SELLING PRE-TEST 2008 - A
Multiple Choice

1. A customer will be more likely to buy a product such as a VCR if you:
a. Show how easy it is to program
b. List every feature of the VCR
c. Open the manual to show instructions are displayed
ANS: A

2. The best method for finding the right product for a customer is:

a. Asking “yes” or “no” questions to move the sale along
b. Asking open-ended questions
ANS: B

3. Customers most likely need your help when:
a. They are buying a product for the first time
b. They purchase an item frequently

c. An item includes assembly instructions

d. A and C
e. All of the above
ANS: D

4. If you discourage customers from purchasing a product that exceeds their needs, they are most likely to:

a. Appreciate your honesty
b. Resent your interference
c. Buy more than they need anyway
ANS: A

5. Permanent labels in clothing are required by law to include:
a. The city in which the product was made
b. The fiber content, in descending order
c. The size
d. All of the above
ANS: B

6. A successful sales associate needs to know the major features of only the most popular products in the store:

a. True
b. False
ANS: B

7. Brand loyal customers:
a. Always purchase from the same store
b. Ask for a particular make by name
c. Either of the above
ANS: B

8. Shoppers are more likely to buy new food products if:
a. They can taste them
b. You provide recipes for using them
c. You display serving suggestions
d. Any of the above
ANS: D

9. It is best to show products:
a. In dim lighting to avoid glare
b. Under artificial lighting to improve color
c. In natural light
ANS: C

10. Benefits of a product are determined by:
a. The manufacturer
b. The salesperson
c. The customer
d. All of the above
ANS: C

11. Increased capacity would be a benefit of which feature:
a. Neutral colors
b. Natural fibers
c. Man-made materials
d. Dimensions
ANS: D

12. When asked, “Is this a good sleeping bag?” a sales associate’s best response is:

a. “Yes, and it’s on sale.”
b. “It’s our best-seller.”
c. “I love mine.”
d. “Can you tell me where you’ll be using it?”
ANS: D

13. If a customer does not have a clear picture of what she wants, the sales associate should:
a. Point out the product that sells the best
b. Ask questions that can be answered “yes” or “no” to quickly narrow the options
c. Demonstrate the sales associate’s personal favorites
d. Ask open-ended questions to determine customer’s needs
ANS: D

14. The first step in addressing a customer’s objections is to:
a. Try to change the subject
b. Point out ways the product benefits the customer
c. Make sure you understand the objection
d. Try to show alternative products
ANS: C

15. If a customer’s objections don’t seem consistent with what she said before, you should:
a. Point out the inconsistency
b. Dig a little deeper to get to the root of the problem
c. Suggest that you start over
ANS: B

16. A layaway option could satisfy a customer’s objection regarding: 
a. Warranty
b. Capacity
c. Affordability
d. Delivery time
ANS: C

17. If an item is going to go on sale next week, you should tell the customer:
a. True
b. False
ANS: A

18. If a customer wants an item that is out-of-stock, you should do all of the following except:
a. Find out when the next shipment is due to arrive
b. Contact other stores in your chain to see if they have it in stock
c. Check with the warehouse and see how quickly it can be transferred to your store
d. Take the customer’s phone number but don’t promise to call by any specific date
ANS: D

19. Private label items:
a. Are often made by famous manufacturers
b. May have the same features as a nationally-recognized brand
c. Are often less expensive than national brands
d. All of the above
ANS: D

20. If you do not have a product that meets all of a customer’s needs, your best course of action is to:
a. Sell a product you have that satisfies most of the customer’s needs
b. Point the customer toward a nearby competitor that sells exactly what they are looking for
ANS: B

21. A customer says, “I know this is a popular line, but this is an awful lot to pay for a simple white T-shirt.”  The best option for the sales associate is:
a. Provide more information
b. Make it easier to buy
c. Suggest an alternative
d. None of the above
ANS: C

22. If a customer ends up disappointed with a purchase, there is no value to the customer’s feedback:
a. True
b. False
ANS: B

23. “Opening” the cash register may involve:
a. Filling the drawer with a specific combination of bills and coins so that you can make change for customers
b. Double-checking the amount of cash in the drawer before you ring up any sales
c. Reconciling the amount of cash with your daily sales

d. A and B
e. All of the above
ANS: D

24. You should follow the store’s procedures for closing the register:
a. At the end of your shift
b. Whenever someone replaces you at the terminal
c. Carefully
d. All of the above
ANS: D

