Multiple Choice for Chapter 14

Selects the response that best answers the questions or completes the statement.

1. Well-planned customer service programs appeal to what types of motivation?

a. Future mindedness and economy

b. Dependability and durability

c. Financial gain and freedom from fear

d. Recognition and need for security

2. Customer complaints should be viewed by the marketer as:

a. a source of important information and an opportunity to prove the firm’s commitment to service.

b. a short-term problem that should not be viewed as a major concern.

c. a long-term problem that will require attention in the future.

d. a problem that may have a negative impact on the salesperson’s earnings.

3. When negotiating customer complaints, the salesperson should:

a. avoid telling the customer his/her point of view about the cause of the problem
b. determine if the complaint is real or imagined.

c. point out the fallacy in the customer’s argument.

d. never criticize the company s/he works for.

4. The purpose of the follow-up communication between customer and salesperson is to express thanks for the order and to:

a. introduce related products and services.

b. determine if the customer is satisfied with the purchase.

c. request referrals of other prospects.
d. complete the call card form.

5. The major advantage of a telephone call over written correspondence is that:

a. less time is involved.

b. it offers spontaneity.

c. two-way communication is involved.

d. the buyer is a “captive audience.”
6. One effective way to respond to increased postsale customer expectations is to:

a. avoid shifting the blame to others unless the problem is beyond your control.

b. determine customer satisfaction levels during scheduled callbacks.

c. always tell customers what you can do for them rather than tell them what you cannot do for them.

d. be certain your customers know how to reach you in case they have problems.

7. In recent years, we have discovered that unhappy customers

a. often do not complain.

b. usually complain with a written note or letter.

c. usually initiate a verbal complaint.

d. usually consider legal action.

8. All of the following are appropriate suggestion selling methods except:

a. suggest new items.

b. suggest a larger quantity.

c. suggest related items.

d. suggest low-cost options.

9. Which of the following is a major guideline that should be considered when using suggestion selling?

a. Don’t hesitate to make suggestion before closing the sale.

b. Show the suggested item only if the customer seems interested.

c. Don’t waste time suggesting low-profit items.

d. Don’t make suggestions until you have first satisfied the customer’s primary need.

10. A form that serves as a communications link with persons who can assist with customer service is called a:

a. product service card.

b. call report.

c. follow-up card.

d. product service report.

11. In terms of improving customer service, it is best to rely on:

a. the customer for feedback regarding your performance.

b. the sales manager for feedback regarding your performance.

c. honest sel-appraisal to identify areas that need strengthening.

d. company-sponsored consumer studies.

