items?

A. On the floor by the counter

B. Top shelf of a wall display

C. Near the receiving area

D. End of aisle at eye level

/D

End of aisle at eye level.  There are positions within the auto-parts store

that attract more attention than others.  One of the most favorable spots is at

the end of aisles because there is a lot of traffic around those locations.

Also, stock that is at eye level is easy for customers to see and reach.  The

combination of eye-level positions at the end of aisles tends to attract

customers and increase sales.  Locating stock on the floor by the counter is

not as effective because customers usually do not like to bend down.  Placing

stock on the top shelf often makes it difficult for customers to reach the

items.  The receiving area usually is in the back of the store and out of the

way.  Customers might not see items located there.
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A convenience store/service station keeping all of its merchandise on shelves

and fixtures on the sales floor is an example of the __________ stock routing

method.

A. forward

B. reserve

C. display

D. central

/C

Display.  Some convenience store/service stations keep all their merchandise on

shelves and fixtures on the sales floor and do not maintain other storage

areas.  In these situations, when merchandise is delivered to the store, it is

immediately routed to display space on the sales floor.  All the items that are

available for sale are on display and in plain sight for customers to see and

handle.  Forward stock is stored in drawers on the sales floor or in storage

areas near the sales floor.  Reserve stock is stored in a stockroom.  Central

is a type of warehousing system.

$$19

Storing automotive products in a warehouse often adds __________ to products.

A. more value

B. profitability

C. place utility

D. brand loyalty

/C

Place utility.  Place utility is usefulness created by making sure that goods

or services are available at the place where they are needed or wanted by

consumers.  Storing automotive products in a warehouse often adds to place

utility because the products are available to be delivered to customers when

customers want them.  Some businesses buy additional products and keep them in

a warehouse specifically to be sure that they always have the products that

customers want.  Storing products in a warehouse does not add more value to the

products or increase brand loyalty.  Storing products in warehouses may reduce

profitability because there are costs involved in storage.

$$20

What can an automotive accessory business provide customers that improves

service and often helps the business to have an advantage over competitors?

A. Standard products

B. Routine credit terms

C. On-time delivery

D. Open-door policy

/C

On-time delivery.  Competitive advantage is the edge achieved by automotive

accessory businesses that offer something better than their competitors.  A

business that provides a service, or a better type of service, often has an

advantage over competitors that do not provide the same service.  Providing

on-time delivery often improves customer service and also helps the business to

have an advantage over competitors, particularly if competitors do not offer

delivery or delivery is slow and unreliable.  Offering on-time delivery may

persuade customers to buy from one business rather than from its competitors.

A business does not have a competitive advantage if it offers standard products

or routine credit terms that are provided by other, similar businesses.

Open-door policy is a business practice whereby management encourages

communication between employees and their superiors by stating that

management's doors are always open.
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In which of the following situations would an auto-parts store employee need to

know the identification number of a part:

A. To complete a repair job

B. To assemble a component

C. To locate a replacement in inventory

D. To identify the correct installation tool

/C

To locate a replacement in inventory.  Replacement parts vary from one car to

another, and in many cases, similar parts are not compatible.  To be able to

locate the correct replacement part in the inventory, an auto-parts store

employee needs to know the identification number of the part.  Each part

contains a specific number that identifies it from other similar parts.  This

number allows the employee to locate the part that is designed for use in a

specific model of each automobile.  Auto-parts store employees do not complete

the repair work or assemble components.  Although parts are slightly different

for various models of cars, the tools needed to install the part are usually

the same.
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What type of automotive product is most often shipped by way of water

transportation?

A. Valuable

B. Perishable

C. Emergency

D. International

/D

International.  Water transportation is one of least expensive shipping

methods, although it is also the slowest.  However, it is the main method used

to ship international products from one country to another.  Water

transportation includes the use of international waterways such as oceans, and

rivers and canals within countries.  For example, an automotive engine might be

shipped from a port in Germany to the port in Boston, MA.  From there, the

engine might be shipped by way of the St. Lawrence Seaway through the Great

Lakes to the port in Detroit, MI.  Valuable, perishable, and emergency products

are not shipped by way of water transportation because of the time involved.

$$23

An auto-parts warehouse employee who selects three batteries, five sets of

windshield wipers, and four sets of floor mats to send to a customer is

A. checking the inventory.

B. measuring the stockturn.

C. fulfilling an order.

D. packaging a shipment.

/C

Fulfilling an order.  Auto-parts warehouse employees routinely fulfill orders

by selecting from inventory the items that customers have ordered.  In many

cases, the employee walks through the warehouse and selects the various items

from the shelves or storage racks.  This is a labor-intensive process, but

often the only way to fulfill an order for a certain number of specific items.

The employee who selects certain items to send to a customer is not checking

the inventory or measuring the stockturn.  Once the employee has selected the

items, s/he might package them to ship to a customer.

$$24

What do convenience store/service stations often keep on hand to make sure that

there is an adequate level of inventory?

A. Safety stock

B. Purchase orders

C. Basic stock

D. Substitute items

/A

Safety stock.  Convenience store/service stations try to maintain a sufficient

inventory level to meet the needs of customers.  To do this, they often keep on

hand a certain amount of safety stock to serve as a cushion in the event that

some items sell faster than expected.  This protects the stores from running

out of popular goods and losing sales.  Basic stock is the staple goods for

which there is a steady demand.  Stores often keep safety stock on hand for

staple goods.  Keeping purchase orders on hand is not effective because it will

take time for the items to be delivered.  A store would keep on hand the items

that customers want rather than substitute items.

$$25

In which of the following situations will an auto-parts store identify an

overage as a result of counting inventory:

A. Perpetual inventory indicates items have been stolen.

B. Physical inventory is higher than perpetual inventory.

C. Perpetual inventory is higher than physical inventory.

D. Physical inventory indicates errors in record keeping.

/B

Physical inventory is higher than perpetual inventory.  Auto-parts stores count

inventory at least once a year to identify any problems with the system.  If

the physical inventory, what is actually in stock, is higher than the perpetual

inventory, what should be in stock, the store has an overage.  If there is more

stock on hand, the store has an overage problem, which is often caused by

errors in record keeping.  If items have been stolen, the inventory usually is

less than expected.  If the perpetual inventory is higher than the physical

inventory, there is inventory shrinkage.  An error in record keeping might

indicate overage as well as other types of inventory problems such as shrinkage

or theft.

$$26

Which of the following is an example of a tire and battery store using the

tickler system of inventory control:

A. Looks over stock to see what is needed

B. Keeps exact records of sales and returns

C. Monitors dollar value of each item in stock

D. Counts portions of stock at regular intervals

/D

Counts portions of stock at regular intervals.  Tickler control is a rotating

system of counting portions of stock at regular intervals.  Although parts of

the inventory are counted, all of the inventory is never counted at one time.

