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UNIT I : INTRODUCTION TO SALES MANAGEMENT 

1. -------------- is the process of developing a sales force, coordinating sales operations,  and 

 implementing sales techniques that allow a business to consistently hit, and even surpass,  its 

 sales targets. 

A. Sales management 

B. Operations management 

C. Marketing Management 

D. Financial management 

2.  Sales management is the process of ------------- 

A. developing a sales force  

B. coordinating sales operations   

C. implementing sales techniques  

D. All of the above 

3. There are three “umbrellas” to manage within the sales process: 

A. Sales Operations 

B. Sales Strategy 

C. Sales Analysis 

D. All of the above 

4. Salespeople shouldn’t just become great sellers, but need to be great at selling your product, 

 and become a representative of your organisation that customers want to work with. 

A. True 

B. False 

5. There are three key stakeholders involved with the sales management process: the sales 

 manager, salesperson, and customer.  

A. True 

B. False 

6. A sales manager is someone who  

A. directs an organization’s sales team 
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B. oversees its processes 

C. is typically in charge of talent development and leadership. 

D. All of the above 

7. Sales management can be seen as a segment of the organization’s marketing mix. 

A. True 

B. False 

8. Characteristics of sales management include the following  

A. goal oriented 

B. Relationship Selling 

C. Pervasive Function 

D. All of the above 

9. The sales manager needs to: 

A. Determine challenging and realistic sales targets; 

B. Allot a particular area or territory to each salesperson; 

C. Set objectives and sales quota for the sales team. 

D. All of the above 

10. Scope of sales management includes: 

A. Sales Planning or Forecasting 

B. Sales Budgeting 

C. Human Resource Planning 

D. All of the above 

11. Sales management provides for  

A. determining the size 

B. composition of a sales organization 

C. structure of a sales organization 

D. All of the above 
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12. The sales manager needs to determine or estimate the sales budget, i.e., the expenses which 

 will be incurred in carrying out the sales activities. 

A. True 

B. False 

13. Sales management also includes  

A. providing training and orientation to the selected candidates 

B. developing their skills and knowledge to match those required for the job position. 

C. Both A & B 

D. None of the above 

14. Every sales team or salesperson is given a particular region or area as a target market, where 

 they need to penetrate for selling products or services. 

A. True 

B. False 

15. Sales management ascertains  

A. appropriate salary 

B. remuneration, allowance, commission and other benefits to the salespeople 

C. Both A & B 

D. None of the above 

16. The sales personnel gather customer feedback on the acceptability of  

A. the product packaging 

B. presentation 

C. branding and labelling 

D. All of the above 

17. Organizing and Support Service includes  

A. handling of queries  

B.  solving problems of the sales personnel through proper guidance and support service 

C. Both A & B 
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D. None of the above 

18. Sales management is important for an organisation because it 

A. realizes Organizational objectives 

B. manages Sales Force 

C. is helpful for Sales Maximization 

D. All of the above 

19. The sales personnel emphasizes on  

A. building up strong interpersonal relations with the customers, as their primary motive 

B. drives the sales and profit maximization 

C. Both A & B 

D. None of the above 

20. Sales management not only makes the products or services available to the customers but also 

 supports the organization to sustain competition in the long run. 

A. True 

B. False 

21. Your sales force is able to easily assess their opportunities within the firm. This feeling 

 describes your firm's ________. 

A. organizational climate 

B.   prospecting 

C. workload approach 

D. sales structure 

22. Which type of salesperson fits best with today's relationship marketing focus and solutions 

 approach? 

A. salesperson on salary and not on commission 

B.   hard-sell salesperson 

C.   razzle-dazzle salesperson 

D.   problem-solver salesperson 
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23. Which sales management tool shows a salesperson which customers and prospects to see 

 during the next 12 months and in which months, as well as which activities to carry out? 

A. annual call plan 

B.  sales force automation systems 

C.   sales quota plan 

D.  time-and-duty analysis 

24. Which of the following is the least relevant characteristic that a salesperson should consider 

 when qualifying a prospect? 

A. location 

 B.  longevity in the market 

 C.  financial ability 

D.   volume of business 

25. Which of the following is an example of a positive incentive that management might use to 

 motivate the sales force? 

A. return on sales investment 

B.  sales meetings 

C.  weekly call plans 

D. expense reports 

26. ________ consists of short-term incentives to encourage the purchase or sale of a product or 

 service. This offers reasons to buy it now. 

A. Advertising 

B.   A segmented promotion 

C.   A patronage reward 

D.   Sales promotion 

  27. ________ involves two-way, personal communication between salespeople and individual 

 customers–whether face-to-face, by telephone, through video or Web conferences, or by other 

 means 

A. Persuasive selling 

B.   Personal selling 
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C.  Integrated marketing communication 

D. Direct marketing 

28. A ________ is a salesperson's write-up of his or her completed sales activity. 

A. call report 

B. time-and-duty analysis 

C.  call plan 

 D. sales quota 

29. A salesperson should seek out hidden objections, ask the buyers to clarify any objections, take 

 objections as opportunities to provide more information, and ________. 

A. turns the objections into humour 

B. compliment the buyer for bringing the objections up 

C.  move on to closing the sale 

 D. turns the objections into reasons for buying 

  30. A salesperson's compensation plan is typically made up of several elements–a fixed amount, 

 ________, expenses, and fringe benefits. 

A. retirement 

B.   bonuses 

C.   nonmonetary rewards 

D.   a variable amount 

31. All of the following are problems associated with the poor selection of salespeople except 

 which one? 

A. costly turnover 

B.  disrupted customer relationships 

C.   less productivity 

 D. less office support 

32. At Boeing, salespeople work with company specialists, such as financial analysts, planners, 

 and engineers, to call on potential and current customers. This is an example of ________. 