25. With today’s technology in registers, it is impossible to make an error ringing up a sale.
a. True
b. False
ANS: B

26. Encouraging feedback from customers is the best way to build sales.
a. True
b. False
ANS: A

27. Today’s POS terminals:
a. Are used only by large companies
b. Increase checkout time
c. Lessen the chance for mistakes
ANS: C

28. Barcodes can be used by retailers to replace price tags.
a. True
b. False
ANS: A

29. Cash received should be placed in the drawer of the register before counting out any change to the customer.
a. True
b. False
ANS: B

30. When returning change to a customer, you should:
a. Count it out onto the counter
b. Place it in the customer’s hand
ANS: B

31. If the total of a customer’s purchase is $21.35, and the customer gives you one twenty-dollar-bill and one five-dollar bill, the correct change is:
a. One nickel, one dime, and 4 one-dollar-bills
b. One nickel, one dime, two quarters, and 4 one-dollar-bills

c. One dime, one quarter, one 3 one-dollar-bills
d. One nickel, one dime, two quarters, and 3 one-dollar-bills
ANS: D

32. If the total of a customer’s purchase is $33.17, and the customer gives you $35.00, the correct change is: 
a. 1 dime, 1 nickel, 2 pennies, and 2 one-dollar-bills
b. 3 pennies, 3 quarters, and 2 one-dollar-bills
c. 3 pennies, 1 nickel, 3 quarters, and 1 one-dollar-bill
d. 3 pennies, 2 nickels, 2 dimes, and 1 one-dollar-bill 
ANS: C

33. The reason for requesting identification from a customer who is writing a check is:
a. To prove that the check is good
b. To verify that the check belongs to that customer
c. Both of the above
ANS: B

34. When accepting a check, it is the sales associate’s responsibility to check that:
a. The date is filled out correctly
b. The correct numerical amount is written in
c. The correct written amount is filled in 
d. The signature and address on the check match the customer’s identification
e. All of the above
ANS:  E

35. When accepting a traveler’s check, you must witness the customer signing and dating the check:
a. True
b. False
ANS: A

36. Debit cards act like:
a. Credit cards
b. Checks
c. Traveler’s checks
d. Cash
ANS: B

37. What should you do with the purchase receipt?
a. Put it in the bag with the merchandise
b. Put it in the customer’s hand
c. Ask the customer’s preference
ANS: C

38. Acknowledging that a customer is waiting helps relieve the customer’s time anxiety.
a. True
b. False
ANS: A

39. Credit card authorization may be denied because:
a. The customer has exceeded the credit limit
b. The card has been reported stolen
c. The customer has placed certain restrictions on the card’s use
d. Payment on the card is overdue
e. Any of the above
ANS:  E

40. A product number may be used in all of the following except:
a. To update inventory records
b. To complete financial statements
c. To track sales success of specific items
d. To provide product information to the customer
ANS: B

41. The way you package an item reflects your respect for the customer:
a. True
b. False
ANS: A

42. An important piece of data to have in calculating sales commissions is the:
a. Name of the customer
b. Item description
c. Sales associate’s name or number
d. Method of payment
ANS: C

43. Electronic Article Surveillance tools are used to:
a. Keep track of inventory
b. Record sales
c. Prevent shoplifting
d. Replace price tags
ANS: C

44. All of the following are appropriate packing precautions except:
a. Wrap fragile items individually
b. Always try to get everything in one package

c. Paper items should be wrapped separately
d. Separate food from cleaning supplies
ANS: B

45. When you know the item is a gift, you should:
a. Offer to remove the price tags
b. Explain your store’s policy on returning or exchanging gifts

c. Offer a gift box (if available)

d. A and C
e. All of the above
ANS:  E

46. Closing the sale means:
a. You and your company succeed
b. The customers get what they want and need
c. Both of the above
ANS: C

47. Sales associates are most likely to play a key role in helping customers make purchase decisions if they work in:
a. A department store
b. A drug store

c. A grocery store
d. Any of the above
ANS: A

48. Customer comments that may indicate a customer is ready to buy include:
a. “Are alterations included in the price?”

b. “Does this come in a different color?”
c. “I’ve always wanted one of these.”

