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Module One: Review Questions A Baa gl Aaa) s
1) What does DBM stand for? ‘DBM s s L (1
a) Dominant Buying Motive L) o1 gl (i
b) Definitely Buy More el el b sty (o
c) Drastic Buying Motive ol el il adly (2
d) Dominant Buyer Metrics 8 ohaall (5 ikl Gulia (2
2.) The customer decides to buy the lawn OV Adlial) (g Yoy clie aiall 330 5a o158 dsanl) 508 (2
mower from you rather than the A il dranll 40y o3l candl 58 Lo 2SS B i
" : elia
competition because your product is less
expensive. What type of reason does the sible (i
customer give for buying from you? ihie (2
a) Emotional Sl el (2

3 oluwdll fpe oAl
b) Logical ¥ Gt (3

c) Pride of ownership
d) Fear of loss

3.) What is the gist of the strategy in ") Al i) oLl Al iuY) g e (3
“Establishing a Call Strategy”? uael) e el el (o piie Gty of ony (I
a) The sales person should continually talk .3 U< 2Ll Jaeall #lasdl Cilagaad) saie e oy (0
over the customer Argn Lo ] GOS0 Cilbagaall Gsaie Caaaty o oy (2
b) The sales person should let the daandl (o i pill Gy 43 68y (a1 el (Sls
Jabite (31 Y Jaead) 5 lasall G snie doa sy o oy (0
1548 sy o sy (e Jsa

customer do all of the talking

¢) The sales person should talk enough to
explain what they are selling, but not so
much that they miss opportunities to
learn about the customer by simply
listening
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4) In the example about the army recruiter, T3k Jail a8 dindll glual unll 8 vind) JUie 8 (4
the recruiter missed an opportunity to do Ll pe i) (|
what? Siall iyl e QLA el (o
a) Empathize with the young man e N (G
b) Encourage the young man to join the Vool 8 el (2

Army

c) Speak to the young man
d) Control the conversation

5.) What does prospecting mean? fdnll ey 13 (5
a) To make a sale to a customer Useall g iee 12y (
b) To lose a sale el 3 ld (@
c) To evaluate whether or not the o) Y la gl ol /5 adlall o dl) sl S 1Y) L sl (2
individual has the motivation and or ; Yol sl dglee
means to make a purchase Yl el pll Al 4pal 2 ol GIS 13 Lo il (o

d) To evaluate whether or not the
individual has the authority to make the
purchase

6.) What is the best way to respond to a 4l i Lavie Jaaall Jpeall e 0 11 45 5l Judl 8 e (6

prospective client when you discover they Tiin ol 0¥ @l 4l o

do not have the motivation to close a deal? G 5 a4l o il (]

a) Tell them they are wasting your time dsdall ol Y Ghdl agle haxazall (o
b) Verbally pressure them into closing the O el e ) Calatinall £ Seall () j3a S8 (2
deal Lkl | i

_ Al ey ade Taaall (ilad Jla ) (2
c) Discreetly move on to prospects that |

are more likely to close the deal
d) Send a letter pressuring them to close
the deal
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7.) What does qualifying mean? el ey N (7

a) To lose a sale e Addae 3l (]

b) To evaluate whether or not the o) aY dilu gl o / 5 adlall 3 dll al S 13) Le apll (o
individual has the motivation and / or Yol o) )i dulee
means to make a purchase ; daall pny dilee o) DY (g

c) To make a sale to a customer Vel ol il Alals apal ol S 1) Lo il (2

d) To evaluate whether or not the
individual has the authority to make the

purchase
8.) Who should you speak to if you are trying Lo dalaial gall Jslad € 1) Eani o om0 ) (8
to make a sale to an organization? HidllSe Sl 3 padd J5f (I
a) The first person who answers your call G2l i ) (o
b) The CEO A< 530 eOlaall dadd aud (7
¢) The company’s customer service Aade Ga el il ) B AT e (o) paddll (2
department

d) The person that can make the decision
of whether or not to buy

9.) According to the information in this UBlal Caraay ¢ 32 gl o2a 853 ) 5l e sleall G (9
module, constant changes and innovations Gmll (il SISl
: ‘ 5 (]
in the marketplace are sometimes hard to .@ﬁ' (
O Gl (@
od 85 (¢
a) Predict

Goalon s Y (2
b) Talk about

c) Keep up with
d) None of the above

10.) _isthe main reason the S dpandl il el oan ) sl 5o (10
customer or buyer will select your product Andlidl e M ‘5)?':“5\
over the competition. Dlsél\/i (S
a) SMART '
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b) DBM 28l i)l (@
C) CEO aj@\.ﬁjjbnds (.ﬁ

d) All of the above
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Module Two: Review Questions

1)

3)

4.)

