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$$0

Requiring that all purchases of $1,500 or more be competitively bid is an

example of a purchasing

A. tactic.

B. strategy.

C. policy.

D. objective.

/C

Policy.  A business's purchasing policies are intended to serve as guidelines

that direct purchasing decisions.  Businesses usually develop purchasing

policies to control activities involving suppliers, price, and quality.  An

example of a purchasing policy is requiring all orders of $1,500 or more to be

competitively bid.  This type of policy helps businesses to obtain the best

price on large orders.  A strategy is a plan of action for achieving goals and

objectives.  A tactic is a specific action that will be used to carry out

strategies.  An objective is a goal to be reached.

$$1

When preparing a cash flow statement, calculate a business's cash receipts if

it has $3,500 from cash sales, $4,750 from credit sales, $1,400 from personal

checks, and $200 from interest income.

A. $5,100

B. $6,300

C. $8,450

D. $9,850

/A

$5,100.  Cash receipts are the monies that a business collects, e.g., business

income.  Cash receipts include cash from such things as the sale of goods and

services, loans, the sale of assets, and interest income.  Cash receipts

include only collected money, not money that will be received in the future

such as from credit sales.  Therefore, to calculate cash receipts for a cash

flow statement, add the totals from cash sales, personal checks, and interest

income ($3,500 + $1,400 + $200 = $5,100).

$$2

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

in a business:

A. Income statement

B. Operating budget

C. Balance sheet

D. Profit report

/C

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

financial condition of the business at that particular moment.  The balance

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

amount the owner has invested in the business.  An income statement is a

summary of a business's income and expenses over a period of time.  An

operating budget is an estimate of a business's finances of the day-to-day

operations.  A profit report is a summary of business transactions that shows

net profit before and after taxes.

$$3

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

valuables is one way for businesses to prevent

A. robbery.

B. employee fraud.

C. burglary.

D. internal theft.

/D

Internal theft.  Internal theft involves employees taking something that

belongs to the business with no intention of returning it.  To prevent internal

theft, many businesses issue keys or access cards that allow only certain

employees to gain entry into areas that contain supplies and valuables.  This

system limits the number of employees who have access to those items, which in

turn helps to prevent internal theft.  Robbery is theft that involves the use

of force, violence, or fear.  Employee fraud is a deception purposely carried

out to secure unfair or unlawful gain.  Burglary is any illegal entry into a

building to commit a theft.

$$4

Company policies and procedures, organizational charts, and minutes from sales

meetings are examples of a business's __________ records.

A. promotional

B. administrative

C. operational

D. legislative

/B

Administrative.  Administrative records are documents containing information

related to company resources and communications.  Businesses keep records of

documents that they may need to refer to in the future.  These include meeting

minutes and reports, company policies and procedures, and organizational charts

that depict the relationships of departments and personnel.  These documents

help to ensure the smooth operation and management of the business.

Promotional records are documents containing information about the various

types of communications that businesses use to inform, persuade, or remind

customers of their products.  Operational and legislative are not types of

business records.

$$5

Why is it important for management to focus on achieving quality in a business?

A. To attract vendors

B. To control employees

C. To organize unions

D. To retain customers

/D

To retain customers.  Customers expect a certain standard of quality from a

business.  If businesses fail to provide that level of quality, customers may

decide to go elsewhere.  Managers are the ones who set the standard of quality

in a business.  If they decide to sell unreliable goods or provide poor

service, they might damage the business's reputation.  This might cause

customers to become dissatisfied with the business's quality.  Once a business

loses customers, it is more difficult to regain them.  Management does not

focus on achieving quality to attract vendors, control employees, or organize

unions.

$$6

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.

$$7

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

server?

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

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

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

     requirements

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

     instructions

/D

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

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

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

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

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

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

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

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

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

trade requirements.

$$8

What can a small business do to make an insurance company quickly settle a

claim?

A. Pay premiums well in advance

B. Promptly file a written claim

C. Purchase multiple policies

D. Pursue a claim in the courts

/B

Promptly file a written claim.  Insurance companies are in business to make a

profit.  The longer it takes to pay a claim, the longer the funds will earn

interest, or income.  Therefore, insurance companies sometimes are slow in

paying claims.  To speed up the process, a business should promptly file a

written claim as soon as a loss occurs.  Once the insurance company receives

all the necessary written documentation from a business, there is no excuse for

holding up payment.  The faster the business submits a claim, the sooner it

will receive settlement.  Paying premiums well in advance or purchasing

multiple policies will not make an insurance company quickly settle a claim.

If the insurance company is delaying payment, a business can seek assistance

through the court system.

$$9

Leaving both exterior and interior lights on in a business throughout the night

is often an effective way to prevent

A. robberies.

B. accidents.

C. injuries.

D. burglaries.

/D

Burglaries.  A burglary is an illegal entry into a building to commit a theft.

Businesses are often able to prevent burglaries by leaving both exterior and

interior lights on throughout the night.  Burglars are less likely to try to

gain entrance to a building that is well lit because there is an increased risk

that they will be noticed.  The additional cost of lighting is a small price to

pay to prevent burglaries.  A robbery is theft that involves the use of force,

violence, or fear and usually occurs when the business is open.  Businesses

usually do not leave interior and exterior lights on throughout the night to

prevent accidents and injuries because employees and customers normally are not

on the premises at that time.

$$10

An effective technique to use when writing persuasive messages to customers is

to

A. use aggressive words.

B. demand their attention.

C. make a prediction.

D. appeal to their needs.

/D

Appeal to their needs.  The purpose of writing persuasive messages is to

convince customers to do something such as buy a product or pay an overdue

bill.  To encourage them to take the correct action, it is important to appeal

to their needs and show them why it is a benefit to do what you want them to

do.  For example, if you want customers to buy a new product, explain how that

product will benefit them, such as by saving money or speeding up production.

Customers are more likely to respond favorably when they understand how their

needs will be satisfied.  It is not effective to use aggressive words or demand

a customer's attention as these techniques often offend customers.  Making a

prediction is not as effective as stating a fact or providing logical evidence

to support your message.

$$11

When conducting staff meetings, what should managers do to make the meeting

productive?

A. Limit discussion

B. Promote aggression

C. Encourage feedback

D. Discourage criticism

/C

Encourage feedback.  The purpose of conducting staff meetings is to share

information, solve problems, and make decisions.  In order to do this

effectively, managers should encourage participants to provide both positive

and negative feedback.  Sharing a wide variety of ideas and being open about

problems and criticisms will make it easier for the group to find solutions

that will satisfy everyone.  In conjunction with encouraging feedback, managers

should encourage discussion and the sharing of criticism.  They should not

promote aggressive behavior because that type of behavior often makes it more

difficult to reach an agreement or solve a problem.

$$12

Which of the following is an example of a manager being unethical when

communicating with employees:

A. Deliberately providing insufficient information

B. Explaining that some information is confidential

C. Purposely sending information in simple chart form

D. Limiting the distribution of classified information

/A

Deliberately providing insufficient information.  In some situations, a manager

might deliberately provide insufficient information for the purpose of setting

up an employee to fail.  This is considered an unethical way to communicate

because the employee does not have a fair chance to complete an assignment

successfully.  Managers have an obligation to treat all employees ethically and

give them the information and tools needed to do the job.  It is ethical for

managers to explain that some information is confidential and to limit the

distribution of classified information.  Sending information in simple chart

form often makes it easier for employees to understand complex data.