A. a territorial sales force 
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B. team selling 

C. a product sales force 

 D. an inside sales force 

33. In many cases today, a major reason to adopt team selling stems from changes in ________. 

A. technological capabilities 

B.   fewer skilled salespeople 

C.     competition 

 D.  customers' buying organizations 

34. Management sets standards that state the amount each salesperson should sell and how sales 

 should be divided among the company's products with ________.  

 A. company quotas 

 B. sales quotas 

 C. sales incentives 

 D.  sales goals 

 35. Manufacturers direct more sales promotion expenditure toward ________ than to ________. 

  A. retailers; wholesalers 

  B. consumers; retailers 

  C. customers; wholesalers 

  D.  retailers and wholesalers; consumers 

36. Which of the following is an advantage created by the use of a sales force automation system? 

A. Salespeople can develop a stronger organizational climate. 

B.   There is less need for an inside sales force. 

C.   The sales force is more motivated to acquire new customers. 

 D.   Salespeople can more effectively and efficiently schedule sales calls and 

 make  presentations  

37. Mediterranean Communications has increased its inside sales force. This will help its outside 

 sales force in all except which of the following ways? 

A. It will improve their use of sales automation technology 
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B. It will ensure that their customers' questions can be answered in a timely way 

C. It will allow them more time to find major new prospects 

D.  It will allow them more time to provide after-the-sale customer service 

38. Members of a company's ________ travel to call on customers in the field. 

A. product sales force 

B. complex sales force 

C.   customer sales force 

 D. outside sales force 

39. Of the following, which is the least creative sales position? 

A. order getter 

B.  agent 

C.   account executive 

D. order taker 

40. Of the main consumer promotion tools, which is the most effective for introducing a new 

 product or creating excitement for an existing one? 

A. sampling 

B. rebates 

C.   advertising 

 D.  cash refunds 

 41. Of the three typical types of sales force structures, which one is often supported by many 

 levels of sales management positions in specific geographical areas? 

A. complex systems 

B. territorial 

C.  product 

D.   customer 

42. Sales applicants are typically not tested for ________. 

A. personality traits 
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B. analytical skills 

C.   organizational skills 

D.  accounting skills 

43. Salespeople should be trained in recognizing ________ signals from the buyer, which can 

 include physical actions such as leaning forward and nodding or questions about prices and 

 credit terms. 

A. follow-up 

B.   approach 

C. qualifying 

D.  closing 

44. Sanchita Electronic Ltd.  maintains a sales force for its small appliance customers and a 

 separate sales force for its automotive customers. Sanchita utilizes a ________ structure. 

A. product sales force 

B.  territorial sales force 

C.  a combination of B and C 

D.    customer sales force 

45. The first step in the selling process is ________. 

A. demonstration 

B. presentation 

C. prospecting 

 D. approach 

46. The qualities buyers' dislike most in salespeople include all except which of the following? 

A. being deceitful 

B.   being too early for an appointment 

C.   being unprepared 

D. being pushy 

47. The step that follows pre-approach in the selling process is ________. 

A. approach 
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B.  demonstration 

C.   handling objections 

D.  qualifying 

48. What is not an objective for trade promotions? 

A. to gain more shelf space 

B.   to get retailers to buy earlier 

C.   to get retailers to advertise the product 

D.   to get salespeople to sign up new accounts 

 49. What is the role of a chief revenue, or chief customer, officer? 

A. to oversee marketing 

B.   to oversee both marketing and sales 

C.   to represent the company to customers 

D.   to represent customers to the company 

50. Which activity is not typical for a sales assistant? 

A. calls ahead and confirms appointments 

B.   complete administrative tasks 

C.  follows up on deliveries 

D.   provide technical support 
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UNIT II : SALES ORGANISATION 

1. The characteristics of “Sales Organization” include 

A. It is a group of persons engaged in selling activities. 

B. It works for the achievement of some pre-determined sales objectives like maximizing sales 

 volume, maximizing profits, increasing market shares, etc. 

C. It is responsible for the selection, recruitment, training, direction, motivation, supervision, 

 remuneration and control of salesmen. 

D. All of the above 

2. The sales manager is the person who is responsible for leading and guiding a team of 

 salespeople of a business unit. 

A. True 

B. False 

3. A salesman is a person who is employed in the job of  

A. promoting organization’s goods and services  

B.  getting people to buy them 

C. Both A & B 

D. None of the above 

4. Recruitment is the process of  

A. searching for prospective employees  

B. stimulating them to apply for jobs in the organization 

C. Both A & B 

D. None of the above 

5. Internal Sources of Recruitment include 

A.  Persons who are already working in an organization 

B.  retrenched employees or retired employees 

C.  transfer of present employees of the enterprise from one department to the other 

D. All the above 

6. External Sources of Recruitment include 
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A. advertisement 

B. internet 

C.  job fairs  

D. All the above 

7.  The important reasons making the selection of salesmen necessary is 

A. for selling the new products of the business enterprise 

B. for selling the products of a new enterprise 

C. for fulfilling the vacancies created by retirement or death or resignation or termination of old 

 employees 

D. All the above 

8. Through advertisement, the business enterprise may inform and persuade the capable and 

 prospective candidates to offer themselves for employment. 

A. True 

B. False 

9. After collecting the applications of interested candidates, the short listing of applications and 

 arrangement for written tests and interviews takes place. 

A. True 

B. False 

10. Written test are arranged for those applicants (or candidates) whose applications are 

 shortlisted for it. It is to know about the  

A. personality of the applicant 

B. achievements of the applicant 

C. abilities of the applicant 

D. All the above 

11. Those applicants who qualify the employment interview are called for psychological tests like  

A. intelligence test 

B. aptitude test 

C. personality test 
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D. All the above 

12. Psychological tests include 

A. projective test 

B. interest test 

C. preference test 

D. All the above 

13. A good salesman must have an attractive personality such as 

A.  strong body 

B. attractive face 

C. fair complexion 

D. All the above 

14. “Personality is the dynamic organization within the individual of those psychological systems 

 that determine his unique adjustments to the environment.” 