Getting beyond the gate keeper” refers to
what level of conversation?

a) Informational

b) Object language

¢) Meta-language

d) Non-verbal

nformational conversation carries what
risk?

a) High

b) Low

¢) Medium

d) Medium-high

When building rapport with a potential
customer and inquiring about their
preferences, likes and dislikes, what topic is
likely the safest to discuss?

a) Religion

b) Sexual orientation

¢) Food

d) Race

In order to understand the preferences,
likes and dislikes of a customer, the
salesperson must do which of the
following?

a) Focus only

b) Listen only

-4 Bas ¢l) daal sa

el 50 5 sinse gl (S s "Ralsl Gl S slad”
Aglegdea (I

S 43 (o

Bl Al (=

b e (0

¢ hlia Jaat duadle) Zislas
de (I

&8 (<@

el (@

AL ULl Y g guasall o Le ¢ 40 0% Loy allilac

O (T
¢ 12| (G

G (2

(1

(2

(3

O cng caa S Lo aililae s Jpenll <Ol agd Jal (6 (4

0&-“-‘“‘-“ Glaal) o gaia Jady

La €l (
deenll Jalss (2
C‘““"’UJSJ (J
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c) Ignore the customer
d) Focus and listen

5.) Of the following, what does Emotional

sharing deal with?

a) The feelings that the buyer and seller
have about the deal

b) The feelings that the seller has about
something unrelated to the deal

c) The feelings that the buyer has about
something unrelated to the deal

a) The lack of feeling on the part of the
buyer and seller

6.) Listening to what the customer says during
emotional sharing will most likely do what
for the salesperson?

a) Give them insight into the best way to
address the customer to result in a sale

b) It cannot change the salesperson’s
approach, and therefore has no effect

c) Cause the salesperson to begin talking
to the prospect about something
completely unrelated to the deal

d) None of the above

7.) Which of the following core values was not
mentioned in "Reporting”?
a) Honesty
b) Integrity
¢) Responsibility

edabalall 48 Laall 4l 5l o3l Lo ¢ b lea (5

M\a\;ﬁgM\;éﬁ\L@Méﬁ\ﬁW\ (\
dﬁ%Yc«G&dP@Lﬂ\L@M@J\ﬁW\ (<
dﬁkY¢@idPgM\\.@)@g\ﬂﬁw\ (G
gw\)éu\gﬂJM\m (2

(e gibalall 48 Uil oL Jraal) Al 58 Lo ) g lain) (6
$lagaall sl e oy of el
Giail Joaal) adalaal 48yl Juadl Jga 4380 5 ks adac i (1
sl ad Gl L5 ¢ Claall st med i O (K Y (@
ainall Jrand) ) Ganil) 8 oy Clagal) saie Jea (2
Adally Lla 1 48e ¥ e 5 Jsa
ém\.aac@iy (J

€ ) slae " 3 e S5 3 5 o AN Al ol e 6T (7
Baall (T
da) Hl (@

gl (2
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d) Compassion

8.) When attempting to converse, it is
essential to understand the different types
of
a) People
b) Conversations
¢) Situations

d) Organizations

9.) Inquiring about the date or the score of
the last football game is an exchange of
a) Opinions
b) Information

d
e

) Beliefs

) Values

10.) A skilled sales person can gain much
information about the style and
preferences of a client by talking about
their
a) Likes
b) Dislikes
c¢) AandB
d) Neither A nor B