Some tire and battery stores might use this system if they do not maintain a

large inventory.  The visual inventory control method involves looking over

stock to see what is needed.  Keeping exact records of sales and returns is an

aspect of perpetual inventory control.  The dollar control system involves

monitoring the dollar value of each item in stock.

$$27

What economic activity is necessary for consumption to occur?

A. Production

B. Opportunity

C. Financing

D. Management

/A

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

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

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

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

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

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

understanding the financial concepts used in making business decisions.

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

organization's goals.

$$28

Which of the following is a limit to economic freedom in a private enterprise

system:

A. Private property

B. Personal choices

C. Profit motive

D. Pricing systems

/B

Personal choices.  Even though there are many economic freedoms in a private

enterprise system, there also are certain limits.  We are limited by our own

choices.  If we choose to buy one thing, we may not have enough money to buy

another.  We may need to choose which item is more important to us.  Private

property, profit motive, and pricing systems are characteristics of a private

enterprise system rather than limits to economic freedom.
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By encouraging customers to pay for purchases with debit cards, auto-parts

stores are often able to increase their

A. cash flow.

B. credit rating.

C. net worth.

D. sales volume.

/A

Cash flow.  Cash flow is the movement of funds into and out of a business.

Since accepting debit cards is the same as accepting cash from customers, it is

possible for an auto-parts store to increase its cash flow by accepting the

debit cards.  When a customer pays with a debit card, funds are transferred

electronically to the store's bank account from the customer's checking or

savings account.  The store does not need to wait for a personal check to clear

or for a credit-card company to send payment.  Consequently, the store has more

cash available.  Accepting debit cards does not increase a store's credit

rating.  Net worth is the total value of a store.  Sales volume is the amount

of a store's sales.
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Market researchers often place mystery shoppers in public places to observe and

record consumer buying behavior.  Some people find this practice unethical

because

A. most data collected from these activities are usually unreliable.

B. researchers are involving participants without obtaining their consent.

C. automotive businesses do not pay participants for their ideas and

     information.

D. observers overlook other factors that are important to the overall research.

/B

Researchers are involving participants without obtaining their consent.

Placing researchers in public locations to observe consumer behavior is a

controversial issue.  Proponents of these activities claim that anyone who

appears in a public place, such as a mall, is open for observation.  However,

there are others who believe that these activities invade people's privacy when

they are not told they are being observed.  Although some data derived from

observation techniques are subjective or even inaccurate, it is not appropriate

to conclude that most of the information is unreliable.  Marketing researchers

do not always pay for information; payment depends on the nature of the

research and the source.  For example, a business might gather volunteers for a

focus group and not compensate them.  Some researchers might overlook important

factors while using observation techniques.  However, it is not true of all

researchers.

$$31

When collecting secondary data from various sources, it is important for market

researchers to verify that the information is

A. biased.

B. current.

C. classified.

D. qualitative.

/B

Current.  Secondary data is information that has already been collected by

others.  For example, a staff member might provide his/her company with a

member directory of a professional organization.  The older the directory, the

more likely the information is out-of-date.  People move, retire, or change

careers and often drop out of such organizations, which makes the information

less reliable.  Biased describes an attitude that favors one viewpoint over

another.  Marketing research is a scientific method of obtaining information

and should generally consist of an objective or unbiased attitude.  Classified

is a general term that might refer to the manner in which the data is arranged

or categorized.  Classified data might also describe confidential information

that is available to select individuals.  Qualitative refers to characteristics

and factors that are difficult to measure and are often based on personal

experience.  Qualitative information is often important to marketing

researchers but its use is dependent on the nature of the research.

$$32

Researchers who are conducting environmental scans to obtain marketing

information often evaluate a muffler shop chain's internal structure in terms

of its resources and

A. competition.

B. limitations.

C. segmentation.

D. intermediaries.

/B

Limitations.  When conducting an environmental scan, researchers must gather

data about the internal structure of a muffler shop chain.  Factors such as

management and decision-making style often impact marketing research.

Resources might include the skill level of personnel, the size of the chain,

and financial standing.  The chain's limitations are the constraints that

affect the business and are often influenced by the availability of resources.

Competition and intermediaries are external factors that researchers consider

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

a market on the basis of its physical and social characteristics.
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Which of the following is most likely to have a marketing-research department:

A. Local charity

B. Leading manufacturer

C. Successful politician

D. Small auto-repair shop

/B

Leading manufacturer.  More than 85% of the country's leading manufacturers

have marketing-research departments.  Businesses of all sizes can hire the

services of outside market researchers, but large businesses often have their

own marketing-research departments.  Small auto-repair shops, local charities,

and political candidates would conduct their own research or hire an outside

researcher.

$$34

Which of the following data-processing methods is done quickly and does not

require automotive businesses to manually handle raw data:

A. Optical scanning

B. Computer keyboarding

C. Cyber-opting

D. Voice networking

/A

Optical scanning.  Optical scanning techniques allow raw data to be read

electronically, often by bar codes.  It translates the data into meaningful

information.  Computer keyboarding is a manual method of handling raw data.

Cyber-opting and voice networking are not commonly used terms to describe

marketing-information management methods.
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When designing a marketing-information database, an automobile dealership

should include relevant information that enhances or contributes to its

A. credibility.

B. profitability. 

C. liability.

D. responsibility.

/B

Profitability.  Automobile dealerships use databases to help them operate

efficiently and to make a profit.  For example, a database might include sales

referrals from a dealership's customers.  If the referrals buy from the

dealershop, the dealership increases its customer base and profitability.

Credibility refers to the level of belief in something or someone.  Liability

is the debt a business owes.  Responsibility refers to the level of reliability

to complete an action or activity.
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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.
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Why is it important for a service station chain to conduct a situational

analysis during the marketing planning process?

A. To ward off problems

B. To identify customers

C. To forecast expenses

D. To redesign products

/A

To ward off problems.  Service station chains conduct situational analyses to

obtain information about changes or trends that are beginning to develop in the

environment or marketplace.  This procedure allows chains to identify changes

at an early stage and ward off potential problems.  It is important for chains

to understand changes in their external environment in order to adapt and avoid

problems.  Without this information, chains may be unprepared to deal with

problems that might cause them to lose their competitiveness or even fail.  A

chain would not conduct a situational analysis to identify customers, forecast

expenses, or redesign products.  However, a chain might redesign products after

conducting a situational analysis and finding that they were losing their

appeal in the marketplace.
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Which of the following is an example of a businessperson developing cultural

sensitivity:

A. Practicing oral presentation skills

B. Learning differences in body language

C. Taking a course in ancient history

D. Studying road maps of various countries

/B

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

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

These forms of nonverbal communication have different meanings in different

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

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

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

cultural sensitivity and avoid using inappropriate gestures and facial

expressions.  Businesspeople do not develop cultural sensitivity by practicing

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

maps of various countries.
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Why do convenience store/service station employees usually ask to see driver's

licenses when customers are purchasing alcoholic beverages?

