Mktg354 Test #3 10-13-STUDY GUIDE
These questions parallel the areas that are important to study for this test.

1. Professional salespeople never postpone objections. 
True    False
 
2. "I recently saw one of the decorators on the Trading Places TV show use that same wall treatment, and it really made the room look more spacious." The salesperson is making a(n): 
A. suggestive proposition
B. prestige suggestion
C. direct suggestion
D. autosuggestion
E. ideal-self suggestion
 
3. Why does the text say that salespeople should dress in armor? 
A. to deal with rejection
B. to handle customer complaints
C. to create an environment in which to discuss objections
D. to deal with the ethical dilemmas the occur in sales
E. to increase account response rate
 
4. During the sales presentation, the salesperson said, "I guarantee my company's air filters will outperform the competition's, or I'll buy it all back from you at twice the amount you paid." This is an example of a(n): 
A. demonstration
B. dramatization
C. FAB sequence
D. proof statement
E. visual aid
 
5. Sam Utley goes to whichever store is most convenient when he runs out of beer and remembers that he needs to buy more. The stores that provide Utley's beer typically engage in _____ selling. 
A. benefit
B. relationship
C. partnership
D. transformational
E. transaction
 
6. The salesperson should hope the prospect says nothing during her presentation so she can give an uninterrupted sales presentation. 
True    False
 
7. As an automobile salesperson, you should know that the prospect will not want a car unless he or she really needs it. 
True    False
 
 Stage Technologies is a London-based company that supplies engineering solutions for the entertainment industry. It has helped the boy-band Westlife make a flying entrance onto stage and provided stage-rigging packages for the Princess Cruise new vessels. The company was established in 1994 after a couple of production designers decided that the automation of theater productions could be done more safely and more efficiently by using modular production rather than the old "build-as-needed" formula. The company installs wenches, stage lifts, and other equipment commonly used in stage productions. The equipment is designed so it can be operated from a single console without awkward or heavy lifting. Both opera companies and theaters see the benefit of such a system, but many are reluctant to buy because of perceived costs. John Hastie and Mark Ager, the company's best salespeople, must design sales presentations that address these concerns.
 
8. What kind of a close would Ager be using if during the presentation, he said, "If you don't decide to let us design and construct your stage-rigging by the end of next month, we will not be able to begin the project until next fall?" 
A. assumptive
B. standing-room-only
C. alternative-choice
D. technology
E. balance-sheet
 
9. One acronym in the text states that selling requires the three Fs. To what is the text referring? 
A. FAB, fluctuations, and forecasts
B. forecasts, FAB, and finances
C. faith, focus, and follow-through
D. fundamentals, features, and follow-up
E. fundamentals, forecasts, and the Four Ps
 
10. _____ objections relate loyalty to a present supplier or salesperson. 
A. Source
B. Distribution
C. Reseller
D. Channel
E. No-need
 
11. According to the text, wisdom and knowledge are synonyms. 
True    False
 
12. Often the close of the sale comes after the sales presentation. 
True    False
 
13. A salesperson should only close the sale once. To do otherwise may cause the prospect to think the salesperson is pushy. 
True    False
 
14. "Just imagine how much your family will enjoy camping in this new tent," is an example of a(n): 
A. suggestive proposition
B. prestige suggestion
C. direct suggestion
D. autosuggestion
E. countersuggestion
 
15. The three levels of customer relationship selling are transformation selling, relationship selling, and partnering. 
True    False
 
16. A salesperson who wants to build a caring relationship with a potential key account has analyzed the customers' needs and explained how her product could satisfy those needs. Next, she should: 
A. provide follow-up service
B. develop an account penetration program
C. gain commitment to buy
D. wait for the buyer to close the sale
E. look for other needs to analyze
 
17. Dramatization refers to discussing the product in a striking, showy, or extravagant manner. 
True    False
 
18. Marta is a sales rep for a small company that prepares ethnic Slavic desserts. She is trying to convince the buyer for SWB New England, the world's largest distributor of ethnic foods, to carry her company's line of products. Marta begins by saying, "I know your company carries only the very best ethnic foods, and I think my company produces the very best Slavic desserts available. Therefore, it seems reasonable to me that my company's products be sold by your company." Marta is using _____ to sell her company's products. 
A. autosuggestion
B. tactical ambushing
C. logical reasoning
D. logic entrapment
E. counter reasoning
 
19. The most commonly postponed objection is the _____ objection. 
A. source
B. forestalling
C. no-need
D. product
E. price
 
20. Which of the following statements about the price/value formula is true? 
A. The price/value formula can be most effectively used to deal with product objections.
B. Value within the price/value formula does not change.
C. Within the price/value formula, price refers to the total package of benefits being purchased by the prospect.
D. According to the price/value formula, price divided by value equals cost.
E. All of the statements about the price/value formula are true.
 