$$13

To make sure products are available when customers want them, a business should

coordinate promotion with

A. segmentation.

B. transportation.

C. distribution.

D. communication.

/C

Distribution.  Promotion helps to create demand for products while distribution

makes those products available.  Businesses coordinate distribution with

promotional activities to make sure that sufficient quantities of advertised

products are available when customers want to buy them.  If a business plans to

promote a certain item, the business must make sure than an adequate supply

will be on hand to meet consumer demand.  Businesses may lose customers if they

promote certain items that are not available because they failed to make the

necessary distribution arrangements.  Transportation is the act of moving items

from one place to another and is only one aspect of distribution.  Segmentation

involves dividing something, such as a total market, into smaller, more

specific groups.  Communication is an exchange of information in which the

words and gestures are understood in the same way by both the speaker and the

listener.

$$14

One way that businesses use technology to move products efficiently through the

distribution chain is by

A. implementing an automatic identification system.

B. developing company web sites to promote product.

C. tracking the shipping expenses in a database system.

D. encouraging the use of networked trading communities.

/A

Implementing an automatic identification system.  An automatic identification

system uses electronic bar coding symbols to transmit information.  Businesses

often use bar coding as a way to keep track of their inventory and reorder

stock.  Bar coding eliminates the need to process inventory manually, which

takes much more time and is subject to a higher rate of error.  Although

tracking shipping expenses through a database system and developing web sites

require technology to operate, products do not necessarily move through the

distribution chain more efficiently.  Use of networked trading communities can

potentially increase the efficiency of product movement.  However, merely

encouraging use of networked systems does not increase product movement

efficiency.

$$15

The dealers who are authorized by manufacturers to distribute the

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

A. sale pricing.

B. personal selling.

C. volume buying.

D. gray marketing.

/D

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

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

distribution of gray market goods bypasses the authorized distribution

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

buy gray market goods for resale often charge discounted prices.  This practice

has a negative effect on authorized dealers that purchased the same goods from

the manufacturers and are not able to offer large discounts.  Sale pricing is

pricing items at low levels and promoting them for a limited period of time.

Personal selling is the form of promotion that determines client needs and

wants and responds through planned, personalized communication that influences

purchase decisions and enhances future business opportunities.  Volume buying

involves buying in large quantities, which often results in receiving a

discount.

$$16

A business orders $4,650 worth of goods from a manufacturer that agrees to ship

the order FOB destination.  If shipping charges are 1 1/2% of the cost of the

order, what amount will the business pay?

A. $4,650.00

B. $4,696.50

C. $4,719.75

D. $4,731.25

/A

$4,650.00.  Businesses usually negotiate for the most economical shipping

method in order to save money on delivery charges.  If the shipping charges are

stated as FOB destination, the manufacturer owns the goods during shipment and

pays the shipping charges to move the goods to the business.  This is often

cost effective for businesses because they do not pay shipping charges and are

not responsible for the order until the products are delivered.  Therefore, in

this situation, the business pays only the price of the order, which is $4,650.

$$17

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

products:

A. Production has exceeded sales.

B. Transportation costs have increased.

C. Raw materials are unavailable.

D. Warehouses are reducing prices.

/A

Production has exceeded sales.  Businesses often need to store products for a

variety of reasons.  One reason might be that production has exceeded sales,

and the supply of products is greater than current demand.  In that case, a

business might store the excess supply to have products available when demand

begins to increase.  Businesses do not store products because transportation

costs have increased.  If customers want the products, businesses will pay to

get the products to customers.  If raw materials are unavailable, businesses

might be unable to produce products and would not need to store them.

Businesses do not store products simply because warehouses reduce prices.

$$18

A business that decides to sell its products to a wholesaler rather than to the

final customer is using the __________ distribution channel.

A. retail

B. indirect

C. direct

D. broker

/B

Indirect.  Indirect is a channel of distribution in which goods and services

move from the producer to the channel members and then to consumers or

industrial users.  Some businesses are not equipped to sell directly to the

final customer and need to select an appropriate channel of distribution.

Selling products to a wholesaler that in turn sells to retailers is one way

that these businesses distribute their products.  Retail is not a distribution

channel.  Direct is a channel of distribution in which goods and services move

directly from the producer to the consumer or industrial user.  A broker does

not buy products, but helps a seller find a buyer and then receives a

commission for negotiating the sale.

$$19

Buildings, robots, and blast furnaces that businesses use to produce other

goods and services are examples of

A. equipment.

B. raw materials.

C. supplies.

D. installations.

/D

Installations.  Marketers classify industrial goods according to their uses.

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

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

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

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

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

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

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

$$20

What was the original economic intent of communism?

A. The people would own everything.

B. The government would subsidize business.

C. The government would control the economy.

D. The people would produce only what they need.

/A

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

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

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

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

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

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

economy, the government often subsidizes business.

$$21

Combining the right amount of variable resources to achieve production levels

that maximize profits is an example of a business following the law of

A. supply and demand.

B. perfect competition.

C. diminishing returns.

D. underused resources.

/C

Diminishing returns.  The law of diminishing returns states that if all the

factors of production remain the same except one, additions to the one variable

factor will eventually decrease the level of productivity.  Therefore, when

businesses combine the right amount of the variable resources, such as labor

and equipment, to achieve the most effective production levels, they are

following the law of diminishing returns.  Businesses realize that adding more

than the right amount of variables, such as employees, will have a negative

effect on productivity and ultimately lead to reduced profits.  Properly

combining resources allows businesses to achieve high production levels and

maximize profits.  Combining the right amount of variable resources to achieve

production levels that maximize profits is not an example of a business

following the law of supply and demand, perfect competition, or underused

resources.

$$22

When a government sells notes and bonds to generate income to pay expenses, it

is increasing the

A. trade deficit.

B. federal budget.

C. national debt.

D. inflation rate.

/C

National debt.  A current economic problem for both the United States and

Canada is the national debt, which is the total amount of money that the

government has borrowed in order to finance deficit spending.  One way to

borrow money is to sell government notes and bonds that pay interest to

investors.  The national debt has been growing because the government continues

to spend more than it takes in each year.  To compensate for the shortfall, the

government sells notes and bonds, which increases the national debt because

this money must be repaid with interest.  The federal budget is the amount of

money the government expects to take in as well as the amount it expects to

spend in a year's time.  A trade deficit is an unfavorable balance of trade in

which a nation's imports are greater than its exports.  Inflation rate is the

percentage of increase in prices from one year to another.

$$23

One effect that an unstable political situation has on a developing country's

economic development is that the government

A. imports too many products.

B. does not understand the world economy.

C. is unwilling to expand the money supply.

D. does not support a good education system.

/D

Does not support a good education system.  One of the most serious effects of

an unstable political situation is that resources are not directed to the

development of a sound education system, one that is open to all citizens and

will produce teachers, scientists, and leaders.  When a developing country's

political situation is unstable over a long period of time, its human capital

remains undeveloped, as do its natural resources, both of which hinder economic

development.  An expanded money supply does no good if there are few products

or food to buy.  An unstable political situation would typically not result in

importing too many products; in fact, an unstable government might restrict

imports.  An unstable government may indeed understand the world economy but be

focused inward on its own problems-not on working with other countries on trade

agreements or aid packages that could help the country's economic development.

$$24

Which of the following is an example of a business using technology in the

financing function:

A. Ordering specialized checks

B. Reviewing account balances online

C. Sending payment to vendors

D. Contacting tellers for information

/B

Reviewing account balances online.  Online banking allows businesses to perform

many of the transactions that previously required the help of bank employees.

Because of computer technology, a business's computer can connect with a bank's

computer system by way of the Internet.  Then, the business can perform various

transactions such as review balances in checking and savings accounts, transfer

funds from one account to another, and pay bills.  This technology makes its

possible for a business to access its financial information at any time without

contacting the bank.  Ordering specialized checks and contacting tellers for

information are not examples of using technology in the financing function.