(e Al ) Y1 agd (55 all (g ¢ Coaall A e i (8

el (\
cGlialadll (g_a
a8 gall (G
Gladaidl (2

3 Jals s ad3 S8l jlae AT dagi o & ) e Jldial) (9

S (i
Q\.A)Lud\ (u
Glaiad) (2

~all (2

e AN e Jpand) jalall Clagaall il sal (S (10
oo aadll DA e 4 5 Jaendl sl s cile slall
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Module Three: Review Questions FAGIED Baa o) A e
1) What word is the clear invitation to start a e ol 3 goall davial 5l) Al (o8 e (1
conversation? Gaye (I
a) Hello el (e
b) Bye sl (7
c) Pardon M E
d) No
2.) When is it appropriate for an associate to sl i) dlaely Jaa s o il (e 060 e (2
set down the phone while talking to a bl gasill o Jsand) dal e oShaadl al ) Gl

i : fad) Chaasill : All
customer in order to get the appropriate - = Jaaall (K 5

person for the customer to speak to? Jaandl Baelie 43S0y Y 3l aclisall &y 0 2y (]

a) As soon as the associate realizes he Gl e Jraall ;ﬁéé\,‘: Qe (@
can't help the customer weall el e S (e

b) Once the customer has agreed to be e
put on hold

c) As soon as the customer begins talking

d) Never

3.) Communicating ___is the bridge to OO0 e A8l yyghail pus g4 Jeal gl (3

developing rapport with a customer. wall (i

a) Love el Y (<

b) Disdain i ) (z

c) Compassion adkall (2

d) Peace

4.) When building rapport, how often should ~ fdseadl ausl il gall s of iy 3 5 oS ¢ A83le oLy 2ie (4
the associate use the customer’'s name?

fad (@
a) Never 5ol (@
b) Seldom L (z
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5.) Itis __ acceptable for an associate to slur

c) Always
d) Frequently

his speech when speaking to a customer.
a) Never

b) Sometimes

c) Usually

d) Always

6.) Speaking in a monotone voice is best

when?

a) At the beginning of the call
b) Never

¢) In the middle of the call

d) At the end of the call

7.) Why do businesses, many times, have

unsatisfied customers when a complaint

arises?

a) Poor listening on the part of the
company

b) Poor listening on the part of the
customer

c) Effective listening on the part of the
company

d) Effective listening on the part of the
customer

8.) Of the following, which is not an example

of an effective listening technique?

oSk JS8 (o

_M\é)&ﬂ\mu%@}\e}goi d}é,d\o,a(5
(i
L) pan A (@
sale (C
Laila (a

i) sy il 44y 5k Juadl (6

AallSall Ayl S (\
RV (<

A Casiie i (7
AallSall Ay (B (2

e eSlee a¥) e ES 8 elS Ll el oSG 1Al (7
TS e v

Al il (e plainl) Camaa (T

Jrenl Qila (e plaiul) Coria (@

Al quils e Jladll gl (z

Jrendl Guila (e Jladll glain¥) (2

b gl bl e Yl ey ¥ 3 L Ul e (8
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a) Allowing the speaker to express gLl (50 i o il il lad) (]

s ) plain¥) ol Jeall o3 ) ae 6 53¢ Saaaill (o
Jaeal

Gl dadalia ()50 Tialaall b BLEY) L) alasiul (£

ksl el FAPSN|JRCPLRUREN

themselves without interruptions

b) Quietly talking to co-workers while
listening to the customer talk

c) Using signs of agreement in the
conversation without interrupting the
flow

d) Avoiding multi-tasking while the
conversation is in progress

9.) Every business receives customer ) e sle o Dlaall (55185 Jae IS Al (9
complaints over ___ <y ()
: L
a) Time il (@
=AY (e

b) The phone
¢) The internet
d) All of the above

Slel 3yl S (2

10.) Expressing your ideas with a change B ) S e 58 5 s e JISE el (10
S platid L
el (alall Cpeall (5 sise 8 Saill (I
oy Auslal) & poal) ki 5 (o
ol (2
b) Changing your intonation Slel sl S (

of emphasis on key words and avoiding
using a monotone, is:
a) Controlling your volume

¢) Enunciating
d) All of the above
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Module Four: Review Questions “day) 1) 3aa gl Azl se

$ A apill 488 5 (o pualiall Cans Jaa 3l Sy 350 oS (1

el sl LS ha¥) e 1S 4 (I
bt dallSe JS aa (@
bit ol Ll A (2
L el Al 3 (o

1) How often can an associate check off items
from a self-assessment document?
a) As often as they like
b) After each call, only
c) Atthe end of the day, only
d) At the end of the month, only

2.) Self-assessments are designed for whom to fntiall i aly (hal Aeanae 48N el (2

evaluate the associate?

