10.

11.

chl4

Sudent:

Personal selling techniques vary very little from country to country.

True Fase

While face-to-face with prospects, a salesperson can adjust what he or she says or doesto take into
consideration culture and other behavioral influences.

True False

Personal selling is often a company's largest single operating expense.

True Fase

About 10 percent of thetotal U.S. labor forceisin sales work.

True Fase

In the U.S., almost as many people are employed in saleswork as in advertising.
True Fase

About 20 times more people are employed in selling than in advertising.

True Fase

Good salespeople try to help customers buy by presenting both the advantages and disadvantages of a
product--and showing how it will satisfy the customer's needs.

True Fase

Good salespeople try to sell the customer, irregardless of other factors,

True Fase

Salespeopl e often are responsible for representing the customer inside their own company as well as
representing their company to the customer.

True Fase

Salespeople may represent their company to customers and, in turn, represent their customers within the
company.

True Fase
Sales reps often must plan whole marketing strategies for their own geographic territories.

True Fase



12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24,

Although the salesperson's job may change constantly, there are three basic sales tasks.

True Fase

The three basic sales tasks are order getting, order taking, and sales prospecting.
True Fase
The three basic sales tasks are order-getting, order-taking, and supporting.

True Fase

A salesperson’'s main task might be order getting, order taking, or supporting, but sometimes one
salesperson does all three tasks.

True Fase

A salesperson who aggressively seeks out possible buyers with a well-organized sales presentation
designed to sell aproduct isamissionary sales rep.

True False

Order getters are concerned with finding new opportunities for the company.

True Fase

Order getters are even more important for business products than for consumer products.

True Fase

Producers of all kinds of products, especially consumer products, have a great need for order getters.

True Fase

A good order getter tries to sell solutions to the customer's problems--not just physical products.

True False

Agent wholesalers--particularly manufacturers’ agents and brokers--are often order getters.

True Fase

A wholesaler's order-getting salespeople are likely to be paid more than its order takers.

True Fase

Retail order getters are usually needed for unsought consumer products, and are desirable for
heterogeneous shopping products as well.

True Fase

Homogeneous shopping products need order getters more than heterogeneous shopping products.

True Fase



25.

26.

27.

28.

29.

30.

31

32.

33.

35.

36.

Order getters complete most sales transactions.

True Fase

A salesperson who completes routine sales made regularly to target customersis an order taker.

True Fase

Order takers should work on improving the whole relationship with the customer, not just on completing a

single transaction.
True Fase
A producer's order taker may explain details, handle complaints, and train the customer's empl oyees.

True Fase

Missionary salespeople usually work for wholesalers and provide special promotion help to producers
whose products are widely distributed.

True Fase
Developing goodwill and stimulating demand are tasks performed by missionary salespeople.

True Fase

Scientists or engineers--who may have little interest in sales but do provide technical assistance to order
getters--are called technical speciaists.

True Fase

Customer service reps are usually specialists who are involved in helping potential customers before a
purchase is made.

True Fase

Customer service reps are more useful for "keeping" customers, rather than "winning" new customers.

True Fase

Customer service is different from the service that is part of the product that a customer buys because it
usually involves a breakdown in some aspect of the marketing mix.

True Fase

When a customer service rep works to solve a customer's problem, it often involves taking steps to remedy

what went wrong.

True Fase

Providing effective customer serviceisrelatively ssmple--because it is usually clearer how to repair a
negative experience than it isto provide an initial purchase experience that is satisfying to the customer.

True Fase



37.

38.

39.

40.

41.

42.

43.

45.

46.

47.

48.

From a marketing management perspective, it's best to think of customer service as part of Promotion, not
part of Product.

True Fase

Poor customer serviceis likely to reduce afirm's customer equity.

True False

Customer service reps are customer advocates, but they need company support.

True Fase

Team selling might involve atechnical specialist, an order getter, and a customer service rep all working
together on a specific account.

True Fase
Team selling occurs when different people work together on a specific account.

True False

A major accounts sales force is used when a company wants to be certain that its most important customers
get aspecial selling effort.

True Fase

Moen, amaker of plumbing fixtures, employs a major accounts sales force and gives special attention and
support to the firm's largest accounts such as Home Depot and Lowe's.

True Fase

Although telephone selling by an inside sales group can save time and money in business markets, it has
been declining in recent years.

True Fase

Telemarketing can help afirm extend its personal selling efforts to new target markets without investing a
lot of time and money.

True Fase

Toll-free telephone lines are not very practical for getting direct feedback from final consumers.

True Fase

When deciding how many salespeople are needed, the first step isto determine how many sales reps are
used by competing companies.

True Fase

Sales managers often divide sales force responsibilities based on the seniority of the salespeople.

True Fase



49.

50.

Sl

52.

53.

55.

56.

S7.

58.

59.

60.

Even though some sales tasks can be handled effectively and economically using technology, asalesrepis
still needed to build relationships.

True Fase

Digital self serviceis particularly effective when the customer needs routine information on arecurring
basis.

True Fase

Digital self serviceis particularly effective when the customer problem is serious.

True Fase

The more serious a customer's problem, the more likely digital self service can fix it.

True Fase

It is primarily the sales manager's job to decide what types of information technology tools salespeople
need and how they will be used.

True Fase

It isthe sole responsibility of the sales manager to decide what types of tools are needed and how they will
be used.

True Fase

Some firms are adopting new software and hardware technol ogies to get a competitive advantage in
personal selling.

True Fase

Because the use of new information technologies can change how well the sales job is done, their use
should be left to individual salesreps.

True False

A company that provides its sales reps with information technology tools should expect that reps will do a
better job with administrative tasks but that they will be less effective in their actual sales calls.

True False

The sales manager's decision to use new information technologies has costs as well as benefits.

True Fase

Using multiple interviews and background checks to select "born salespeople” works so well that it almost
guarantees success.

True Fase

A job description is awritten statement of what a salesperson is expected to do.

True Fase



61.

62.

63.

65.

66.

67.

68.

69.

70.

71.

72.

Job descriptions are not necessary for personal selling because all salespeople are expected to do the same
task--sell products.

True Fase

The job description should provide clear guidelines concerning (1) who should be selected, (2) how they are
trained, (3) how well they are performing, and (4) how they should be paid.

True Fase

Firms often hire new salespeople and immediately send them out on the road.

True Fase

A firm'sinitial salestraining program should cover company policies, product information, building
relationships with customers, and selling skills.

True Fase

Salespeople usually earn more than top management.

True Fase

A company's salespeople are usually paid more than its office help or production workers, but less than top
management.

True Fase

Regarding sales force compensation, straight salary gives the most security for a salesperson, while straight
commission gives the most incentive.

True Fase

Most sales managers offer their salespeople a " combination plan™ because this method of compensation
provides a bal ance between incentive and security.

True False

A sales manager who wishes to supervise and control his salespeople's activities closely should pay them a
straight salary instead of a straight commission.

True False

A salesperson on acommission salary earns the same amount regardless of how he or she spends time.

True Fase

Incentives that just focus on short-term sales objectives may not motivate sales reps to develop long-term,
need-satisfying relationships with their customers.

True Fase

A sales quota is the specific sales or profit objective a salesperson is expected to achieve.

True Fase



73.

74.

75.

76.

77

78.

79.

80.

81.

82.

83.

85.

Regarding sales force compensation, straight commission increases the firm's need for working capital.

True Fase

Small companies that have limited working capital or uncertain markets often prefer to use straight salary
compensation plans.

True False

Using sales reps who are paid a straight commission is similar to using manufacturers' reps.

True False
Prospecting involves following all the "leads’ in the target market.

True Fase

Prospecting involves following al the leads in the target market to identify potential customers.

True Fase
Prospect lists or a CRM database can help salespeople do a better job with prospecting.

True Fase

A salesperson's request for an order during a sales presentation is called a"close."

True Fase

A customer's effort to keep a salesperson from completing a sales presentation is called a"close.”

True False

The main advantage of the prepared sales presentation approach isthat it tends to work equally well with
different types of customers.

True Fase
A canned approach has aweaknessthat isit treats all potential customers differently.

True Fase

The prepared sales presentation involves devel oping a good understanding of the individual customer's
needs before trying to close the sale.

True Fase

The most suitable sales presentation for prospective customers whose needs are very different is
the "consultative selling approach.”

True Fase

The "consultative selling” sales presentation is fast and requires little skill.

True Fase



86.

87.

88.

89.

90.

91.

92.

93.

94.

The "selling formula approach” to sales presentations assumes that something is known about the target
customer's needs and attitudes.

True Fase

The selling formula approach starts with a prepared presentation outline.

True False

The "selling formula" approach to making a sales presentation is really a combination of the "prepared
sales presentation” approach and the "consultative selling” approach.

True Fase

The AIDA sequence can help a sales manager evaluate a possible sales presentation.

True Fase

Each sales manager and salesperson needs to think about the AIDA sequence in deciding what sales
approach to use and in evaluating a possible presentation.

True False
In general, most sales presentations follow the sequence of stagesin the AIDA model.

True Fase

Marketing managers should make specific strategy decisions about:

A. how many and what kind of salespeople are needed.

B. how salespeople should be compensated and motivated.
C. what kind of sales presentation should be used.

D. how salespeople should be selected and trained.

E. All of the above.

Personal selling

A. isimportant to business firms, but only about 1 percent of the U.S. labor force does personal selling
work.

B. isoften acompany's largest single operating expense.

C.requires only that the sales rep have an engaging smile, a big expense account, and the ability to get
along well with people.

D. All of the above aretrue.

E. None of the above istrue.

Which of the following statements about personal selling is FALSE?

A. Good salespeople present both the advantages and the disadvantages of their products.
B. Helping to buy is good selling.

C. Persona sdlling is often a company's smallest single operating expense.

D. A sadlesperson is often a representative of the whole company.

E. None of the above isfase.



95.

96.

97.

98.

99.

At least percent of the total U.S. labor force do sales work.

A. 20
B. 10
C. 30
D. 50
E. 40

Good marketing managers know that:

A. most salespeople are "bags of wind."

B. good salespeople try to help customers buy.

C. therole of the salesperson has been down-graded in business marketing.
D. organizational buyers have little use for salespeople.

E. the salesperson’'sjob isto "get rid of the product.”

Good salespeople:

A. Help customers buy.

B. Are never the only link between the firm and its customers.

C. Arenot part of the marketing information function for the firm.

D. Are not expected to be marketing managers in their own territories.
E. All of the above.

A professional salesperson:

A. may negotiate prices or diagnose technical problems when a product doesn't work well.
B. doesn't try to "sell" customers, but rather tries to help them satisfy their needs.

C. isarepresentative of the whole company.

D. isresponsible for feeding back information about customers and competitors.

E. All of the above.

Salespeople are likely to be responsible for:

A. providing market information to the firm.
B. providing technical support.

C. attaining sales goals.

D. maintaining customer relations.

E. Any of the above.

100.A professional salesperson:

A. isonly expected to "get rid of the product.”

B. hasonly one basic job--to communicate the company's story to customers.
C. may be given atitle such as field manager or market specialist.

D. isexpected to overcome the customer's objection--whatever it may be.

E. All of the above.



101.Which of the following statements about a salesperson'srole is TRUE?

A. The salesperson rarely serves as alink between the firm and its customers.

B. The salesperson represents the customer back inside the selling firm.

C. The salesperson also holds titles such as management specialist and chief engineer.

D. The salesperson only aims to sell the customer.

E. A salesperson is seldom responsible for negotiating prices or diagnosing technical problems.

102. Some sal espeopl e are expected to act as "marketing managers' in their own geographic territories and
decide:

A. how they will allocate their promotion money and their own time.
B. which customers they will aim at.

C. which intermediaries they will rely on or help.

D. which products in the company's line they will push aggressively.
E. All of the above.

103.A salesperson may have to make choices about

A. which particular products in the whole line to push most aggressively.
B. what specific target customersto aim at.

C. how to adjust prices.

D. which intermediariesto rely on or help.

E. All of the above.

104.According to the text, a salesperson may have choices about all of the following except

A. what target customersto aim at.

B. which particular products to emphasize.
C. which intermediariesto rely on or help.
D. what to manufacture.

E. how to adjust prices.

105.Which of the following isNOT one of the basic sales tasks?

A. Order-taking

B. Supporting

C. Sales-promoting

D. Order-getting

E. None of the above, i.e. al are basic sales tasks

106.Which of the following descriptions of the three basic sales tasksis CORRECT?

A. ORDER-TAKING: various activities aimed at getting sales in the long run.

B. SUPPORTING: routine completion of sales made regularly to target customers.

C.ORDER-GETTING: seeking possible buyers with awell-organized sales presentation designed to sell a
good, service, or idea.

D. All of the above are correct.

E. None of the above s correct.



107.Which of the following is an accurate description of the sales task listed?

A. Supporting: routinely completing sales made regularly to target customers.
B.Order getting: confidently seeking possible buyers with awell-organized sales presentation designed to
sell agood, service, or idea.

COrder taking: developing goodwill, stimulating demand, explaining technical aspects of product, training

. theintermediary's salespeople, and performing other specialized services aimed at obtaining salesin the
long run.

D. All of the above are correct.

E. None of the above is correct.

108.A salesperson who seeks possible buyers with a well-organized sales presentation designed to get new
businessis:

A. atechnical specialist.

B. asupporting salesperson.
C. an order getter.

D. amissionary salesperson.
E. an order taker.

109.A salesperson who seeks possible buyers with a well-organized sal es presentation designed to sell agood,
service, or ideais called a(n) .

A. Influencer

B. Order-getter

C. Order taker

D. Order-generator
E. Gatekeeper

110.Order getters

A. are concerned with establishing relationships with new customers and devel oping new business.

B.sell to the regular or established customers, complete most sales transactions, and maintain relationships
with their customers.

C. usuadly handle all adjustments or complaints.

D. routinely complete sales made regularly to target customers.

E. are usually responsible for answering any final questions and completing the sale.

111.A good order getter:

A. islikely to use a high level of personal persuasion.

B. isespecially important for selling installations and accessory equipment.
C. needs "know how" to help solve customers' problems.

D. All of the above aretrue.

E. None of the aboveistrue.

112.Order-getting sal espeople would be required for which one of the following jobs?

A. Helping abuyer plan and install a computer and software for use as a website server.

B. Helping drug retailers figure out better ways to display and promote their products.

C.Seeking orders from supermarket buyers for a new brand of high protein diet supplement that has been
added to the company'sline.

D. "Helping" an indecisive consumer in a supermarket select the kind of meat she should buy for dinner.

E. Handling a complaint from a furniture store about a shipment that is late.



113.Customers for complicated installations and accessories usually expect a sales rep

A. to know all the technical details of the product.

B. to be able to discuss general business conditions with their top executives.

C. to know the details of the customer firm's particular applications of the product.
D. All of the above are likely to be expected.

E. None of the aboveislikely to be expected.

114.Which of the following types of salespeopleis essential for selling installations to producers?

A. Order takers

B. Missionary salespeople
C. Customer service reps
D. Order getters

E. Technical specialists

115.Order getters:

A. may make a sale by helping a customer solve a business problem.

B. are more likely to be used with homogeneous shopping products than heterogeneous shopping products.
C. are used in business markets but not in consumer markets.

D. generaly rely on aroutine "canned" sales presentation.

E. All of the above are true.

116.Byron Coffey isasalesrep for a producer of fiberglass roofing shingles. He triesto persuade building
materials wholesalers to switch from competing producers. Byron is.

A. an order taker.
B. an order getter.
C. asupporting salesperson.

117.Dimitri Kojak works for a producer of industrial elevators. He knows all the technical details of the
many different ways they are used by business customers. He makes presentations to new prospects and
eventually gets a share of their business. Dimitri is:

A. amember of the firm's major accounts sales force.
B. amissionary salesperson.

C. atechnical specidist.

D. aproducer's order getter.

E. acustomer service rep.

118.Chemco, Inc., athree-year-old producer of chemicals, has just hired a manufacturers agent. The agent

A. isprobably replacing a company order getter who built up the territory.

B. should assume that Chemco won't ever hire its own sales force for the territory.

C. may lose the business when the territory gets to the point where it can be handled by an order taker.
D. All of the above are equally likely.

E. None of the above isagood answer.



119.A producer of business supplies is using manufacturers agents to do:

A. merchandising.

B. order-getting.

C. order-taking.

D. technical advising.
E. supporting activities.

120.Skye West is a manufacturers agent. Skye is most likely to have responsibilities like those of

A. awholesaler's order taker.

B. aproducer's order taker.

C. aproducer's supporting sal esperson.
D. aretail order taker.

E. aproducer's order getter.

121.Kyra Hanover is an order getter for amodern wholesaler. Kyrais LEAST likely to be involved with:

A. repairing products returned to retailers by customers.

B. conducting demonstrations for retailers salespeople and customers.
C. checking stock to determine what retailers should order.

D. helping to plan special promotions and advertising for retailers.

E. serving as amarketing advisor to her retailers.

122 Retail order getters are usually required for:

A. unsought products.

B. heterogeneous shopping products.
C. impulse products.

D. All of the above.

E. A and B only.

123.Retailers of expensive heterogeneous shopping products usually have a strong need for:

A. order takers.

B. technical specidists.
C. merchandisers.

D. order getters.

E. supporting salespeople.

124.Paul Osborne is an agent for a major insurance company. He is responsible for building his own network of
clients who purchase insurance policies and other financial services from him. He schedul es appointments
with prospective clients, makes sales presentations, and provides policy service after the sale. Paul isa(n)?