Electronically sending payment to vendors is a use of technology; however,

sending payment by way of conventional checks is not a use of technology.

$$25

One reason why a business might want to develop a relationship with a virtual

bank is because the bank

A. has convenient daytime hours.

B. is located the same community.

C. might offer lower rates on loans.

D. is not controlled by regulations.

/C

Might offer lower rates on loans.  Virtual banks operate by way of the Internet

rather than in physical locations.  As a result, they often have lower

operating expenses because they do not need to pay for a facility or hire as

many employees.  Consequently, they may be able to pass on the savings in the

form of offering lower rates for their services, such as loans, which is an

advantage to a business.  Virtual banks are available at all times, rather than

just during the day, because they operate by way of the Internet.  The bank

may, or may not, be located in the same community; however, the banking

services are available only online.  A virtual bank is regulated the same as

other banks.

$$26

What is one reason why a small business might decide not to accept bank cards?

A. Sales volume is high.

B. Delinquency rate is low.

C. Application fee is low.

D. Transaction fee is high.

/D

Transaction fee is high.  The transaction fee is the amount a bank charges a

business for accepting its credit card.  It is actually the bank's profit.

Transaction fees are often based on a business's sales volume and decrease as

sales increase.  Therefore, a small business whose average sale is small or the

overall sales volume is low might decide not to accept bank cards because the

transaction fee is high.  A high transaction fee costs the business money,

which may make it too expensive to accept bank cards.  Businesses that have a

high sales volume usually accept bank cards because the transaction fee is low.

Delinquency rate is not a factor when deciding whether to accept bank cards.

A low application fee might encourage a business to accept bank cards.

$$27

What is one of the risks associated with a business obtaining a fixed interest

rate on a long-term loan?

A. Interest rates decrease

B. Processing fees increase

C. Interest rates increase

D. Processing fees decrease

/A

Interest rates decrease.  Many businesses obtain fixed interest rates on loans

because that guarantees the rate for the life of the loan.  If the interest

rates increase over time, the business still pays the rate it negotiated at the

start of the loan.  However, the risk is that the interest rates will decrease

and the business will still be paying the higher rate.  When negotiating fixed

rates, businesses are speculating whether the interest rates will increase or

decrease.  Processing fees are bank charges for preparing loan documents and

reviewing a business's financial records and credit reports.  These fees can be

negotiated and are paid to establish a loan.

$$28

What type of financial documents are businesses usually expected to provide

banks when completing an application for a loan?

A. Equipment lists

B. Real estate deeds

C. Stock certificates

D. Cash flow statements

/D

Cash flow statements.  A cash flow statement is a financial summary with

estimates as to when, where, and how much money will flow into and out of a

business.  It is one of the financial documents that banks expect a business to

provide when applying for a loan.  Many times, a bank will request copies of

cash flow statements from previous years to determine if the business

consistently has sufficient cash to cover operating expenses and repay debts,

such as a new loan.  If a bank wanted collateral to guarantee the loan, it

might ask the business to provide equipment lists or real estate deeds.  These

are assets that the business might use to obtain a secured loan.  Stock

certificates are given to stockholders as proof that they own a share of the

business.

$$29

To determine marketing-information needs, business owners often conduct a

__________ analysis.

A. primary

B. relative

C. secondary

D. situational

/D

Situational.  A situational analysis is a study of a business's current

circumstances.  Factors such as financial standing, sales, staffing resources,

and competition are often factors that must be evaluated.  When determining

what type of data a business needs to operate efficiently and profitably,

business owners should look at these variables to determine what data should be

collected and retained.  For example, the owner might review the standard

invoice to ascertain if changes are needed (e.g., adding data) that might help

the management staff to track customer sales.  Primary, relative, and secondary

are not types of analyses.

$$30

Which of the following Internet-based marketing-research methods is most likely

to raise an ethical issue regarding the users' right to privacy:

A. Cookies

B. Scan portals

C. Browsers

D. Banner ads

/A

Cookies.  Cookies are text files that are put on a web-site visitor's hard

drive and then later retrieved during subsequent visits to the site in order to

track shopping and buying behavior.  As a result, Internet users often feel

that their right to privacy is compromised.  Portals are sites that are popular

starting points for surfing the Web.  Scan portal is not a widely used term to

describe activities and concepts related to the Internet.  Browser is a term to

describe the software that is needed for surfing the Internet.  Banner ads are

promotional messages appearing on the WWW, usually at the top of the web sites.

$$31

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

telephone surveys in a time-efficient manner is by using

A. interactive fax extensions.

B. automated computer systems. 

C. mechanical database networks.

D. digital presentation software.

/B

Automated computer systems.  Technological advancements such as computerized

telephone number selection systems have made it possible for businesses to

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

electronic voice devices often expedite the survey process in a more

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

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

marketing-information research technological resources.  Presentation software

refers to computer applications that generate multimedia or slide shows.

$$32

Businesses often make decisions regarding changes in their product lines by

analyzing data from their

A. freight bills.

B. accounting reports.

C. sales invoices.

D. utilization summaries.

/C

Sales invoices.  An invoice is the formal, printed record of a sale that

includes all necessary information as to the buyer, the seller, items

purchased, amounts, prices, delivery date, credit, discount terms, and other

data regarding the sales transaction.  Invoices usually possess key marketing

and sales data in one location.  Researchers often use this data to analyze

information such as product movement and account activity.  Accounting reports

summarize financial data as it relates to business activities.  Freight bills

are invoices that relate to the transportation of goods.  Although freight

bills might be used in marketing research, freight information is often

included on the sales invoice.  Utilization summary is not a marketing term

that is commonly used.

$$33

What is an advantage to using the Internet as a method to collect marketing

data?

A. Information is often obtained quickly.

B. Internet-based research is usually up-to-date.

C. The Internet is the most reliable data resource.

D. Businesses do not pay for Internet-based research.

/A

Information is often obtained quickly.  Because the Internet is an interactive

medium, information is retrieved very quickly.  Although a lot of the

information is obtained without a fee, some sites charge Internet users for

data located on their web site.  As a secondary data source, the information

located on the Internet is not always reliable or up-to-date.

$$34

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.

$$35

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

researchers to code for evaluation:

A. Closed-end

B. Open-ended

C. Force-choice

D. Scale-response

/B

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

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

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

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

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

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

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

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

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

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

$$36

A customer survey indicates that six out of ten survey respondents rate service

levels at level four on a rating scale ranging from one to five.  This is an

example of statistical data reported by

A. mode.

B. median.

C. mean.

D. module.

/A

Mode.  Mode is one measure of central tendency.  The mode is the answer to a

question that is given most often by respondents.  Mean refers to the

mathematical average of all responses.  A median is the middle value of the

established sample criteria; half of the data or responses are below the median

value, and half are above the median value.  Module is not a term used to

describe a measure of central tendency.
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A well-written marketing-research report presents a brief overview and

highlights the primary information that appears in the document.  This section

of the report is often called the

A. executive summary.

B. recommendation synopsis.

C. table of contents.

D. document appendix.

/A

Executive summary.  Usually consisting of one or two pages, the executive

summary emphasizes the most important information in the report.  Generally,

the executive summary is placed in the beginning of the report and is often

placed before or after the table of contents.  Recommendations are generally

placed at the end of the research report.  The table of contents lists the

various sections of the report as they appear and usually includes page numbers

for easy reference.  The appendix consists of support material (e.g., copy of a

survey) and is generally the last section in the research report.
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One of the most important factors to consider when implementing international