A. True 

B. False 

15. A good salesman must always have  

A. a cheerful simile on his face 

B. sweet voice 

C. pleasing appearance 

D. All the above 

16. A good salesman should be  

A. polite 

B. good social behavior 

C. extrovert 

D. All the above 

17. A good salesman should have moral qualities like 

A. honesty 

http://www.dacc.edu.in/


               DNYANSAGAR ARTS AND COMMERCE COLLEGE, BALEWADI, PUNE – 45 
 
 Subject: Sales Management                           Subject code: 505-B                                          Class: SY BBA 

 

 

 
Prof. Vinayak G.                                                                                                                         www.dacc.edu.in  
 

B. integrity 

C. good character 

D. All the above 

18. A good salesman should hold adequate educational & professional qualities like 

A. adequate and specialized knowledge about the product or  

B. knowledge about the customer 

C. day-to-day market activities, competition, modern selling techniques, etc 

D. All the above 

19. To be successful, the salesman must know the client’s  

A. needs & wants 

B.  buying behavior of customers 

C. clients’ names 

D. All the above 

20. A salesman should build good customer relationships by 

A.  keeping regular contacts with them, 

B.  listening respectfully their negative feedbacks, complaints and by rectifying their problem 

 areas, etc 

C. Both A & B 

D. None of the above 

21.  Direct marketing refers to a communication between the ‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐ and ‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐ 

 directly. 

A.  Seller and buyer 

B.  Firm and suppliers 

C.  Society and target market  

D. Price and services 

22. Mr Lopez buys goods and services for use in the production of products that are sold and 

 supplied to others. Mr Lopez is involved in ________. 

A. consumer buying behavior 
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B. post-purchase dissonance 

C. retail buyer behavior 

D. business buyer behavior 

23. Those applicants who qualify the employment interview are called for psychological tests like  

A. intelligence test 

B. aptitude test 

C. personality test 

D. All the above 

24. Psychological tests include 

A. projective test 

B. interest test 

C. preference test 

D. All the above 

25. A good salesman must have an attractive personality such as 

A.  strong body 

B. attractive face 

C. fair complexion 

D. All the above 

26. Companies engage in sales training to: 

A.  increase absenteeism and turnover 

B.  increase selling costs 

C.  decrease sales volume 

D.  change or reinforce behavior that makes salespeople more efficient 

27. The sales force can play a central role in achieving a marketing orientation strategy, by 

A.  Maintaining infrequent contact with customer 

B.  Collecting and disseminating market information 
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C.  Focusing on cutting costs 

D.  Following the competition's lead 

28.  From management's point of view, what is the advantage of a straight salary compensation 

 plan? 

A.  With a straight salary plan, selling costs are kept in proportion to sales 

B.  The straight salary plan is simple and economical to administer 

C.  With a straight salary plan, salespeople have the assurance of positive feedback 

D.  A straight salary plan links performance to leadership style 

29. Direct marketers are increasingly using all of the following customer contact forms EXCEPT: 

A.  E-mail 

B.  Fax mail 

C. Voice mail 

D. Two-way radio 

30.  To determine which customer accounts to call on, a firm needs to evaluate 

A.  territory allocation 

B.  commission schedules 

C.  geographic proximity to other accounts 

D.  reference checks 

31.  To maximize the performance of their field sales forces, companies should 

A.  review staff expense accounts 

B.  retrains staff in sales techniques 

C.  develop a strong marketing plan 

D.  develop a strong advertising plan 

32.  Which of the following is an advantage of using a commission form of sales compensation? 

A.  The salesperson will be highly motivated 

B.  The salesperson will regularly collect sales data 

C.  Accounts will be serviced on a regular basis 
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D.  Accounts will be more productive 

33. Qualifying a prospect is 

A.  identical with checking references for an applicant 

B.  determining which applicant to hire 

C.  conducting an exit interview 

D.  determining if a prospect is interested in a product 

34.  Projection on the basis of past records is a method of 

A.  value analysis 

B.  sales forecasting 

C.  standard appraisal 

D.  sales MBO 

35.  Matching the capabilities of the sales recruit to the needs of the organization is known as 

A.  congruence 

B.  realism 

C.  selection 

D.  socialization 

36.  Which of the following personal selling approaches is designed to help customers reach 

 strategic goals through use of products, services, and sales organization expertise? 

A.  Problem solving 

B.  Consultative 

C.  Need satisfaction 

D.  Mental states 

37.  Which of the following areas of training for sales managers is most frequently neglected? 

A.  Forecasting and budgeting techniques 

B.  Accounting principles 

C.  Marketing principles 

D.  Management principles 
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38.  Sales performance evaluations are necessary to 

A.  ensure management meets its goals 

B.  supplements and enhance training 

C.  provide feedback to salespeople 

D.  keeps salespeople on their toes 

39. Sales promotion tools aimed at three tools are –  

A. Customers  

B. Incentives  

C. Sales force 

D. All of the above 

40. The most important objectives of _________ is to convince customers to make a purchase.  

A. Direct marketing  

B. Person selling  

C. Person to person communication  

D. Integrating programs 

41. In medium and large firms, one would find the…………….types of organization 

A.  Line sales organization 

B.  Line and staff sales organization 

C.  Functional sales organization 

D.  None of the above 

42. The first step in determining how a firm's sales force compensation program will be 

 structured is to determine the: 

A.  Wage level relative to salespeople in other organizations in the industry 

B.  Salesperson's individual wage 

C.  Wage structure for the sales force 

D.  Number of new customers in each sales territory 

43. When commission is combined with a base salary it is known as……………… 
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A.  Commission based compensation plans 

B.  Straight salary compensation plan 

C.  Territory volume compensation plans 

D.  Profit margin/ revenue based sales compensation plans 

44. The workload method is used to: 

A.  Quantify the point at which the sale can be closed. 

B.  Calculate commission compensation payment. 

C.  Determine how much training a salesperson needs. 

D.  Determine the size of a sales force. 

45. In which organizational structure, all sales personnel receive direction from, and are 

 accountable to different executives, on different aspects of their work? 