A. Order taker.

B. Order getter.

C. Supporting salesperson.
D. Salestechnician.

E. Sales manager.



125.Jan Alvarez works for acable TV company in alarge city. She makes telephone calls during the early
evening and tries to sell cable services to nonsubscribers. Jan is

A. atechnical specidlist.

B. asales promotion specialist.
C. an order taker.

D. an order getter.

E. acustomer servicerep.

126.Tamika White is a sales associate for a prestigious jewelry store. When she started with the store, she relied
almost completely on serving customers who just happened to walk into the store and who knew exactly
what they wanted—all she had to do was ring up the sale. With experience, she began to gather information
about her customers and use them as a source of referrals. She now maintains a large database of her
current customers, regularly communicates with them to keep track of their needs, and actively solicits
referralsto new customers. When she gets a new referral, Tamika sends the prospective client an invitation
to visit the store so that she can work with him/her personally. As aresult, her sales are amost all from
current customers and referrals, with almost no sales from casua "walk-in" customers. Tamika started out
asa(n) , but has now become a(n)

A. Order getter; supporting salesperson.
B. Order taker; supporting salesperson.
C. Supporting salesperson; order taker.
D. Order taker; order getter.

E. Order getter; order taker.

127.Routine completion of sales made regularly to target customersis done by:

A. an order taker.

B. amerchandiser.

C. adetailer.

D. an order getter.

E. asupporting salesperson.

128.A good sales manager knows that:

A. order takers usually do very little aggressive selling.

B. order takers can be used by wholesalers--but not by producers.

C. order getters complete almost all salesin our country.

D. whenever possible, order takers should be replaced by order getters.
E. All of the above.

129.0Order takers:

A. are not necessary if the firm has good order getters.
B. are the routine contact people in the sales force.

C. usually don't call on customers.

D. do not require any specialized training.

E. All of the above are correct.



130.Order takers are concerned with:

A. establishing relationships with new customers and developing new business.

B.sdlling to regular customers, completing most sales transactions, and maintaining relationships with their
established customers.

C. seeking possible buyers with a well-organized sales presentation designed to sell a good, service, or
idea.

D. sdlling unsought and heterogeneous shopping products.

E. working with customers to resolve problems that arise with a purchase, usualy after the purchase has
been made.

131.Order taking involves:

A. establishing relationships with new customers and devel oping new business.

B. selling to new customers.

C. seeking possible buyers with a well-organized sales presentation designed to sell a good, service, or
idea.

D. enhancing the relationship with the customer and getting sales in the long run.

E. routinely completing sales made regularly to target customers.

132.Regarding personal selling, good sales managers know that:

A. many orders are lost smply because the salesperson didn't ask for the order.
B. salespeople should spend the same amount of time with each prospect.

C. the salesrep has very little influence on a prospect's response.

D. good salespeople are born--not taught.

E. All of the above.

133.An order-taking sales rep would be MOST appropriate for a producer of:

A. cleaning materials for maintenance--calling on regular customers.

B. designer clothing--calling on possible new retailers.

C. laptop computers--selling to manufacturers who don't yet have any computers.
D. airplanes--calling on possible corporate jet customers.

E. anew brand of DVD system--calling on wholesalers.

134.A producer's order taker

A. usualy haslittle opportunity to increase salesin aterritory.

B. isexpected to help customers when something goes wrong with the marketing mix.

C.doesn't have to make sales presentations or keep customers informed about new devel opments--order
getters do these tasks.

D. All of the above aretrue.

E. None of the above istrue.

135.An established merchant wholesaler of business supplies would rely mainly on:

. merchandisers.

. order takers.

. order getters.

. supporting salespeople.
missionary salespeople.

mooOw>



136.Mark Johnson's business card says he is a " Customer Service Representative" for OceanView Metal
Industries--awholesaler of standardized steel components used in construction. Mark answers customer
guestions about the firm's products and arranges for routine orders to be sent to the customer's construction
site. It appearsthat Mark is primarily:

A. amissionary salesperson.
B. atechnical speciaist.

C. an order taker.

D. an order getter.

E. none of the above.

137.Andrea Mercer istired of being a manufacturers agent of accessories sold through merchant wholesalers.
Sheiswilling to accept alower income for less travel and stress. She also wants to continue selling in the
same industry so that her experience and business degree will not be wasted. Andrea should look for ajob
asa

A. producer's order getter.

B. wholesaler's order taker.

C. retail order taker.

D. technical specialist for amanufacturer.
E. None of the above fits her needs.

138.A Wendy's fast-food restaurant needs to serveits customers.

A. merchandisers

B. order takers

C. order getters

D. hucksters

E. supporting salespeople

139.People who help order-oriented sal espeople--but don't try for orders themselves are:

. technical speciaists.
. missionary salespeople.
. supporting salespeople.
. All of the above.

None of the above.

mooOw>

140. would be LEAST LIKELY to use supporting salespeople.

. Supermarkets

. Producers of prescription drugs

. Producers of business accessories

. Producers of consumer staples
Merchant wholesalers of installations

moow>»



141.Missionary salespeople

A. work with customers to resolve problems that arise at the time of purchase.

B. work for producers calling on their intermediaries and their customers.

C. provide technical assistance to order-oriented salespeople.

D. work with customers to resolve problems that arise with a purchase, usually after the purchase has been
made.

E. provide information about products, explain company policies, and even negotiate prices or diagnose
technical problems.

142.According to the text, missionary salespeople are sometime called as

A. customer service reps.
B. technical specidists.
C. detailers.

D. order takers.

E. account managers.

143.These salespeople try to develop goodwill and stimulate demand, help intermediaries train their
salespeople, and often take orders for delivery by intermediaries.

A. Order takers

B. Customer service reps
C. Missionary salespeople
D. Technical speciaists

E. Account representatives

144.Missionary sales reps:

A. are order takers.

B. aresalesrepsin training.

C. are customer service reps who resolve problems after purchases have been made.
D. help train intermediaries’ salespeople and set up retail displays.

E. do alot of aggressive selling.

145.A salesperson works for a producer, calls on intermediaries and their customers, tries to develop goodwill
while stimulating demand, but doesn't take any orders for the producer's products. This salesperson is a(n):

A. Order getter.

B. Technical specialist.

C. Missionary salesperson.
D. Order taker.

E. Sales manager.

146.The sales manager for a producer of consumer convenience products should recognize that the company
may need:

A. order gettersto sell its established line to regular wholesaler customers.
B. missionary salespeople to support its wholesalers.

C. order takersto open up new territories.

D. technical specialiststo sell to purchasing agents.

E. All of the above.



147.A large producer of snack foods feels that retailers do not promote its products aggressively enough--
because they also sell competitors products. The producer should use some:

. missionary sales reps.

. more aggressive sales reps.

. order takers.

. order getters.
manufacturers agents.

mooOw>

148.A large appliance manufacturer has adequate wholesale and retail distribution--but is concerned that the
intermediaries do not push its products aggressively enough--because they also carry competitive lines. The
manufacturer should hire some:

A. missionary salespeople.
B. order getters.

C. order takers.

D. technical specialists.

E. customer service reps.

149.A salesperson for cold remedy products visits pharmacists during the cold season and encourages them
to use aspeC|aI end-of-aisle dlsplay for hisfirm's cough syrup and then helps set up the display. The
salesperson is a(n)

A. Customer service representative
B. Order taker

C. Technical specialist

D. Missionary salesperson

E. Order getter

150.Gloria Highnote works for CD Wholesale. She helps CD's retail er-customers set up their cooperative
advertising, helpstrain the retailer's salespeople, and gives CD feedback on how sales promotion ideas are
working. Gloriais:

A. atechnical specialist.

B. acustomer service rep.
C. an order getter.

D. an order taker.

E. amissionary salesperson.

151.Ali Mulhammed has been working for a producer of video games that sell through toy wholesalers
to retailers. He knows all about the games sold by his company and by competitors. He goes into his
wholesalers' territories and tries to get local retailer customers interested in the company's line--and even
trains retailers to demonstrate the games. When aretailer isready to buy, Ali turns the business over to the
wholesaler'ssalesrep. Aliisa

A. member of the firm's major accounts sales force.
B. missionary salesperson.

C. technical specialist.

D. manufacturers agent.

E. None of the above s correct.



152.CeCe Springer works for alarge cosmetics company. She calls on retailersto tell them about her firm's new
products, to train the retailers’ salespeople, and to set up promotion displays. Her boss actually handles the
order-related activities. CeCeis:

A. an order getter.

B. amanufacturers agent.
C. atechnical specidist.
D. an order taker.

E. amissionary salesrep.

153.Missionary selling:

A. isanother name for major accounts selling.

B. isthe performance of personal selling activities for a nonprofit organization.
C. isthe same as prospecting.

D. isoften an entry position for higher level sales and marketing jobs.

E. istypically only used with afirm's largest or most important customers.

154.These salespeopl e are often science or engineering graduates with the know-how to understand the
customer's applications and explain the advantages of the company's product.

A. Customer service reps
B. Order takers

C. Technical specialists
D. Missionary salespeople
E. Systems engineer

155."Technical specialists':

A. areusually paid a straight commission on sales.
B. help explain technical details as needed.

C. usually work with business purchasing agents.
D. usualy install emergency products.

E. aretechnical order getters.

156.A technical specialist:

A. often has abackground in product applications rather than sales.

B. may call on the customer both before and after a purchase.

C. may work in conjunction with an order getter to persuade new clients.
D. All of the above aretrue.

E. None of the above istrue.

157.1BM's customers often need help installing its mini computer systems, so IBM should support the efforts of
its order getters with:

A. sales promotion specialists.
B. selling aids.

C. missionary salespeople.

D. technical specialists.

E. order takers.



158.HP sells custom-made computer systems. Besides order getters, HP probably uses:

A. order takers.

B. missionary salespeople.
C. merchandisers.

D. manufacturers agents.
E. technical speciaists.

159.Jim Healey works for Sony. He doesn't take orders from customers, but he is extremely knowledgeable
about the entire Sony product line and about how its specifications compare to the competition's products.
He helps aregular Sony salesperson by providing details about how Sony's products work, and knows the
customer applications for which the products are best suited. Jimisa:

A. Order getter.

B. Technical specialist.

C. Missionary salesperson.
D. Order taker.

E. Sales manager.

160.Sarah Manchester works for a cable TV company in alarge city. She consults with architects and builders
who want advice about planning for a home theater set-up before a home is built and wired. The cable
company created Sarah's position when it learned that alocal satellite TV service provider was signing up a
larger share of new home ownersin luxury subdivisions.

A. atechnical speciadlist.

B. asales promotion specialist.
C. an order taker.

D. an order getter.

E. acustomer service rep.

161.Customer service reps:

A. areorder getters who sell service products.

B. usually work with missionary salespeople.

C. resolve problems after a purchase has been made.
D. usualy install technical products for customers.
E. hire professional services personnel.

162.Customer service reps

A. work with customers to resolve problems that arise at the time of purchase.

B. work for producers calling on their intermediaries and their customers.

C. provide technical assistance to order-oriented salespeople.

D. work with customers to resolve problems that arise with a purchase, usually after the purchase has been
made.

E. areinvaluable in working with business customers, but not final consumers.

163.Customer service reps help:

A. customers buy.

B. the company win customers.

C. when a customer has technical questions that an order taker can't answer.
D. the company keep customers.

E. al of the above.



164.A customer service rep'smain job isto:

A. take orders.

B. find aremedy when something goes wrong with a firm's marketing mix after a purchase.
C. get new orders.

D. set up retail displaysfor retail customers.

E. listen to customer complaints.

165.A customer service rep'sjob could include:

A. understanding a customer's complaints.

B. finding aremedy when something goes wrong with afirm's marketing mix after a purchase.
C. resolving abilling problem.

D. handling an exchange of a defective product.

E. al of the above.

166.Customer serviceis part of:

A. Product.

B. Place.

C. Promotion.

D. Price.

E. None of the above.

167.Which of the following statements about customer service istrue?

A.A customer service rep may have to deal with a customer problem that is due to a customer error, not just
an error by the company.

B. Customer service is the service part of the benefit that a customer gets when purchasing a physical good.

C. Customer service costs are likely to decrease afirm's customer equity.

D. Customer service is more important for winning customers than for keeping customers.

E. From afirm's perspective, customer service is anecessary evil but isn't likely to cost the firm anything.

168.Customer service reps:

A. are advocates for the customer.

B. solve problems after a purchase.

C. are advocates for the company.

D. promote the customer's next purchase.
E. all of the above.

169.A breakdown in any element of the marketing mix can result in arequirement for

A. customer service.

B. additional sales promotion.
C. reimbursement.

D. replacing the salesperson.
E. technical speciaists.



170.Hannah Spiritway works for a cable TV company in alarge city. She handles telephone calls from
customers who are having problems with their cable service. Hannah is

A. atechnical specidlist.

B. asales promotion specialist.
C. an order taker.

D. an order getter.

E. acustomer servicerep.

171.A good marketing manager organizing a new sales force knows that:

A. new sales reps should start out on the major accounts sales force so they can learn the business from the
bottom up.

B.the most profitable approach isto start with asmall number of salespeople, and then quickly add more if
they can't do the job.

C.it may be necessary to rely on team selling and have more than one rep call on a single customer if
different skills are needed.

D. All of the above aretrue.

E. None of the aboveistrue.

172.Jonquil, Inc., located in WallaWalla, Washington, is amajor manufacturer of class rings for colleges.
It is one of two ring companies trying to become the solely authorized class ring distributor for Carter
Glass University in Virginia—alarge university of over 25,000 students. When invited to make a sales
presentation to the buying group at Carter Glass University, Jonquil sent the national vice-president of
marketing, the national customer service director, the national design director, the regional sales manager,
and the local sales representative in Virginia. During the sales presentation, each person discussed what
role he/she would have in serving the Carter Glass University account. Jonquil, Inc. seemsto be doing:

A. Joint problem solving.
B. Team sdlling.

C. Sales promotion.

D. Order taking.

E. Missionary selling.

173.Which of the following statementsis FALSE?

A. Team selling involves different specialists--to handle different parts of the selling job.

B. A major accounts sales forceis used to sell to small retailers who are not covered by wholesalersin the
channel.

C. Carefully selected sales territories can reduce the cost of sales calls.

D Thefirst step in deciding how many salespeople are needed is to estimate how much work can be done

. by one person in some time period.

E Telemarketing provides salespeople with many of the benefits of a personal visit--including the ability to

. modify the message as feedback is received.



174.Jeffrey O'Donnell works for a producer of dairy products and knows all about these products. Heis
responsible for only two very large chain customers. Other salesreps, like Jeffrey, call on other large
chains for this producer. They regularly call on the central offices of these big retail chains and encourage
them to buy the company's full line. Jeffrey is:

A. amissionary salesperson.

B. aretail order taker.

C. atechnical specidist.

D. amanufacturers agent.

E. amember of his company's major accounts sales force.

175.Edward Seaton owns a firm that manufactures custom-made carpets. He has aregular salesforce to call on
smaller customers and an elite force to call on larger accounts. The elite salesforce is called:

A. customer service reps.

B. major accounts sales force.
C. technical specidlists.

D. supporting salespeople.

E. missionary salespeople.

176.Which of the following about telephone selling by an inside sales group is FALSE?

A. savestime and money for the producer.

B. provides away for the producer to get direct feedback from customers.
C. extendsthe personal selling effort to new target markets.

D. provides away for the producer to find solutions to potential problems.
E. none of the aboveisfalse.

177.Which of the following statements about telemarketing is False?

A. Customer response to telemarketing is the same in both business markets and final consumer markets.
B. Telemarketing can extend personal selling efforts to new target markets.

C. Telemarketing can save time and money for the seller.

D. Telemarketing can increase the frequency of contact with current customers.

E. Telemarketing can provide needed support for customers in e-commerce situations.

178.Carefully set territories

A. can reduce travel time but increase costs.

B. can reduce confusion about who has responsibility for a set of sales tasks.
C. awaysinclude at least one metropolitan area.

D. aways reduce the cost of sales calls.

E. canincrease travel time while reducing costs.

179.Allied Corp. has found that an effective salesperson should call on each account about six times a year and
spend about two hours per sales call. Every salesperson works a 40-hour week and takes off two weeks for
vacation each year. A salesperson must spend half of the time on travel and administration. Approximately
how many salespeople does Allied need to service 500 accounts?

"o N

here is not enough information to determine the answer.



180.1t isusualy the job, perhaps with help from specialists in technology, to decide what types of
sales technology tools are needed and how they will be used.

A. sales manager's

B. procurement manager's
C. marketing executive's
D. purchasing manager's
E. product manager's

181.A salesrep might use new software for to provide a competitive advantage:

A. salesforecasting.

B. shelf-space management.

C. customer contact management.
D. time management.

E. al of the above.

182.A salesrep might use new software for to provide a competitive advantage:

A. salesforecasting.

B. spreadsheet analysis.

C. electronic presentations.
D. customer contacts.

E. al of the above.

183.Which of the following is a good example of a sales technology?

A. spreadsheet analysis of scanner data

B. electronic dlide show for a sales presentation

C. software for shelf space management

D. order status information available over the Internet
E. all of the above

184.New hardware and software available to salespeople:

A. Change the basic sales tasks that must be performed, but don't change how well the tasks are done.
B. Involve no costs to the firm except the purchase of the hardware and software.

C. Do not provide any new ways to meet customer needs.

D. May provide areal competitive advantage to afirm if they are used properly.

E. All of the above.

185.Selecting "good, well-qualified” salespeople can be aided by:

A. multiple interviews with company executives.
B. systematic selection procedures.

C. good job descriptions.

D. background checks.

E. All of the above.



186.A isawritten statement of what a salesperson is expected to do.

A. Covering letter

B. Job description

C. Terms of employment
D. Conditions of service
E. Disclaimer

187.A job description for a sales position

A. should be detailed enough that it lists the specific tasks to be performed.

B. should be in writing, but should be quite general so that it doesn't reduce the sales manager's flexibility in
assigning jobs.

C. should look pretty much the same from one company to another.

D. isnot very useful, since the job is always changing.

E. all of the above.

188.A good job description for a salesperson:

A. Should be somewhat vague in order to give salespeople some flexibility.
B. Has nothing to do with the selection of new salespeople.