byl paa (i
a) The associate’s manager elal (@
b) The associate os N (z
c) The customer elyal o @ (s

d) The associate’s peers

e Gzt o) jal K gee Gl ;)S)lcm.u;\‘;m (3
fClaall Ja guai

3.) When are sales agents generally allowed to
make changes to sales scripts?

a) As soon as they receive them

b) Never

c) Once they have proven that they have a
grasp on effective sales conversation

d) After they have been with the company
for a year

4.) What is the main purpose of the sales

script?

a) To give associates the wording they
should use on every call

b) To stunt the professional development
of the associates

(‘HM‘ RPES] (\

\Jgi (u

Aladll Glapal) Glalaal Lagh agaal o ) g ol 3 (z
euzuzs)ﬂ\@\wiuim. (2

fleall 5 )l e (oSl (2 21 58 L

S o8 Leal il ple i ) elaall Sl 3l il (1
.

Opanatiall Jigall ) phail) a5 (2

Bl Slagpd) Aalis ) Gpesiiall iy ye5 (z

el dallad uldl (3
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¢) To introduce associates to the proper
sales pitch
d) To gauge an associate’s effectiveness

5.) Which of the following is not mentioned as

something that's modified in a sales script
in order for the associate to make it his
own?

a) Word choice

b) Length

c) Style

d) Core facts

6.) Of the following, which is a part of the

sales script that should remain the same?
a) Core facts

b) Word choice

c) Length

d) Style

7.) What shows monthly sales goals and

achievements?

a) Sales memory board
b) Sales dashboard

c) Sales skateboard

d) Sales snowboard

8.) What motivates productivity?

a) Sales snowboard
b) Sales memory board
c) Sales skateboard

A s (
Jshll (<

s (2
bl @l (o

¢ LS Jlay o iy Gl i g0 6 gl ¢ b laa
il gl (i

AWl sl (o

Jskl (z

cslaY (2

) i) 5 A el Cilagaall Calaal yeday 53 L

Gladll 3 Sh3da gl (]
&3 sl ) (2
Al e 5 sl sl (3

Syl sy )l L

alal) e a3l ol Clagal (]
Glaall 3 SI3Aa (@

&3 gl ) (2
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9)

10.)

d) Sales dashboard

Telemarketers and customer service
representatives need some _____to
practice their trade.

a) Tools

b) Encouragement

c) Time

d) None of the above

Who will provide trainees with a
typical script?
a) Training manual
b) Sales trainers
c¢) The CEO
d) They are expected to write it themselves

Gilagsall Saida gl (2

var e Daall dadd liaay ailedl jue ()58 sanall 2liny (9
ekt A jladd
sy (0
gl (2
8 gl (z
G laa e B Y (2

feadsad gl Oxpdiall 35 50 53l 5e (10
g.\,udﬂ\ d,gh (\
2 i)l (2
el LS i sy (2
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Module Five: Review Questions

1.) What does the “S”" in the STAR acronym
stand for?
a) Situation
b) Servitude
c) Sales
d) Simplification

2.) n order to handle the call successfully, the

associate must do what?

a) Strive to simplify the issue

b) Orient themself with the situation
c) Maintain a servant’s attitude

d) Focus only on sales

3.) What does the “T" in the STAR acronym
stand for?
a) Tenure
b) Task
c) Triumph
d) Trouble

4) What lowers the level of stress for the
associate?

a) Forcing the customer to identify the
proper task

b) Asking his supervisor to complete the

task

sdaldl) Bas gl) daal sa

fSTAR _baia) A"S" Caja 4] 3 gl L (1

i ga (]
gl (@
Slapd) (2
bl (3

dais o s 3 e m ¢ laty L) ae Jaladll dal e (2

ik

A8 i Sl aa) (]
sl ae Al a5 (@
Adlal) (i e e BlsY (£
Clagall e baid <, (o

fSTAR Jbaial A"T" s ad) je n gl L (3

33l
dagall (2
JLA:\JY\ (C
e (o

?%J\&M\d)mwgﬂﬁgggﬂ\u (4

Tl gl 23 e Jsanll i) (
Aagall o] 4 sk (o callay (o (2
agall Hlaia¥) A4S 4 jae (7

fagall cind (2
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¢) Knowing how to respond to the task
d) Avoiding the task