21. The minor-points close is similar to the balance-sheet close. 
True    False
 
22. There is no such thing as a hidden objection. 
True    False
 
23. Rick Lee is one of the last milk deliverymen in the U.S. He delivers milk, eggs, cottage cheese, and orange juice to 200 regular customers weekly. Imagine that after he made a predawn delivery, a dog spilled the milk and broke the eggs. When the customer calls to complain, Lee should: 
A. say that the stray dog was not his fault
B. ignore the customer complaint
C. replace the milk and eggs as soon as possible and make sure the customer is satisfied with how the complaint was handled
D. advice the customer to complain to his or her local animal control officers
E. give the customer the name of another home delivery milkman
 
24. Which of the following statements about buying signals is true? 
A. Buying signals hint the prospect is in the interest stage of the buying process.
B. Buying signals are all nonverbal.
C. Buying signals indicate the prospect is ready to voice his or her objections.
D. A buying signal occurs when a prospect carefully scrutinizes the salesperson's product.
E. All of these statements about buying signals are true.
 
25. Which of the following is NOT an example of a buying signal? 
A. Prospect starts filling out order form.
B. Prospect asks if the grout comes in any other colors besides white.
C. Prospect calls someone over to get another opinion on product.
D. Prospect crosses arms across body and acts defensive.
E. Prospect asks about the product's warranty.
 
26. The prospect says, "I will carry your company's line of wrought iron furniture if I do not have to pay any delivery charges." Since this is not an option the salesperson can offer, this must be an example of a(n) _____ objection. 
A. indirect
B. source
C. pragmatic
D. hopeless
E. feigned
 
27. "Would you prefer the freezer unit beside the refrigerator, above it, or below it?" is an example of the ____ close. 
A. summary-of-benefits
B. alternative-choice
C. iceberg
D. assumptive
E. standing-room-only
 
28. The salesperson should decide which element(s) of the presentation mix to emphasize in a particular presentation based primarily on: 
A. sales call objective, customer profile, and customer benefit plan
B. financial objectives, product newness, number of customers, and inventory levels
C. competitor activity, current inventory levels, and bonus plans
D. persuasive communication, competitor activity, and financial objectives
E. inventory levels, financial objectives, marketing plan, and distribution strategy
 
29. A salesperson with a large consumer products manufacturer, such as P&G or Quaker Oats, should be ready for the stalling type of objection when selling a new product. 
True    False
 
30. The prospect for the renovated firehouse looked at the building and said, "Your price is too high." The salesperson asked a few questions and determined that the prospect was actually having trouble making a buying decision. How would you characterize the two objections? 
A. practical; psychological
B. hidden; overt
C. practical; overt
D. hidden; psychological
E. overt; hidden
 
31. Before using a demonstration in a sales presentation, a salesperson should determine the probability that his or her demonstration will backfire. 
True    False
 
32. Building a lasting business friendship typically takes time. 
True    False
 
33. The most productive number of sales calls is reached at the point where additional calls do not increase sales to the customer. This relationship of sales volume to sales calls is referred to as the _____ of the customer to the salesperson's calls. 
A. reciprocity point
B. break-even point
C. response function
D. point of empathy
E. fulfillment function
 
34. When the salesperson asked, "Do you really want your employees to have only minimal accident insurance?" he was using a(n): 
A. suggestive proposition
B. prestige suggestion
C. direct suggestion
D. countersuggestion
E. autosuggestion
 
35. Many times, when prospects appear to be offering objections, they are actually requesting more information. 
True    False
 
36. Although they are useful with final consumers, testimonials from satisfied customers mean little to professional buyers, who think such "proof" is usually faked. 
True    False
 
37. Buying signals are clues that the prospect is in either the desire or interest stage of her mental buying process. 
True    False
 
38. After demonstrating the Snapper mower to the prospect and explaining its features, benefits, and advantages, the salesperson believed he should: 
A. keep on talking until the man asked to buy the mower
B. talk about the price objection
C. close the sale
D. be quiet
E. ask for referrals
 
39. Miles sells greenhouse equipment. When meeting with Ralf Dover, Miles said, "I talked to the owner of Tarpon Gardens today, and she said you have the best selection of roses of any grower in this area. I think my products can help you maintain healthy bushes with less work." What type of close did Miles use? 
A. double-yes
B. forestalling
C. minor-points
D. assumptive
E. compliment
 
 Clearwater Hampers is a small British company that sells luxury food and drink in various combinations in picnic hampers. Food and wine are seen as classic, fail-safe gifts in a market where present-buying is increasingly tricky. Corporate customers, both in the United Kingdom and abroad, are important to the business. Clearwater has had several orders for more than a quarter of a million dollars. According to the company's leading salesperson, Peter Austin, "We have lots of repeat corporate customers as a result of the importance we place on getting the hampers out on time and filled with the right products."
 