A.  Line sales organization 

B.  Line and staff sales organization 

C.  Functional sales organization 

D.  None of the above 

46. Which of the following WOULD NOT be a method of establishing sales force structure? 

A.  Territorial sales force structure 

B.  Lifestyle sales force structure 

C.  Product sales force structure 

D.  Customer sales force structure 

47. …………… is teaching how to do the jobs. 

A.  Sales personnel 

B.  Sales target 

C.  Sales force training 

D.  Induction 

48. If a company chooses to employ its own sales force, the three organizational structures it may 

 use are: 
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A.  Dollar volume, geography, and customer 

B.  Geography, customer, and product 

C.  Geography, market size, and product 

D   Market size, product, and customer 

49. Which are the most basic forms of the sales organization? 

A.  Line sales organization 

B.  Line and staff sales organization 

C.  Functional sales organization 

D.  None of the above 

50. Which of the following elements is NOT used for determining the size of a sales force in the 

 workload method? 

A.  Number of salespeople 

B.  Number of customers 

C.  Length of an average call 

D.  Number of years in sales experience 
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UNIT III : MANAGING THE SALES FORCE 

1.  Two commonly faced problems in services business are -  

A. Lack of training  

B. Resistance to selling  

C. Making the service tangible  

D. A & B  

2.  Sales promotion tools aimed at three tools are –  

A. Customers  

b. Incentives  

c. Sales force  

D. All the above   

3.  One of the important objectives of _________ is to convince customers to make a purchase.  

A. Direct marketing  

B. Person selling  

C. Person to person communication  

D. Integrating programs  

4.  How profitable a given customer is over time defines your __________.  

A. Assessment  

B. Cycle efficiency  

C. Follow up  

D. Life time value  

5.  When a player assumes more of a leadership role on a team which is called _______.  

A. Stepping up  

B. Stepping stone  

C. Follow the leader  

D. None of the above  
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6.  We should lead from right brain and manage from the _________.  

A. Central brain  

B. Whole brain  

C. Left brain  

D. Right brain  

7.  The second critical skill for personal management is _________.  

A. Thread  

B. Producer  

C. Subordinates  

D. Delegation  

8.  Delegation can be classified into –  

A. Gofer delegation 

B. Supervision of efforts  

C. A & B 

D. Micromanaging  

9.  How profitable a given customer is over time defines your __________.  

A. Assessment  

B. Cycle efficiency  

C. Follow up  

D. Life time value 

10.  System has helped companies to _______.  

A. Increase sales  

B. Expand more efficiently   

C. Reducing training and development cost  

D. All of the above  

11. _____ involves identifying activities management feels the salespeople should perform to 

 produce the desired results. 
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A.  SWOT analysis 

B.  Environmental audit 

C.  Training analysis 

D.  Needs assessment 

12.  Which of the following is NOT an example of behavioural measures used to evaluate 

 salespeople? 

A.  assessment of salesperson's attitude and attention to customers 

B.  product knowledge and selling and communication skills 

C.  appearance and professional demeanour 

D.  accounts generated and profit achieved 

13.  Which are the most basic forms of the sales organization? 

A.  Line sales organization 

B.  Line and staff sales organization 

C.  Functional sales organization 

D.  None of the above 

14.  Companies engage in sales training to: 

A.  increase absenteeism and turnover 

B.  increase selling costs 

C.  decrease sales volume 

D.  change or reinforce behavior that makes salespeople more efficient 

15.  Which of these is the purpose of recruitment? 

A.  Make sure that there is match between cost and benefit 

B. Help increase the success rate of the selection process by reducing the number of visibly 

 under qualified or over qualified job applicants. 

C. Help the firm create more culturally diverse work - force 

D. None of the above 

16. The poor quality of selection will mean extra cost on _______ and supervision. 
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A. Training 

B.  Recruitment 

C.  Work quality 

D.  None of the above 

17. Which of these is the most important external factor governing recruitments? 

A. Sons of soil 

B.  Labour market 

C.  Unemployment rate 

D.  Supply and demand 

18. While recruiting for non - managerial, supervisory and middle - management positions which 

 external factor is of prime importance? 

A.  Political - Legal 

B.  Unemployment rate 

C.  Labour market 

D.  Growth and Expansion 

19. A major internal factor that can determine the success of the recruiting programme is whether 

 or not the company engages in ______. 

A. HRP 

B.  Selection 

C.  Induction 

D.  None of the above 

20. _________ refers to the process of identifying and attracting job seekers so as to build a pool 

 of qualified job applicants. 

A. Selection 

B. Training 

C. Recruitments 

D.  Induction 
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21. ___________ express the relationship of applicant inputs to outputs at various decision 

 points. 

A. Number of contacts 

B. Yield Ratios 

C.  Type of contacts 

D  Technological sophistication 

22. Which of the following are the decisions to be made while devising the strategies to hire? 

A. Geographic distribution of labour markets comprising job seekers 

B. Make or buy employees 

C.  Sequencing the activities in the recruitment process 

D. All of the above 

23. Choose the odd man out. 

A. Acquisitions and mergers 

B.  Radio and television 

C.  Former employees 

D.  Advertisements 

24. What is the natural perception of people on the process of recruitment and selection? 

A.  Positive 

B.  Negative 

C.  Both positive and negative 

D.  None of the above 

25. What is the main objective of the recruitment and selection process? 

A.  Recruit the right candidates 

B.  Meet the high labour turnover 

C.  To reduce the costs of recruiting 

D.  None of the above 

26. Needs reflect either physiological or psychological deficiencies. 
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A. True 

B.  False 

27. Which of the following is a need that motivates human behaviour as per the achievement 

 motivation theory? 