marketing strategies is the

A. sales approach.

B. labor involved.

C. time zone.

D. product itself.

/D

Product itself.  The actual product is one of the most important considerations

when implementing international marketing strategies because products that

appeal to customers in one country do not necessarily appeal to customers in

another country.  The wants, needs, tastes, and preferences of customers change

from one country to another based on differences in those countries.  For

example, houses in some countries are very small and there is not enough room

for large items.  In other countries, people shop for food almost every day

because they do not have refrigerators.  Businesses need to identify these

limitations and market their products in the appropriate countries.  The sales

approach is the point in the selling process when the customer and salesperson

first communicate.  The labor involved is not a major factor.  Time zone refers

to the differences in time from one country to another based on their

geographic location.
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An effective marketing plan usually contains a section that explains the

marketing

A. mix.

B. policy.

C. risk.

D. concept.

/A

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

target customer to a business.  One section of an effective marketing plan

explains the marketing mix which is the combination of the four elements of

marketing-product, place, promotion, and price.  A business needs to plan how

it will use these elements to reach the target customer and effectively market

its goods and services.  The marketing concept is a philosophy of conducting

business that is based on the belief that all business activities should be

aimed toward satisfying consumer wants and needs while achieving company goals.

Policies are general rules to be followed by company personnel.  Risk is the

possibility of loss or failure.
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A business currently has 1,750 customers and develops a marketing plan to

increase that number by 4% this year and 5% next year.  If the plan is

successful, how many customers will the business have by the end of next year?

A. 1,900

B. 1,907

C. 1,911

D. 1,925

/C

1,911.  One of the objectives of a marketing plan often is to attract more

customers which leads to an increase in sales and revenue.  When preparing its

marketing plan, a business develops specific objectives to follow that should

be clear and measurable, such as increasing the number of customers by 4% this

year and 5% next year.  To determine the number of customers the business will

have by the end of next year if the marketing plan is successful, first

determine the number of customers the business will have this year by

multiplying the current number of customers by the planned increase (1,750 x 4%

or .04 = 70).  Add the new customers to the number of current customers (1,750

+ 70 = 1,820).  To determine the increase for the next year, multiply this

year's customers by the planned increase (1,820 x 5% or .05 = 91), and add the

increase to the number of customers (1,820 + 91 = 1,911).
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A factor that businesses consider when conducting marketing audits is marketing

A. research.

B. strategies.

C. concepts.

D. technology.

/B

Strategies.  Marketing strategies are the plans of action for achieving

marketing goals and objectives.  Examining the existing marketing strategies is

an important part of a marketing audit because a business needs to know if its

strategies are effectively achieving its goals.  If the business finds that its

strategies are unclear or not appropriate based on the state of the economy, it

can plan corrective action.  Marketing research is the systematic gathering,

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

The marketing concept is a philosophy of conducting business that is based on

the belief that all business activities should be aimed toward satisfying

consumer wants and needs while achieving company goals.  Businesses do not

consider technology when conducting marketing audits.

$$42

Which of the following is a factor that might prevent businesspeople from

developing cultural sensitivity:

A. Stereotypes

B. Demographics

C. Ethics

D. Principles

/A

Stereotypes.  A stereotype is a set image or an assumption about a person or

thing.  Stereotypes often influence the way people think about other people,

and might prevent businesspeople from developing cultural sensitivity.  To be

culturally sensitive, businesspeople need to be aware that people in other

parts of the world live and think very differently than they do.

Businesspeople need to be open-minded rather than assume that all people in one

culture behave in a certain manner.  Demographics are the physical and social

characteristics of the population.  Ethics are the basic principles that govern

your behavior.  Businesspeople who have principles and are ethical often are

able to develop cultural sensitivity because they try to avoid stereotyping

others.
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What do managers often develop to create positive relations with customers?

A. Service policies

B. Operating procedures

C. Sales strategies

D. Marketing tactics

/A

Service policies.  Service policies are guidelines governing the support a

company provides to the customers after the sale through return, repair, and

installation policies.  Managers often develop service policies to meet the

needs of their specific customers.  The result of implementing these policies

is that the business creates positive relations with its customers.  For

example, offering free repair is a service policy that appeals to many

customers and encourages them to remain loyal to the business.  Operating

procedures are the step-by-step processes a business follows to perform certain

tasks.  Sales strategies are the plans for achieving sales goals.  Marketing

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

strategies.
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Which of the following is an indication that employees might be experiencing a

lot of stress:

A. Concentrating on doing the job correctly

B. Drinking one or two cups of coffee a day

C. Being irritated when dealing with customers

D. Having occasional conversations with coworkers

/C

Being irritated when dealing with customers.  Interaction with customers is a

major cause of stress in the workplace.  Customers are not always polite and

understanding.  Sometimes they are demanding, unrealistic, and angry.

Employees who are not experiencing a lot of stress usually are able to handle

these types of situations with customers and resolve the problem.  However,

when employees are under a lot of stress, they often feel annoyed and irritated

when dealing with customers-even those customers who are behaving

appropriately.  Routinely feeling this way is an indication that an employee is

stressed, in which case management should take steps to help the employee

reduce the level of stress.  Concentrating on doing the job correctly, drinking

one or two cups of coffee a day, and having occasional conversations with

coworkers are not indications that employees are under a lot of stress.
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A business is planning a major project that it estimates will take 1,380 hours

to complete.  If the business assigns three part-time employees who each work

25 hours a week and one full-time employee, how many weeks will it take those

employees to complete the project?

A. 12

B. 13

C. 14

D. 15

/A

12.  During the project planning process, businesses usually estimate the time

it will take to complete projects.  This is an important step because

businesses must assign employees to work on the project.  Major projects

usually require a significant amount of time to complete which means that

several employees need to work on the project.  In this example, the business

assigns three part-time employees who each work 25 hours a week and one

full-time employee.  To calculate how many weeks it will take to complete a

1,380-hour project, first determine the total number of hours the employees

work each week (25 hours a week x 3 employees = 75 hours a week, plus one

full-time employee at 40 hours a week = 115).  Then, divide the number of hours

needed to complete the project by the total weekly hours (1,380 ÷ 115 = 12).
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Which of the following is an example of a business being unethical in its

dealings with employees:

A. Terminating a whistle-blower

B. Disciplining an underachiever

C. Counseling a new trainee

D. Transferring a salesperson

/A

Terminating a whistle-blower.  A whistle-blower is a person who reveals that a

business is doing something inappropriate or illegal.  Often, the

whistle-blower tells a regulatory agency that has the authority to do something

about the problem.  Many businesses take action against whistle-blowers that

may include demoting them, preventing them from getting promotions, or even

terminating them.  These actions are unethical because businesses have a

responsibility to operate appropriately and legally.  Ethical businesses do not

terminate whistle-blowers, because they know that the employees are trying to

help the business as well as society.  Businesses often discipline

underachievers in an attempt to help them become successful.  Businesses often

counsel new trainees and transfer salespeople.  All of these actions are

routine and ethical.
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One aspect of delegating responsibility for job tasks to employees involves

giving them

A. authority to make decisions.

B. time to review requirements.

C. compensation for their efforts.

D. titles that reflect their status.

/A

Authority to make decisions.  Delegation involves assigning responsibility to

another person to complete a task.  One aspect of delegating responsibility

involves giving employees the authority to make decisions.  To be effective,

employees need to be able to make decisions involved with getting the job done

correctly and on time.  If employees cannot make decisions, they really do not

have responsibility because they must continually ask a manager what to do.