A. To verify age

B. To compare signatures

C. To check zip codes

D. To authorize payment

/A

To verify age.  Many convenience store/service stations sell some type of

alcoholic beverage, such as beer and wine, which are considered age-restricted

products.  To make sure that customers are of the legal age to buy these

products, employees usually ask to see the customer's driver's license,

particularly if the customer seems to be too young to be buying the product.  A

driver's license indicates a customer's birth date which tells employees if the

customer is old enough to purchase alcoholic beverages.  There is no need to

compare signatures unless the customer is paying with a credit card or personal

check.  Convenience store/service station employees do not ask to see driver's

licenses to check zip codes or to authorize payment.
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Auto-parts stores whose products generate complaints should make sure that the

complaints are passed on to the

A. accountant or controller.

B. purchasing agent or buyer.

C. stockperson or inventory clerk.

D. warehouse personnel or receiving clerk.

/B

Purchasing agent or buyer.  Customer complaints are valuable to auto-parts

stores because they provide guidance for future purchases.  Any product that

consistently generates complaints should probably be removed from the product

mix.  None of the other alternatives would need to receive customers' product

complaints.
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A tire and battery store posts checklists near equipment to help employees

follow the proper guidelines when operating machinery.  This is a form of

__________ control.

A. feedforward

B. constructive

C. utility

D. response

/A

Feedforward.  Control is defined as a management function that monitors the

work effort.  Feedforward is a form of control that bases and establishes

procedures by predicting or anticipating activities and their outcomes.  A

poster that details guidelines for machinery operation is placed near equipment

to help employees troubleshoot problems and reduce the risk of injury or

damage, which is an anticipatory action.  Utility refers to the usefulness of

something and its capability to satisfy wants and needs.  Constructive and

response are not common terms used to describe types of control.
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Steve is unsure how to dress appropriately for his job interview.  Which of the

following is a guideline that might help him select the proper attire:

A. Clothing types should follow current trends.

B. Business clothing usually should be conservative.

C. Patterns and textures of clothing should be contrasting.

D. Articles of clothing should have several points of focus.

/B

Business clothing usually should be conservative.  Steve should try to create a

positive first impression of himself by following certain guidelines for proper

dress.  Dressing conservatively, especially for work, is one of these

guidelines.  Steve does not want his appearance to distract customers from the

products that he is selling or coworkers from doing their job.  Other

guidelines include wearing an outfit that has one focal point, wearing styles

that are fashionable rather than faddish, and choosing coordinating patterns

and textures.
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Nick plays on the school's basketball team and enjoys being with his teammates.

However, Nick is the shortest person on the team and feels insecure playing in

front of the school fans.  What can Nick do to develop more self-esteem?

A. Exercise regularly

B. Practice new techniques

C. Write affirmations

D. Read sports magazines

/C

Write affirmations.  Affirmations are positive statements about present or

desired strengths.  Thinking of and writing affirmations help people to develop

more self-esteem.  An example of an affirmation that Nick might write is, "I am

an excellent basketball player."  By focusing on his strength as a basketball

player, Nick will develop more self-esteem and be comfortable playing in front

of fans rather than worrying about being short.  Exercising regularly,

practicing new techniques, and reading sports magazines may improve Nick's

game, but will not necessarily help him to develop more self-esteem.
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What is a technique for developing an effective travel pattern that is based on

the location of customers?

A. Routing

B. Segmenting

C. Clustering

D. Dispatching

/C

Clustering.  Clustering is a technique that involves organizing sales calls

based on the location of customers.  This is an effective way to develop a

travel pattern because it enables the automotive salesperson to call on

customers who are in a certain area during one visit.  For example, if there

are three customers in one city, it is efficient for a salesperson to travel to

that city and call on all those customers during one visit.  Clustering is also

cost effective because it saves travel time and expense.  Routing might involve

the actual path, or highway, a salesperson takes when traveling from one

customer to another.  Segmenting involves dividing the market according to

certain characteristics.  Dispatching might involve sending a shipment to a

customer.
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Which of the following is a good source of detailed information about specific

career opportunities in business:

A. Classified ads in urban newspaper

B. Web sites of professional organizations 

C. Community-college student centers

D. Corporate human-resource departments

/B

Web sites of professional organizations.  Most business specialties have a

professional organization such as the National Association of Business

Economics.  Today, many professional organizations also have a web site that

includes information about the type of jobs in the profession.  Many web sites

also provide information about the training necessary for jobs in the

profession and a listing of members who may have positions available.

Classified ads in urban newspapers and community-college student centers are

not good sources of detailed information about specific careers.  Corporate

human-resource departments only provide information about careers in their

businesses.
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A primary reason that employers often consider hiring a person with internship

experience is because it implies that the applicant possesses

A. the ability to work with financial data.

B. traits such as initiative and commitment.

C. a well-rounded educational background.

D. a network of prospective sales contacts.

/B

Traits such as initiative and commitment.  A trait is a personal characteristic

expressed by a regular pattern of behavior that becomes a part of you over

time.  An internship is an arrangement in which schools and businesses

cooperate to provide on-the-job training or practice for learners.  Employers

often feel that applicants who have participated in internship programs exhibit

initiative (motivation) and commitment to carry out objectives and gain

experience to help further their careers.  Therefore, traits such as initiative

and commitment are valuable to employers because they generally want to hire

personnel who are committed and motivated in job-related tasks.  Internships do

not always provide interns with experience in financial matters.  A

well-rounded education and sales contacts are not personal traits.
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Which of the following technological tools is commonly used to calculate simple

mathematical computations such as unit selling prices:

A. Palm pilot

B. Fax machine

C. Scanner

D. Calculator

/D

Calculator.  Calculators are devices that are used to compute numerical data.

Calculators are widely used and are available in many forms, including

battery-operated models and traditional electrical models.  They are often

found on computers and personal organizers such as palm pilots.  A fax machine

is used to transmit documents via telephone lines.  Scanners are technological

devices that transmit images or information to computers.
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Which of the following is an example of a potential unethical pricing issue as

it relates to social responsibility:

A. An oil company substantially increases its gasoline prices when the workers

     at a large refinery go on strike.

B. A manufacturing company increases prices on certain items to cover expenses

     to add new pollution control devices.

C. A clothing retailer deeply discounts goods in an effort to reduce excess

     inventory from the previous selling season.

D. A pharmaceutical company sells a common lifesaving drug at extremely high

     prices in specific geographical regions.

/D

A pharmaceutical company sells a common lifesaving drug at extremely high

prices in specific geographical regions.  Social responsibility is defined as

the duty of business to contribute to the well-being of society.  Because the

drug is common and has the capacity to save lives, an unethical issue is

possible if the drug is sold at prices so high that some people can afford the

drug while others cannot, which might be considered price discrimination.  An

oil company that substantially increases its gasoline prices when the workers

at a large refinery go on strike does not necessarily present an unethical

issue since the refinery lacks human resources to supply enough of the product

to meet demand.  A manufacturing company that increases prices on certain items

to cover expenses to add new pollution control devices is acting in an ethical

manner and employing social responsibility to the natural environment.  A

clothing retailer that deeply discounts goods in an effort to reduce excess

inventory from the previous selling season is not conducting socially

irresponsible activities.
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An automobile repair shop charges $75 per hour to diagnose problems and $82.75

per hour to make the repairs.  Calculate the repair estimate if the shop

expects to spend 1 1/2 hours making a diagnosis and 3 hours completing the

repairs.