A. Power 

B.  Affiliation 

C.  Achievement 

D.  All of the above 

28. __________ refers to the learning opportunities designed to help employees grow. 

A. Training 

B. Development 

C. Education 

D. All of the above 

29. How does training and development offer competitive advantage to an organisation? 

A.  Removing performance decencies 

B.  Deficiency is caused by a lack of ability 

C.  Individuals have the aptitude and motivation to learn 

D.  None of the above 

30. Which of the following is a benefit of employee training? 

A. Improves morale 

B.  Helps people identify with organisational goals 

C.  Provides a good climate for learning, growth and co - ordination 

D.  None of the above 

31. Choose which of the following is a benefit to the individual while receiving training? 

A. Creates an appropriate climate for growth, communication 

B.  Aids in increasing productivity and/ or quality of work 

C.  Satisfies a personal needs of the trainer 
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D.  None of the above 

32. Which of this is a step in training process? 

A.  KSA deficiency 

B.  Provide proper feedback 

C.  Obstacles in the system 

D.  Use of evaluation models 

33. _________ seeks to examine the goals of the organisation and the trends that are likely to 

 affect these goals. 

A.  Organisational Support 

B.  Organisational analysis 

C.  Person analysis 

D.  Key skill abilities analysis 

34. Which of these is the benefit of needs assessment? 

A. Assessment makes training department more accountable 

B.  Higher training costs 

C.  Loss of business 

D.  Increased overtime working 

35. which of these is an off - the - job training method? 

A.  Television 

B.  Job rotation 

C.  Orientation training 

D.  Coaching 

36. Vestibule training utilises equipment which closely resemble the actual ones used on the job. 

A. True 

B.  False 

37. Which of the following is a learning principle? 

A. Recognition of individual differences 
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B.  Schedules of learning 

C.  Transfer of learning 

D. All of the above 

38. Which of the following is a technique of evaluation? 

A. Longitudinal or time - series analysis 

B.  Transfer validity 

C.  Inter - organisational validity 

D.  None of the above 

39. Which of these is a hindrance to effective training? 

A. Career planning workshop 

B.  Aggregate spending on training is inadequate 

C.  Mentoring 

D.  Career counselling 

40. The following is (are) the benefit(s) of training. 

A. Increased productivity 

B. Reduced accidents 

C. Reduced supervision 

D. All of the above 

41. The following training aims to provide broad training to enable the trainee to take up a wide 

 variety of tasks within his field of specialisation 

A.  Demonstration 

B.  On-the-job training 

C. Apprenticeship 

D. All of the above 

42. Demonstration type of training method is used to train 

A. Workers 

B. Supervision 
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C. Managers 

D. All of the above 

43. The following is not a part of lower level management 

A.  Worker 

B.  Foreman 

C.  Supervisor 

D.  Inspector 

44. A homogenous group of ____ men from the plant constitutes an ideal conference group 

A.  8-10 

B. 12-15 

C.  18-20 

D. 22-25 

45. The following method is used to give to trainees the important information in permanent form 

 for immediate of future use 

A. Lecture methods 

B.  Conference 

C.  Written instructional method 

D.  Training within the industry (TWI) 

46. Training within the industry (TWI) scheme imparts training in 

A.  Job instructions 

B. Job rotation 

C.  Job method 

D.  All of the above 

47. The following is not a on the job training method 

A. Understudies 

B.  Job rotation 

C.  Management by objectives (MBO) 
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D.  Case study method 

48. The following is vertical expansion of the job 

A. Job rotation 

B.  Job enrichment 

C.  Management by objectives (MBO) 

D.  All of the above 

49. _____ is widely used for human relations and leadership training 

A.  Business games 

B.  Role playing 

C.  Case study method 

D.  Job rotation 

50. Personnel management of an organisation specifically deals with human resources in respect 

 of 

A.  Their procurement 

B.   Develop their skills, knowledge and attitude 

C.  Their motivation towards the attainment of organisational objectives 

D.  All of the above 
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UNIT IV : SALES PLANNING AND CONTROL 

1. Sales planning   is an effective method that involves  

A. sales forecasting 

B. demand management 

C. setting profit-based sales targets 

D. All of the above 

2. Sales Planning is the process of organizing activities that are mandatory to achieve business 

 goals. 

A. True 

B. False 

3. A vision statement is a tagline that encapsulates the future that the management wants for 

 their organisation. 

A. True 

B. False 

4. The chief purpose of a mission statement is to identify and delegate various business 

 activities. 

A. True 

B. False 

5. The difference between Mission Statement and Vision Statement is that  

A. a Mission Statement  is often shared only with the employees to enhance their productivity, 

 but a Vision Statement is shared with employees as well as other stakeholders 

 B. while a company can have one Mission statement; its departments are free to have 

 their own individual Mission Statements. 

C.  In contrast, a company can have only one Vision Statement. 

D. All of the above 

6. Operations generated forecasts often not to do with 

A. Inventory requirements 

B. Resource needs 

C. Time requirements 

d. Sales 

7. Which of the following is not true for forecasting? 
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A. Forecasts are rarely perfect 

B. The underlying casual system will remain same in the future 

C. Forecast for group of items is accurate than individual item 

D. Short range forecasts are less accurate than long range forecasts 

8. Which of the following is not a forecasting technique? 

A. Judgemental 

B. Time series 

C. Time horizon 

D. Associative 

9. In which of the following forecasting technique, subjective inputs obtained from various 

 sources are analyzed? 

A. Judgemental forecast 

B. Time series forecast 

C. Associative model 

D. All of the above 

10. In which of the following forecasting technique, data obtained from past experience is 

 analyzed? 