Therefore, delegation involves giving employees responsibility as well as

authority.  Delegating responsibility for job tasks to employees does not

involve giving them time to review requirements, compensation for their

efforts, or titles that reflect their status.
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A business that sells several distinct products to customers throughout the

country often groups employees according to what type of organizational

structure?

A. Networked

B. Transnational

C. Divisional

D. Outsourced

/C

Divisional.  Businesses that sell several distinct products to customers

throughout the country often organize employees into divisions.  For example, a

business might have a division for each product, and the employees in that

division would focus on selling only that product.  Or, a business might have

divisions based on geographic location such as a western division and an

eastern division.  Employees in those divisions sell only in those locations.

This type of organizational structure often helps employees to become experts

with a specific product, or experts in meeting the needs of customers in

specific areas.  Transnational involves selling beyond a country's borders.

Networked and outsourced involve using other organizations to assist with

production or selling.
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Which of the following is a factor that a growing business might consider when

determining hiring needs:

A. Qualifications of staff

B. Type of application required

C. Employee to customer ratio

D. Bonuses that customers demand

/C

Employee to customer ratio.  Businesses usually consider a variety of factors

when determining hiring needs because they want to hire the right number of

employees.  One important factor is the employee to customer ratio,

particularly for businesses that interact directly with customers.  For

example, a business decides that it should have one employee per 10 customers.

As the business estimates its rate of growth, it realizes it will need to hire

additional employees to maintain the desired ratio.  Qualifications of staff

are considered when deciding whether to recruit internally.  The type of

application is not a factor.  Bonuses for outstanding performance are given to

employees rather than customers.
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How do many businesses use the information they obtain during exit interviews?

A. To reduce turnover

B. To identify competitors

C. To increase pay

D. To eliminate change

/A

To reduce turnover.  Most businesses conduct exit interviews with employees

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

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

problems in the business that caused the employee to leave.  Businesses use

this information to make changes in order to reduce the rate of employee

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

inadequate training or poor supervision, that the business can correct in order

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

exit interviews to identify competitors, although businesses often ask

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

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

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

information to make changes in order to keep valued employees.
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Holding meetings to share ideas and discuss how to solve problems is one way

that managers can involve employees in the __________ process.

A. leadership

B. recruitment

C. self-analyzing

D. decision-making

/D

Decision-making.  Many businesses encourage employees to participate in the

decision-making process because they realize that employees often are able to

help solve problems.  One way to involve employees is to hold meetings and

encourage employees to share ideas.  As a group, employees may be able to

identify problems in the workplace and decide how to solve those problems in a

way that will be acceptable to everyone.  Managers are the leaders and have the

final authority for deciding if the employees' ideas and decisions will be

implemented.  Managers usually do not involve employees in the recruitment

process.  Self-analyzing is an activity that employees perform on their own

rather than in a group meeting.
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One member from each company department works together to complete a specific

project.  This is often referred to as a(n) __________ team.

A. command

B. independent

C. proprietary

D. cross-functional

/D

Cross-functional.  Cross-functional teams are formed when members from

different departments work together to complete tasks for a specific goal or

project.  Often, each member of the department brings specific skills and

insight so that the project can be completed in a productive, cost-efficient

manner.  Command teams are formed according to each member's level of authority

in the organization's structure.  Independent and proprietary are not terms

commonly used to describe types of teams in the workplace.
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Before negotiating a maintenance contract for new office equipment, a business

owner should compare the vendor's standard contract with the

A. restocking charges.

B. compliance policies.

C. financial data.

D. product warranty.

/D

Product warranty.  A warranty is a promise made by the seller to the buyer that

the seller will repair or replace a product that does not perform as expected.

The terms of warranties vary but might include free labor, parts, and service

calls for a specific amount of time after the purchase.  It is important to

compare the terms of a maintenance contract for a new piece of equipment

because it is possible that many stipulations in the warranty are covered in

the standard maintenance contract.  In this situation, the business owner could

pay for goods and services offered in the maintenance contract that are already

provided in the warranty.  Restocking fees are charges that a buyer pays to

return unwanted goods to the seller.  Compliance policies and financial data

are general terms and are not generally use to compare maintenance contracts.

$$54

What type of ratio is used to measure the ability of a company to turn assets

into cash?

A. Liability

B. Profitability

C. Activity

D. Liquidity

/D

Liquidity.  Liquidity refers to the time that a business takes to turn assets

(e.g., equipment, property) into cash so it can pay the company's debts.

Liability is defined as debt that an individual or a business owes.

Profitability is the level of profit (monetary reward) of a business or a

product.  Activity refers to a task that is performed to generate a specific

outcome.
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One benefit in developing a strategy to achieve company goals is that it

A. ensures that the organization is profitable.

B. creates organizational focus and cohesiveness.

C. limits the need to review objectives on a regular basis.

D. provides business owners with a great deal of flexibility.

/B

Creates organizational focus and cohesiveness.  Strategy refers to the

procedures (means) that a company uses to meet its goals.  When a company

defines the procedures to meet its goals, they serve as guides for managers and

employees and help the staff members concentrate on the specific roles they

play to accomplish company objectives.  When everyone understands the

interrelationship between their duties, others' duties, and the business's

overall goals, they develop a sense of connectedness (cohesiveness).

Developing planning strategies to accomplish company goals does not necessarily

ensure profitability.  Strategic plans should be reviewed often to determine

their effectiveness.  The level of flexibility depends on many factors

including the company's leadership style and culture.  Therefore, it cannot be

assumed that all strategic plans allow a great deal of flexibility.
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A group of business employees getting together to share ideas in order to solve

problems is an example of

A. role-playing.

B. concept mapping.

C. visualizing.

D. brainstorming.

/D

Brainstorming.  Brainstorming is a creative thinking technique involving the

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

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

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

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

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

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

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

something in your mind.
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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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When considering candidates for promotion, employers often base decisions on

employees' seniority and their ability to

A. learn new skills.

B. make recommendations.

C. lead staff meetings.

D. adapt to long working hours.

/A

Learn new skills.  When people are promoted, they are often required to perform

additional or different tasks than those performed in their previous positions.

Employers often want to promote people who are willing to learn new skills and

have the ability to learn them in a timely manner.  Making recommendations,

leading staff meetings, and working long hours are not always expectations or

responsibilities in all jobs.
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Price fixing is often considered an ethical issue because it

A. leads to unusual fluctuations in consumer demand.

B. eliminates competition in a free enterprise system.

C. forces consumers to purchase nondurable goods in bulk.

D. encourages the practice of price skimming in the marketplace.

/B

Eliminates competition in a free enterprise system.  In many countries, price

fixing is an unethical and illegal business agreement in which businesses agree

on prices of their goods or services, resulting in little choice for the

consumer.  An important characteristic of a free enterprise economic system is

that it encourages business growth and competition.  Although price fixing

might result in changes in consumer demand, fluctuations are not an unusual

occurrence and can be attributed to many other factors.  Price skimming is a

pricing strategy that deliberately sets a new product at a very high price.

Price fixing does not always force consumers to purchase nondurable goods in

bulk.
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What often happens when governments institute new tariffs on imported goods?

A. Consumers pay higher prices for items.

B. Businesses experience higher profit margins.

C. End users pay lower prices for tangible goods.

D. Small-business owners are subject to dual taxation.

/A

Consumers pay higher prices for items.  When businesses must pay additional

fees for imported products, they often add some, if not all, of the fee into

the final selling price of a product.  Therefore, the consumer often pays

higher prices for the products.  Dual taxation occurs when businesses are

legally established as a corporation.  Because businesses must pay more to

obtain the product, they do not usually experience higher profit margins.  End

users or consumers tend to pay higher prices for goods when tariffs increase on

imported goods.
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The selling price of a product is increasing because the manufacturer must pay

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

price increase?