C. Liststhe specific tasks that salespeople are expected to do.

D. Should not be used as a basis for performance evaluation.

E. None of the above.

189.A good job description will help anew sales manager see:

A. the kind of training needed.

B. the kind of salespeople to be selected.
C. what selling tasks are needed.

D. how salespeople should be paid.

E. All of the above.

190.All of the following are true of job descriptions except

A. provides abasis for how salespeople should be paid.

B. listsroutine prospecting and sales report writing tasks.

C. provides clear guidelines about what selling tasks the job involves.
D. lists general tasksto be performed but doesn't get too specific.

E. provides abasis for seeing how salespeople should be trained.

191.Which of the following statements by a sales manager suggests a problem?

A."Taking a successful salesrep out of aterritory for salestraining is like spending money to teach afish
to swim."

B."I was a sales rep before becoming manager, so | don't need a job description to help me look for new
salespeople.”

C."l select new salespeople all by myself, because | am the one responsible for the performance of the
salesforce."

D. Each of the above indicates a problem.

E. None of the above indicates a problem.



192.A firm's sales training should cover:

A. professional selling skills.

B. building relationships with customers.
C. company policies and practices.

D. product information.

E. al of the above.

193.The company's sales training program typically covers all the following areas except

A. company policies and practices.

B. product information.

C. building relationships with customer firms.

D. professional selling skills.

E. personnel attitudes and prospective client profiles.

194.Which of the following statementsis true?

A. Good salespeople are born with inherent selling traits and need little training.

B. All salespeople need training.

C. Selling skills are best learned with interactive Web training programs.

D. New salespeople should be immediately sent out on the road to get acquainted with the firm's best
customers.

E. Training should include on-the-job observation, but classroom and Web-based learning is rarely needed.

195.Regarding the training of salespeople:

A. A good salesperson does not need training.

B. Experienced salespeople do not need training.

C. Most good salespeople are "born salespeople” and possess the necessary skills without training.

D Time spent on classroom training of new salespeople is often wasted because experience in dealing
. directly with customersis the best possible training.

E. None of the above.

196.Sales force training is needed for anyone:

A. with prior selling experience with the firm's type of products.

B. with knowledge of the company's products--but no selling experience.

C. with some selling experience--but no knowledge of the company or its products.
D. who is new to sales and/or the company's products.

E. All of the above.

197.Regarding sales force training,

A.itisrarely necessary to take a successful and experienced sales rep out of the field for atraining
program.

B. every new sales rep should go through all parts of afirm's training program, so that nothing is missed.

C training programs should focus on company policies and product information, since sales presentation

. Skillsare best learned in the field.

D. All of the above aretrue.

E. None of the above istrue.



198.Sales training:

A usually isn't necessary if anew salesperson has had similar selling experience calling on the same

. customers for a competing company.

B programs should focus on product and company information--since research shows that training is not
. effective in developing selling skills.

C. isusually needed only for new salespeople.

D. All of the above aretrue.

E. None of the aboveistrue.

199.Providing training in selling techniques help a salesperson in all of the following ways except

A. winning new customers by disparaging competitors.

B. listening carefully to identify a customer's real objections.

C. closing the sale.

D. working with customersin difficult customer service situations.
E. how to be more effective in cold calls on new prospects.

200.When setting sal espeopl€'s compensation level,

A. acompany should pay everyone at least the going market wage for order getters.
B. salespeople should be the highest-paid employees in the company.

C. order takers should be paid more than order getters.

D. thefirst step isto write job descriptions.

E. All of the above.

201.With regard to the level of compensation for salespeople, a marketing manager should recognize that:

A. order takers generally are paid more than order getters.

B. the appropriate level of compensation should be suggested by the job description.

C. agood order getter will generally be worth less to afirm than a good technical specialist.

D. the firm should attempt to pay all its salespeople at |east the going market wage for order getters.
E. salespeople should be the highest-paid employeesin the firm.

202.According to the text, to recruit, motivate, and keep good salespeople, afirm hasto

A. provide encouragement by giving trophies and certificates.
B. give public recognition.

C. develop an effective compensation plan.

D. offer apromotion.

E. reinvent its marketing strategies.

203.The two basic decisions to be made in devel oping a compensation plan are the method of payment and

A. designation of the salesperson.

B. level of compensation.

C. number of years of service.

D. number of client commendations received.
E. career advancement.



204.A firm's sales compensation plan should consider

A. the pay for other jobs in the firm.

B. the amount of direct control desired by the firm.
C. the amount of selling versus nonselling time.

D. what competitors pay salespeople.

E. al of the above.

205.All of the following are payment methods for personal selling except

A. straight salary.

B. combination plan.
C. straight commission.
D. profit-sharing.

E. tax deductions.

206.The most popular sales force payment method is:

A. acombination plan.

B. the consultative selling method.
C. straight salary.

D. straight commission.

207.Regarding sales force compensation methods:

A. combination plans provide some security and some incentive.
B. straight commission avoids the need to consider a sales quota.
C. straight salary provides the most incentive.

D. sales quotas play no role in any of the methods.

E. All of the above.

208.A straight salary

A. offersthe most security for the salesperson.

B. includes some salary and some commission.

C. offersthe most incentive.

D. istied to results actually achieved.

E. isbased on the specific sales or profit objective a salesperson is expected to achieve.

209.A sales manager's CONTROL over his salespeople:

A. isstrongest with order getters who are paid on straight commission.

B. cannot be obtained with combination plans.

C. can be the strongest with a straight salary plan.

D. issmall; it's the responsibility of the marketing manager.

E. isnot too important if the salespeople regularly meet their sales quotas.

210.A salesperson on a(n) earns the same amount regardless of how he or she spends time.

A. bonus plan

B. commission pay
C. straight salary

D. combination plan
E. incentive plan



211.The compensation plan increases the amount of sales supervision needed.

A. Straight salary

B. Commission pay
C. Bonusplan

D. Combination plan
E. Profit-sharing plan

212.Regarding sales force compensation, the commission method is based on:

A. apercentage of dollar sales.

B. the number of new accounts.

C. customer satisfaction ratings.

D. customer service problems resolved.
E. any of the above.

213.Even though commissions are often based on a percentage of dollar sales, they can be based on
instead.

A. number of new accounts.

B. customer satisfaction ratings.

C. customer service problems resolved in some time period.
D. dl of the above.

E. none of the above.

214.The method of payment uses a percentage of dollar sales in calculating compensation.

A. Bonus

B. Commission

C. Straight salary

D. Combination

E. Employee discount

215.The commission method of payment:

A. includes some salary and some commission.

B. offersthe most security for the salesperson.

C. offersthe most incentive for the salesperson.

D. istied to results projected in the sales plan.

E. increases the amount of sales supervision needed.

216.A merchant wholesaler who wants to provide the most INCENTIVE in his sales force payment plan should
use:

A. salary plus commission.

B. straight commission.

C. the same level of pay for al salespeople.
D. sdlary plus bonus.

E. straight salary.



217.With the method of payment, some salary and some commission are included.

A. Commission
B. Bonus

C. Combination
D. Straight salary
E. Stock

218.A producer wants to increase the amount of time its sales reps spend on supporting activities. It a'so wishes
to keep its sales reps motivated and aggressive, and also provide some security. Which payment plan
should the firm use?

A. Straight salary
B. Combination plan
C. Straight commission

219.A producer wants to reduce sales force turnover AND obtain a more aggressive sales effort for its
accessories. Which of the following sales force payment methods should it use?

A. Straight salary

B. Selling formula plan
C. Combination plan
D. Straight commission

220.The sales manager of the Retro Butterfly Chair Corp. wishes to compensate his sales force in away which
will provide some security, incentive, flexibility, and control. The company should offer its sales force:

A. straight salaries.

B. straight commissions.
C. acombination plan.
D. avalue plan.

E. abonus plan.

221.Liz Edwardsis a sales associate for amajor retailer of high-quality cooking supplies, housewares, and
furniture. She is paid an hourly wage, plus she gets an additional sum of money that is a percentage of the
dollar sales of all the sales associates combined during the hours that she works. Liz isworking under a
compensation plan:

A. Straight salary.

B. Combination.

C. Straight commission.
D. Incentive.

E. None of the above.

222.0nce the compensation level for a producer's salespeople has been set, the particular METHOD of payment
depends on the:

A. need for incentive.

B. setting of sales quotas.
C. desirefor simplicity.
D. need for control.

E. All of the above.



223.Regarding sales force payment methods:

A. itis common to sacrifice some simplicity to gain more flexibility, incentive, or control.
B. combination plans offer some degree of security, incentive, and control.

C. straight commission offers the most incentive.

D. straight salary provides the most security and control.

E. All of the above are true.

224.Which of the following statements about sal esperson compensation is FALSE?

A. Commissions reduce the need for working capital.

B. Incentives must be carefully aligned with the firm's objectives.
C. Compensation plans should be clear.

D. Sales managers must plan, implement, and control.

E. None of the aboveisfalse.

225.A sales compensation plan should:

A. be easy for salespeople to understand.

B. use the same commission rates on al products--if commissions are used at all.
C. be based on salary or commission, but not a combination of the two.

D. All of the above aretrue.

E. None of the aboveistrue.

226.Which of the following sales force payment methods is best for SIMPLICITY ?

A. Salary plus bonus plan

B. Value plan

C. Combination plan

D. Straight salary

E. None of the above, i.e., all are equal.

227.The specific sales or profit objective a salesperson is expected to achieve isknown as a

. Sales quota.

. Salesrange.

. Sales standard.

. Salesreturn.
Sales maximum.

moow>

228. is the specific sales or profit objective a salesperson is expected to achieve

. Sales quota

. Salestarget

. Sales prospecting

. Sales presentation
Sales percentage

mooOw>



229.Which of the following statements relating to sales quotasis FALSE?

A. Salespotential usually differs from one sales territory to another.

B. A salesperson's sales quotais the specific level of sales he or she achieved in the previous sales period.
C.Unless the pay plan allows for territory differences, some sales reps may be overworked and others may

be underworked.
D.Unless the pay plan allows for territory differences, some sales reps may be underpaid for the same
amount of effort.

230.Personal selling techniques include all of the following EXCEPT:

A. searching for prospects.

B. making sales presentations.
C. planning sales presentations.
D. preparing job descriptions.
E. following up after the sale.

231.Put the steps of the personal selling process in order:
Prospect for new customers; Select target customer; Preplan sales call and presentation; Make sales
presentation; ; and Follow up after the sales call.

. Create interest.
. Open sde.
. Overcome objections.
. Close sdle.
Contact buyer.

moow>

232. involves following al the leads in the target market to identify potential customers.

. Sales presentation
. Prospecting

. Closing

. Sales quota

. Marketing

mooOw>

233."Prospecting:"

A. involvesfollowing all the leads in the target market.

B. should require a sales rep to spend the same amount of time with each prospect.

C. refersto selection of the firm's target market.

D. should use a system for allocating time to potential customers based on their potential.
E. Both A and D.

234 Which of the following statements about prospecting is FALSE?

A. Prospecting focuses on identifying new customers.

B. A salesrep needsto set priorities for all prospects--both old and new.
C. A sdlesrep must qualify potential customers.

D. CRM systems help with the process of prospecting.

E. None of the above isfase.



235.Robert Jackson sells luxury automobiles at a dealership in an upscale section of amajor city. When
he started out as a salesperson, he identified potential customers by visiting office buildings near the
dealership and examining the directoriesin the buildings' lobbies. He discovered that there were several
large law firms within amile or two of the dealership. He would copy down the names of the law firms
and their attorneys from the building directory. Then he would mail engraved invitations to each of the
attorneys inviting them to the dealership to test drive a new car. Deciding to focus on attorneys exclusively,
he purchased a directory of attorneysin the area and started expanding his potential customer base. Robert
isengaged in

A. The consultative selling approach.
B. Prospecting.

C. The selling formula approach.

D. Closing.

E. None of the above.

236.Which of the following is NOT one of the sales presentation approaches discussed in the text?

A. Prepared sales presentation

B. Selling formula approach

C. Consultative selling approach

D. Target market approach

E. None of the above, i.e., all are discussed in the text.

237.A is the salesperson's request for an order.

A. close

B. prospect

C. salesquota

D. job description
E. proposa

238.With the approach, the salesperson uses a memorized presentation that is not adapted to
each individual customer.

A. Prepared sales

B. Consultative selling
C. Selling formula

D. Fixed sales

E. Differentiated value

239.With the approach, the salesperson assumes that a customer faced with a particular stimulus
will say yesto hisrequest for an order.

A. Sdling formula

B. Consultative selling
C. Prepared sdles

D. Fixed sales

E. Differentiated value



240.Which of the following statements about the prepared sales presentation is False?

A. It may contain several attemptsto close asale.

B. It isnot adapted to an individual customer's needs.

C. It makes sense for experienced salespeople to useit.

D. The salesperson does most of the talking.

E. Itisnot considered a good approach for complicated selling situations.

241.A prepared sales presentation:

A. isthe best approach for most selling situations--since the company can control what the sales rep says.
B. usually involves many questions, to be sure each customer's needs are fully understood.

C. iscommon with high value items--to be sure the customer learns about al of the technical details.

D. isbest when alot of timeis available for a sales presentation.

E. None of the above istrue.

242.A sales presentation in which the sales rep does most of the talking, using a " canned” presentation to obtain
a"yes' answer to a"trial close" isa

A. prepared sales presentation.

B. target market presentation.

C. consultative selling presentation.
D. sdlling formula presentation.

E. None of the above.

243.Which sales presentation would be "best” for convenience (food) store clerks?

A. Selling formula approach

B. Prepared sales presentation
C. Target market presentation
D. Consultative selling approach
E. None of the above.

244 A lawn care firm selling by phone to people listed in the telephone directory should use which of the
following sales presentations?

A. Consultative selling approach.
B. Selling formula approach.

C. Prepared sales presentation.
D. Target market presentation.

E. None of the above.

245.Paige Whaley works as a telephone salesperson for a newspaper. She calls new residentsin the city to try to
get subscriptions for home delivery. Which of the following types of sales presentation should she use?

A. Prepared sales presentation.
B. Selling formula approach.

C. Consultative selling approach.
D. Customer service approach.
E. Sales quota approach.



246.Elise Noble works as a telephone sal esperson for the Catalog Division of JC Penney. Her primary jobisto
call customers with Penney charge accounts to inform them about sale items and ask if they would like to
order the sale items. Which of the following kinds of sales presentations would be best for Elise to use?

A. Prepared sales presentation.
B. Customer service approach.
C. Consultative selling approach.
D. Selling formula approach.

E. Target market presentation.

247.The involves developing a good understanding of the individual customer's needs before
trying to close the sale.

A. Sdlling formula approach

B. Consultative selling approach
C. Prepared sales presentation
D. Fixed sales presentation

E. Differentiated value approach

248.With the approach, the sales rep begins by making some general benefit statementsto get the
customer's attention and interest.
A. Prepared sales
B. Fixed sales

C. Sdling formula
D. Consultative selling
E. Differentiated value

249.With the approach, the customer and the salesperson work together to satisfy the customer's
needs and solve the problem.
A. Prepared sales
B. Fixed sales

C. Selling formula
D. Consultative selling
E. Differentiated value

250.Some sales reps try to get a prospect to do most of the talking at first--to help pinpoint the potential
customer's needs. After the sales rep feels that he understands the customer's needs, he begins to enter more
into the discussion, helping the customer understand his own needs, showing how his product satisfies the
customer's needs, and then trying to close the sale. Thistype of sales presentation uses the:

A. selling formula approach.

B. target market presentation.

C. consultative selling approach.
D. prepared sales presentation.
E. None of the above.



251.A salesrep for installations probably should use a sales presentation.

A. consultative selling approach
B. target market

C. prepared

D. sdlling formula approach

E. any of the above

252.A sales representative for Xerox always begins her sales presentation by conducting an interview with the
potential customer. She asks several multiple-choice questions that are designed to pinpoint the needs of
the customer for various features of a new copying machine. At the end of the interview, the salesperson
takes a moment to summarize the resultsin a profile of the customer and his’her needs. She then matches
the needs to a specific model in the Xerox line of copiers, and shows how the Xerox model compares to
other competing models. This sales representative is engaged in:

A. A consultative selling approach.
B. A prepared sales presentation.
C. A sdlling formula approach.

D. A telemarketing approach.

E. A prospecting approach.

253.Tyler Young sells adiverse line of conveyor systemsto small manufacturers. He has found that he is most
successful when he uses the sales call to help the customer solve some problem using one of his products.
Tyler probably relieson

A. the missionary approach.

B. the prepared presentation approach.
C. the salling formula approach.

D. the consultative selling approach.
E. Any of the aboveisequaly likely.

254.Dale Jetta sells life insurance. The company provides alist of prospects and Dale starts each sales call by
asking the potential customer to explain his or her financia goals. Daleis probably using the

A. selling formula approach.

B. consultative selling approach.
C. canned presentation approach.
D. target market approach.

E. missionary approach.

255.Betti Hallmark sells women's clothing and gets most of her business from regular customers who have
bought from her before. Betti never triesto sell anything before first trying to determine each customer's
specific needs. Once she understands the customer's needs, Betti helps the customer understand her own
needs and then shows how some product will fill those needs. Betti's sal es presentation uses the:

A. "canned" approach.

B. target market presentation.

C. sdling formula approach.

D. consultative selling approach.
E. None of the above.



256.The selling formula approach

A. makes some general benefit statements to get the customer's attention and interest.

B. starts with a prepared presentation outline approach and leads the customer through some logical stepsto
afina close.

C. involves devel oping a good understanding of the individual customer's needs before trying to close the
sae.

D. uses amemorized presentation that is not adapted to each individual customer.

E. is a problem-solving approach in which the customer and salesperson work together to satisfy the
customer's needs.

257.The selling formula approach:

A. Starts out much like the consultative selling approach.

B. Follows a series of logical steps based on some knowledge of the target customer.

C. Becomes identical to the prepared sales presentation as the sal esperson approaches an opportunity to
closethe sae.

D. All of the above.

E. A and Conly.

258.The sdlling formula approach:

A starts with a prepared presentation outline, discovers each customer's specific needs, and then leads the
. customer through some logical stepsto afinal close.