A. Judgemental forecast 

B. Time series forecast 

C. Associative model 

D. All of the above 

11. Delphi method is used for 

A. Judgemental forecast 

B. Time series forecast 

C. Associative model 

D. All of the above 

12. Short term regular variations related to the calendar or time of day is known as 

A. Trend 

B. Seasonality 

C. Cycles 
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D. Random variations 

13. If the actual demand for a period is 100 units but forecast demand was 90 units. The forecast 

 error is 

A. -10 

B. +10 

C. -5 

D. +5 

14. Which of the following provides the backbone of marketing? 

A.  Sales forecasting 

B.  Profit forecasting 

C.  Market targeting 

D.  Market segmentation 

15. The types of sales forecasting include 

A.  Micro forecasting 

B.  Macro forecasting 

C.  Both A & B 

D.  Minor forecasting 

16. Macro forecasting is concerned with forecasting markets in 

A.  Fragmentation 

B.  Segmentation 

C.  Totality 

D.  Partiality 

17. Micro forecasting determines 

A.  Product's market share 

B.  Price's market share 

C.  Place's market share 

D.  Product's price 

18. The type of forecasting is selected on the basis of 

A.  Degree of accuracy 
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B.  Availability of data 

C.  Time horizon 

D. All of the above 

19. Which of the following is/are the type of sales forecast on the basis of time frame? 

A.  Short range 

B.  Long range 

C.  Perspective planning forecast 

D.  All of the above 

20.  Sales forecasting involves study of 

A.  Proper selling price 

B.  Sales planning 

C.  Distribution outlets 

D.  All of the above 

21. Sales forecasting involves 

A.  Sales Planning 

B.  Sales Pricing 

C.  Distribution channels 

D.  Consumer tastes 

22. 'Benchmark' means 

A.  Sales performance measurement 

B.  Marks given to salesperson 

C.  Appraisal 

D.  Standard values for comparison 

23. Market share means 

A.  Share capital of the company 

B.  Staff strength of the company 

C.  Employees stock option 

D. Percentage share of business of the company as compared to peers 

24. Market share can be increased by increasing 
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A.  Raw material cost 

B.  The staff strength 

C.  The sales 

D.  The sales staff 

25.  Market size also means 

A.  Market planning 

B.  Market pricing 

C.  Market Space 

D.  Market distribution 

26.  A fall in the market share implies 

A.  Sales have gone up 

B.  Profit has gone up 

C.  Prices are erratic 

D.  Competition has increased 

27. In jury method of sales forecasting includes 

A.  Top Jury method 

B.  Percolated Jury method 

C.  Both A & B 

D.  Delphi method 

28. The analytics and statistical method of sales forecasting include 

A.  Extrapolation method 

B.  Moving average method 

C.  Time series analysis 

D.  All of the above 

29. The first stage in creating the sales forecasting is to estimate 

A.  Market demand 

B.  Profit 

C.  Wealth 

D.  Prospect 
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30.  The component of sales forecast is/are 

A.  Sales target 

B.  Sales budget 

C.  Both A & B 

D.  Sales volume 

31.  Sales forecasting can be based on which of the following information? 

A.  What customers say about the product 

B.  What customers are actually doing 

C.  What customers have done in the past 

D.  All of the above 

32.  A common method of preparing sales forecast consists of 

A.  Prepare a macro economic forecast 

B.  Prepare on industry sales forecast 

C.  Prepare a company sales forecast 

D.  All of the above 

33. Which of the following are included in sales forecasting? 

A.  Sales pricing 

B.  Sales planning 

C.  Distribution channels 

D.  All of the above 

34. A sales quota is --------- 

A.   a strategic target 

B.   an expected performance objective 

C.   set only by top management 

D.   a type of sales promotion used to increase sales for cyclical products 

35. Which of the following statements about quotas is true? 

A.   Quotas are strategic statements of expected performance by salespeople. 

B.      Quotas are concerned with end results only; specific activities are the responsibility of the 

 salesperson. 
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C.   In large industrial products firms, quotas are often the most important input used for creating 

 marketing plans. 

D.   Many salespeople find quotas to be motivational. 

36. Ruksana is a salesperson at a furniture store.  Her quota for next month is 5 bedroom sets, 

 three dining room sets, and 8 living room sets.  This is an example of a (n) _____ quota. 

A.   sales volume 

B.   net profit 

C.      expense 

D.     Gross margin 

37. Robin sells for International Paper Company.  Her ____ quota for next month is $53,000. 

A.   sales volume 

B.      net profit 

C.      expense 

D.     gross margin 

38. The two types of profit quotas are the: 

A.     sales quota and activity quotas 

B.      revenue and expense quotas 

C.      contribution margin and the gross margin quotas 

D.     gross margin and net profit 

39. A sales quota based on the number of dollars generated after subtracting the cost of goods 

 sold is a _____ quota. 

A.   dollar sales volume 

B.      expense 

C.      net profit 

D.     gross profit 

40. A sales quota based on the number of dollars generated after subtracting both the cost of 

 goods sold and the salesperson's personal expenses is a _____ quota. 

A.   dollar sales volume 

B.      expense 

C.      net profit 
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D.     gross profit 

41. A company that set limits on how much expense money salespeople are allowed based on a 

 percentage of the territory's sales volume would be said to be using a(n) _____ quota: 

A.   balanced 

B.   payback 

C.      expense 

D.     net profit 

42. Hewlett-Packard (H-P) manufactures ultrasound diagnostic equipment.  Because such 

 equipment requires service after the sale, H-P might consider using _____ quotas. 

A.   sales volume 

B.   net profit 

C.      expense 

D.     activity 

43. Because of their after-the-sale service responsibilities, salespeople for _____ are most likely 

 to use activity quotas. 