5.) What does the “A” in the STAR acronym fSTAR Jbaial (A "A" ol ad) e gl e (5
stand for? Yol (i
el (<
a) Accountable Jeall (z
b) Assessment Gl Jaad e 0l (o
¢) Action
d) Affordability
6.) Who is responsible for meeting the need of fdianll dala Ali (e Jypuall (0 (6
the customer? s (0
a) The customer Gl il G ydie (2
b) The supervisor of the associate Jssue al Y (z
c) No one is responsible LA (2
d) The associate
7.) What does the “R” in the STAR acronym fSTAR _b=ia) (B "R" Goall ) e n gl L (7
stand for? s (0
a) Result DA (<
b) Resolution A (z
c) Referral SlulSasyl (2

d) Repercussion

8.) Satisfied customers can turn into what?
a) Additional complaint calls
b) Future business from the customer and
their friends and family

f13le 1 sl saty of Gaal J Dkl Ky (8

Al 5 s il (I
ailile 5 aliaal g il e Al Jue ) (o
u,A_\Ln.a.\l” ) ;\‘);:}[\ u.l:a}d\ (C
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c) Employee corrective action G Las o2 Y (2
d) None of the above

9.) Speaking on the phone is public speaking e osees aldd sl s ailedl e Guaadll (9
to an audience of U-“M‘ (!
- 8y
a) Millions UJ?Y, (=
b) Peers sale dal g il (C

G Laa ;L”;:u Y (.J
c) Usually one person

d) None of the above

10.) Your goal when speaking like a Star is: LA AaaiS dadll e Gl (10
a) To capture the listener's attention sl ol 2ad ()
) ) ) geasal) 48 s (w
b) To gain the listener's confidence b i (('
<5 (z
c) AandB SYIY (o

d) Neither A nor B
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Module Six: Review Questions tdidlidd) Baa o) Aza) ya

1) What type of question requires the speaker ~ falabi dla) ellae] Giaaiall o allaty (s3) Jigual) £ 53 e (1

to give a thorough response?

<
a) Open Bl (o
b) Closed il (2
c) Evaluation Gakill (2

d) Application

2.) What is an example of an open question? frsiie dlsm (e Jha 8 L (2
a) How old are you? t oo oS (I
b) What do you like about your new car? Saaall @il A cliary 31 L (@
c) What time do you go to lunch? felard) J i) i s ol 8 (2
d) Is the meeting today or tomorrow? fas ol o gll glaia¥l da (2
3.) What is true of closed questions? fdalaal) ALYl A i e (3

a) They allow for a long, elaborate answer Alabey Al sl el e (I

b) They are never asked in a call center Juai¥l S ye alac) b Gl agd) gus ol (0
setting Aniae s g Ll mad ¥ (7

) They do not allow for a long, elaborate Juai¥) )8 5e dae) (B prdiadll ya gl Jisedl @ i o0 (2
answer

d) They are the only question type used in
a call center setting

4.) Which is an example of a closed question? fole Jpn Sle Jie 2 L (4

a) Did the documents make it to the Sl ) ilaiad) ila s Ja (i

felils ) s a Jadl s L (@
faas Jok Sade dad QA L (g
¢ aisall & die | gaas il L (3

printer?
b) What was the best part of your trip?
¢) What do you look for in a new house?
d) What did they talk about at the
conference?
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5.) What strategy is used to buy time in the

middle of a conversation to avoid giving a

direct answer at that moment?

a)
b)
Q)
d)

Positive redirection
Negative redirection
Ignorant redirection
Multiple choice redirection

6.) What is an example of an ignorant

redirection response?

a)

If the customer asks, “Aren't you guys
the best pizza in town?” you might
respond by saying, “It's really hard to
say who is the best but our crust and
sauce are made with only the freshest
ingredients and our cheese keeps
people coming back for more.”

If the customer continues to press the
issue of price, the seller can ask, “What
price range are you looking for $100-
$150,000, $150-$200,000 or $200-
250,000+"?

If the customer directly asks, "How
much is the car?” you could reply, “I
really can't tell you exactly right now
but it depends on the features you
decide on. What accessories do you
want most in your new car?”