A. $353.00

B. $360.75

C. $375.50

D. $382.25

/B

$360.75.  Automobile repair shops usually have rates for various types of work

and use the rates to estimate the cost of repairs for customers.  Many shops

charge a certain rate to diagnose the problem and a different rate to do the

repair work.  In this situation, the shop charges $75 per hour to diagnose

problems.  To calculate that estimate, multiply the hourly rate by the

estimated time ($75 x 1.5 hours = $112.50).  To calculate the cost of making

the repairs, multiply the hourly rate by the estimated number of hours ($82.75

x 3 = $248.25).  Add the two amounts to determine the final estimate ($112.50 +

$248.25 = $360.75).
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A store that is estimating the amount of automotive accessories it expects to

sell to customers over the next six months based on previous sales figures is

beginning to develop a(n)

A. inventory system.

B. purchasing procedure.

C. merchandise plan.

D. accounting method.

/C

Merchandise plan.  A merchandise plan, or budget, is an estimate of the amount

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

six months.  To develop this estimate, automotive accessory stores usually

consider previous sales figures as well as current trends.  The goal is to

anticipate what customers will want in order to plan purchases to have on hand

the type and quantity of merchandise that the store expects customers will buy.

An inventory system is a method of tracking inventory.  A purchasing procedure

is a method of buying.  An accounting method is a system for handling the

store's financial information.

$$51

What type of planned obsolescence is generally considered socially and

economically desirable because the replacement product offers more benefits

and/or a lower cost?

A. Style 

B. Psychological 

C. Fashion

D. Technological

/D

Technological.  Technological obsolescence equates to significant technological

improvements that result in a more effective product (e.g., CD players in cars,

from cassette players in cars).  Style obsolescence refers to superficial

changes to a product resulting in a new product.  The new model is intended to

make users of the older model feel out of date and encourage them to purchase

the new model.  This is typical in fashion merchandise.  Psychological and

fashion are synonymous with style obsolescence.
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Which of the following is a standard that is recognized internationally:

A. SAE 10W40

B. USDA Prime

C. ISO 9000

D. NMFS Best

/C

ISO 9000.  Standards have become so important to manufacturers who trade

internationally that manufacturers are adhering to international standards for

quality known as ISO 9000.  These standards guarantee that manufacturers have

met certain requirements for producing and shipping their products.  These

standards are recognized internationally.  The alternatives are grades rather

than standards.  SAE (Society of Automotive Engineers) has developed a system

for grading automotive oil such as 10W40.  USDA Prime is a grade of meat

developed by the U.S. Department of Agriculture.  NMFS (National Marine

Fisheries Service) has a grading system for fish, such as best.
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One reason gasoline and diesel fuels are graded according to uniform standards

is to allow consumers to select the fuel that is

A. most effective in cold weather.

B. the least expensive to purchase.

C. best suited for their vehicles' engines.

D. readily available at most service stations.

/C

Best suited for their vehicles' engines.  Gasoline and diesel fuels are graded

according to uniform standards because certain fuels work better in certain

types of engines.  For example, there is a difference between engines that run

on gasoline and those that run on diesel fuel.  Also, there are differences

between the various engines within those two categories.  Some automobile

engines need a premium grade of gasoline, while others run smoothly on regular.

The grading system makes it easy for consumers to select the gasoline or

diesel fuel that is best suited for their vehicles' engines.  Although some

fuels are more effective in cold weather, that is not the reason for the

grading system.  The grading system does not allow consumers to select the fuel

that is the least expensive or readily available.
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Which of the following is an example of a limited warranty in the vehicles and

petroleum marketing industry:

A. Free repairs up to a $5,000 limit

B. Satisfaction guaranteed for one year

C. Repair work covered for up to 36,000 miles

D. Unlimited service for the life of the vehicle

/C

Repair work covered for up to 36,000 miles.  In the vehicles and petroleum

marketing industry, most warranties are limited which means they expire after a

certain length of time or a certain number of miles.  For example, many

automobile manufacturers offer warranties of three years or 36,000 miles,

whichever comes first.  The warranty promises the buyer that the seller will

repair or replace automotive parts that do not perform as expected up to a

certain point.  After that point, customers must pay for repairs because the

problem is probably the result of normal wear rather than a defect.  A

guarantee is not a warranty but a promise that the product's purchase price

will be refunded if the product is not satisfactory.  Warranties usually do not

specify a dollar amount for repairs.  A limited warranty has a limit of some

type and does not promise unlimited service.
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An auto-repair shop buying replacement parts from the aftermarket occurs when

the shop buys parts from

A. authorized automobile dealerships.

B. chains of convenience store/service stations.

C. suppliers of automotive diagnostic equipment.

D. companies other than the original manufacturer.

/D

Companies other than the original manufacturer.  Companies other than the

original manufacturers that make and supply automotive parts and accessories

are considered members of the aftermarket.  Aftermarket companies make and

supply replacement parts that are compatible with the parts made by the

original manufacturers such as Ford or General Motors.  Some auto-repair shops

buy aftermarket parts because they are usually comparable in quality but often

less expensive than parts made by the original manufacturer.  Authorized

automobile dealerships carry the manufacturer's parts.  Chains of convenience

store/service stations do not sell replacement parts.  Suppliers of automotive

diagnostic equipment are not part of the aftermarket.
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A business that says it tries harder because its automotive product is not

number one, is using product positioning to

A. motivate.

B. organize.

C. upgrade.

D. compete.

/D

Compete.  Businesses often position their automotive products to compete

successfully with other, similar products.  Saying that they try harder because

their products are not number one is a way of positioning products to compete.

The goal is to make the product stand out and draw attention to the fact that,

although the product is the same as competitors' products, the business will

try harder to satisfy customers.  A business saying it tries harder is not

using product positioning to motivate, organize, or upgrade.
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What type of merchandise might a convenience store/service station buy to

increase customer traffic?

A. Expensive items

B. High-quality products

C. Surplus supplies

D. Promotional goods

/D

Promotional goods.  Convenience store/service stations often buy promotional

goods to increase customer traffic, which usually leads to an increase in the

sale of regularly stocked merchandise.  For example, a store might buy

windshield washer fluid and advertise it for sale at a low price.  Many

customers visit the store to buy the windshield washer fluid and also buy other

items as well as gasoline.  The increased customer traffic results in increased

sales.  Convenience store/service stations usually do not buy expensive items.