40. When Austin asks a prospective corporate CEO to imagine how pleased his customers will be when they receive a custom-designed picnic hamper from Clearwater," he is using: 
A. a prestige suggestion
B. counter-offering
C. logical reasoning
D. autosuggestion
E. empathy
 
41. A salesperson should consider _____ when determining how often he or she should call on an account. 
A. his or her reputation as an authority on the type of merchandise you sell
B. how the account's marketing mix tactics change over time
C. how the account's marketing communications can be integrated
D. the account's mission statement
E. account's staffing projections
 
42. If your experience as a salesperson is typical, your close will most often take place: 
A. directly after the presentation
B. directly after the follow-up
C. before the preapproach
D. directly after the preapproach
E. after buying signals have been eliminated
 
43. The first words out of the salesperson's mouth after the customer's objection were, "Yes, but . . . " What kind of objection handling technique is being employed? 
A. compensation
B. reversal
C. indirect denial
D. direct denial
E. boomerang
 
44. The _____ is an effective technique to use if the salesperson has already determined that the prospect wants a high-quality product. 
A. countersuggestion
B. autosuggestion
C. empathy suggestion
D. manipulative suggestion
E. indirect suggestion
 
45. Which of the following statements is the BEST example of a minor-point close? 
A. "I'll have that new mattress delivered to your house on Wednesday."
B. "Do you want those pillows in maroon or ebony?"
C. "So you really like the fabric color and texture as well as the shape and size of that sofa?"
D. "Your appreciation of that lamp just confirms my opinion of your impeccable tastes."
E. "If you don't buy this chair today, you may never be able to buy it. I have another customer who is planning on buying it tomorrow if it is still in stock."
 
46. The more a salesperson penetrates an account the greater are his or her chances of maximizing sales within the account. 
True    False
 
47. The prospect is probably in the _____ stage of the mental buying process when he invites the person from a neighboring office to come in and asks what she thinks about your proposition. 
A. attention
B. interest
C. desire
D. conviction
E. action
 
48. The price of the product being sold is actually higher than other similar products on the market. When the prospect gives the high price as a legitimate objection, the salesperson should: 
A. use the SELL techniques
B. remember CCC GOMES
C. use the L-O-C-A-T-E approach
D. create a buyer's hierarchy
E. do none of these
 
49. A salesperson should consider _____ when determining how often he or she should call on an account. 
A. present and potential sales to the account
B. complexity, servicing, and redesign requirements of the products purchased by the account
C. number of orders he or she expects the account to place in a year
D. number of product lines sold to the account
E. all of these
 
50. Which of the following is NOT one of the general levels of relationships that salespeople have with customers? 
A. transaction selling
B. transformational selling
C. relationship selling
D. partnering
 
51. Iris sells a line of safety equipment used in the petrochemical industry. When responding to a center owner's objections about the safety of her product line, Iris shows the customer a report from an Occupational Safety and Health report that shows her company's safety equipment exceeds all the OSHA safety standards just as Iris claims it does. The technique Iris uses is called the: 
A. jury of peers opinion method
B. outside reference technique
C. third party answer technique
D. boomerang method
E. counterbalance method
 
52. A simile compares two different situations that have something in common, such as comparing a rocking horse to the movement of a sailboat. 
True    False
 
53. "Will you need one case of nails or two to go with those roofing shingles?" is an example of an alternative-choice close. 
True    False
 
54. The salesperson says, "What if I throw in three replacement blades? Would you be willing to accept a limited 2-year warranty that only covers parts and not labor?" What kind of a close was this salesperson most likely using? 
A. negotiation
B. continuous-yes
C. summary-of-benefits
D. T-account
E. technology
 
55. One of the seven deadly sins of business selling is a salesperson who refuses to view a sales call as an appropriate time to extend the hand of friendship outside the bounds of the typical buyer-seller relationship. 
True    False
 
56. The executive jet salesperson has just used a trial close. If this prospect is typical, his reaction to a trial close will be to: 
A. purchase the product
B. terminate the interview
C. ask questions
D. look at her watch
E. interrupt the sales presentation
 
57. To illustrate the benefits of the Dixie Chopper brand lawn mowers to professional landscapers, the salesperson would ask prospects to race him to see who could finish mowing an equal-sized area first. Even if the competing mower had a wider cutting area, the Dixie Chopper always won because it is the only lawn mower that can travel fifteen miles per hour. The salesperson used: 
A. dramatization
B. analogy marketing
C. a FAB testimonial
D. a prestige proof statement
E. a FAB presentation
 
58. A paper salesperson is trying to determine how often he should call on a new account in order to provide proper service. He will want to consider all of the following EXCEPT: 
A. present and potential sales to the account
B. complexity, servicing, and redesign requirements of the products purchased by the account
C. number of orders you expect the account to place in a year
D. number of product lines sold to the account
E. the necessity for overnight travel to visit the account
 
59. After dealing with a prospect's objection, the very next thing the professional salesperson should do is to: 
A. apply the FAB sequence
B. try to smoke out any hidden motives for buying
C. return to the SELL sequence
D. use a trial close
E. continue your presentation
 
60. When the appliance salesperson said, "I suggest you buy the self-cleaning Hotpoint oven," it was an example of a(n): 
A. suggestive proposition
B. prestige suggestion
C. direct suggestion
D. autosuggestion
E. countersuggestion