B. usesthe same sales presentation with every potential customer.

C. usually requires a more skilled salesperson than the consultative selling approach.

D. All of the above aretrue.

E. None of the above istrue.

259.Producers who know something about their target customers needs and attitudes often supply their
relatively untrained salespeople with a sales presentation in which (1) the salesperson does most of the
talking at the beginning, (2) then brings the customer into the discussion to clarify the customer's needs,
and (3) triesto close the sale. They are using a

A. consultative selling approach.
B. quota system.

C. prepared sales presentation.
D. sdlling formula approach.

E. target market presentation.

260.San Oxana Insurance Company uses relatively untrained people to sell itslife insurance. The sales reps
learn prepared sales presentations which help them describe the firm's policies to potential customers,
discover each customer's specific needs, and then lead them through some logical stepsto afina close.
They areusing &

A. selling formula approach.

B. customer service approach.
C. target market presentation.

D. consultative selling approach.
E. prepared sales presentation.



261.Simon Juarez sells life insurance for alarge New Mexico firm. He locates customers by selecting
names out of atelephone directory and calling to arrange an appointment. He begins each presentation
by explaining the basic features and merits of his product--eventually bringing the customer into the
conversation to clarify the customer's insurance needs. Then he tells how his insurance policy would satisfy
the customer's needs and attempts to close the sale. Simon's sales presentation is based on the:

A. consultative selling approach.
B. selling formula approach.

C. canned presentation approach.
D. target market approach.

E. customer service approach.

262.Most sales presentations follow the AIDA sequence which stands for

A. Attention, Interest, Desire, Action

B. Attention, Interest, Develop, Appeal

C. Attention, Involvement, Desire, Action

D. Attention, Involvement, Desire, Appeal

E. Attention, Interaction, Development, Action



Usethisinformation for questionsthat refer to the " Salespeople” case.

Wilson Alvaro graduated with a marketing degree aimost ayear ago. Like many of hisfriends, he took a
jobin sales and really enjoysit. A description of Wilson's job and those of some of his friends are noted
below.

Wilson Alvaro loves biking and has his dream job. He works for a wholesale company that sells mountain
bikes for a manufacturer. He works with a small group of people who call on the buying offices for two
large retail chains, Wal-Mart and Toys R Us. The group includes a finance person and a production person,
and they all work together to meet the specific needs of these two big accounts; for example, sometimes
they recommend a model of bike that will be available from only that retailer's stores. However, Wilson's
main job focuses on building relationships and solving customer problems. Only occasionally is he
expected to try to persuade the retailers to buy more bikes.

Amy Bowden sells life insurance. She calls on new parents and persuades them to buy insurance products.
It isdifficult for a manager to control Amy'swork, but she has incentive to work hard because her job
security and income depend on getting sales. She is a confident self-starter, so she likesit that way.

Ben Peterson works for a fashionable men's clothing store. He enjoys spending time with customers who
come in, learning about their fashion needs, and hel ping them pick clothes that really work for them.
While the store manager can easily observe and direct Ben's activities, the manager wants Ben to have the
incentive to increase customer purchases and satisfaction.

Emily Winters handles inside sales for amajor industrial distributor. She deals with aregular set of
established customers, most of whom know what they want. Emily talks to them on the phone and answers
guestions about products, delivery time, and pricing. She sometimes works with outside sales reps who
visit customers and help introduce new products. Emily isthe first person her customers call when there's
aproblem with a purchase, so she spends alot of time dealing with customer problems. As an inside
salesperson, Emily'swork is easily supervised by a sales manager - and she has little influence on how
much her customers buy.

Melissa Tran works for a company that sells paper products (like napkins, paper towels, and paper plates)
primarily through small independent grocers. Most of the grocers are regular customers, but sometimes she
makes cold callsto new grocery stores. Melissa'sjob isto develop goodwill and try to increase sales. For
example, she often sets up special promotional displaysin stores. Her compensation plan gives her income
security, but she also can receive a bonus for sales growth in her territory.

Charlie Riggsis atelemarketer for an Internet service provider. He calls people on alist provided by his
firm and tries to sign them up for Internet service. Charlie relies heavily on a presentation he learned during
histraining. Charlie is very good at what he does and loves that the more success he has the more he earns.

263.Which salesperson's main sales task is supporting?

A. Wilson Alvaro
B. MelissaTran
C. Emily Winters
D. Ben Peterson

264.Which salesperson's primary task is order taking?

A. Emily Winters
B. Melissa Tran

C. Amy Bowden
D. Wilson Alvaro
E. Charlie Riggs



265.Which of the following is true about Melissa Tran's sales position?

A. Recruiting for this job would not require ajob description.

B. It involves mgor account management.

C. Thejob would not require product training -- only sales training.
D. It involves missionary sales.

E. None of the above.

266.Wilson Alvaro's sales position involves:

A. providing customer service.
B. team selling.

C. major account management.
D. all of the above.

E. none of the above

267.Which salesperson has ajob where compensation is likely to be straight salary?

A. Ben Peterson
B. Amy Bowden
C. Mélissa Tran
D. Emily Winters
E. Charlie Riggs

268.What type of compensation plan should Ben Peterson have?

A. straight salary.

B. straight commission.

C. acombination of salary and commission.

D. asdary that is paid only if acertain sales quotais achieved.
E. any of the above is equally appropriate for Ben's job.

269.Which salesperson probably does the most prospecting?

A. Amy Bowden
B. Wilson Alvaro
C. MdlissaTran

D. Charlie Riggs

270.What sales presentation approach does Charlie Riggs use?

A. missionary presentation.

B. prepared sales presentation.

C. consultative selling approach.

D. selling formula approach.

E. no sales presentation approach is used because he just calls people and says what he learned during
training.



271.What type of sales presentation approach does Ben Peterson use?

A. Consultative selling approach.
B. Prepared sales presentation.
C. Missionary selling.

D. Selling formula approach.

E. Sales quota approach.

272.Which salesperson does the most customer service?

A. Charlie Riggs
B. Melissa Tran
C. Emily Winters
D. Ben Peterson
E. Amy Bowden

273.Which salesperson has ajob that requires NO training in sales?

A. Charlie Riggs.

B. Melissa Tran.

C. Emily Winters.

D. Ben Peterson.

E. All of these jobs require some training in sales.

274.Mélissa Tran's company wants to have enough salespeople to serve 1,000 accounts. An effective
salesperson can call on each account 12 times ayear and should average about two hours per sales call.
Each salesperson works 40 hours a week and takes off two weeks for vacation each year. Salespeople
spend half their time on travel and administration. How many salespeople does Melissa's company need?

A.6

B. 12

C.24

D. 40

E. Thereis not enough information to determine the answer.
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Personal selling techniques vary very little from country to country.

EAL SE

AACSB: 13 Economic environments
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #1

Question Type: Definition

Self-Test: No

While face-to-face with prospects, a salesperson can adjust what he or she says or does to take into
consideration culture and other behavioral influences.

TRUE

AACSB: 5. Diversity understanding
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #2
Question Type: Definition
Self-Test: No

Personal selling is often acompany's largest single operating expense.

TRUE

AACSB: 9 Value creation
Chapter: 14
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Perreault - Chapter 14 #3
Question Type: Definition
Self-Test: No

About 10 percent of the total U.S. labor force isin sales work.

TRUE

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #4
Question Type: Definition
Self-Test: No

Inthe U.S., amost as many people are employed in sales work as in advertising.
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Perreault - Chapter 14 #5

Question Type: Definition

Self-Test: No
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About 20 times more people are employed in selling than in advertising.

TRUE

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #6
Question Type: Definition
Self-Test: No

Good salespeople try to help customers buy by presenting both the advantages and disadvantages of a
product--and showing how it will satisfy the customer's needs.

TRUE

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy
LearnObj: 1

Perreault - Chapter 14 #7
Question Type: Definition
Self-Test: No

Good salespeopletry to sell the customer, irregardless of other factors.

EAL SE

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Medium
LearnObj: 1

Perreault - Chapter 14 #3
Question Type: Definition
Self-Test: No

Salespeopl e often are responsible for representing the customer inside their own company as well as
representing their company to the customer.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy
LearnObj: 1

Perreault - Chapter 14 #9
Question Type: Definition
Self-Test: No

Sal espeople may represent their company to customers and, in turn, represent their customers within the
company.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #10
Question Type: Definition
Self-Test: No
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Sales reps often must plan whole marketing strategies for their own geographic territories.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #11
Question Type: Definition
Self-Test: No

Although the salesperson's job may change constantly, there are three basic sales tasks.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #12
Question Type: Definition
Self-Test: No

The three basic sales tasks are order getting, order taking, and sales prospecting.
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Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #13
Question Type: Definition

Self-Test: No

The three basic sales tasks are order-getting, order-taking, and supporting.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhj: 2

Perreault - Chapter 14 #14
Question Type: Definition
Self-Test: No

A salesperson’'s main task might be order getting, order taking, or supporting, but sometimes one
salesperson does all three tasks.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #15
Question Type: Definition
Self-Test: No
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A salesperson who aggressively seeks out possible buyers with a well-organized sales presentation
designed to sell aproduct isamissionary sales rep.

FAL SE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #16
Question Type: Definition
Self-Test: No

Order getters are concerned with finding new opportunities for the company.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhyj: 2

Perreault - Chapter 14 #17
Question Type: Definition
Self-Test: No

Order getters are even more important for business products than for consumer products.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #18
Question Type: Definition
Self-Test: No

Producers of al kinds of products, especially consumer products, have a great need for order getters.

EALSE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Hard
LearnObhj: 2

Perreault - Chapter 14 #19
Question Type: Definition
Self-Test: No

A good order getter tries to sell solutions to the customer's problems--not just physical products.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #20
Question Type: Definition
Self-Test: No
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Agent wholesalers--particularly manufacturers’ agents and brokers--are often order getters.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #21
Question Type: Definition
Self-Test: No

A wholesaler's order-getting salespeople are likely to be paid more than its order takers.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #22
Question Type: Definition
Self-Test: No

Retail order getters are usually needed for unsought consumer products, and are desirable for
heterogeneous shopping products as well.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #23
Question Type: Definition
Self-Test: No

Homogeneous shopping products need order getters more than heterogeneous shopping products.

EALSE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObhj: 2

Perreault - Chapter 14 #24
Question Type: Definition
Self-Test: No

Order getters complete most sales transactions.
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Chapter: 14

Difficulty: Easy
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Perreault - Chapter 14 #25
Question Type: Definition
Self-Test: No
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A salesperson who completes routine sales made regularly to target customersis an order taker.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #26
Question Type: Definition
Self-Test: No

Order takers should work on improving the whol e relationship with the customer, not just on
completing a single transaction.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnOhyj: 2

Perreault - Chapter 14 #27
Question Type: Definition

Self-Test: No

A producer's order taker may explain details, handle complaints, and train the customer's empl oyees.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #28
Question Type: Definition

Self-Test: No

Missionary salespeople usually work for wholesalers and provide special promotion help to producers
whose products are widely distributed.

EALSE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #29
Question Type: Definition
Self-Test: No

Developing goodwill and stimulating demand are tasks performed by missionary salespeople.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #30
Question Type: Definition

Self-Test: No
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Scientists or engineers--who may have little interest in sales but do provide technical assistance to order
getters--are called technical specialists.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #31
Question Type: Definition
Self-Test: No

Customer service reps are usually specialists who are involved in helping potential customers before a
purchase is made.

EALSE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #32
Question Type: Definition
Self-Test: No

Customer service reps are more useful for "keeping" customers, rather than "winning" new customers.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #33
Question Type: Definition
Self-Test: No

Customer service is different from the service that is part of the product that a customer buys because it
usually involves a breakdown in some aspect of the marketing mix.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #34
Question Type: Definition

Self-Test: No

When a customer service rep works to solve a customer's problem, it often involves taking steps to
remedy what went wrong.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #35
Question Type: Definition

Self-Test: No
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Providing effective customer serviceisrelatively simple--because it is usually clearer how to repair a
negative experience than it isto provide an initial purchase experience that is satisfying to the customer.

FAL SE

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #36
Question Type: Definition
Self-Test: No

From a marketing management perspective, it's best to think of customer service as part of Promotion,
not part of Product.

TRUE

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #37
Question Type: Definition
Self-Test: No

Poor customer serviceislikely to reduce afirm's customer equity.

TRUE

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #38
Question Type: Definition
Self-Test: No

Customer service reps are customer advocates, but they need company support.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #39
Question Type: Definition
Self-Test: No

Team selling might involve atechnical specialist, an order getter, and a customer service rep al
working together on a specific account.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 4

Perreault - Chapter 14 #40
Question Type: Definition

Self-Test: No
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Team selling occurs when different people work together on a specific account.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 4

Perreault - Chapter 14 #41
Question Type: Definition

Self-Test: No

A major accounts sales force is used when a company wants to be certain that its most important
customers get a special selling effort.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhj: 4

Perreault - Chapter 14 #42
Question Type: Definition

Self-Test: No

Moen, amaker of plumbing fixtures, employs a major accounts sales force and gives special attention
and support to the firm's largest accounts such as Home Depot and Lowe's.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 4

Perreault - Chapter 14 #43
Question Type: Application
Self-Test: No

Although telephone selling by an inside sales group can save time and money in business markets, it has
been declining in recent years.
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Chapter: 14

Difficulty: Easy

LearnObj: 4

Perreault - Chapter 14 #44
Question Type: Definition

Self-Test: No

Telemarketing can help afirm extend its personal selling efforts to new target markets without investing
alot of time and money.

TRUE
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Chapter: 14
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LearnOhj: 4

Perreault - Chapter 14 #45
Question Type: Definition
Self-Test: No
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Toll-free telephone lines are not very practical for getting direct feedback from final consumers.
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Chapter: 14

Difficulty: Easy
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Perreault - Chapter 14 #46
Question Type: Definition

Self-Test: No

When deciding how many salespeople are needed, the first step is to determine how many salesreps are
used by competing companies.

EAL SE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy
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Perreault - Chapter 14 #47
Question Type: Definition

Self-Test: No

Sales managers often divide sales force responsibilities based on the seniority of the salespeople.
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Chapter: 14

Difficulty: Medium
LearnObj: 4

Perreault - Chapter 14 #48
Question Type: Definition
Self-Test: No

Even though some sales tasks can be handled effectively and economically using technology, a sales rep
is still needed to build relationships.

TRUE
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Perreault - Chapter 14 #49
Question Type: Definition

Self-Test: No

Digital self serviceis particularly effective when the customer needs routine information on arecurring
basis.
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Question Type: Definition
Self-Test: No
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Digital self serviceis particularly effective when the customer problem is serious.
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Chapter: 14
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Perreault - Chapter 14 #51
Question Type: Definition
Self-Test: No

The more serious a customer's problem, the more likely digital self service can fix it.
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Perreault - Chapter 14 #52
Question Type: Definition
Self-Test: No

It is primarily the sales manager's job to decide what types of information technology tools salespeople
need and how they will be used.
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Perreault - Chapter 14 #53
Question Type: Definition
Self-Test: No

It isthe sole responsibility of the sales manager to decide what types of tools are needed and how they
will be used.
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Perreault - Chapter 14 #54
Question Type: Comprehension
Self-Test: No

Some firms are adopting new software and hardware technologies to get a competitive advantage in
personal selling.

TRUE
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Because the use of new information technologies can change how well the salesjob is done, their use
should be left to individual sales reps.
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Chapter: 14
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Perreault - Chapter 14 #56
Question Type: Definition
Self-Test: No

A company that provides its sales reps with information technol ogy tools should expect that reps will do
a better job with administrative tasks but that they will be less effective in their actual sales calls.
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Chapter: 14
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Perreault - Chapter 14 #57
Question Type: Definition
Self-Test: No

The sales manager's decision to use new information technologies has costs as well as benefits.

TRUE

AACSB: 4Useof IT

Chapter: 14

Difficulty: Easy

LearnObj: 5

Perreault - Chapter 14 #58
Question Type: Comprehension
Self-Test: No

Using multiple interviews and background checks to select "born salespeople”’ works so well that it
almost guarantees success.

EAL SE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #59
Question Type: Definition
Self-Test: No

A job description is awritten statement of what a salesperson is expected to do.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #60
Question Type: Definition
Self-Test: No



61.
(po- 365)

62.
(p. 365)

63.
(p. 365)

64.
(po- 365)

65.
(p. 366)

Job descriptions are not necessary for personal selling because all salespeople are expected to do the
same task--sell products.

FAL SE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #61
Question Type: Definition
Self-Test: No

The job description should provide clear guidelines concerning (1) who should be selected, (2) how they
aretrained, (3) how well they are performing, and (4) how they should be paid.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #62
Question Type: Definition
Self-Test: No

Firms often hire new salespeople and immediately send them out on the road.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #63
Question Type: Comprehension
Self-Test: No

A firm'sinitial salestraining program should cover company policies, product information, building
relationships with customers, and selling skills.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #64
Question Type: Definition
Self-Test: No

Salespeople usually earn more than top management.

EAL SE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObyj: 7

Perreault - Chapter 14 #65
Question Type: Definition
Self-Test: No



66.
(po- 366)

67.
(p. 366)

68.
(- 366)

69.
(- 367)

70.
(p- 367)

A company's salespeople are usually paid more than its office help or production workers, but less than
top management.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #66
Question Type: Definition
Self-Test: No

Regarding sales force compensation, straight salary gives the most security for a salesperson, while
straight commission gives the most incentive.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #67
Question Type: Definition
Self-Test: No

Most sales managers offer their salespeople a " combination plan” because this method of compensation
provides a balance between incentive and security.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhyj: 7

Perreault - Chapter 14 #68
Question Type: Definition
Self-Test: No

A sales manager who wishes to supervise and control his salespeopl€'s activities closely should pay
them a straight salary instead of a straight commission.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #69
Question Type: Definition
Self-Test: No

A salesperson on acommission salary earns the same amount regardless of how he or she spends time.