Although some products may be of high quality, customers usually do not shop at

convenience stores because of the quality.  Surplus supplies are not compatible

with the type of merchandise that convenience store/service stations usually

carry.
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Stock turnover rate and delivery time are important factors that an auto-parts

store should consider during the process of deciding

A. when to buy.

B. the price to pay.

C. what to buy.

D. the quality to order.

/A

When to buy.  When to buy is an important decision because auto-parts stores

want to have the merchandise in stock to satisfy customer demand.  As a result,

stores consider the turnover rate which is the number of times inventory sells,

or turns, during a particular period of time.  If stock sells quickly, stores

will buy more often.  Also, delivery time is a factor because it takes a

certain amount of time to receive merchandise once it has been ordered.  For

example, if delivery time is one week, stores will buy far enough in advance to

be sure the items will arrive when needed.  Stock turnover rate and delivery

times are not factors that stores consider during the process of deciding the

price to pay, what to buy, or the quality to order.
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Which of the following examples is most likely to stimulate ethical controversy

in terms of promotion:

A. A television station runs several beer commercials during prime-time viewing

     hours.

B. A tire manufacturer works with its dealers to develop a national sweepstakes

     promotion.

C. A retailer places advertisements in newspapers announcing early-bird

     specials during a sale.

D. A radio station broadcasts public-service announcements that inform the

     public about health issues.

/A

A television station runs several beer commercials during prime-time viewing

hours.  Prime-time viewing hours on television are considered time slots that

are geared to families.  As a result, offensive, violent, and sexual content

are often limited at these times.  Some might find promoting beer to families

and/or minors during this time unethical.  The examples consisting of a

sweepstakes promotion, advertisement placements, and public-service

announcements do not provide enough information to determine if unethical

behavior has been exhibited.
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Technology advancements have provided vehicles and petroleum marketers the

ability to send cost-effective, opt-in promotional messages to a customer's

__________ address.

A. street

B. e-mail

C. P.O. box

D. secondary

/B

E-mail.  Electronic mail is a method of sending promotional messages via

computer networks.  Each computer has its own e-mail address or path.  A street

address is a number and street name of a facility that is set up to receive

traditional mail service.  A  P.O. box is a location in a post office that

customers can send their mail to hold until they pick it up.  A secondary

address is a general term used to describe an alternate address to send mail;

it can be an electronic or traditional mail location.
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To obtain data about targeted prospects, oil-change shops often purchase

mailing information from a

A. list broker.

B. postal-exchange house.

C. catalog bank.

D. requisition center.

/A

List broker.  Oil-change shops often use list brokers to obtain mailing lists

for specific markets.  The shops use the lists to develop company databases

that contain information about prospective customers.  The broker acts as a

liaison between the list owner and list buyer.  Postal-exchange house, catalog

bank, and requisition center are not terms that are commonly used to describe

entities that arrange mailing list purchases.
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When developing a web site, automotive accessory businesses should remember

that Internet customers generally like to visit sites that are

A. productive and persuasive.

B. interactive and entertaining.

C. consistent and secure.

D. reliable and sales oriented.

/C

Consistent and secure.  Web sites must be developed in a manner that will

attract visitors and encourage repeat visits.  Sites that possess a consistent

appearance and navigational system make it easy and convenient for Internet

surfers or customers to locate desired information.  When purchasing products

from the web site, customers want to feel that data such as credit-card

information is kept confidential and secure to lower the risk of fraud.

Although customers usually expect web sites to be productive, interactive, and

reliable, they do not always expect them to be sales oriented, persuasive, or

entertaining.  The level of sales orientation, persuasiveness, and

entertainment is highly dependent on the type of information or products the

web site is presenting.
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What do vehicles and petroleum marketing businesses often include in a news

release to highlight an important point?

A. Contact

B. Photograph

C. Headline

D. Deadline

/C

Headline.  A headline is the title of a news release or news article.  Vehicles

and petroleum marketing businesses often write a headline for their news

releases to highlight whatever they feel is the most important in the releases.

In many cases, the media will use the headline if it is short and to the

point.  News releases should include a contact name in case the media need more

information, rather than to highlight an important point.  Including a

photograph can help to get information presented, but does not necessarily

highlight an important point.  The media set deadlines that businesses need to

meet.
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Arranging for a well-known race car driver to appear at an auto-parts store to

promote a new brand of engine oil is an example of a store preparing for a

A. special event.

B. demonstration.

C. trade show.

D. product sampling.

/A

Special event.  Auto-parts stores often hold special events to promote the sale

of new merchandise such as a new brand of engine oil.  One type of special

event involves arranging for a well-known race car driver to appear at the

store.  A personal appearance by a celebrity will generate publicity and

attract potential customers.  Customers often attend specifically to see the

celebrity, but also end up buying merchandise which is the purpose of holding a

special event.  A demonstration involves showing how a product works or how it

should be used.  A trade show is a gathering of businesses in the same

industry.  Product sampling involves allowing customers to try the product to

encourage buying.
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Why do service stations located near interstate highway exits often use outdoor

advertising as a promotional method?

A. Is large and hard to ignore

B. Takes up a small amount of space

C. Has a short life span

D. Moves from place to place

/A

Is large and hard to ignore.  Outdoor advertising is advertising that appears

in locations outside the home such as billboards.  This is an effective method

of promoting products to customers because the outdoor advertising is large and

hard to ignore.  For example, service stations located near interstate highway

exits often use billboards to promote their goods and services to travelers.

The billboards are located along the highway and are hard to ignore because

they are large so that they can be seen easily from a long distance.  They

attract the attention of travelers who need to buy gasoline or related

products.  Outdoor advertising usually takes up a large amount of space such as

a billboard or the side of a building.  Not all outdoor advertising moves from

place to place.  Some is stationary such as billboards.  Outdoor advertising is

usually considered to have a long life span.
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Which of the following is a problem that might develop if automotive accessory

stores fail to maintain displays in good condition:

A. Employees will project a negative image.

B. Vendors will refuse to supply the stores.

C. Stores will need to order additional items.

D. Customers will think the merchandise is old.

/D

Customers will think the merchandise is old.  Automotive accessory stores want

their displays to look fresh and new and be appealing to customers.  If the

stores fail to maintain the displays in good condition, the merchandise might

appear disorganized and dusty.  The result might be that customers think the

merchandise has been on display for a long time and is old.  This is a problem

because customers usually do not want to buy old merchandise unless it is

deeply discounted.  The poorly maintained displays create a negative image of

the store rather than of the employees.  Failing to maintain displays in good

condition does not mean that vendors will refuse to supply the stores or that

the stores will need to order additional items.
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When service stations change the price of gasoline to appeal to the target

market by selling gasoline for less than the competition, the stations are

using price as a(n)

A. promotional tool.

B. advertising method.

C. sales premium.

D. trade incentive.

/A

Promotional tool.  In some situations, price is used as a promotional tool,

especially in the highly competitive gasoline market.  Service stations often

lower the price of gasoline to appeal to the target market.  The hope is that

the lower prices will attract customers away from competitors.  This is an

effective promotional tool, particularly when gasoline is expensive, because

customers will shop around for the lowest price.  Advertising is a form of

promotion, but it does not involve changing price.  However, a station might

advertise that it has the lowest price.  A sales premium is an item a station

offers free to the purchaser of a particular product.  A trade incentive is

given to employees who achieve a specified goal.
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Why do many convenience store/service stations use a variety of self-service

display fixtures?