If the customer says, "ABC Company
has such poor customer service” you

Choaia b 26 l) ] s Bt ) o e (5
fadaall) elli 45 il duls) elac) uiadl sl

YY) 4 sill sale)

(I

bl s gill 3ale) (@

Jalal) 4 il sale)
ddxia (e LAY 4aa gisale)

(z
(a

fUaladl 4 il sale) sl e Jlie 5o Lo

3 ") 15 aadl (3 b il ¢ Jaead) JLa 1Y
OSls D) g (e paa s i) 0" ¢ J Al 3
Lt s sl U Sl (e A g Uiialin 5 s 8

" el e Jsandl (50 g Gl Jaad L

(I

et ¢ prall Alis o Laniall 8 Jrend) jain) 13) (2

(e ade S (Gl (g pmnd) Uil oo " dmu\@uu
200 1 150 ¢ i ¢ LY 52 ali 150 ) Y52 100
'+ ¥ 52 all 250 N 200 oo sl DY 5o Al

V" ol iy "9 ) & A8 3 il daand) (L 13)
Sl iy a¥) 81y oY) Janally o ) Bs iiSay
8y i Sl cliald) ST e Lol s )l )
" fhaaall bl

" eMac dead ABC A8 55 " ¢ Jranl) JE 13
Carans 28 Jell o Lasd Ganie WM ¢ Jsally o )l SliSa

o ead) Laxd 8 Jila Jasy piaii ABC 4S5l ff Wil
" Sagiliy ZUELY) 138 ) Clia 6 @llea 3 L
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might respond by saying,” | am
surprised to hear that! | have always
heard company ABC had a great track
record for customer service. What made
you come to that conclusion about
them?”

7.) What is a tool used to increase one’s

credibility by putting a positive slant on

something negative that a customer has

said about a competitor?

a)
b)
C)
d)

Ignorant redirection
Negative redirection
Multiple choice redirection
Positive redirection

8.) What is an example of a positive

redirection response?

a)

If the customer asks, “Aren't you guys
the best pizza in town?” you might
respond by saying, “It's really hard to
say who is the best but our crust and
sauce are made with only the freshest
ingredients and our cheese keeps
people coming back for more.”

If the customer continues to press the
issue of price, the seller can ask, “What
price range are you looking for $100-
$150,000, $150-$200,000 or $200-
250,000+"?

If the customer directly asks, “How
much is the car?” you could reply, “I
really can't tell you exactly right now

Jae goa s DA (e 2l Ao 30y 3 derdioadl) 310Y) L

(7

€ omdliall aaf G Jpenl) Al il s 81 s

daladl 4 sill sale)

Al g ) ke (o

Aaxia e YUY A sidale] (z
Y A gl sale) (2

Fula) 4 i sale] dladal e Jhe 2 L

38 "CAaaall 8 Y Jaadl (36 ) b il ¢ Juaall JLu 1) (]
OSly Jumdl) g8 (e paa s amaal) " ¢ J Al 3 i
Lasd Aa el U &l (e e giias Wiialia g U i
el o Jsandl G 53 grg el Jaad Lia

et ¢ proall Alse o Laniall 8 Jreadl jain 13) (2
O ade S Al (g pmnd) Uil o "« d\.mu\c_ﬂ_\ﬂ
200 I 150 ¢ sl ¢ LY 52 ali 150 ) Y52 100
'+ Yol 250 200 o o LY 5o i

V" ol iy "9 Hludl A A" 3 ke daendl JL 1Y) (2
Sl aaing ¥ (Sl (Y lanally @ LA s ey
8y i ) cliald) ST e Lol s )l )
" fipaad) el jl

" ¢ Dae dexd ABC A8, sal" ¢ Jrendl JE 13 (0
Caeans 28 Jelld ¢ Lasd Ganie W ¢ Jsally o)) Slia
o ead) dadd 8 Jila Jasy piai ABC 4S5l ff Wil
" Sagiliy ZUmLY) 138 ) clia 65 dlles 63 L
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but it depends on the features you
decide on. What accessories do you
want most in your new car?”

d) If the customer says, “ABC Company has
such poor customer service” you might
respond by saying,” | am surprised to hear
that! | have always heard company ABC
had a great track record for customer
service. What made you come to that
conclusion about them?”