EALSE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 7

Perreault - Chapter 14 #70
Question Type: Comprehension
Self-Test: No



71.
(p- 367)

72.
(p. 367)

73.
(- 367)

74.
(p. 367)

75.
(p. 367)

Incentives that just focus on short-term sales objectives may not motivate sales reps to devel op long-
term, need-satisfying relationships with their customers.

TRUE

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium
LearnObj: 7

Perreault - Chapter 14 #71
Question Type: Integrating
Self-Test: No

A sales quota is the specific sales or profit objective a salesperson is expected to achieve.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhyj: 7

Perreault - Chapter 14 #72
Question Type: Definition
Self-Test: No

Regarding sales force compensation, straight commission increases the firm's need for working capital.

EAL SE

AACSB: 8 Financial
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #73
Question Type: Definition
Self-Test: No

Small companies that have limited working capital or uncertain markets often prefer to use straight
salary compensation plans.

EALSE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #74
Question Type: Comprehension
Self-Test: No

Using sales reps who are paid a straight commission is similar to using manufacturers' reps.

TRUE

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #75
Question Type: Definition
Self-Test: No



76.
(po- 368)

77
(p- 368)

78.
(- 368)

79.
(p. 370)

80.

(p- 370)

Prospecting involves following al the "leads’ in the target market.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #76
Question Type: Definition

Self-Test: No

Prospecting involves following al the leads in the target market to identify potential customers.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #77
Question Type: Definition

Self-Test: No

Prospect lists or a CRM database can help salespeople do a better job with prospecting.

TRUE

AACSB: 11 Analysis for decisions
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #78
Question Type: Definition
Self-Test: No

A salesperson's request for an order during a sales presentationis called a"close."

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #79
Question Type: Definition

Self-Test: No

A customer's effort to keep a salesperson from completing a sales presentation is called a"close.”

EAL SE

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #30
Question Type: Definition
Self-Test: No



81.
(p. 371)

82.
(p. 370)

83.
(p-371)

84

(p.371)

85.
(p. 370)

The main advantage of the prepared sales presentation approach isthat it tends to work equally well
with different types of customers.

FAL SE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #81
Question Type: Definition

Self-Test: No

A canned approach has aweakness that isit treats all potential customers differently.

EAL SE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Hard
LearnObj: 8

Perreault - Chapter 14 #82
Question Type: Definition
Self-Test: No

The prepared sales presentation involves developing a good understanding of the individual customer's
needs before trying to close the sale.

FAL SE

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium
LearnObj: 8

Perreault - Chapter 14 #83
Question Type: Definition
Self-Test: No

The most suitable sales presentation for prospective customers whose needs are very different is
the "consultative selling approach.”

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #84
Question Type: Definition

Self-Test: No

The "consultative selling" sales presentation is fast and requires little skill.

EAL SE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #85
Question Type: Definition

Self-Test: No



86.
(p. 371)

87.
(p. 370)

88.
(p-371)

89.
(p-372)

90.
(p. 372)

The "selling formula approach” to sales presentations assumes that something is known about the target
customer's needs and attitudes.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #86
Question Type: Definition

Self-Test: No

The selling formula approach starts with a prepared presentation outline.

TRUE

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium
LearnObj: 8

Perreault - Chapter 14 #87
Question Type: Definition
Self-Test: No

The "selling formula” approach to making a sales presentation is really a combination of the "prepared
sales presentation” approach and the "consultative selling" approach.

TRUE

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #88
Question Type: Definition

Self-Test: No

The AIDA sequence can help a sales manager evaluate a possible sales presentation.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #89
Question Type: Definition
Self-Test: No

Each sales manager and sal esperson needs to think about the AIDA sequence in deciding what sales
approach to use and in evaluating a possible presentation.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 8

Perreault - Chapter 14 #90
Question Type: Comprehension
Self-Test: No



91.
(p- 372)

92.
(p. 351)

93.
(p. 351)

94,
(p. 351)

In general, most sales presentations follow the sequence of stagesin the AIDA model.

TRUE

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #91
Question Type: Comprehension
Self-Test: No

Marketing managers should make specific strategy decisions about:

A. how many and what kind of salespeople are needed.

B. how salespeople should be compensated and motivated.
C. what kind of sales presentation should be used.

D. how salespeople should be selected and trained.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #92
Question Type: Definition
Self-Test: No

Personal selling

A.isimportant to business firms, but only about 1 percent of the U.S. labor force does personal selling
work.
B. isoften acompany's largest single operating expense.
C.requires only that the sales rep have an engaging smile, abig expense account, and the ability to get
along well with people.
D. All of the above aretrue.
E. None of the aboveistrue.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 1
Perreault - Chapter 14 #93

Question Type: Comprehension
Self-Test: No

Which of the following statements about personal selling is FALSE?

A. Good salespeople present both the advantages and the disadvantages of their products.
B. Helping to buy is good selling.

C. Personal selling is often a company's smallest single operating expense.

D. A salesperson is often arepresentative of the whole company.

E. None of the aboveisfalse.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 1

Perreault - Chapter 14 #94
Question Type: Comprehension
Self-Test: No



95. At least percent of the total U.S. labor force do sales work.

(p. 351)
A. 20
B. 10
C. 30
D. 50
E. 40
AACSB: 11 Analysis for decisions
Chapter: 14
Difficulty: Hard
LearnObj: 1

Perreault - Chapter 14 #95
Question Type: Definition
Self-Test: No

96. Good marketing managers know that:
(p. 351)

A. most salespeople are "bags of wind."

B. good salespeople try to help customers buy.

C. therole of the salesperson has been down-graded in business marketing.
D. organizational buyers have little use for salespeople.

E. the salesperson'sjobisto "get rid of the product.”

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #96
Question Type: Comprehension
Self-Test: No

97. Good salespeople:
(p. 351)

A. Help customers buy.

B. Are never the only link between the firm and its customers.

C. Arenot part of the marketing information function for the firm.

D. Are not expected to be marketing managersin their own territories.
E. All of the above.

AACSB: 9 Value creation

Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #97
Question Type: Definition

Self-Test: No

98. A professional salesperson:
(p. 351-

%2 A. may negotiate prices or diagnose technical problems when a product doesn't work well.

B. doesn't try to "sell" customers, but rather tries to help them satisfy their needs.
C. isarepresentative of the whole company.

D. isresponsible for feeding back information about customers and competitors.
E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhj: 1

Perreault - Chapter 14 #98
Question Type: Self-Test
Self-Test: Self-Test



99.
(p- 352)

100.
(p- 352)

101.
(p. 352)

102.
(p- 352)

Salespeople are likely to be responsible for:

A. providing market information to the firm.
B. providing technical support.

C. attaining sales goals.

D. maintaining customer relations.

E. Any of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #99
Question Type: Comprehension
Self-Test: No

A professional salesperson:

A. isonly expected to "get rid of the product.”

B. has only one basic job--to communicate the company's story to customers.
C. may be given atitle such as field manager or market specialist.

D. is expected to overcome the customer's objection--whatever it may be.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 1

Perreault - Chapter 14 #100
Question Type: Comprehension
Self-Test: No

Which of the following statements about a salesperson’'srole is TRUE?

A. The salesperson rarely serves as alink between the firm and its customers.
B. The salesperson represents the customer back inside the selling firm.
C. The salesperson also holdstitles such as management specialist and chief engineer.
D. The salesperson only aimsto sell the customer.
E. A salesperson is seldom responsible for negotiating prices or diagnosing technical problems.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 1
Perreault - Chapter 14 #101

Question Type: Comprehension
Salf-Test: No

Some sal espeople are expected to act as "marketing managers® in their own geographic territories and
decide:

A. how they will allocate their promotion money and their own time.
B. which customers they will aim at.

C. which intermediaries they will rely on or help.

D. which products in the company's line they will push aggressively.
E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 1

Perreault - Chapter 14 #102
Question Type: Comprehension
Self-Test: No



103.
(p- 352)

104.
(p- 352)

105.
(p. 353)

106.
(- 353)

A salesperson may have to make choices about

A. which particular productsin the whole line to push most aggressively.
B. what specific target customersto aim at.

C. how to adjust prices.

D. which intermediaries to rely on or help.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 1

Perreault - Chapter 14 #103
Question Type: Comprehension
Self-Test: No

According to the text, a salesperson may have choices about all of the following except

A. what target customersto aim at.

B. which particular products to emphasize.
C. which intermediariesto rely on or help.
D. what to manufacture.

E. how to adjust prices.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObj: 1

Perreault - Chapter 14 #104
Question Type: Application
Self-Test: No

Which of the following is NOT one of the basic sales tasks?

A. Order-taking

B. Supporting

C. Sales-promoting

D. Order-getting

E. None of the above, i.e. all are basic sales tasks

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #105
Question Type: Definition
Self-Test: No

Which of the following descriptions of the three basic sales tasksis CORRECT?

A. ORDER-TAKING: various activities aimed at getting salesin the long run.

B. SUPPORTING: routine completion of sales made regularly to target customers.

C.ORDER-GETTING: seeking possible buyers with a well-organized sales presentation designed to
sell agood, service, or idea.

D. All of the above are correct.

E. None of the aboveis correct.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium
LearnObj: 2

Perreault - Chapter 14 #106
Question Type: Integrating
Self-Test: No



107.
(- 353)

108.
(p. 353)

109.
(p. 353)

Which of the following is an accurate description of the sales task listed?

A. Supporting: routinely completing sales made regularly to target customers.
B.Order getting: confidently seeking possible buyers with awell-organized sales presentation designed
to sell agood, service, or idea.

COrder taking: developing goodwill, stimulating demand, explaining technical aspects of product,

. training the intermediary's salespeople, and performing other specialized services aimed at obtaining
salesin thelong run.

D. All of the above are correct.

E. None of the aboveis correct.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #107
Question Type: LearnAid
Sdlf-Test: Self-Test & Learn Aid

A salesperson who seeks possible buyers with a well-organized sal es presentation designed to get new
businessis:

A. atechnical specialist.
B. asupporting salesperson.
C. an order getter.
D. amissionary salesperson.
E. an order taker.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnOhyj: 2
Perreault - Chapter 14 #108
Question Type: Definition
Self-Test: No
A salesperson who seeks possible buyers with a well-organized sales presentation designed to sell a
good, service, or ideais called a(n) .

A. Influencer
B. Order-getter
C. Order taker
D. Order-generator
E. Gatekeeper
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 2

Perreault - Chapter 14 #109
Question Type: Application
Self-Test: No



110.  Order getters
(p. 353)

A. are concerned with establishing relationships with new customers and developing new business.

B.sdll to the regular or established customers, complete most sales transactions, and maintain
relationships with their customers.

C. usually handle all adjustments or complaints.

D. routinely complete sales made regularly to target customers.

E. areusualy responsible for answering any final questions and completing the sale.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Hard

LearnObj: 2

Perreault - Chapter 14 #110
Question Type: Comprehension
Self-Test: No

111. A good order getter:
(p. 353-
9 A. islikely to use ahigh level of personal persuasion.

B. isespecially important for selling installations and accessory equipment.
C. needs "know how" to help solve customers problems.

D. All of the above are true.

E. None of the aboveistrue.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #111
Question Type: Comprehension
Self-Test: No

112.  Order-getting salespeople would be required for which one of the following jobs?

(p. 353
9 A. Helping a buyer plan and install a computer and software for use as a website server.

B. Helping drug retailers figure out better ways to display and promote their products.

C.Seeking orders from supermarket buyers for a new brand of high protein diet supplement that has
been added to the company'sline.

D."Helping" an indecisive consumer in a supermarket select the kind of meat she should buy for
dinner.

E. Handling a complaint from a furniture store about a shipment that is late.

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #112
Question Type: LearnAid
Self-Test: Self-Test & Learn Aid



113.

(p. 353
354)

114.
(p- 353)

115.
(p. 353)

116.

(p. 353
354)

Customers for complicated installations and accessories usually expect a sales rep

A. to know all the technical details of the product.

B. to be able to discuss general business conditions with their top executives.

C. to know the details of the customer firm's particular applications of the product.
D. All of the above are likely to be expected.

E. None of the aboveislikely to be expected.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium

LearnOhyj: 2

Perreault - Chapter 14 #113
Question Type: Comprehension
Self-Test: No

Which of the following types of salespeople is essential for selling installations to producers?

A. Order takers

B. Missionary salespeople
C. Customer service reps
D. Order getters

E. Technical specialists

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #114
Question Type: Self-Test
Self-Test: Self-Test

Order getters:

A. may make a sale by helping a customer solve a business problem.
B.are more likely to be used with homogeneous shopping products than heterogeneous shopping
products.
C. are used in business markets but not in consumer markets.
D. generaly rely on aroutine "canned" sales presentation.
E. All of the above aretrue.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnOhyj: 2
Perreault - Chapter 14 #115

Question Type: Comprehension
Self-Test: No

Byron Coffey isasalesrep for a producer of fiberglass roofing shingles. He tries to persuade building
materials wholesalers to switch from competing producers. Byron is:

A an order taker.
B. an order getter.
C. asupporting salesperson.

AACSB: 6. Reflective thinking
Chapter: 14

Difficulty: Easy

LearnObhj: 2

Perreault - Chapter 14 #116
Question Type: Application
Self-Test: No



117.

(p. 353
354)

118.
(p. 354)

119.
(p- 354)

Dimitri Kojak works for a producer of industrial elevators. He knows all the technical details of the
many different ways they are used by business customers. He makes presentations to new prospects and
eventually gets a share of their business. Dimitri is:

A. amember of the firm's major accounts sales force.
B. amissionary salesperson.

C. atechnical specialist.

D. aproducer's order getter.

E. acustomer service rep.

AACSB: 6. Reflective thinking
Chapter: 14

Difficulty: Medium
LearnObj: 2

Perreault - Chapter 14 #117
Question Type: Application
Self-Test: No

Chemco, Inc., athree-year-old producer of chemicals, hasjust hired a manufacturers agent. The agent

A. isprobably replacing a company order getter who built up the territory.

B. should assume that Chemco won't ever hire its own sales force for the territory.

C. may lose the business when the territory getsto the point where it can be handled by an order taker.
D. All of the above are equally likely.

E. None of the above is a good answer.

AACSB: 6. Reflective thinking
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #118
Question Type: LearnAid
Salf-Test: Self-Test & Learn Aid

A producer of business suppliesis using manufacturers agents to do:

A. merchandising.

B. order-getting.

C. order-taking.

D. technical advising.
E. supporting activities.

AACSB: 6. Reflective thinking
Chapter: 14

Difficulty: Medium
LearnObj: 2

Perreault - Chapter 14 #119
Question Type: Application
Self-Test: No



120.
(p- 354)

121.
(p- 354)

122.
(- 354)

123.
(p- 354)

Skye West is a manufacturers agent. Skye ismost likely to have responsibilities like those of

A. awholesaler's order taker.
B. aproducer's order taker.
C. aproducer's supporting sal esperson.
D. aretail order taker.
E. aproducer's order getter.
AACSB: 7 Responsihilities
Chapter: 14
Difficulty: Easy
LearnOhyj: 2

Perreault - Chapter 14 #120
Question Type: Application
Self-Test: No

Kyra Hanover is an order getter for amodern wholesaler. Kyrais LEAST likely to be involved with:

A. repairing products returned to retailers by customers.

B. conducting demonstrations for retailers' salespeople and customers.
C. checking stock to determine what retailers should order.

D. helping to plan special promotions and advertising for retailers.

E. serving as amarketing advisor to her retailers.

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Medium
LearnObj: 2

Perreault - Chapter 14 #121
Question Type: Application
Self-Test: No

Retail order getters are usually required for:

A. unsought products.

B. heterogeneous shopping products.
C. impulse products.

D. All of the above.

E. A and B only.

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #122
Question Type: Comprehension
Self-Test: No

Retailers of expensive heterogeneous shopping products usually have a strong need for:

A. order takers.

B. technical specialists.
C. merchandisers.

D. order getters.

E. supporting salespeople.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObhj: 2

Perreault - Chapter 14 #123
Question Type: Application
Self-Test: No



124.
(p- 354)

125.
(p- 354)

126.
(p. 354)

Paul Osborne is an agent for amajor insurance company. He is responsible for building his own
network of clients who purchase insurance policies and other financial services from him. He schedules
appointments with prospective clients, makes sales presentations, and provides policy service after the
sade. Paul isa(n)?

A. Order taker.
B. Order getter.
C. Supporting salesperson.
D. Saestechnician.
E. Sales manager.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObyj: 2
Perreault - Chapter 14 #124

Question Type: Application
Self-Test: No

Jan Alvarez works for acable TV company in alarge city. She makes telephone calls during the early
evening and tries to sell cable services to nonsubscribers. Jan is

A. atechnical speciaist.

B. asales promotion specialist.
C. an order taker.

D. an order getter.

E. acustomer service rep.

AACSB: 3 Analytical skills

Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #125
Question Type: Application
Self-Test: No

Tamika White is a sales associate for a prestigious jewelry store. When she started with the store,
sherelied almost completely on serving customers who just happened to walk into the store and who
knew exactly what they wanted—all she had to do was ring up the sale. With experience, she began

to gather information about her customers and use them as a source of referrals. She now maintains
alarge database of her current customers, regularly communicates with them to keep track of their
needs, and actively solicits referrals to new customers. When she gets a new referral, Tamika sends

the prospective client an invitation to visit the store so that she can work with him/her personally.
Asaresult, her sales are ailmost all from current customers and referrals, with almost no sales from
casual "walk-in" customers. Tamika started out as a(n) , but has now become a(n)

A. Order getter; supporting salesperson.
B. Order taker; supporting salesperson.

C. Supporting salesperson; order taker.

D. Order taker; order getter.

E. Order getter; order taker.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #126
Question Type: Application
Self-Test: No



127.  Routine completion of sales made regularly to target customersis done by:
(p. 354)

A. an order taker.
B. amerchandiser.
C. adetailer.
D. an order getter.
E. asupporting salesperson.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnOhyj: 2
Perreault - Chapter 14 #127

Question Type: Definition
Self-Test: No

128. A good sales manager knows that:
(p. 354)
A. order takers usualy do very little aggressive selling.
B. order takers can be used by wholesalers--but not by producers.
C. order getters complete almost all salesin our country.
D. whenever possible, order takers should be replaced by order getters.
E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #128
Question Type: Self-Test
Self-Test: Self-Test

129.  Order takers:
(p. 354)
A. are not necessary if the firm has good order getters.
B. arethe routine contact people in the salesforce.
C. usualy don't call on customers.
D. do not require any specialized training.
E. All of the above are correct.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObyj: 2
Perreault - Chapter 14 #129

Question Type: Comprehension
Salf-Test: No



130.
(p- 354)

131.
(p. 354)

132.
(p. 354)

Order takers are concerned with:

A establishing relationships with new customers and developing new business.
B.sdling to regular customers, completing most sales transactions, and maintaining relationships with
their established customers.
C.seeking possible buyers with a well-organized sales presentation designed to sell agood, service, or
idea.
D. selling unsought and heterogeneous shopping products.
E.working with customers to resolve problems that arise with a purchase, usually after the purchase has
been made.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 2
Perreault - Chapter 14 #130

Question Type: Comprehension
Self-Test: No

Order taking involves:

A establishing relationships with new customers and developing new business.

