Chatper 14
Servicing The Sale

Review Questions

1. What two powerful motivators can a salesperson appeal to with a well-planned customer service program?  Explain the significance of each one.

2. Define customer service.  List the activities associated with the phase of personal selling.

3. Explain how suggestion selling fits into the definition of customer service.

4. Explain some of the reasons customer service is considered a profit stimulator.

5. List and describe four guidelines to follow when using suggestion selling.

6. How does credit become a part of servicing the sale?

7. Is it realistic to believe that people will become lifetime customers in our very competitive marketplace?

8. List and describe four customer follow-up methods.

9. What types of customer service problems might be prevented with the use of a call report?

10. List five self-evaluation questions a salesperson should regularly review to improve customer service.

