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1. The ultimate factor that determines the success or failure of the sale is the ______.
a. Product

b. Customer

c. Company

d. Salesperson

2. Which of the following statements is TRUE about selling a product?

a. When a customer says no, it is a personal rejection of the salesperson

b. When a customer says no, it is a business refusal of the salesperson 

c. When a customer says no, it is a personal rejection and a business refusal of the salesperson

d. When a customer says no, it is neither a personal rejection nor a business refusal of the salesperson

3. If a salesperson was to send a direct mailer (via the U.S. Postal Service) to 1,000 new clients, about how many responses can the salesperson expect to receive?

a. 5 or fewer

b. 50 to 100

c. 100 to 200

d. 500 or more

4. The salesperson has made a telephone cold call to a potential client. When the potential client answers, which of the following lines is considered "professional phone etiquette" by the salesperson?

a. "You do not know me."

b. "Do you have a minute?"

c. "When would it be convenient to call back?"

d. All of the above meet phone etiquette guidelines for salespeople when making a cold call to a potential client

5. Which is the BEST rule to follow when dressing for a sales presentation?

a. Always wear a tie or dress clothes to impress prospects

b. Change clothes prior to visiting different prospects

c. Dress at or slightly above the level of your prospect

d. Dress more casual than your prospect to put them at ease
6. If a customer were upset, which of the following sayings, if uttered by the salesperson, would most likely prevent a verbal confrontation from the customer?

a. "You are crazy"

b. "Boy, you sure are mad"

c. "I do not know why you are so upset"

d. "I am sorry for your inconvenience"

7. If a customer has a complaint and the complaint is resolved quickly, they are MOST likely to:

a. Be more loyal to the company than if they had never had a problem

b. Continue doing business with the company but complain to other customers

c. Continue doing business with the company until they can find someone else

d. Switch to a different company that carries the same product line

8. What would happen if you give a customer a smart or flip reply?

a. Nothing, as customers are desensitized towards sarcasm

b. The customer will probably become angry

c. The remark will be a calming influence for the customer

d. Customers appreciate humor, so they would probably laugh

9. If a salesperson has an upset customer who will not allow an explanation or listen, he or she should:

a. Fold their arms across their chest and stare until the customer calms
b. Use the customer’s name at the beginning of a sentence
c. Tell the customer they have an anger issue that needs addressing
d. Vent their emotions by crying
10. Which of the following SHOULD a salesperson avoid when working with an upset customer?
a. Eye contact with customer
b. Taking what the customer says personally
c. Listening to the customer
d. Apologizing to the customer
11.  Which of the following is a desirable trait in a speaking voice for a salesperson?

a. A soft voice

b. A voice that varies in volume
c. A voice that is raspy
d. A voice that has many pauses
12. If a customer is opposed to a proposed plan of action, they will ________.
a. Make a statement

b. Ask a question

c. Make an objection

d. Close a sale

13. What should be used when a salesperson needs a yes or no answer?

a. Closed-ended question

b. Open-ended question

c. Comparative question
d. Combination open/closed-ended question
14. Which of the following responses by a salesperson would give the customer a good perception of the company?

a. Sorry, that is not my job

b. I do not work in that department, so I can't help you

c. May we review your order to ensure that you have all of your information

d. None of the above responses would give customers a good perception of the company

15. Which is a POOR practice for salespeople to use when talking on the telephone?

a. Answer in as few rings as possible

b. Ask before placing a customer on hold

c. Avoid side conversations with other staff while talking on the phone

d. Discuss the customer with other staff without putting them on hold

16. Why is it important for a salesperson to build rapport with the customer?

a. A salesperson can avoid customer objections

b. A salesperson will gain trust from the customer

c. A salesperson can let the product sell itself

d. A salesperson should avoid rapport so they will not lose the sale

17. Which of the following could potentially lead to fewer sales for a salesperson?
a. Tattoos

b. Beards

c. Facial piercings

d. All of the following could lead to fewer sales

18. Some people make their buying decisions based upon _________________.

a. First impressions

b. Finding something in common with the salesperson
c. Irrational thoughts and poor information
d. Negative interactions with competitors
19. What is the benefit of a salesperson having a confident, firm handshake?

a. Displays self-confidence of the salesperson
b. Displays power over the customer

c. Displays subservience to the customer
d. Displays arrogance of the salesperson
20. When giving a customer intellectual proof on a product, which of the following appeals to the customer's emotions while giving an important assurance from a satisfied customer?

a. Charts and graphs

b. Quality service awards

c. Endorsement letters

d. Comparative analysis of positives and negatives

21. Which of the following is an important psychological tool to remember when engaged in the sales profession?
a. Never expect to be rejected for a sale

b. Fake it until you can make it

c. Make customers feel good about themselves

d. All of the above are effective psychological tools

22.   A salesperson who uses “related selling” will:

a. Ask for prospects among the relatives of the prospect
b. Remind the prospect that they have been life-long friends
c. Suggest potting soil and fertilizer to go with the pot he is selling
d. Tell the prospect that a competitor just purchased the same product
23. An effective salesperson is most likely going to do which of the following during a meeting with a customer?

a. Pressure the customer

b. Compliment the customer

c. Exchange gifts with the customer

d. Irritate the customer

24. When working with an upset customer, which response by the salesperson would lead to a positive outcome?

a. Show slight disgust with the customer

b. Start to whistle to control anger
c. Let the customer talk through their anger
d. Send back the kind of the behavior you are receiving from the customer

25. Which of the following traits is likely to be displayed by an unsuccessful salesperson?
a. Underestimating their future as salespeople

b. Knowing the products that they sell

c. Considering themselves to be problem solvers

d. Listening to their customers 
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