A. To protect merchandise

B. To reduce staffing needs

C. To stock large selections

D. To decrease delivery time

/B

To reduce staffing needs.  Most convenience store/service stations keep only a

few employees on duty at a time.  Therefore, the use of self-service display

fixtures reduces the need for hiring additional staff to assist customers.  The

fixtures allow customers to quickly serve themselves and purchase the items

they want without the help of a store employee.  Self-service display fixtures

are open, which makes the merchandise easily accessible rather than protected.

Most convenience store/service stations do not stock large selections.  Using

self-service display fixtures does not decrease delivery time.
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Convenience store/service stations usually set up point-of-purchase displays

near the cash registers to take advantage of the

A. open space.

B. wide aisles.

C. heavy traffic.

D. bright lighting.

/C

Heavy traffic.  The area near the cash registers has the most customer traffic

because customers stop there to pay for purchases.  Many times, that is the

only area that customers visit because they enter the store to pay for gasoline

or buy one small item.  By setting up point-of-purchase displays near the cash

registers, stores are taking advantage of the heavy traffic to promote new or

seasonal products and increase sales.  While customers are waiting to pay, they

see the attractive displays that promote impulse buying.  In most convenience

store/service stations, there is not a lot of open space near the cash

registers.  The stores usually do not have wide aisles.  Stores do not set up

displays near the cash registers to take advantage of the bright lighting.
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What do auto-parts stores develop to create awareness, attract customers, and

encourage buying?

A. Promotional plans

B. Distribution channels

C. Supply schedules

D. Interactive messages

/A

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

activities of an auto-parts store.  The purpose of promotional plans is to

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

goal, stores identify a variety of promotional activities such as advertising

and sales promotions.  Then, businesses select the activities that will most

effectively help them to create awareness, attract customers, and encourage

buying.  Distribution channels are the paths, or routes, that goods or services

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

schedules are the timetables established for the delivery of goods.

Interactive messages often involve electronic communication.
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When planning a display to promote a special sale, an auto-parts store manager

should make sure that the display is

A. approved by the various vendors.

B. located near unrelated merchandise.

C. similar to competitors' displays.

D. compatible with the store's image.

/D

Compatible with the store's image.  An auto-parts store has a distinct image

that it has developed over time to appeal to a specific target market.

Customers identify with the image that they expect to remain consistent.

Therefore, displays should be compatible with the store's image because the

displays promote products.  If the displays are out of character, customers may

become confused.  For example, if the image is one of a discount store, it

would be out of character to promote the sale of high-priced, exclusive items.

Displays are not approved by the various vendors.  It is often effective to

locate special displays near related merchandise.  Stores often try to develop

unique displays that set them apart from the competition.
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One way that automobile salespeople can build relationships through the use of

effective customer service is to

A. spend a lot of time visiting with customers.

B. look for new techniques that benefit customers.

C. help their businesses hire productive employees.

D. identify methods of saving money for their businesses.

/B

Look for new techniques that benefit customers.  Building relationships through

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

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

new techniques that will benefit customers or information that might help

customers solve problems.  When automobile salespeople are proactive and go out

of their way to be of service, they usually build long-term relationships with

customers who appreciate the extra effort.  Salespeople should focus on

relevant issues in sales situations rather than spend a lot of time visiting

and carrying on casual conversations.  Salespeople who identify money-saving

methods for their businesses or help their businesses hire productive employees

are assisting the business rather than building relationships with customers.
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Which of the following is an example of automotive supply salespeople behaving

ethically when dealing with customers:

A. Offering an expensive weekend trip

B. Saying the product will increase profit

C. Giving an unusually high discount

D. Explaining the money-back guarantee

/D

Explaining the money-back guarantee.  Ethics are the basic principles that

govern a salesperson's behavior.  Automotive supply salespeople who are ethical

treat customers fairly, present their products truthfully, and provide as much

information as possible.  Explaining the money-back guarantee is an example of

ethical behavior because salespeople are reassuring customers that their money

will be refunded if they are not satisfied with the product.  Offering an

expensive weekend trip might be unethical if it is actually a bribe.  Saying

the product will increase profit might be unethical if the salesperson is

exaggerating or misrepresenting the product's capabilities.  Giving an

unusually high discount might be illegal if the same type of discount is not

available to all customers who buy the same quantity of the same product.
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How do antitrust laws that prevent the formation of monopolies and promote

competition affect petroleum marketing businesses?

A. Make certain selling activities illegal

B. Require extensive reporting to government

C. Establish a formal code of ethics

D. Create a standard for employee rights

/A

Make certain selling activities illegal.  A variety of federal antitrust laws

exist that are intended to promote competition among petroleum marketing

businesses and prevent the formation of monopolies.  These laws affect a

business's sales activities because they make certain actions illegal such as

price-fixing and price discrimination.  Businesses that violate antitrust laws

are subject to severe fines and penalties.  Antitrust laws do not require

extensive reporting to government, establish a formal code of ethics, or create

a standard for employee rights.
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What are often included in automotive service guides that help technicians

interpret the information correctly?

A. Abbreviations

B. Specifications

C. Definitions

D. Illustrations

/D

Illustrations.  Service guides provide detailed information on how to repair

vehicles.  To complete the work correctly, technicians must be able to

interpret the information and follow the procedures in a step-by-step manner.

Therefore, service guides often include illustrations that supplement the

written information.  Illustrations, such as diagrams and photographs, help

with the interpretation and provide an easy-to-understand visual.

Abbreviations are shortened forms of automotive terms.  Specifications are

detailed, precise descriptions.  Definitions are the meanings of words.
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What information about an automobile might an auto-parts store employee need to

know to locate the correct replacement part in a catalog?

A. Engine type

B. Manufacturing plant

C. Dealership

D. Purchase price

/A

Engine type.  Different automobiles contain different engines which may have a

significant effect on the parts that fit with the engine.  To locate the

replacement part that is compatible, an auto-parts store employee needs to know

the engine type.  This information is included in the vehicle identification

number (VIN) that is attached to all automobiles.  By checking the VIN, the

employee can determine the engine type and then locate the correct replacement

part in a catalog.  The employee does not need to know the plant where the

automobile was manufactured, although that information is included in the VIN.

Knowing the dealership and purchase price will not help the employee to locate

the correct replacement part.
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One reason automotive accessory stores maintain up-to-date catalogs and price

sheets for the manufacturers they represent is to

A. use the catalogs as marketing pieces.

B. provide accurate information to customers.

C. compare the prices to those of competitors.

D. keep track of current promotional materials.

/B

Provide accurate information to customers.  Accessory stores use the catalogs

and price sheets they receive from manufacturers to provide accurate

information to customers.  Manufacturers often change the prices of certain

products, drop products from their catalogs, or add new products.  Without

up-to-date catalogs and price sheets, stores would not be able to charge the

correct price or order items from the catalog that the store does not routinely

carry.  Stores do not maintain catalogs and price sheets to compare prices to

those of competitors.  The catalogs provide information for the store, but

usually are not intended to be used as marketing pieces.  Catalogs and price

sheets usually are not considered to be promotional materials.  In many cases,

they indicate price to the store rather than the retail price that customers

pay.
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What type of measurement does an automotive technician need to know to

correctly add antifreeze to a cooling system?