B. selling to new customers.

C.seeking possible buyers with a well-organized sales presentation designed to sell agood, service, or
idea.

D. enhancing the relationship with the customer and getting sales in the long run.

E. routinely completing sales made regularly to target customers.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnOhyj: 2

Perreault - Chapter 14 #131
Question Type: Definition
Self-Test: No

Regarding personal selling, good sales managers know that:

A. many orders are lost simply because the salesperson didn't ask for the order.
B. salespeople should spend the same amount of time with each prospect.

C. the salesrep has very little influence on a prospect's response.

D. good salespeople are born--not taught.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 2

Perreault - Chapter 14 #132
Question Type: Comprehension
Self-Test: No



133.
(p- 354)

134.
(p- 354)

135.
(p. 355)

An order-taking sales rep would be MOST appropriate for a producer of:

A. cleaning materials for maintenance--calling on regular customers.
B. designer clothing--calling on possible new retailers.
C. laptop computers--selling to manufacturers who don't yet have any computers.
D. airplanes--calling on possible corporate jet customers.
E. anew brand of DVD system--calling on wholesalers.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnOhyj: 2
Perreault - Chapter 14 #133

Question Type: Application
Self-Test: No

A producer's order taker

A. usualy has little opportunity to increase salesin aterritory.

B. isexpected to help customers when something goes wrong with the marketing mix.

C.doesn't have to make sales presentations or keep customers informed about new devel opments--order
getters do these tasks.

D. All of the above aretrue.

E. None of the aboveistrue.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium

LearnObj: 2

Perreault - Chapter 14 #134
Question Type: Comprehension
Self-Test: No

An established merchant wholesaler of business supplies would rely mainly on:

A. merchandisers.

B. order takers.

C. order getters.

D. supporting salespeople.
E. missionary salespeople.

AACSB: 13 Economic environments
Chapter: 14

Difficulty: Medium

LearnOhyj: 2

Perreault - Chapter 14 #135
Question Type: Comprehension
Self-Test: No



136.
(po- 355)

137.
(po- 355)

138.
(p. 355)

Mark Johnson's business card says he is a"Customer Service Representative" for OceanView Metal
Industries--awholesaler of standardized steel components used in construction. Mark answers
customer questions about the firm's products and arranges for routine orders to be sent to the customer's
construction site. It appears that Mark is primarily:

A. amissionary salesperson.
B. atechnical specialist.

C. an order taker.

D. an order getter.

E. none of the above.

AACSB: 6. Reflective thinking
Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #136
Question Type: Self-Test
Self-Test: Self-Test

Andrea Mercer istired of being a manufacturers agent of accessories sold through merchant
wholesalers. Sheiswilling to accept alower income for less travel and stress. She aso wants to
continue selling in the same industry so that her experience and business degree will not be wasted.
Andrea should look for ajob asa

A. producer's order getter.

B. wholesaler's order taker.

C. retail order taker.

D. technical speciaist for amanufacturer.
E. None of the above fits her needs.

AACSB: 6. Reflective thinking
Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #137
Question Type: Self-Test
Self-Test: Self-Test

A Wendy's fast-food restaurant needs to serveits customers.

A. merchandisers

B. order takers

C. order getters

D. hucksters

E. supporting salespeople

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhyj: 2

Perreault - Chapter 14 #138
Question Type: Application
Self-Test: No



139.  People who help order-oriented salespeople--but don't try for orders themselves are:
(p. 355)

A. technical specialists.

B. missionary salespeople.
C. supporting salespeople.
D. All of the above.

E. None of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhyj: 2

Perreault - Chapter 14 #139
Question Type: Definition
Self-Test: No

140. would be LEAST LIKELY to use supporting salespeople.
(p. 355)

A. Supermarkets

B. Producers of prescription drugs

C. Producers of business accessories

D. Producers of consumer staples

E. Merchant wholesalers of installations

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObj: 2

Perreault - Chapter 14 #140
Question Type: Application
Self-Test: No

141. Missionary salespeople
(p. 355)
A. work with customers to resolve problems that arise at the time of purchase.
B. work for producers calling on their intermediaries and their customers.
C. provide technical assistance to order-oriented salespeople.
D.work with customers to resolve problems that arise with a purchase, usually after the purchase has
been made.
E.provide information about products, explain company policies, and even negotiate prices or diagnose
technical problems.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 2
Perreault - Chapter 14 #141

Question Type: Definition
Self-Test: No



142.
(po- 355)

143.
(po- 355)

144.
(p. 355)

According to the text, missionary salespeople are sometime called as

A. customer service reps.
B. technical specialists.
C. detailers.
D. order takers.
E. account managers.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnOhyj: 2
Perreault - Chapter 14 #142
Question Type: Application
Self-Test: No
These salespeople try to develop goodwill and stimulate demand, help intermediariestrain their
salespeople, and often take orders for delivery by intermediaries.

A. Order takers

B. Customer service reps
C. Missionary salespeople
D. Technical specialists

E. Account representatives

AACSB: 10 Org Dynamics; 9 Value creation
Chapter: 14

Difficulty: Medium

LearnObj: 2

Perreault - Chapter 14 #143

Question Type: Application

Self-Test: No

Missionary sales reps:

A. are order takers.

B. aresalesrepsin training.

C. are customer service reps who resolve problems after purchases have been made.
D. help train intermediaries salespeople and set up retail displays.

E. do alot of aggressive selling.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhyj: 2

Perreault - Chapter 14 #144
Question Type: Self-Test
Self-Test: Self-Test



145.
(po- 355)
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(p. 355)

147.
(po- 355)

A salesperson works for a producer, calls on intermediaries and their customers, tries to develop
goodwill while stimulating demand, but doesn't take any orders for the producer's products. This
salesperson is a(n):

A. Order getter.
B. Technical specialist.
C. Missionary salesperson.
D. Order taker.
E. Sales manager.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 2
Perreault - Chapter 14 #145

Question Type: Application
Self-Test: No

The sales manager for a producer of consumer convenience products should recognize that the company
may need:

A. order gettersto sell its established line to regular wholesaler customers.
B. missionary salespeople to support its wholesalers.

C. order takersto open up new territories.

D. technical specialiststo sell to purchasing agents.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnOhyj: 2

Perreault - Chapter 14 #146
Question Type: Integrating
Self-Test: No

A large producer of snack foods feels that retailers do not promote its products aggressively enough--
because they also sell competitors products. The producer should use some:

A. missionary sales reps.

B. more aggressive sales reps.
C. order takers.

D. order getters.

E. manufacturers agents.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium
LearnObj: 2

Perreault - Chapter 14 #147
Question Type: Application
Self-Test: No



148.

(p. 355-
356)

149.
(p. 356)

150.
(p. 356)

A large appliance manufacturer has adequate wholesale and retail distribution--but is concerned that the
intermediaries do not push its products aggressively enough--because they also carry competitive lines.
The manufacturer should hire some:

A. missionary salespeople.
B. order getters.

C. order takers.

D. technical specialists.

E. customer service reps.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #148
Question Type: LearnAid
Self-Test: Self-Test & Learn Aid

A salesperson for cold remedy products visits pharmacists during the cold season and encourages them
to use a specia end-of-aisle dlsplay for hisfirm's cough syrup and then helps set up the display. The
salesperson is a(n)

A. Customer service representative
B. Order taker

C. Technical specialist

D. Missionary salesperson

E. Order getter

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Hard

LearnObyj: 2

Perreault - Chapter 14 #149
Question Type: Application
Self-Test: No

Gloria Highnote works for CD Wholesale. She helps CD's retail er-customers set up their cooperative
advertising, helps train the retailer's salespeopl e, and gives CD feedback on how sales promotion ideas
areworking. Gloriais:

A. atechnical specialist.
B. acustomer service rep.
C. an order getter.
D. an order taker.
E. amissionary salesperson.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnOhyj: 2

Perreault - Chapter 14 #150
Question Type: Self-Test
Self-Test: Self-Test



151.
(po- 356)

152.
(po- 356)

153.
(p. 356)

Ali Mulhammed has been working for a producer of video games that sell through toy wholesalers
to retailers. He knows all about the games sold by his company and by competitors. He goes into his
wholesalers' territories and tries to get local retailer customers interested in the company's line--and
even trains retailers to demonstrate the games. When aretailer isready to buy, Ali turns the business
over to the wholesaler's salesrep. Aliisa

A. member of the firm's major accounts sales force.
B. missionary salesperson.
C. technical speciaist.
D. manufacturers agent.
E. None of the aboveis correct.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 2
Perreault - Chapter 14 #151
Question Type: Application
Self-Test: No
CeCe Springer works for a large cosmetics company. She calls on retailersto tell them about her firm's
new products, to train the retailers' salespeople, and to set up promotion displays. Her boss actually
handles the order-related activities. CeCeis:

A. an order getter.
B. amanufacturers agent.
C. atechnical specialist.
D. an order taker.
E. amissionary sales rep.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObyj: 2

Perreault - Chapter 14 #152
Question Type: Application
Self-Test: No

Missionary selling:

is another name for major accounts selling.

is the performance of personal selling activities for a nonprofit organization.
IS the same as prospecting.

. isoften an entry position for higher level sales and marketing jobs.

E. istypically only used with afirm's largest or most important customers.

mEo® >

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium

LearnOhyj: 2

Perreault - Chapter 14 #153
Question Type: Comprehension
Self-Test: No
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156.
(p. 356)

These sal espeopl e are often science or engineering graduates with the know-how to understand the

customer's applications and explain the advantages of the company's product.

A. Customer service reps

B. Order takers

C. Technical specialists
D. Missionary salespeople

E. Systems engineer

"Technical specialists':

A. are usualy paid a straight commission on sales.
B. help explain technical details as needed.

C. usually work with business purchasing agents.
D. usualy install emergency products.

E. aretechnical order getters.

A technical specialist:

A. often has a background in product applications rather than sales.

B. may call on the customer both before and after a purchase.

C. may work in conjunction with an order getter to persuade new clients.
D. All of the above are true.

E. None of the aboveistrue.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #154
Question Type: Comprehension
Self-Test: No

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #155
Question Type: Comprehension
Self-Test: No

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnOhyj: 2

Perreault - Chapter 14 #156
Question Type: Comprehension
Self-Test: No
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IBM's customers often need help installing its mini computer systems, so IBM should support the
efforts of its order getters with:

A. sales promotion specialists.
B. selling aids.

C. missionary salespeople.
D. technical specidists.

E. order takers.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObj: 2

Perreault - Chapter 14 #157
Question Type: Application
Self-Test: No

HP sells custom-made computer systems. Besides order getters, HP probably uses:

A. order takers.
B. missionary salespeople.
C. merchandisers.
D. manufacturers agents.
E. technical speciaists.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 2

Perreault - Chapter 14 #158
Question Type: Application
Self-Test: No

Jm Healey works for Sony. He doesn't take orders from customers, but he is extremely knowledgeable
about the entire Sony product line and about how its specifications compare to the competition's
products. He helps aregular Sony salesperson by providing details about how Sony's products work,
and knows the customer applications for which the products are best suited. Jimisa

A. Order getter.

B. Technical specialist.

C. Missionary salesperson.
D. Order taker.

E. Sales manager.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 2

Perreault - Chapter 14 #159
Question Type: Application
Self-Test: No



160.
(po- 356)

161.
(po- 356)

162.
(- 356)

Sarah Manchester works for a cable TV company in alarge city. She consults with architects and
builders who want advice about planning for a home theater set-up before a home is built and wired.
The cable company created Sarah's position when it learned that alocal satellite TV service provider

was signing up alarger share of new home ownersin luxury subdivisions.

A. atechnical specialist.

B. asales promotion specialist.
C. an order taker.

D. an order getter.

E. acustomer service rep.

Customer service reps:

A. are order getters who sell service products.
B. usualy work with missionary salespeople.

C. resolve problems after a purchase has been made.

D. usually install technical products for customers.
E. hire professional services personnel.

Customer service reps

A. work with customers to resolve problems that arise at the time of purchase.
B. work for producers calling on their intermediaries and their customers.
C. provide technical assistance to order-oriented salespeople.

AACSB: 3 Analytical skills

Chapter: 14

Difficulty: Easy

LearnObyj: 2

Perreault - Chapter 14 #160
Question Type: Application
Self-Test: No

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium

LearnOhj: 3

Perreault - Chapter 14 #161
Question Type: Comprehension
Self-Test: No

D.work with customers to resolve problems that arise with a purchase, usually after the purchase has

been made.

E. areinvaluable in working with business customers, but not final consumers.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 3

Perreault - Chapter 14 #162
Question Type: Comprehension
Self-Test: No
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166.
(- 358)

Customer service reps help:

A. customers buy.

B. the company win customers.

C. when a customer has technical questions that an order taker can't answer.
D. the company keep customers.

E. dl of the above.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium

LearnObj: 3

Perreault - Chapter 14 #163
Question Type: Comprehension
Self-Test: No

A customer servicerep'smain job is to:

A. take orders.

B. find aremedy when something goes wrong with a firm's marketing mix after a purchase.
C. get new orders.

D. set up retail displaysfor retail customers.

E. listen to customer complaints.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium

LearnObj: 3

Perreault - Chapter 14 #164
Question Type: Comprehension
Self-Test: No

A customer servicerep'sjob could include:

A. understanding a customer's complaints.

B. finding a remedy when something goes wrong with afirm's marketing mix after a purchase.
C. resolving a billing problem.

D. handling an exchange of a defective product.

E. all of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObj: 3

Perreault - Chapter 14 #165
Question Type: Application
Self-Test: No

Customer serviceis part of:

A. Product.

B. Place.

C. Promotion.

D. Price.

E. None of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 3

Perreault - Chapter 14 #166
Question Type: Comprehension
Self-Test: No
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Which of the following statements about customer service is true?

A.A customer service rep may have to deal with a customer problem that is due to a customer error, not

just an error by the company.

B.Customer service is the service part of the benefit that a customer gets when purchasing a physical

good.

C. Customer service costs are likely to decrease afirm's customer equity.

D. Customer service is more important for winning customers than for keeping customers.
E.From afirm's perspective, customer service is anecessary evil but isn't likely to cost the firm

anything.

Customer service reps:

A. are advocates for the customer.

B. solve problems after a purchase.

C. are advocates for the company.

D. promote the customer's next purchase.

E. all of the above.

A breakdown in any element of the marketing mix can result in arequirement for

A. customer service.

B. additional sales promation.

C. reimbursement.

D. replacing the salesperson.
E. technical specialists.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 3

Perreault - Chapter 14 #167
Question Type: Comprehension
Self-Test: No

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 3

Perreault - Chapter 14 #168
Question Type: Comprehension
Self-Test: No

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Medium
LearnObj: 3

Perreault - Chapter 14 #169
Question Type: Application
Self-Test: No
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Hannah Spiritway works for a cable TV company in alarge city. She handles telephone calls from
customers who are having problems with their cable service. Hannah is

A. atechnical specialist.
B. asales promotion specialist.
C. an order taker.
D. an order getter.
E. acustomer service rep.
AACSB: 3 Analytical skills
Chapter: 14
Difficulty: Easy
LearnObj: 3

Perreault - Chapter 14 #170
Question Type: Application
Self-Test: No

A good marketing manager organizing a new sales force knows that:

A.new sales reps should start out on the major accounts sales force so they can learn the business from
the bottom up.
B.the most profitable approach is to start with a small number of salespeople, and then quickly add
more if they can't do the job.
C.it may be necessary to rely on team selling and have more than one rep call on a single customer if
different skills are needed.
D. All of the above aretrue.
E. None of the aboveistrue.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnOhj: 4
Perreault - Chapter 14 #171

Question Type: Comprehension
Self-Test: No

Jonquil, Inc., located in WallaWalla, Washington, is amajor manufacturer of class rings for colleges.
It is one of two ring companies trying to become the solely authorized class ring distributor for Carter
Glass University in Virginia—a large university of over 25,000 students. When invited to make a sales
presentation to the buying group at Carter Glass University, Jonquil sent the national vice-president

of marketing, the national customer service director, the national design director, the regional sales
manager, and the local sales representative in Virginia. During the sales presentation, each person
discussed what role he/she would have in serving the Carter Glass University account. Jonquil, Inc.
seems to be doing:

A. Joint problem solving.
B. Team =elling.

C. Salespromotion.

D. Order taking.

E. Missionary selling.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 4

Perreault - Chapter 14 #172
Question Type: Application
Self-Test: No
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Which of the following statementsis FALSE?