A. Consumer demand

B. Government regulation

C. Variable costs

D. Economic conditions

/C

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

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

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

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

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

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

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

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

price of the product.
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A manufacturer of an innovative new product wishing to project quality in the

minds of the consumer would probably use what type of pricing strategy?

A. Price skimming

B. Penetration pricing

C. Bundle pricing

D. Captive pricing

/A

Price skimming.  Price skimming involves setting high prices on innovative new

products.  Because high price also indicates high quality to many customers,

price skimming is an effective way to introduce new products to the market

where quality is important.  Penetration pricing hopes to gain market share by

setting prices below those set by the competition.  Bundle pricing requires two

or more items be packaged together for one price.  Captive pricing allows for

low price on a basic product in the line and higher prices for products that

are required to enhance or operate that product.
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One reason why the use of loss leaders usually attracts customers is because

those items are typically priced

A. competitively.

B. higher than normal.

C. differentially.

D. at or below cost.

/D

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

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

while they are in the store, the customers will purchase other items with

larger profit margins to make up the difference in the lost profit due to the

low prices of the loss leaders.  Loss leaders are priced below the competition.

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

priced items are those offered to different buyers at different prices.
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Which of the following is an example of a business using a customer-segmented

pricing strategy:

A. An amusement park sets its admission prices at $55 for adults and $45 for

     children.

B. An online auction charges the same rate for anyone who wants to post items

     on is web site.

C. A manufacturer offers price reductions for certain items that are purchased

     in large quantities.

D. A full-service restaurant sets a price of $12.50 for its all-you-can-eat

     buffet for all customers.

/A

An amusement park sets its admission prices at $55 for adults and $45 for

children.  Segmented pricing is a price-adjustment strategy that businesses use

by charging different groups of customers different prices for the same or

similar products.  The costs are the same for the product regardless of the

variation in selling price.  Amusement parks, restaurants, museums, and other

retail and service businesses often provide discounts for senior citizens and

children.  When businesses charge the same price to all customers (e.g., buffet

and online auction), they are charging a flat fee.  Businesses that offer price

reductions for products purchased in large quantities are using the discount

and allowance pricing-adjustment strategy.
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What primary factors do business owners consider when determining the ceiling

prices of their products?

A. Promotional efforts and cost

B. Consumer perceptions and demand

C. Interest rates and supply

D. Service fees and competition

/B

Consumer perceptions and demand.  A ceiling price refers to the highest price

that the business believes that consumers are willing to pay for a product.

Many external factors are considered when determining ceiling prices, including

demand for the product and consumers' perceptions about the product in terms of

need and value.  Product costs, supply, and competition are important pricing

considerations.  Promotional efforts, service fees, and interest rates are not

necessarily primary factors that are considered when determining ceiling prices

for products.
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During the growth stage of the product life cycle, a business's marketing

efforts usually involve advertising

A. the unique benefits of the product.

B. the discounts that are being offered.

C. that competitors' products are not as popular.

D. that customers are satisfied with the product.

/D

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

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

the product and buy the product.  To maintain sales, businesses usually start

to focus on advertising that customers are satisfied with the product.  It is

more effective to promote customer satisfaction than to promote the product's

benefits because most people are aware of the benefits.  People are more likely

to continue buying during the growth stage if they think that other people are

satisfied with the product.  Businesses usually advertise the unique benefits

of the product during the introduction stage.  Businesses often advertise that

competitors' products are not as popular during the maturity stage.  Businesses

frequently advertise discounts during the decline stage.
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What do salespeople often use to justify price and recommend a specific product

to customers?

A. Grades and standards

B. Policies and procedures

C. Laws and regulations

D. Objectives and goals

/A

Grades and standards.  Grades are the ratings assigned to products that tell to

what extent standards were met.  Standards are statements that specify a

product's size, content, and/or quality.  Salespeople often use grades and

standards to justify price, to sell benefits, and to meet customer needs.  They

also use product ratings to recommend one product over another.  For example, a

salesperson might recommend a high-quality product and justify the price to the

customer by explaining that this product exceeds the established standards and

is rated the best on the market.  Salespeople do not use policies and

procedures, laws and regulations, or objectives and goals to justify price and

recommend a specific product.
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Encouraging customers to buy products that they might not otherwise want to buy

is one reason why some businesses __________ products.

A. bundle

B. promote

C. market

D. display

/A

Bundle.  Product bundling involves combining several products and selling them

for one all-inclusive price.  Businesses often bundle products to encourage

customers to buy products that they might not otherwise want to buy.  The price

of the bundled products is usually lower than the combined price of the

products sold separately.  The lower price is an incentive to buy.  As a

result, customers buy the total package which may include products that they

ordinarily would not purchase.  Businesses routinely promote, market, and

display products.  However, these activities usually are not very effective in

encouraging customers to buy products that they do not want.
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Reasons for removing a product from the product line include all of the

following except

A. to appeal to new markets.

B. to omit an obsolete product.

C. to replace with a new product.

D. to avoid conflict with other products in the line.

/A

To appeal to new markets.  To appeal to new markets is a reason for expanding

the product line rather than contracting the product line.  Product

obsolescence, replacing a product with another, and removing a product because

of conflict between products in the line are all dominant reasons for

contracting a product line.
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Which of the following is an example of a business positioning a product based

on the product's features and benefits:

A. Advertising price line and quality

B. Emphasizing capabilities and durability

C. Describing similarities within a product line

D. Promoting characteristics available from competitors

/B

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

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

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

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

durability.  By emphasizing capabilities and durability, a business is

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

product according to features and benefits does not involve advertising price

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

characteristics available from competitors.
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What do businesses need to define and write out before building their brand?

A. Unique name

B. Expectations

C. Guidelines

D. Core values

/D

Core values.  The first step that a business takes to build and protect its

brand is to define and write out core values.  Core values are what a business

stands for and what the business should do.  They are what the business must

be.  Writing down the core values helps a business to crystallize its thoughts

and gives the values, themselves, added importance.  Once a business has

defined its core values, it can develop how it will deliver those values to

meet customers' expectations.  A business must define its core values before it

can develop a unique name or develop guidelines for employees to follow.
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Which of the following examples is most likely to stimulate ethical controversy

in terms of promotion:

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

     promotion.

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

     hours.

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.

/B

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

provides promotional messages and allows customers to check prices and locate

gift registries is often referred to as a(n)

A. Intranet.

B. virtual mall.

C. kiosk.

D. cyber-post.

/C

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

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

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

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

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

free-standing computer terminal, or kiosk.
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In a free-enterprise economic system, promotional practices are often subject

to regulation by governmental systems, consumer groups, and __________

organizations.

A. nonprofit

B. competitive

C. industry

D. liability

/C

Industry.  Governments often restrict businesses in terms of their promotional

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

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

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

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

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

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

business structure.  Liability is defined as debt.
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Which of the following is an example of direct advertising:

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

     sporting event.

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

     spots and billboards.

C. An apparel company mails its latest catalog to customers who have ordered

     items within a year.

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

     satisfaction with its services.