A.   Coca-Cola 

B.   DeBeers diamonds 

C.      International paper 

D.     Phillips electronic equipment 

44. _____ quotas typically should not be the basis for rewards.  Rather they help the manager 

 better understand why the salespeople did or did not meet their sales volume quota. 

A.   Payback 

B.   Net profit 

C.      Activity 

D.     Gross margin 

45. A radio station that wanted to reward its salespeople who sell ad time on the basis of how 

 many cold calls they made in a week and how many new customers they sold to monthly 

 would be most likely to use _____ quotas. 

A.   payback 

B.      net profit 

C.      activity 
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D.     gross margin 

46. _____ refers to feelings about any differences between what is expected and actual experience 

 with a purchase. 

A.   Customer satisfaction 

B.   Perceived quality 

C.      Product differentiation 

D.     Product Value 

47. To measure customer satisfaction, organization typically: 

A.     use experiential research 

B.      constructs questionnaires to ask for customer feedback 

C.      use focus groups 

D.     survey their salespeople 

48. Regional plans determine: 

A.     which regions, markets, and products to emphasize 

B.      the projected return on time invested 

C.      the dollar allotment for promotion 

D.     which accounts to emphasize and who is responsible for each account 

49. The marketing technique that uses social networking sites on the internet for promotion or 

 advertising is called as ________________. 

A.  Networking 

B.  Viral Marketing 

C.  Online marketing 

D.  Internet advertising 

50. The target set for a fixed period for any sales executive is called as 

A.  Sales territory 

B.  Activity quota 

C.  Sales margin 

D.  Sales quota 
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UNIT V 

PERSONAL SELLING AND RELATIOSHIP MANAGEMENT 

1. Ask for order, review points of agreement, help in writing up the order, ask which model the 

 customer wants, note that customer will lose out if not ordered now; offer incentives to buy 

 now – lower price, larger quantity for same price are several techniques of 

 ______________________. 

A.  Approach 

B.  Pre-approach 

C.  Follow-up 

D.  Closing 

2. A person acting for company by performing ___________________ activity for the company. 

A.  prospecting 
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B.  communicating 

C.  servicing 

D.  All of the above 

3. A sale forces organization that assigns each salesperson to a geographical territory in which 

 that salespersons have to sell the company's full line is 

A.  Product sales force 

B.  Customer sales force 

C.  Complex structure 

D. Territorial sales force 

4. Reduced buyer concerns that might have arisen after the sale, reveal problems, assure buyer 

 of salesperson's interest, ensure customer satisfaction and repeat business is called 

A.  Approach 

B.  Follow- up 

C.  Closing 

D.  Pre-approach 

5. Companies using team of salespeople specialized in sales, marketing, engineering, finance 

 and technical support used for managing complex accounts is known as 

A.  Outside sales force 

B.  Inside sales force 

C.  Telemarketing 

D.  Team selling 

6. The salespeople of sales force sell their product may be relevant to a wide variety of products, 

 types of customers, and broad geographic area. 

A.  Product sales force 

B.  Customer sales force 

C.  Complex structure 

D.  Territorial sales force 

7. The salespeople who travel to call on customers is known as 

A.  Outside sales force 

B.  Field sales force 
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C.  Inside sales force 

D.  Both A & B 

8. What is the next step after “negotiation” in personal selling process? 

A.  The opening 

B.  Need and problem identification 

C.  Closing the sale 

D.  Dealing with objectives  

9. __________________________ is the most effective promotional tool in making buyers 

 preferences, convictions and most importantly actions. 

A.  Personal selling 

B.  Promotion mix 

C.  Dealers promotion method 

D.  Sales promotion 

10. Designing sales force strategy and structure, recruit and select, training, compensation, 

 supervise and evaluation are the major steps of 

A.  Designing sales force 

B.  Sales force management 

C.  Sales force strategy 

D.  Structure of sales force 

11. Fringe benefit, variable amount, fixed amount, expenses are the part of ----- in Sales force 

 Management. 

A. Recruiting 

B.  Training 

C.  Supervising 

D.  Compensating 

12. What are the key concepts of personal selling? 

A. Needs analysis 

B.  Demonstration 

C.  Sale presentation 

D.  All of these 
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13. Providing knowledge of product, personality development, communicating the criteria to the 

 salesperson are _____________________ in sales force management. 

A.  Formal evaluation 

B.  Qualitative evaluation 

C.  Product evaluation 

D.  Training evaluation 

14. Salespeople who sells their product directly to the customers on telephone is called 

A.  Outside sales force 

B.  Inside sales force 

C.  Telemarketing 

D.  Team selling 

15. Contribution to net profit, evaluation of current vs. past, ranking, clearing standards and sales 

 vs. expenses are ________________________ in sales force management. 

A. Training evaluation 

B. Qualitative evaluation 

C.  Formal evaluation 

D.  Product evaluation 

16. ________________________ is a specialist form of personal selling. 

A.  Point of selling 

B.  Mis-selling 

C.  Face to face selling 

D.  Both A & C 

17. What is the next step after “closing the sale” in personal selling process? 

A.  The opening 

B.  Need and problem identification 

C.  Closing the sale 

D.  Follow up 

18. Asking referrals from the customers, reward proper scouting, identifying good leads from bad 

 ones is _______________ step of personal marketing. 

A.  Approach 
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B.  Handling objections 

C.  Pre-approach 

D.  Prospecting and qualifying 

19. What is the next step after “the opening” in personal selling process? 

A. negotiation 

B. Need and problem identification 

C.  Closing the sale 

D.  Dealing with objectives 

20. The salesperson meets the prospective to get the relationship off to make a good start, 

 opening lines, follow-up remarks, is __________________________step of personal 

 marketing. 