A. Radiator pressure

B. Engine temperature

C. Water ratio

D. Freeze point

/C

Water ratio.  Understanding volume measurements is an important part of an

automotive technician's job because several automobile components require

fluids to operate.  For example, the cooling system needs antifreeze to protect

the engine and other systems from excessive temperatures.  When adding

antifreeze, the antifreeze must be mixed with water and the recommended ratio

is 50-50.  A technician does not need to know radiator pressure, engine

temperature, or freeze point to correctly add antifreeze to a cooling system.
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When performing a visual inspection of a vehicle, what should an automotive

technician look for to determine if the tires need to be replaced?

A. Wheel diameter

B. Solid rubber bars

C. Number of plies

D. Inflation pressure

/B

Solid rubber bars.  When performing a visual inspection of a vehicle, it is

important for an automotive technician to examine the tires to determine if

there is too much tread wear.  If a technician sees solid rubber bars on the

tires, this means that the tread is worn to the point that the tires are unsafe

and should be replaced.  Tires with low tread or no tread in some places do not

perform properly.  The wheel diameter, number of plies, and inflation pressure

do not indicate that tires should be replaced.
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Who might auto-parts stores work with to obtain promotional materials and

displays that will be helpful in selling?

A. Product designers

B. Automotive engineers

C. Petroleum marketers

D. Factory representatives

/D

Factory representatives.  These representatives work for the auto-parts

manufacturer and are responsible for selling the manufacturer's products to the

auto-parts store.  Their goal is to sell and to help the store sell.  One way

they do this is by providing promotional materials and displays.  Therefore,

stores work with the factory representatives to obtain the types of materials

that they need to explain products to customers and encourage them to buy.  In

most cases, auto-parts stores do not have contact with product designers and

automotive engineers.  Auto-parts stores are considered petroleum marketers.

$$81

One reason it is important for tire and battery salespeople to understand the

features and benefits of their products is to explain to customers the

differences between

A. using a credit card and paying cash.

B. hidden benefits and obvious benefits.

C. their products and competitors' products.

D. product features and physical characteristics.

/C

Their products and competitors' products.  By explaining product features in

terms of benefits, tire and battery salespeople will be able to help customers

understand the differences between their products and the products of their

competitors.  In order to explain the differences, salespeople need to have

product knowledge and understand the specific features and benefits of their

products.  Effectively explaining the differences will help salespeople to

persuade customers to buy their products instead of the products of their

competitors.  Salespeople explain hidden benefits and obvious benefits, but

they do not explain the differences between hidden and obvious benefits.

Product features are physical characteristics.  Salespeople do not need to

understand the features and benefits of their products to explain to customers

the differences between using a credit card and paying cash.
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Which of the following is a characteristic of the anti-lock brake system (ABS):

A. Controls the speed of the accelerator

B. Activates when a wheel begins to lock up

C. Responds during normal braking situations

D. Serves as a backup to the parking brake

/B

Activates when a wheel begins to lock up.  The anti-lock brake system (ABS) is

designed to make it easier for a driver to stop a car that is skidding.  When

the sensors in the system detect that a wheel is beginning to lock up and skid,

the ABS is activated and begins to reduce the speed of the wheel that is

skidding.  ABS does not respond during normal braking situations, only when it

detects a problem.  ABS is not a backup to the parking brake, nor does it

control the speed of the accelerator.
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Shock absorbers, ball joints, and springs are important components of an

automobile's __________ system.

A. transaxle

B. suspension

C. alignment

D. navigation

/B

Suspension.  An automobile's suspension system lets the wheels move up and down

without moving the body of the car.  The system is intended to prevent bouncing

and provide a smooth ride.  Shock absorbers, ball joints, and springs are

important components of the suspension system.  They control the bounce and

movement when an automobile drives over bumps and holes in the road.  Shock

absorbers, ball joints, and springs are not components of an automobile's

transaxle, alignment, or navigation systems.
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Mr. Evans brings his car to the local repair shop because the clutch seems to

be slipping.  What is the most likely cause of the problem?

A. A bad throw-out bearing

B. Friction disc is staying engaged to the flywheel

C. The flywheel is overheating and has surface cracks

D. Clutch friction disc sliding between the flywheel and pressure plate

/D

Clutch friction disc sliding between the flywheel and pressure plate.  This is

noticed when the engine is racing and usually occurs as the vehicle is

accelerating from a standstill.  The flywheel overheating would cause surface

cracks, therefore causing the clutch to wear rapidly.  A bad throw-out bearing

causes a grinding noise.  The clutch drags when the friction disk is staying

engaged to the flywheel, and may make the car move forward when the engine is

running and transmission is in gear.
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A person preparing for a job as service manager in a local car dealership needs

to know that all modern automotive electronics depend on the use of

A. semiconductors.

B. electromagnets.

C. electrical circuits.

D. electromotive force.

/A

Semiconductors.  Semiconductors are the basis of all modern automotive

electronics; sometimes serving as conductors and other times serving as

insulators.  These devices are small and durable, thus making them useful in

cars.  Electromagnets energize currents passing through them and are used in

solenoids, relays, and ignition coils.  Electrical circuits are composed of a

power source such as a battery, a unit to be operated such as a bulb, and

wiring that provides a connection.  Electromotive force, otherwise known as

EMF, is electrical pressure or voltage produced initially by a battery.
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The owner of an expensive automobile visits the local NAPA store in search of a

part that will reduce the exhaust noise.  The service manager suggests a(n)

A. manifold.

B. muffler chamber.

C. resonator.

D. exhaust pipe.

/C

Resonator.  A resonator is found on more expensive vehicles and is an extra

muffler designed to produce the quietest possible exhaust noise.  A manifold

carries exhaust gas from the port to the rest of the exhaust system.  Muffler

chambers are found inside reverse-flow mufflers and cause exhaust gases to

reverse direction, which can help reduce noise.  Exhaust pipes connect the

manifold, muffler, converter and resonator.
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Which of the following components of the selling process often helps to reduce

the amount of selling time required:

A. Discovering customer needs

B. Prescribing possible solutions 

C. Establishing relationships with customers

D. Creating a good impression of the business

/A

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

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

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

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

amount of selling time required.  Establishing relationships with customers is

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

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

of the selling process and takes place after salespeople have discovered

customer needs.
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Which of the following is an appropriate question to ask to determine an

auto-parts store customer's needs:

A. "How much can you afford to pay?"

B. "How do you plan to use the item?"

C. "Are you sure that is the right size?"

D. "Would you like to see a cheaper model?"

/B

"How do you plan to use the item?"  Appropriate questions are concerned with

style or model, materials, and intended use.  Therefore, it is appropriate to

ask customers how they plan to use the item to determine their needs.