/C

An apparel company mails its latest catalog to customers who have ordered items

within a year.  Direct advertising refers to promotional messages that are sent

directly to the target market through a medium in which market response can be

measured.  Catalogs that are mailed directly to established customers represent

an example of direct advertising.  Unless interactive capabilities are

available, television is usually considered a mass medium that has substantial

reach but cannot always be measured effectively.  Therefore, the options

referring to soft drinks and hotel chains are not examples of direct

advertising.  Telephone surveys are considered a function related to market

research rather than promotion.
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To create an Internet web site, a small-business owner must have access to a

personal computer and obtain a web

A. host.

B. attendant.

C. designer.

D. merchant.

/A

Host.  A web host (Internet service provider) is a service that stores web

pages on a server for a monthly fee.  Business owners should have access to a

computer with an Internet connection and a host to store its web pages on a

server.  The fees vary based on the amount of the web pages stored.  A web-site

designer is a person who develops web sites for others.  A web-site merchant

refers to a business owner who sells products via the Internet.  A web

attendant is not a commonly used term in e-commerce marketing.
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What best describes the process of buying advertising?

A. The most uncomplicated, streamlined process in an agency

B. A frivolous, unnecessary function requiring little in the way of skill

C. A complex function that involves extensive planning, calculation, and

     negotiation

D. A process that relies heavily on intuition and instinct, rather than on

     numbers and hard facts

/C

A complex function that involves extensive planning, calculation, and

negotiation.  Advertising buying requires first that a detail plan be

constructed and signed off on by the client.  Then, the media buyer begins the

complex task of investigating availability and negotiating rates with the

various media.  The last step is the actual placement, or buying, of the

advertising.  Buyers are well served by having good instincts but must also

have good math and reasoning skills.  It is a lengthy, complex, and

time-consuming process within an agency.  The uninformed may see advertising

buying as frivolous, but those who have tried to buy their own advertising

quickly learn how much skill is required to be a media buyer.
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The final step in the advertising-evaluation process is to measure

A. the difference between pretesting and posttesting.

B. a sampling of the target audience using recall testing.

C. the use of a built-in evaluator, such as a coupon or rebate offer.

D. the extent to which the original objectives of the advertising plan were met.

/D

The extent to which the original objectives of the advertising plan were met.

It is important to evaluate all parts of the advertising plan in relation to

the original objectives.  Recall testing is one method of evaluation in which

customers are asked to recall parts of an advertisement.  Pretesting occurs

before an advertisement is run, while posttesting occurs after it is run.  Both

methods are used to find strengths and weaknesses of advertisements in various

media.  The use of a built-in evaluator is another method to determine user

rate.
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When composing the content for a press release, it is important to

A. write clearly using active voice.

B. use technical terms to explain concepts.

C. include adjectives and colorful language.

D. place the most important information at the end.

/A

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

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

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

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

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

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

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

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

the beginning of the document.
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Which of the following situations would require a company to carry out reactive

public relations strategies:

A. A company sponsors a local marathon to raise money for a charitable

     organization.

B. A manufacturer provides scheduled tours of its facilities to various

     community members.

C. A press release is sent to media outlets announcing the appointment of a new

     corporate officer.

D. A manufacturer recalls a product after several accidents occur as a result

     of improper assembly.

/D

A manufacturer recalls a product after several accidents occur as a result of

improper assembly.  Reactive public relations strategies are developed and used

by companies when external factors or influences require companies to take a

defensive position.  Companies are forced to use strategies to address

unfavorable publicity (e.g., lawsuits) or solve problems (e.g., recalls).

Press releases announcing new officers, sponsoring community events, and

facility tours are examples of proactive public relations initiatives.

Proactive strategies focus on the opportunities a company can embrace, as

opposed to problem-solving issues.
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A wholesaler plans to introduce a new product to its business customers.  Which

of the following sales promotion methods best reaches the most customers in the

most cost-efficient way:

A. Sweepstakes

B. Personal sales calls

C. Press kit

D. Trade show

/D

Trade show.  Sales promotion refers to promotional activities other than

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

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

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

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

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

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

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

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

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

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

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

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

publicity.
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What might a business owner use from past promotional activities to aid in

promotion planning?

A. Financial statements

B. Coded response cards

C. Employee surveys

D. Editorial reports

/B

Coded response cards.  A business that uses direct advertising techniques to

promote products might include coded (e.g., number or letters) information in a

direct-mail piece.  This might include a card for the customer or prospect to

complete and mail back to the company or a number printed on the back of a

catalog.  The business can use the response data to compile reports that are

meaningful for marketing and promotional purposes.  For example, a company that

mails catalogs that are coded by geographical areas can use the coded

information to determine sales activity in certain locations.  By knowing what

areas are responding or not responding to the direct-mail efforts, the business

can plan future promotional efforts appropriately.  Financial statements,

employee surveys, and editorial reports do not generally provide enough

information to aid in promotion planning.
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A tool distributor estimates that its annual sales in the next year will be

$860,000.  It plans to allocate 4% of the annual sales to promotional

activities.  How much money will the company budget for promotional activities?

A. $17,200  

B. $34,400

C. $43,000

D. $51,600

/B

$34,400.  Percentage of sales is a method that businesses often use to plan

promotional budgets.  The business determines how much money to spend for

promotional activities by using a certain percentage of current or forecasted

sales.  To calculate the amount, multiply sales by the percentage ($860,000 x

.04 = $34,400).
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What do businesses often develop for their advertisements that they use

repeatedly to make the advertised products appear unique and memorable?

A. Goals

B. Standards

C. Themes

D. Targets

/C

Themes.  A theme is a specific characteristic or quality that is used

repeatedly throughout an advertising campaign.  One of the purposes of the

theme is to make the advertising campaign memorable or unique.  The theme helps

to remind customers of the ad and the products it is promoting.  An example of

a theme is the "Don't leave home without it" phrase used by American Express.

Customers identify that theme with American Express and recognize the company

instantly when they hear or see it.  Goals are objectives to achieve.

Standards are used as the basis for comparing or judging goods or services.

Targets are likely prospects.
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Salespeople who tell customers that their products are great and the best ones

available might be guilty of the unethical practice of

A. breach of warranty.

B. price discrimination.

C. exclusive selling.

D. misrepresentation.

/D

Misrepresentation.  Misrepresentation involves overstating a product's

capabilities or characteristics.  In some cases, misrepresentation is unethical

because the salespeople's statements indicate the product is better than others

or the best when it really is not.  Salespeople often describe their products

in such terms, and customers know those are the opinions of the salespeople

rather than factual statements.  However, making such statements might be

considered unethical if customers believe what the salespeople say and buy the

product on that basis.  Carried to the extreme, misrepresentation may be

illegal.  Breach of warranty and price discrimination are illegal rather than

unethical.  Exclusive dealership rather than exclusive selling is illegal if it

restricts competition.
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What is one way that businesses use the technology of electronic data

interchange in the selling function?

A. To identify potential accounts

B. To fax sales data to employees

C. To communicate with customers

D. To access competitors' web sites

/C

To communicate with customers.  An electronic data interchange (EDI) is

basically a computerized information system.  This technology allows a

business's computers to communicate with customers' computers and share

information.  An advantage of using EDI is that the computers keep track of

sales and inventory and automatically place orders when inventory reaches a

certain level.  The system facilitates the sales process which usually results

in more satisfied customers and more sales for the business.  Businesses do not

use the technology of electronic data interchange to identify potential

accounts, fax sales data to employees, or access competitors' web sites.
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How do antitrust laws that prevent the formation of monopolies and promote

competition affect 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 antitrust laws exist

that are intended to promote competition among 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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A salesperson can most often obtain accurate information about product benefits

and features by

A. assessing service and warranty information.

B. surfing the Internet for product testimonials.

C. talking with customers who have used the product.

D. conducting a focus group that includes competitors.

/C

Talking with customers who have used the product.  By talking with customers

who have used a product, salespeople can learn the advantages and disadvantages

of the product in a variety of situations.  Salespeople can draw on the

information obtained from previous customers and use it to help new customers

make appropriate buying decisions based on their wants and needs.  Service and

warranty information will not generally provide details regarding a product's

benefits.  Although surfing the Internet for testimonials is possible, it may

not be a reliable information source.  Conducting a focus group consisting of

customers might generate discussion about product benefits and features.