A. Approach 

B.  Handling objections 

C.  Pre-approach 

D.  Prospecting and qualifying 

21. Company XYZ is a manufacture of motors and pumps employs regional salesperson to sell its 

 product to wholesaler and cities is an example of 

A.  Public relation 

B.  Personal selling 

C.  Promotion mix 

D.  Trade promotion 

22. The salesperson gives the description of the product, showing how the product will make or 

 save the money for the buyer, need satisfaction approach, concentrate on customer benefits, 

 requirement of good listening and problem solving-skills, demonstration aids is 

 ________________________________step of personal marketing. 

A.  Approach 

B.  Presentation and demonstration 

C.  Pre-approach 

D.  Prospecting and qualifying 

23. Sale people are same as 
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A.  Sales consultant 

B.  Agents 

C.  Marketing representative 

D.  All of these 

24. Use of positive approach, seek out hidden objections, ask the buyer for clarifications and 

 objections is ______________ 

A.  Approach 

B. Pre-approach 

C. Handling objections 

D. Prospecting and qualifying 

25. Emphasize long term interests instead of closing a sale, form transaction orientation to 

 relationship marketing, customers want “whole solution” packages, quick responses; often 

 problem if ,separate sales forces for each product is 

A.  Follow-up 

B. Approach 

C.  Relationship marketing 

D.  Closing 

26. Salespeople who conduct business from their offices through telephones and visiting to 

 customers site is known as 

A. Outside sales force 

B. Inside sales force 

C.  Telemarketing 

D.  Team selling 

27. __________________ involves the use of satisfied customers to convince the buyer of the 

 effectiveness of the salesperson’s product. 

A. Demonstration 

B.  Guarantees 

C.  Trail orders 

D.  Reference selling 

28. A sales force organization under which salespeople sells their product only to the certain 

 customers or industries is 
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A.  Product sales force 

B.  Customer sales force 

C.  Complex structure 

D.  Territorial sales force 

29. Sales force organization under which salespeople sells only a portion or particular product 

 of the company's product. 

A. Product sales force 

B.  Customer sales force 

C.  Complex structure 

D.  Territorial sales force 

30. The salesperson learns as much as possible about the prospective customer before making 

 sales call by consulting standard industries and online sources, set call objectives, selecting 

 best approach and time is ________________ step of personal marketing. 

A. Approach 

B.  Handling objections 

C.  Pre-approach 

D.  Prospecting and qualifying 

31. The selling concept by which sellers and buyers come in direct contact is 

A. Sales promotion 

B.  Personal selling 

C.  Public relation 

D.  Promotion mix 

32. Which of the following not comes under Pre Demonstration in Personal Selling? 

A. Make the process as brief as possible 

B. Make the process as complex as possible 

C.  Rehearse the approach to likely objection with colleague 

D.  Know the product’s selling point 

33. What are the objectives of personal selling? 

A. Distinguish the various phase of selling process. 

B.  Close a sale 
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C.  Know how to deal with buyer 

 D.  All of these 

34. While developing ________________________ salesperson must know about the 

 characteristics desired of the salespeople by buyers. 

A.  Presentation skills 

B.  Selling skills 

C.  Personal selling skills 

D.  Marketing skills 

35. Which theory is summarized as “Everything was Right” theory? 

A. Situation Response Theory 

B.  Right set of circumstances theory 

C.  Buying formula theory of selling 

D.  Both A & B 

36. What is the next step after “Need and Problem identification” in personal selling process? 

A. The opening 

B. Presentation and demonstration 

C. Dealing with objectives 

D. Negotiation 

37. Which among the following is not any stage of personal selling process? 

A.  The opening 

B.  Need and problem identification 

C.  Selling the product 

D.  Negotiation 

38. What is AIDA? 

A. Attention Interest Desire Action 

B. Attract Interest Desire Action 

C. Attention Interest Design Action 

D. Attract Interest Design Action 
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39. _________________ is product reliability, after-sales service and delivery supported by 

 penalty clauses so that the buyer can claim the cost if something go wrong during the given 

 period by the salesperson. 

A.  Demonstration 

B.  Guarantees 

C.  Trail orders 

D.  Reference selling 

40. Purchase process if differentiated by a mental sequence of events that goes on in prospects 

 mind is 

A.  AIDA 

B. Buying formula theory 

C.  Selling theory 

D.  Marketing theory 

41. Which among the following are the methods for handling and overcoming objections in 

 personal selling? 

A.  Third party compensation 

B.  Turn an objective into benefit 

C.  Deny objections tactfully 

D.  All of these 

42. Which among the following explains “Behavioral Theory Equation”? 

A. Drives 

B. Cues 

C.  Response 

D.  All of these 

43. Which among the following is a type of cue in “Behavioral Theory Equation” in personal 

 selling? 

A.  No triggering cues 

B.  Triggering cues 

C.  Information cues 

D.  All of these 

44. Which theory is also known as “Situation Response Theory”? 
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A. AIDAS theory 

B.  Buying formula theory of selling 

C.  Behavioral equation theory 

D.  Right set of circumstances theory 

45. ___________________ reduces risk because they prove the benefits of the product. 

A.  Demonstration 

B.  Guarantees 

C.  Trail orders 

D.  Reference selling 

46. Customer Relationship Management is about 

A. Acquiring the right customer 

B. Instituting the best processes 

C. Motivating employees 

D. All of the above 

47. Process of manage information about customers to maximize loyalty is said to be 

A. Company relationship management 

B. Supplier management 

C. Retailer’s management 

D. Customer relationship management 

48. Customers lifetime purchases that generate net present value of future profit streams is called 

A. Customer lifetime value 

B. Customer purchases value 

C. Customer cost incurred 

D. Customer relationships 

49. 'Total customer benefits' includes 

A. Product benefits 

B. Services benefit 

C. Image benefit 

D. All of above 
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50. First step in analysis of customer value is to 

A. Identify customers value attributes 

B. Assessing attributes importance 

C. Assessing company's performance 

D. Assessing competitor’s performance 
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