d. A and C

e. All of the above
ANS:  E

49. When a customer has selected a set of table linens and is moving toward the candle section, the sales associate’s best approach is to: 
a. Attempt to close the sale
b. Offer an encouraging comment
c. Leave the customer alone
ANS: B

50. Actions that may indicate a customer is ready to buy include:
a. Looking in a purse

b. Handling a product for the second or third time

c. Checking a shopping list and then putting it away
d. A and C

e. All of the above

ANS:  E

51. A customer who asks, “Do you have a cedar bed big enough for this dog?” is most likely:

a. Asking for information
b. Giving a buying signal

ANS: B

52. A customer who asks. “Do you have the velvet robe shown on the cover of your catalog?” is:

a. Asking for information
b. Giving a buying signal

ANS: A

53. A customer who asks, “I love this sweater; can you find a size medium for me?” is:

a. Asking for information
b. Giving a buying signal

ANS: B

54. Posting your store’s return/exchange policy saves time because you do not need to review the policy with customers.

a. True
b. False

ANS: B

55. If a customer is uncertain, you may need to ask more questions.

a. True
b. False

ANS: A

56. The “Once in a Blue Moon” closing technique should:

a. Hold the threat of missing out over the customer

b. Give customers information so they won’t miss out on a special opportunity

c. Both of the above
ANS: B

57. The “Looks Like a Perfect Match” closing technique:

a. Reviews the features and benefits of the item the customer is considering

b. Acknowledges any objections the customer has raised
c. Both of the above

ANS: C

58. If a sales associate does a good job of answering a customer’s questions, the customer will not have second thoughts.

a. True
b. False

ANS: B

59. If is not uncommon for a customer to have second thoughts if:

a. The item is expensive
b. The customer has a hard time deciding

c. The item is a gift

d. All of the above

ANS: D

60. If you know that an item is not right for the customer, you should:

a. Provide reassurance about the selection

b. Mention the store’s return policy

c. Remind the customer of the high quality of the product

d. None of the above

ANS: D

61. A liberal return policy:

a. Can build customer loyalty

b. Will save the company money

c. Will not be abused by customers
d. All of the above

ANS: A

62. Store return policies should:

a. Not be discussed unless the customer is uncertain about the purchase
b. Be quickly reviewed with each customer at the time of purchase
ANS: B

63. Popcorn would be a good add-on suggestion for a customer purchasing:

a. A bird feeder

b. A vacuum cleaner

c. A video
d. A camera

ANS: C

64. The more confident you are with customers, the more satisfied they will be.

a. True
b. False

ANS: A

65. A professional sales associate:
a. Gives personalized service

b. Makes the customer feel unique and special

c. Creates customer loyalty

d. All of the above

ANS: D

66. A writing pen would be an appropriate suggestion for someone purchasing:

a. A wallet

b. Stationery

c. A laptop computer

d. A CD

ANS: B

67. Ads that promote the latest trends, extensive assortment, or new product features are usually for:

a. Regular-priced merchandise

b. Sale merchandise
c. Clearance merchandise

ANS: A

68. Coupons can be distributed through:

a. Newspaper ads
b. In-store displays

c. Magazines

d. Direct mail

e. All of the above

ANS:  E

69. As a sales associate, you should make a point to be aware of:
a. Competitors’ ads

b. All ads and promotions produced by your store
c. Both of the above

ANS: C

70. The most effective strategy for promoting a new flavored coffee is to:

a. Offer a “buy one, get one free” special

b. Reduce the price

c. Offer free taste tests
d. Set up a display in front of the store

ANS: C

71. It doesn’t matter if you don’t smile when greeting a customer on the phone, as the customer cannot see you.

a. True

b. False

ANS: B

72. Gift certificates:

a. Can be a personalized gift

b. Can help a sales associate build a customer base
c. Are appropriate for all gift-giving situations

d. All of the above

ANS: D

73. Frequent Shopper Awards are an example of:

a. Store credit accounts

b. Incentive programs
c. Trade-in plans

d. None of the above

ANS: B

74. A personal invitation to a sales event from a sales associate will increase the likelihood that the customer will take advantage of the offer.

a. True

b. False

ANS: A

75. Add customers to your mailing list by:

a. Taking address information from checks after they leave so you don’t waste their time

b. Inviting them to add their names to a list

c. Either of the above

ANS: B