A. Team selling involves different specialists--to handle different parts of the selling job.
B.A maor accounts sales force is used to sell to small retailers who are not covered by wholesalersin
the channel.
C. Carefully selected sales territories can reduce the cost of sales calls.
D Thefirst step in deciding how many salespeople are needed is to estimate how much work can be
. done by one person in some time period.
E. Telemarketing provides salespeople with many of the benefits of a personal visit--including the ability
to modify the message as feedback is received.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 4
Perreault - Chapter 14 #173
Question Type: LearnAid
Self-Test: Self-Test & Learn Aid
Jeffrey O'Donnell works for a producer of dairy products and knows all about these products. He
isresponsible for only two very large chain customers. Other sales reps, like Jeffrey, call on other
large chains for this producer. They regularly call on the central offices of these big retail chains and
encourage them to buy the company's full line. Jeffrey is:

A. amissionary salesperson.
B. aretail order taker.
C. atechnical specialist.
D. amanufacturers agent.
E. amember of his company's mgjor accounts sales force.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 4

Perreault - Chapter 14 #174
Question Type: Application
Self-Test: No

Edward Seaton owns a firm that manufactures custom-made carpets. He has aregular sales force to call
on smaller customers and an elite force to call on larger accounts. The elite sales forceis called:

A. customer service reps.

B. major accounts sales force.
C. technical specialists.

D. supporting salespeople.

E. missionary salespeople.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnOhj: 4

Perreault - Chapter 14 #175
Question Type: Application
Self-Test: No
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(- 360)
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(p. 360)

Which of the following about telephone selling by an inside sales group is FALSE?

A. savestime and money for the producer.

B. provides away for the producer to get direct feedback from customers.
C. extends the personal selling effort to new target markets.

D. provides away for the producer to find solutions to potential problems.
E. none of the aboveisfalse.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnOhj: 4

Perreault - Chapter 14 #176
Question Type: Comprehension
Self-Test: No

Which of the following statements about telemarketing is False?

A.Customer response to telemarketing is the same in both business markets and final consumer
markets.

B. Telemarketing can extend personal selling efforts to new target markets.

C. Telemarketing can save time and money for the seller.

D. Telemarketing can increase the frequency of contact with current customers.

E. Telemarketing can provide needed support for customers in e-commerce situations.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnObj: 4

Perreault - Chapter 14 #177
Question Type: Comprehension
Self-Test: No

Carefully set territories

A. can reduce travel time but increase costs.

B. can reduce confusion about who has responsibility for a set of sales tasks.
C. awaysinclude at least one metropolitan area.

D. always reduce the cost of sales calls.

E. canincreasetravel time while reducing costs.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 4

Perreault - Chapter 14 #178
Question Type: Comprehension
Self-Test: No



179.  Allied Corp. hasfound that an effective salesperson should call on each account about six times a year

(p-361)  and spend about two hours per sales call. Every salesperson works a 40-hour week and takes off two
weeks for vacation each year. A salesperson must spend half of the time on travel and administration.
Approximately how many salespeople does Allied need to service 500 accounts?

A 12
B. 30
C.2
D.6
E. Thereisnot enough information to determine the answer.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 4

Perreault - Chapter 14 #179
Question Type: Self-Test
Self-Test: Self-Test

180. Itisusualy the job, perhaps with help from specialists in technology, to decide what types
(p-363)  of salestechnology tools are needed and how they will be used.

A. sdlesmanager's

B. procurement manager's
C. marketing executive's
D. purchasing manager's
E. product manager's

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 5

Perreault - Chapter 14 #180
Question Type: Application
Self-Test: No

181. A salesrep might use new software for to provide a competitive advantage:
(p. 363
364)

A. salesforecasting.

B. shelf-space management.

C. customer contact management.
D. time management.

E. all of the above.

AACSB: 4 Useof IT
Chapter: 14

Difficulty: Easy

LearnObj: 5

Perreault - Chapter 14 #181
Question Type: Application
Self-Test: No
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A sales rep might use new software for to provide a competitive advantage:

A. salesforecasting.

B. spreadsheet analysis.

C. electronic presentations.
D. customer contacts.

E. all of the above.

AACSB: 4 Useof IT
Chapter: 14

Difficulty: Easy

LearnObj: 5

Perreault - Chapter 14 #182
Question Type: Application
Self-Test: No

Which of the following is a good example of a sales technology?

A. spreadsheet analysis of scanner data

B. electronic dlide show for a sales presentation

C. software for shelf space management

D. order status information available over the Internet
E. al of the above

AACSB: 4 Useof IT

Chapter: 14

Difficulty: Easy

LearnObj: 5

Perreault - Chapter 14 #183
Question Type: LearnAid
Self-Test: Self-Test & Learn Aid

New hardware and software available to salespeople:

A. Change the basic sales tasks that must be performed, but don't change how well the tasks are done.
B. Involve no costs to the firm except the purchase of the hardware and software.

C. Do not provide any new ways to meet customer needs.

D. May provide area competitive advantage to afirm if they are used properly.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 5

Perreault - Chapter 14 #184
Question Type: Comprehension
Self-Test: No

Selecting "good, well-qualified” salespeople can be aided by:

A. multiple interviews with company executives.
B. systematic selection procedures.

C. good job descriptions.

D. background checks.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #185
Question Type: Comprehension
Self-Test: No
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A isawritten statement of what a salesperson is expected to do.

A. Covering letter

B. Job description

C. Terms of employment
D. Conditions of service
E. Disclaimer

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #186
Question Type: Application
Self-Test: No

A job description for a sales position

A. should be detailed enough that it lists the specific tasks to be performed.

B.should be in writing, but should be quite general so that it doesn't reduce the sales manager's
flexibility in assigning jobs.

C. should look pretty much the same from one company to another.

D. isnot very useful, since the job is always changing.

E. al of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 6

Perreault - Chapter 14 #187
Question Type: Comprehension
Self-Test: No

A good job description for a sal esperson:

A. Should be somewhat vague in order to give salespeople some flexibility.
B. Has nothing to do with the selection of new salespeople.

C. Liststhe specific tasks that salespeople are expected to do.

D. Should not be used as a basis for performance eval uation.

E. None of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #188
Question Type: Comprehension
Self-Test: No

A good job description will help anew sales manager see:

A. the kind of training needed.

B. the kind of salespeople to be selected.
C. what selling tasks are needed.

D. how salespeople should be paid.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #189
Question Type: Definition
Self-Test: No
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All of the following are true of job descriptions except

A. provides abasis for how salespeople should be paid.
B. lists routine prospecting and sales report writing tasks.
C. provides clear guidelines about what selling tasks the job involves.
D. lists general tasksto be performed but doesn't get too specific.
E. provides abasisfor seeing how salespeople should be trained.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 6
Perreault - Chapter 14 #190

Question Type: Comprehension
Self-Test: No

Which of the following statements by a sales manager suggests a problem?

A."Taking a successful salesrep out of aterritory for salestraining is like spending money to teach a
fish to swim."
B."l was a sales rep before becoming manager, so | don't need ajob description to help me look for
new salespeople.”
C."l select new salespeople all by myself, because | am the one responsible for the performance of the
salesforce."
D. Each of the above indicates a problem.
E. None of the above indicates a problem.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 6
Perreault - Chapter 14 #191

Question Type: Comprehension
Self-Test: No

A firm's sales training should cover:

A. professiona selling skills.

B. building relationships with customers.
C. company policies and practices.

D. product information.

E. all of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #192
Question Type: Definition
Self-Test: No
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The company's sales training program typically covers al the following areas except

A. company policies and practices.
B. product information.
C. building relationships with customer firms.
D. professional selling skills.
E. personnel attitudes and prospective client profiles.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 6
Perreault - Chapter 14 #193

Question Type: Comprehension
Self-Test: No

Which of the following statementsis true?

A. Good salespeople are born with inherent selling traits and need little training.

B. All salespeople need training.

C. Selling skills are best learned with interactive Web training programs.

D.New salespeople should be immediately sent out on the road to get acquainted with the firm's best
customers.

E. Training should include on-the-job observation, but classroom and Web-based learning is rarely
needed.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 6

Perreault - Chapter 14 #194
Question Type: Comprehension
Self-Test: No

Regarding the training of salespeople:

A. A good salesperson does not need training.
B. Experienced salespeople do not need training.
C. Most good salespeople are "born salespeople” and possess the necessary skills without training.
D Time spent on classroom training of new salespeople is often wasted because experience in dealing
. directly with customersis the best possible training.
E. None of the above.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 6
Perreault - Chapter 14 #195

Question Type: Comprehension
Self-Test: No
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Salesforcetraining is needed for anyone:

A. with prior selling experience with the firm's type of products.
B. with knowledge of the company's products--but no selling experience.
C. with some selling experience--but no knowledge of the company or its products.
D. who is new to sales and/or the company's products.
E. All of the above.
AACSB: 9 Value creation
Chapter: 14
Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #196
Question Type: Definition
Self-Test: No

Regarding sales force training,

A.itisrarely necessary to take a successful and experienced sales rep out of the field for atraining
program.

B.every new sales rep should go through all parts of afirm'straining program, so that nothing is
missed.

C.training programs should focus on company policies and product information, since sales presentation
skills are best learned in the field.

D. All of the above aretrue.

E. None of the aboveistrue.

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #197
Question Type: Self-Test
Self-Test: Self-Test

Sales training:

A usually isn't necessary if anew salesperson has had similar selling experience calling on the same

. customers for a competing company.

B.programs should focus on product and company information--since research shows that training is not
effective in developing selling skills.

C. isusually needed only for new salespeople.

D. All of the above aretrue.

E. None of the aboveistrue.

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 6

Perreault - Chapter 14 #198
Question Type: Comprehension
Self-Test: No



199.

(p. 365-
366)

200.
(po- 366)

201.
(p. 366)

202.
(po- 366)

Providing training in selling techniques help a salesperson in al of the following ways except

A. winning new customers by disparaging competitors.

B. listening carefully to identify a customer's real objections.

C. closing the sale.

D. working with customersin difficult customer service situations.
E. how to be more effective in cold calls on new prospects.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Medium

LearnObj: 6

Perreault - Chapter 14 #199
Question Type: Comprehension
Self-Test: No

When setting salespeople's compensation level,

A. acompany should pay everyone at |east the going market wage for order getters.
B. salespeople should be the highest-paid employees in the company.

C. order takers should be paid more than order getters.

D. thefirst step isto write job descriptions.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 7

Perreault - Chapter 14 #200
Question Type: Comprehension
Self-Test: No

With regard to the level of compensation for salespeople, a marketing manager should recognize that:

A. order takers generally are paid more than order getters.
B. the appropriate level of compensation should be suggested by the job description.
C. agood order getter will generally be worth less to a firm than a good technical specialist.
D. the firm should attempt to pay all its salespeople at least the going market wage for order getters.
E. salespeople should be the highest-paid employeesin the firm.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 7
Perreault - Chapter 14 #201

Question Type: LearnAid
Salf-Test: Salf-Test & Learn Aid

According to the text, to recruit, motivate, and keep good salespeople, afirm has to

A. provide encouragement by giving trophies and certificates.
B. give public recognition.

C. develop an effective compensation plan.

D. offer apromotion.

E. reinvent its marketing strategies.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObj: 7

Perreault - Chapter 14 #202
Question Type: Application
Self-Test: No
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The two basic decisions to be made in developing a compensation plan are the method of payment and

A. designation of the salesperson.

B. level of compensation.

C. number of years of service.

D. number of client commendations received.
E. career advancement.

A firm's sales compensation plan should consider

A. the pay for other jobsin the firm.

B. the amount of direct control desired by the firm.
C. the amount of selling versus nonselling time.

D. what competitors pay salespeople.

E. all of the above.

All of the following are payment methods for personal selling except

A. straight salary.

B. combination plan.
C. straight commission.
D. profit-sharing.

E. tax deductions.

The most popular sales force payment method is:

A. acombination plan.

B. the consultative selling method.
C. straight salary.

D. straight commission.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnOhyj: 7

Perreault - Chapter 14 #203
Question Type: Application
Self-Test: No

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #204

Question Type: Comprehension

Self-Test: No

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #205
Question Type: Application
Self-Test: No

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnOhj: 7

Perreault - Chapter 14 #206
Question Type: Definition
Self-Test: No
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Regarding sales force compensation methods:

A. combination plans provide some security and some incentive.
B. straight commission avoids the need to consider a sales quota.
C. straight salary provides the most incentive.

D. sales quotas play no role in any of the methods.

E. All of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnOhyj: 7

Perreault - Chapter 14 #207
Question Type: Integrating
Self-Test: No

A straight salary

A. offersthe most security for the salesperson.
B. includes some salary and some commission.
C. offersthe most incentive.
D. istied to results actually achieved.
E. isbased on the specific sales or profit objective a salesperson is expected to achieve.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 7
Perreault - Chapter 14 #208

Question Type: Definition
Self-Test: No

A sales manager's CONTROL over his salespeople:

A. is strongest with order getters who are paid on straight commission.

B. cannot be obtained with combination plans.

C. can be the strongest with a straight salary plan.

D. issmall; it'sthe responsibility of the marketing manager.

E. isnot too important if the salespeople regularly meet their sales quotas.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #209
Question Type: Self-Test
Self-Test: Self-Test

A salesperson on a(n) earns the same amount regardless of how he or she spends time.

A. bonus plan

B. commission pay
C. straight salary

D. combination plan
E. incentive plan

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #210
Question Type: Application
Self-Test: No
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The compensation plan increases the amount of sales supervision needed.

A. Straight salary
B. Commission pay
C. Bonusplan
D. Combination plan
E. Profit-sharing plan
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnOhyj: 7
Perreault - Chapter 14 #211

Question Type: Application
Self-Test: No

Regarding sales force compensation, the commission method is based on:

A. apercentage of dollar sales.
B. the number of new accounts.
C. customer satisfaction ratings.
D. customer service problems resolved.
E. any of the above.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 7

Perreault - Chapter 14 #212
Question Type: Comprehension
Self-Test: No

Even though commissions are often based on a percentage of dollar sales, they can be based on
instead.

A. number of new accounts.

B. customer satisfaction ratings.

C. customer service problems resolved in some time period.
D. all of the above.

E. none of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnOhyj: 7

Perreault - Chapter 14 #213
Question Type: Application
Self-Test: No

The method of payment uses a percentage of dollar sales in calculating compensation.

A. Bonus

B. Commission

C. Straight salary

D. Combination

E. Employee discount

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObj: 7

Perreault - Chapter 14 #214
Question Type: Application
Self-Test: No
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The commission method of payment:

A. includes some salary and some commission.
B. offers the most security for the salesperson.
C. offersthe most incentive for the salesperson.
D. istied to results projected in the sales plan.
E. increases the amount of sales supervision needed.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnOhyj: 7
Perreault - Chapter 14 #215

Question Type: Definition
Self-Test: No

A merchant wholesaler who wants to provide the most INCENTIVE in his sales force payment plan
should use:

A. salary plus commission.

B. straight commission.

C. the same level of pay for all salespeople.
D. salary plus bonus.

E. straight salary.

AACSB: 3 Analytical skills

Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #216
Question Type: Application
Self-Test: No

With the method of payment, some salary and some commission are included.

A. Commission

B. Bonus
C. Combination
D. Straight salary
E. Stock
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnOhyj: 7

Perreault - Chapter 14 #217
Question Type: Application
Self-Test: No

A producer wants to increase the amount of time its sales reps spend on supporting activities. It also
wishes to keep its sales reps motivated and aggressive, and also provide some security. Which payment
plan should the firm use?

A. Straight salary
B. Combination plan
C. Straight commission

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObj: 7

Perreault - Chapter 14 #218
Question Type: Application
Self-Test: No
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A producer wants to reduce sales force turnover AND obtain a more aggressive sales effort for its
accessories. Which of the following sales force payment methods should it use?

A. Straight salary
B. Sdlling formula plan
C. Combination plan
D. Straight commission
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnOhyj: 7
Perreault - Chapter 14 #219
Question Type: Application
Self-Test: No
The sales manager of the Retro Butterfly Chair Corp. wishes to compensate his sales force in away
which will provide some security, incentive, flexibility, and control. The company should offer its sales
force:

A. straight salaries.
B. straight commissions.
C. acombination plan.
D. avaue plan.
E. abonus plan.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 7
Perreault - Chapter 14 #220

Question Type: LearnAid
Self-Test: Salf-Test & Learn Aid

Liz Edwardsis asales associate for amajor retailer of high-quality cooking supplies, housewares, and
furniture. Sheis paid an hourly wage, plus she gets an additional sum of money that is a percentage

of the dollar sales of al the sales associates combined during the hours that she works. Liz isworking
under a compensation plan:

A. Straight salary.

B. Combination.

C. Straight commission.
D. Incentive.

E. None of the above.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #221
Question Type: Application
Self-Test: No
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Once the compensation level for a producer's salespeopl e has been set, the particular METHOD of

payment depends on the:

A. need for incentive.

B. setting of sales quotas.
C. desirefor simplicity.

D. need for control.
E. All of the above.

Regarding sales force payment methods:

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #222
Question Type: Definition
Self-Test: No

A. it iscommon to sacrifice some simplicity to gain more flexibility, incentive, or control.

B. combination plans offer some degree of security, incentive, and control.
C. straight commission offers the most incentive.

D. straight salary provides the most security and control.

E. All of the above are true.

Which of the following statements about sal esperson compensation is FALSE?

A. Commissions reduce the need for working capital.

B. Incentives must be carefully aligned with the firm's objectives.
C. Compensation plans should be clear.

D. Sales managers must plan, implement, and control.

E. None of the aboveisfalse.

A sales compensation plan should:

A. be easy for salespeople to understand.

B. use the same commission rates on all products--if commissions are used at all.
C. be based on salary or commission, but not a combination of the two.

D. All of the above aretrue.

E. None of the aboveistrue.

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Medium
LearnObj: 7

Perreault - Chapter 14 #223
Question Type: Integrating
Self-Test: No

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Hard

LearnOhyj: 7

Perreault - Chapter 14 #224
Question Type: Comprehension
Self-Test: No

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #225
Question Type: Comprehension
Self-Test: No
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Which of the following sales force payment methods is best for SSIMPLICITY ?