Inappropriate questions may make customers feel uncomfortable, hurt their

feelings, or make them angry.  Examples of inappropriate questions are, "How

much can you afford to pay," "Are you sure that is the right size," and "Would

you like to see a cheaper model?"
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What type of probes would be the most useful in determining a tire store

customer's needs?

A. Opinion gathering

B. Information gathering

C. Confirming

D. Closed end

/B

Information gathering.  An information-gathering probe is a technique for

probing in which the salesperson's objective is to find out information about

customers that will be helpful in satisfying needs.  These types of probes

often begin with "who," "what," "when," "where," "why," and "how."  Examples

are "Who will be using this product?" and "How will this product be used?"  The

way that customers answer the probes will provide information that will help

salespeople identify the customer's real need.  Opinion-gathering probes are

used to involve customers in the sales presentation rather than determine their

needs.  Confirming probes are used to check for understanding rather than

determine needs.  Closed end is a question that is structured so that it

requires a short, precise response.
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An automotive technician performs a battery load test that shows a 12-volt

battery operating at 7.5 volts.  As a result, the technician tells the customer

that the battery

A. must be replaced.

B. needs to be charged.

C. is fully charged.

D. has a cracked case.

/A

Must be replaced.  A battery load test measures the voltage of a battery.

Depending on the temperature of the battery, a good 12-volt battery should

maintain a certain voltage.  If the battery load test shows the battery

operating at 7.5 volts, the battery is operating at an unacceptable level and

should be replaced.  A technician should interpret the results of the battery

load test so the customer understands the need for a replacement.  A 12-volt

battery operating at 7.5 volts is not fully charged.  It should be replaced

rather than charged.  The battery load test does not indicate if the battery

has a cracked case.
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Which of the following is a barrier that an automotive accessory 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, an automotive

accessory 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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During a group presentation to buyers for a muffler shop chain, why is it

important for a salesperson to quickly determine the behavioral style of the

group?

A. To adjust selling methods

B. To properly answer questions

C. To explain qualifications

D. To prepare for negotiations

/A

To adjust selling methods.  A group usually takes on the behavioral style of

its dominant members.  Therefore, it is important for a salesperson to quickly

determine that style in order to adjust selling methods to satisfy the group

style.  For example, some groups want a lot of technical information, whereas

other groups are more people-oriented and expect enthusiasm.  Salespeople who

sell to groups need to determine the behavioral style in order to successfully

appeal to the group.  Salespeople do not determine the behavioral style of the

group to properly answer questions, explain qualifications, or prepare for

negotiations.
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In which of the following situations might an automotive accessory store

employee hit the RFND key when operating an electronic cash register:

A. Customer is returning an item.

B. Manager wants a subtotal of sales.

C. Customer needs a duplicate receipt.

D. Manager is paying a vendor in cash.

/A

Customer is returning an item.  The RFND, or refund, key is one of the

specialized keys on an electronic cash register.  If a customer returns an item

for a cash refund, an automotive accessory store employee would hit the RFND

key to indicate that cash is being returned to the customer.  The SBTL key is

the subtotal key.  The RCPT key prints a duplicate receipt.  The PO key

indicates a cash payment to a vendor.
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An automotive technician usually recommends that a customer schedule a minor

tune-up at approximately __________ miles.

A. 10,000-15,000

B. 30,000-40,000

C. 50,000-55,000

D. 60,000-70,000

/B

30,000-40,000.  Automobiles that have been driven for only 30,000-40,000 miles

need only a minor tune-up because the parts and systems are still in good

condition.  Scheduling a minor tune-up at this time is a good maintenance

practice because technicians can detect minor problems and make necessary

adjustments before they become serious.  Automobiles that have been driven for

only 10,000-15,000 miles do not need tune-ups.  After an automobile has been

driven for 50,000 miles or more, it is probably due for a major tune-up.
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Auto-parts salespeople should show a sincere interest in meeting customers'

needs when dealing with __________ customers.

A. all

B. informed

C. frugal

D. difficult

/A

All.  Auto-parts salespeople should strive to make each contact with customers

a good experience for them.  Therefore, there are guidelines for salespeople to

follow when handling all personality types.  One of these guidelines is to show

a sincere interest in meeting customers' needs.  Salespeople should treat all

customers with care so they don't take their business elsewhere.  All customers

include those who have informed, frugal, or difficult personalities.
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What do auto-repair shops usually provide customers as part of the process of

preparing service orders?

A. Estimates

B. Warranties

C. References

D. Diagnoses

/A

Estimates.  When preparing service orders for automotive repair work, shops

usually provide customers with estimates of the total cost.  It is important to

provide estimates because customers may be willing to spend only a certain

amount to have a car repaired.  By giving estimates, the auto-repair shop can

obtain the customer's signature on the service order which authorizes the shop

to do the work.  Some replacement parts are under warranty, but customers do

not receive the warranties until the repair work is completed.  References are

other customers who are willing to recommend the repair shop.  Diagnoses are

the results of testing certain parts or systems to identify the problems.  A

shop probably will not be able to diagnose a problem prior to preparing a

service order.
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An automobile dealer must obtain approval from the manufacturer if the dealer

wants to

A. offer a lower price.

B. join a trade association.

C. sell the dealership.

D. terminate an employee.

/C

Sell the dealership.  Selling a dealership is an example of a changeover.

However, the automobile manufacturer has final control over dealerships and

must approve the sale of a dealership.  Because of the type of business

relationship that exists between a manufacturer and a dealership, dealers are

not free to sell dealerships whenever they want or to whoever they want.  An

automobile dealer has the authority to offer lower prices, join a trade

association, or terminate an employee.
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Presentation software that includes animation allows salespeople to create

computer-generated visuals that

A. are easy to read.

B. increase credibility.

C. outline the topic.

D. move realistically.

/D

Move realistically.  Many presentation software programs contain an animation

feature.  The use of animation in presentations is effective because it can

provide a realistic display that moves and contains action.  For example, a

salesperson might use presentation software to combine computerized drawings

and animate a proposed amusement park or an airport terminal.  The animated

representation shows people using the park or terminal, which makes it easier

for viewers to visualize the finished product.  The animation feature is used

to create movement and action rather than to make the presentation easy to read

or more credible.  The animation feature generally is not used to outline the

topic.
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A technician tests an automobile's battery that keeps going dead.  If the test

determines that the battery is holding a charge, the problem might be the

A. alternator.

B. battery cell.

C. starter.

D. chassis wiring.

/A

Alternator.  The alternator keeps the battery charged once the engine is

started.  A battery cell is one small element of the battery and would not be

the problem if the battery is holding a charge outside of the car.  A small

electric starting motor, known as the starter, starts the engine using a drive

system.  Chassis wiring is that wiring not directly connected with the engine.

This wiring is not operated unless the vehicle is running.
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