However, competitors would not generally be included in the process.
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When preparing for a sales presentation to a business, what should a

salesperson review to find information about past purchases and payment history?

A. Prospect list

B. Customer profile

C. Invoice records

D. Standard contract

/B

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

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

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

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

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

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

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

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

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

information.  Pertinent information from invoices should be noted in the

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

would not provide information about past purchases and payment history.
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What action should a salesperson take when dealing with a customer who seems to

have a practical personality?

A. Stress value

B. Show variety

C. Serve quickly

D. Suggest options

/A

Stress value.  A customer who has a practical or frugal personality usually is

cautious with money and wants value for money spent.  When dealing with this

type of customer, salespeople should stress value because that is important to

the customer.  For example, a salesperson might explain a product's warranty to

stress that the customer is getting his/her money's worth for a product.

Salespeople show variety or suggest options to customers who have a fact-finder

personality.  Salespeople should quickly serve impulsive customers.
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Choosing to buy from a certain business because the business carries a

particular brand of product is an example of making a buying decision based on

A. place.

B. product.

C. need.

D. time.

/A

Place.  The place decision is the decision to buy from a certain business.  One

reason a customer might choose one business over another is because the

business carries a particular brand of product that the customer prefers.  The

product decision is the decision a customer makes on the brand, type, model,

etc., to buy.  The need decision is the point at which the customer decides

that s/he needs to purchase a good or service that may satisfy a need or a

want.  The time decision is the decision a customer makes on when to buy.
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Social factors such as marital status often have a significant effect on

consumers'

A. primary needs.

B. buying behavior.

C. selling style.

D. natural abilities.

/B

Buying behavior.  A variety of social factors have an influence on consumers'

buying behavior.  One of these factors is marital status because consumers have

different needs based on whether they are single, married, married with

children, or empty nesters.  For example, single people have no dependents and

decide what to buy based solely on what they want and need and can afford.  On

the other hand, married couples with children usually decide what to buy based

on what the children need or what the family, as a whole, needs and can afford.

Primary needs are desires for things that the body cannot live without such as

food and water.  Social factors do not affect primary needs.  Selling style is

the particular technique that salespeople use to sell to customers.  Natural

abilities are aptitudes and talents.
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Which of the following is a technique that salespeople can use to assess the

needs of their customers:

A. Probing 

B. Coaching

C. Screening

D. Targeting

/A

Probing.  Probing is the use of probes; an investigation of what customers

think, feel, or know.  One reason to probe is to obtain information from

customers.  By asking a few appropriate questions, salespeople can identify a

customer's needs, wants, buying motives, and problems.  Assessing the needs of

customers is one of the first steps in identifying products that will satisfy

those needs.  Coaching is an on-the-job instructional method in which a manager

or supervisor is assigned a "coach" to set goals, give assistance in reaching

goals, and give ongoing performance feedback.  Screening is reviewing in order

to make a decision as to what should be kept and what should be discarded.

Targeting involves identifying and selecting markets for a business or for a

product.
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One reason salespeople adjust their sales style from one customer to another is

to appeal to each customer's

A. natural aptitude.

B. hidden objection.

C. internal ability.

D. unique personality.

/D

Unique personality.  Personality is an individual's qualities or traits and

behavior.  Because each individual customer has a unique personality,

salespeople need to adjust their sales style to appeal to those personalities.

The type of personality has an influence on customers' buying behavior and on

how they relate to salespeople.  Some customers expect a lot of information,

others make decisions quickly, and others want social interaction.  Salespeople

need to be sensitive to the different personalities and adjust their sales

style accordingly in order to be successful.  Aptitudes are natural talents for

learning specific skills.  Hidden objections are the real objections that

customers do not want brought out in the open.  Abilities are capacities to

perform tasks, functions, etc.
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Which of the following is an activity that a business might use to follow up

with customers:

A. Offer a brochure

B. Make a telephone call

C. Send a newsletter

D. Plan a personal visit

/C

Send a newsletter.  In addition to those activities with which the salesperson

might assist directly, there are a number of follow-up activities that the

company, itself, might pursue.  One of these is to send customers a newsletter

containing suggestions, ideas, happenings, etc.  This is a good way to keep in

touch with customers and remind them of the business.  Salespeople usually are

the ones who follow up with telephone calls.  Salespeople may offer a brochure

to an undecided customer, which serves as a constant reminder of the

salesperson and the company.  Some salespeople follow up by visiting customers.
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A business that offers customers a gift in exchange for the names of five other

people who might be interested in the business's product is using the

__________ method of prospecting.

A. referral

B. center-of-influence

C. promotion

D. endless-chain

/D

Endless-chain.  Endless-chain method is a method of prospecting in which

salespersons ask every prospect to whom they make presentations to give the

names of others who might be interested in their products.  Sometimes

incentives are offered to encourage people to participate in an endless chain.

There are many types of incentives that a business could offer, including

gifts, in exchange for the names of a certain number of prospects.  The

referral method is a method of prospecting in which salespersons ask someone

they know or someone who uses the salespersons' products to recommend them to

others.  Center-of-influence method is a method of prospecting in which

salespersons ask a dominant member of a group to use or to endorse their

products.  Promotion is a method of prospecting that involves advertising or

other types of sales promotions.
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When writing sales letters, why do salespeople often include some type of

incentive?

A. To ask customers for a special favor

B. To encourage readers to take action

C. To describe factual information

D. To present testimonials from others

/B

To encourage readers to take action.  When writing sales letters, salespeople

often provide an incentive to encourage readers to take immediate action.

Incentives might include offering a rebate or a special benefit, or encouraging

customers to buy because supplies are limited or prices will go up soon.

Salespeople often explain the action they want readers to take and provide the

incentive to take that action in the last paragraph of the sales letter.

Salespeople do not include some type of incentive in a sales letter to ask

customers for a special favor, describe factual information, or present

testimonials from others.  However, salespeople usually include factual

information in sales letters and may also include testimonials from others if

appropriate.
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When analyzing the information in sales reports, what do many businesses use as

a standard for comparison?

A. Invoices

B. Receipts

C. Assets

D. Quotas

/D

Quotas.  Quotas are specific goals to be met.  Therefore, quotas are one of the

most commonly used standards for comparison when analyzing the information in

sales reports.  For example, a specific sales territory might have a quota of a

certain volume of sales for each quarter of the year.  Comparing the quota to

the actual sales figure in the sales report will indicate if the territory is

achieving its quota.  If the territory far exceeds its quota, the quota might

be increased.  If the territory is not meeting its quota, management might make

adjustments such as providing additional training, hiring additional

salespeople, or lowering prices.  Invoices and receipts are types of sales

documents.  Assets are anything of value that a business owns.

$$99

One reason why it might be difficult for some businesses to offer sales

training is that

A. training can be expensive.

B. instructors are unavailable.

C. salespeople work from home.

D. results may be inconsistent.

/A

Training can be expensive.  A main reason why some businesses choose not to

offer sales training is that it can be expensive, and the financial resources

are simply not available.  The full costs of training are often unknown because

they are sometimes charged to general administrative costs, rather than to

training expenses.  Therefore, training expenses may be significantly higher

than believed.  Instructors usually are available although that might add to

the cost.  Businesses can offer sales training to salespeople who work from

home through several methods such as holding training sessions in regions.  The

results of training may be inconsistent, but that is not why it might be

difficult to offer training.
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