A. Salary plus bonus plan

B. Vaueplan

C. Combination plan

D. Straight salary

E. None of the above, i.e., al are equal.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnOhyj: 7

Perreault - Chapter 14 #226
Question Type: Definition
Self-Test: No

The specific sales or profit objective a salesperson is expected to achieve is known as a

A. Sales quota.

B. Salesrange.

C. Sales standard.
D. Salesreturn.

E. Sales maximum.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #227
Question Type: Definition
Self-Test: No

isthe specific sales or profit objective a salesperson is expected to achieve

A. Sales quota

B. Sdestarget

C. Sales prospecting
D. Sales presentation
E. Saes percentage

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 7

Perreault - Chapter 14 #228
Question Type: Application
Self-Test: No
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Which of the following statements relating to sales quotas is FALSE?

A. Sales potential usually differs from one salesterritory to another.
B.A salesperson’s sales quotais the specific level of sales he or she achieved in the previous sales
period.
C.Unless the pay plan allows for territory differences, some sales reps may be overworked and others
may be underworked.
D.Unless the pay plan alowsfor territory differences, some sales reps may be underpaid for the same
amount of effort.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 7
Perreault - Chapter 14 #229

Question Type: Comprehension
Self-Test: No

Personal selling techniques include all of the following EXCEPT:

A. searching for prospects.
B. making sales presentations.
C. planning sales presentations.
D. preparing job descriptions.
E. following up after the sale.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 8
Perreault - Chapter 14 #230

Question Type: Definition
Self-Test: No

Put the steps of the personal selling processin order:
Prospect for new customers; Select target customer; Preplan sales call and presentation; Make sales
presentation; ; and Follow up after the sales call.

A. Create interest.

B. Open sale.

C. Overcome objections.
D. Close sdle.

E. Contact buyer.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #231
Question Type: Comprehension
Self-Test: No
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involves following al the leads in the target market to identify potential customers.

A. Sales presentation

B. Prospecting
C. Closing
D. Sales quota
E. Marketing
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 8
Perreault - Chapter 14 #232
Question Type: Application
Self-Test: No
"Prospecting:"

A. involves following all the leads in the target market.

B. should require a sales rep to spend the same amount of time with each prospect.

C. refersto selection of the firm'starget market.

D. should use a system for alocating time to potential customers based on their potential.
E. Both A and D.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 8

Perreault - Chapter 14 #233
Question Type: Comprehension
Self-Test: No

Which of the following statements about prospecting is FALSE?

A. Prospecting focuses on identifying new customers.

B. A salesrep needsto set priorities for al prospects--both old and new.
C. A salesrep must qualify potential customers.

D. CRM systems help with the process of prospecting.

E. None of the aboveisfalse.

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium

LearnObj: 8

Perreault - Chapter 14 #234
Question Type: Comprehension
Self-Test: No
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Robert Jackson sells luxury automobiles at a dealership in an upscale section of amajor city. When

he started out as a salesperson, he identified potential customers by visiting office buildings near the
deal ership and examining the directoriesin the buildings' lobbies. He discovered that there were several
large law firms within amile or two of the dealership. He would copy down the names of the law firms
and their attorneys from the building directory. Then he would mail engraved invitations to each of

the attorneys inviting them to the dealership to test drive anew car. Deciding to focus on attorneys
exclusively, he purchased a directory of attorneys in the area and started expanding his potential
customer base. Robert isengaged in

A. The consultative selling approach.
B. Prospecting.

C. The sdlling formula approach.

D. Closing.

E. None of the above.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #235
Question Type: Application
Self-Test: No

Which of the following is NOT one of the sales presentation approaches discussed in the text?

A. Prepared sales presentation

B. Selling formula approach

C. Consultative selling approach

D. Target market approach

E. None of the above, i.e., al are discussed in the text.

AACSB: 9 Value creation
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #236
Question Type: Definition

Self-Test: No
A is the salesperson's request for an order.
A. close
B. prospect
C. salesquota
D. job description
E. proposal
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Easy
LearnObj: 8

Perreault - Chapter 14 #237
Question Type: Definition
Self-Test: No



238.
(p- 370)

239.
(p. 370)

240.
(p- 370)

With the approach, the salesperson uses a memorized presentation that is not adapted to
each individual customer.

A. Prepared sales

B. Consultative selling
C. Sdling formula

D. Fixed sales

E. Differentiated value

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #238
Question Type: Application
Self-Test: No

With the approach, the salesperson assumes that a customer faced with a particular
stimulus will say yesto his request for an order.

A. Selling formula

B. Consultative selling
C. Prepared sales

D. Fixed sales

E. Differentiated value

AACSB: 9 Value creation
Chapter: 14

Difficulty: Hard

LearnObj: 8

Perreault - Chapter 14 #239
Question Type: Application
Self-Test: No

Which of the following statements about the prepared sales presentation is False?

A. It may contain several attemptsto closeasae.

B. It isnot adapted to an individual customer's needs.

C. It makes sense for experienced salespeople to useit.

D. The salesperson does most of the talking.

E. Itisnot considered a good approach for complicated selling situations.
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A prepared sales presentation:

A.isthe best approach for most selling situations--since the company can control what the sales rep
says.

B. usualy involves many questions, to be sure each customer's needs are fully understood.

C. iscommon with high value items--to be sure the customer learns about all of the technical details.

D. isbest when alot of timeis available for a sales presentation.

E. None of the above istrue.

AACSB: 9 Value creation
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A sales presentation in which the sales rep does most of the talking, using a"canned" presentation to
obtain a"yes" answer to a"trial close" isa:

A. prepared sales presentation.

B. target market presentation.

C. consultative selling presentation.
D. selling formula presentation.

E. None of the above.
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Chapter: 14
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Question Type: Definition
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Which sales presentation would be "best” for convenience (food) store clerks?

A. Selling formula approach

B. Prepared sales presentation
C. Target market presentation
D. Consultative selling approach
E. None of the above.

AACSB: 6. Reflective thinking
Chapter: 14
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A lawn care firm selling by phone to people listed in the telephone directory should use which of the
following sales presentations?

A. Consultative selling approach.
B. Sedlling formula approach.
C. Prepared sales presentation.
D. Target market presentation.
E. None of the above.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 8
Perreault - Chapter 14 #244

Question Type: Application
Self-Test: No

Paige Whaley works as a tel ephone salesperson for a newspaper. She calls new residentsin the city to
try to get subscriptions for home delivery. Which of the following types of sales presentation should she
use?

A. Prepared sales presentation.
B. Selling formula approach.

C. Consultative selling approach.
D. Customer service approach.
E. Saes quota approach.

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Easy

LearnObj: 8
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Question Type: LearnAid
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Elise Noble works as a telephone sal esperson for the Catalog Division of JC Penney. Her primary job
isto call customers with Penney charge accounts to inform them about sale items and ask if they would
like to order the sale items. Which of the following kinds of sales presentations would be best for Elise
to use?

A. Prepared sales presentation.
B. Customer service approach.
C. Consultative selling approach.
D. Selling formula approach.

E. Target market presentation.
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Chapter: 14
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The involves developing a good understanding of the individual customer's needs before
trying to close the sale.

A. Selling formula approach
B. Consultative selling approach
C. Prepared sales presentation
D. Fixed sales presentation
E. Differentiated value approach
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 8
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Question Type: Application

Salf-Test: No
With the approach, the sales rep begins by making some genera benefit statementsto get
the customer's attention and interest.
A. Prepared sales
B. Fixed sales

C. Seling formula
D. Consultative selling
E. Differentiated value

AACSB: 10 Org Dynamics
Chapter: 14
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Question Type: Application

Self-Test: No
With the approach, the customer and the salesperson work together to satisfy the
customer's needs and solve the problem.
A. Prepared sales
B. Fixed sales

C. Sdling formula
D. Consultative selling
E. Differentiated value

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Medium
LearnObj: 8
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Self-Test: No
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Some sales reps try to get a prospect to do most of the talking at first--to help pinpoint the potential
customer's needs. After the sales rep feels that he understands the customer's needs, he begins to enter
more into the discussion, helping the customer understand his own needs, showing how his product
satisfies the customer's needs, and then trying to close the sale. Thistype of sales presentation uses the:

A. selling formula approach.

B. target market presentation.
C. consultative selling approach.
D. prepared sales presentation.
E. None of the above.
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Question Type: Definition
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A salesrep for installations probably should use a sales presentation.

A. consultative selling approach
B. target market

C. prepared

D. selling formula approach

E. any of the above

AACSB: 6. Reflective thinking
Chapter: 14
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A salesrepresentative for Xerox always begins her sales presentation by conducting an interview with
the potential customer. She asks several multiple-choice questions that are designed to pinpoint the
needs of the customer for various features of a new copying machine. At the end of the interview, the
salesperson takes a moment to summarize the results in a profile of the customer and his/her needs.

She then matches the needs to a specific model in the Xerox line of copiers, and shows how the Xerox
model compares to other competing models. This sales representative is engaged in:

A. A consultative selling approach.
B. A prepared sales presentation.
C. A sdlling formula approach.

D. A telemarketing approach.

E. A prospecting approach.
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Tyler Young sellsadiverse line of conveyor systems to small manufacturers. He has found that heis
most successful when he uses the sales call to help the customer solve some problem using one of his
products. Tyler probably relies on

A. the missionary approach.

B. the prepared presentation approach.
C. the selling formula approach.

D. the consultative selling approach.
E. Any of the aboveisequaly likely.

AACSB: 6. Reflective thinking
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Dale Jetta sells life insurance. The company provides alist of prospects and Dale starts each sales call
by asking the potential customer to explain hisor her financial goals. Dale is probably using the

A. selling formula approach.

B. consultative selling approach.
C. canned presentation approach.
D. target market approach.

E. missionary approach.
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Betti Hallmark sells women's clothing and gets most of her business from regular customers who have
bought from her before. Betti never tries to sell anything before first trying to determine each customer's

specific needs. Once she understands the customer's needs, Betti helps the customer understand her own
needs and then shows how some product will fill those needs. Betti's sal es presentation uses the:

A. "canned" approach.

B. target market presentation.

C. sdling formula approach.

D. consultative selling approach.
E. None of the above.
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The selling formula approach

A. makes some general benefit statements to get the customer's attention and interest.

B.starts with a prepared presentation outline approach and leads the customer through some logical
stepsto afina close.

C.involves developing a good understanding of the individual customer's needs before trying to close
the sale.

D. uses amemorized presentation that is not adapted to each individual customer.

E.is aproblem-solving approach in which the customer and sal esperson work together to satisfy the
customer's needs.
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The selling formula approach:

A. Starts out much like the consultative selling approach.

B. Follows a series of logical steps based on some knowledge of the target customer.

C.Becomesidentical to the prepared sales presentation as the sal esperson approaches an opportunity to
closethe sale.

D. All of the above.

E. Aand Conly.
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The selling formula approach:

A starts with a prepared presentation outline, discovers each customer's specific needs, and then leads
. the customer through some logical stepsto afinal close.

B. uses the same sales presentation with every potential customer.

C. usually requires amore skilled salesperson than the consultative selling approach.

D. All of the above are true.

E. None of the aboveistrue.
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Producers who know something about their target customers needs and attitudes often supply their
relatively untrained salespeople with a sales presentation in which (1) the salesperson does most of the
talking at the beginning, (2) then brings the customer into the discussion to clarify the customer's needs,
and (3) triesto close the sale. They are using a

A. consultative selling approach.
B. quota system.

C. prepared sales presentation.
D. sdling formula approach.

E. target market presentation.

AACSB: 3 Analytical skills
Chapter: 14
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Question Type: Definition
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San Oxana I nsurance Company uses relatively untrained people to sell itslife insurance. The sales reps
learn prepared sales presentations which help them describe the firm's policies to potential customers,
discover each customer's specific needs, and then lead them through some logical stepsto afinal close.
They areusing a&

A. selling formula approach.
B. customer service approach.
C. target market presentation.
D. consultative selling approach.
E. prepared sales presentation.
AACSB: 10 Org Dynamics
Chapter: 14
Difficulty: Medium
LearnObj: 8
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Question Type: Application
Self-Test: No

Simon Juarez sellslife insurance for alarge New Mexico firm. He locates customers by selecting
names out of atelephone directory and calling to arrange an appointment. He begins each presentation
by explaining the basic features and merits of his product--eventually bringing the customer into the
conversation to clarify the customer's insurance needs. Then he tells how his insurance policy would
satisfy the customer's needs and attempts to close the sale. Simon's sales presentation is based on the:

A. consultative selling approach.
B. selling formula approach.

C. canned presentation approach.
D. target market approach.

E. customer service approach.

AACSB: 6. Reflective thinking
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Most sales presentations follow the AIDA sequence which stands for

A. Attention, Interest, Desire, Action

B. Attention, Interest, Develop, Appeal

C. Attention, Involvement, Desire, Action

D. Attention, Involvement, Desire, Appeal

E. Attention, Interaction, Development, Action

AACSB: 10 Org Dynamics
Chapter: 14

Difficulty: Easy

LearnObj: 8

Perreault - Chapter 14 #262
Question Type: Comprehension
Self-Test: No



Usethisinformation for questionsthat refer tothe " Salespeople” case.

Wilson Alvaro graduated with a marketing degree ailmost a year ago. Like many of hisfriends, he took a
job in sales and really enjoysit. A description of Wilson's job and those of some of his friends are noted
below.

Wilson Alvaro loves biking and has his dream job. He works for a wholesale company that sells
mountain bikes for a manufacturer. He works with a small group of people who call on the buying
offices for two large retail chains, Wal-Mart and Toys R Us. The group includes a finance person and
a production person, and they all work together to meet the specific needs of these two big accounts;
for example, sometimes they recommend a model of bike that will be available from only that retailer's
stores. However, Wilson's main job focuses on building relationships and solving customer problems.
Only occasionally is he expected to try to persuade the retailers to buy more bikes.

Amy Bowden sells life insurance. She calls on new parents and persuades them to buy insurance
products. It is difficult for a manager to control Amy'swork, but she has incentive to work hard because
her job security and income depend on getting sales. She is a confident self-starter, so she likes it that

way.

Ben Peterson works for a fashionable men's clothing store. He enjoys spending time with customers
who come in, learning about their fashion needs, and helping them pick clothes that really work for
them. While the store manager can easily observe and direct Ben's activities, the manager wants Ben to
have the incentive to increase customer purchases and satisfaction.

Emily Winters handlesinside sales for amajor industrial distributor. She deals with aregular set of
established customers, most of whom know what they want. Emily talks to them on the phone and
answers questions about products, delivery time, and pricing. She sometimes works with outside sales
reps who visit customers and help introduce new products. Emily is the first person her customers call
when there's a problem with a purchase, so she spends alot of time dealing with customer problems. As
an inside salesperson, Emily'swork is easily supervised by a sales manager - and she has little influence
on how much her customers buy.

Melissa Tran works for a company that sells paper products (like napkins, paper towels, and paper
plates) primarily through small independent grocers. Most of the grocers are regular customers, but
sometimes she makes cold callsto new grocery stores. Melissa'sjob is to develop goodwill and try to
increase sales. For example, she often sets up special promotional displaysin stores. Her compensation
plan gives her income security, but she also can receive a bonus for sales growth in her territory.

Charlie Riggsis atelemarketer for an Internet service provider. He calls people on alist provided by
hisfirm and tries to sign them up for Internet service. Charlie relies heavily on a presentation he learned
during histraining. Charlieis very good at what he does and loves that the more success he has the
more he earns.

Perreault - Chapter 14

263.  Which salesperson’'s main salestask is supporting?
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%) A. Wilson Alvaro

B. MéelissaTran
C. Emily Winters
D. Ben Peterson
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Which salesperson's primary task is order taking?

A. Emily Winters
B. MélissaTran

C. Amy Bowden
D. Wilson Alvaro
E. Charlie Riggs

Which of the following is true about Melissa Tran's sales position?

A. Recruiting for this job would not require ajob description.
B. It involves major account management.

C. Thejob would not require product training -- only sales training.

D. Itinvolves missionary sales.
E. None of the above.

Wilson Alvaro's sales position involves:

A. providing customer service.
B. team selling.

C. major account management.
D. all of the above.

E. none of the above

Which salesperson has a job where compensation is likely to be straight salary?

A. Ben Peterson
B. Amy Bowden
C. MélissaTran
D. Emily Winters
E. Charlie Riggs
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What type of compensation plan should Ben Peterson have?

A. straight salary.
B. straight commission.
C. acombination of salary and commission.

D. asalary that ispaid only if a certain sales quotais achieved.

E. any of the aboveis equally appropriate for Ben's jab.

Which salesperson probably does the most prospecting?

A. Amy Bowden
B. Wilson Alvaro
C. MélissaTran

D. CharlieRiggs

What sales presentation approach does Charlie Riggs use?

A. missionary presentation.

B. prepared sales presentation.
C. consultative selling approach.
D. selling formula approach.
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E.no sales presentation approach is used because he just calls people and says what he learned during

training.

What type of sales presentation approach does Ben Peterson use?

A. Consultative selling approach.
B. Prepared sales presentation.
C. Missionary sdlling.

D. Selling formula approach.

E. Saes quota approach.
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*% A CharlieRiggs

B. MédlissaTran
C. Emily Winters
D. Ben Peterson
E. Amy Bowden
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273.  Which salesperson has ajob that requires NO training in sales?
(p. 365)

A. Charlie Riggs.

B. MélissaTran.

C. Emily Winters.

D. Ben Peterson.

E. All of these jobs require sometraining in sales.

AACSB: 3 Analytical skills
Chapter: 14

Difficulty: Medium
LearnObj: 6

Perreault - Chapter 14 #273
Question Type: Application
Self-Test: No

274. MeélissaTran's company wants to have enough salespeople to serve 1,000 accounts. An effective
(p-361)  salesperson can call on each account 12 times ayear and should average about two hours per sales call.
Each salesperson works 40 hours aweek and takes off two weeks for vacation each year. Salespeople

spend half their time on travel and administration. How many salespeople does Melissa's company
need?

A.6

B. 12

C. 24

D. 40

E. Thereisnot enough information to determine the answer.
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