9.) What is used to take a humble approach to
sharing one’s credentials when the
customer sets the scene for the
representative to brag?

a) Negative redirection

b) Multiple choice redirection
c) Positive redirection

d) Ignorant redirection

10.) What is an example of a negative
redirection response?

a) If the customer asks, “Aren't you guys
the best pizza in town?” you might
respond by saying, “It's really hard to
say who is the best but our crust and
sauce are made with only the freshest
ingredients and our cheese keeps
people coming back for more.”

b) If the customer continues to press the
issue of price, the seller can ask, “What
price range are you looking for $100-
$150,000, $150-$200,000 or $200-

iy S jliial gal sie gd £8Y Aslaiind 24 g3 Lo (9
€4y oAl Jiaall agiall Jranll gy Latie slaiey)

Anlu) 4aa gl sale) (i

Qxia e YUY A siBale) (@
Yl aagilisile) (2

Jalall 4 gl sale) (o

Al 4 gl sale) e Jie 8 L (10

38 "CAaaal) 8 ) ji Juadl (35 L i ¢ Jaall JLa 1) (]
OSUs DY) g (e paa s amaal) " ¢ J Al 3
s da Ul b Kl (e Ao ghiac Wialia g L 58
" el o Jseandl (50 gy () Jaad L

e ¢ proall Aliss o Laniall 8 Jread) e 13) (2
(e ade S Al (g pmndl Uil s "« Jly o alll
200 ) 150 o sl ¢ J¥ 58 @i 150 A Y52 100
'+ Wl 250 200 e o Y sl

V" ¢l Gl "85 jlud) o aS" 5 il daendl Jl 13 (2
Sl aaing ¥ (Sl oY) lanally @ LA G ey
8y i Al cliald) S e Le s s ) @l Sl
RREETEC [P

" ¢ Mae dexd ABC A8, sal" ¢ Jreall JE 13 (2
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250,000+"7

c) If the customer directly asks, “How
much is the car?” you could reply, “I
really can't tell you exactly right now
but it depends on the features you
decide on. What accessories do you
want most in your new car?”

d) If the customer says, "ABC Company
has such poor customer service” you
might respond by saying,” | am
surprised to hear that! | have always
heard company ABC had a great track

record for customer service. What made

you come to that conclusion about
them?”

Module Seven: Review Questions

1.) What best identifies strong and weak

performing units?

a) Benchmark metrics
b) Phone etiquette

c) Transferring a call
d) Closing a call

2.) What type of analysis measures what a

company in a particular market should be
able to achieve?

a) Date Envelope

b) Regression

c) Progression

d) Time Stamp

wdﬂ'aﬂhtwuhmh\" ¢ Jsallb 2 )l Sy
" "eg..ab.u GLESL»Y\ KT QLA;S@JL;#M\&

sdaglod) Bas gll daa) ja

Syl 5 5 5ill oY) cld Clas gl ey e Juadl 8 e (1

a0 )bl anlaal) (\
@il alal (u
Al disi (2

GBom 84S 53 05S Of iy e Gy 3 Jilaill ¢ 53 Le (2
04\3.\83.\ ‘_Ac '5_).313 (pza

ol (z

‘;\A‘)j\ @LH\ (J
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3.) Of the following, which is not generally a Joadll 15 sna Uisae yiing ¥ 63 Le ¢ 4000 a1 G (e (3

focus of performance breakdown in a call
center environment?

$OLaY) S ye A A oY)

il sie V) we Jaleil (]

a) Handling objections Okl Lads (o
b) Record keeping ISl Y el 5 0l sMaall 2= (2
¢) Number of customers brought into the gl Sl (2

office
d) Telephone etiquette

4.) Performance Breakdown measures: el a5 enlia (4
a) The number of employees at a A58 b oldal) s (1
company A, ¢Mee 220 (@
b) The number of customers a company e sl Ly ity Al sl ) 581 (2
has Cnéha gall Jae 3. (2
c) The types of products the customers
purchase
d) The efficiency of the employees’ work
5.) What is not useful in implementing flipmntl) 3455 (B 28y Y (s e (5
improvements? ol s Gmisiall ela¥) (553 il sall oy AN (]
a) Discord among low and high OVAY) i (o
performing employees Ol LAY Cilai (2
b) Peer coaching Y Adle Cpeasall (3
c) Peer evaluations
d) High performing mentors
6.) What should be done before f bl 285 Jf alee gy sV e (6

improvements are implemented?
a) The improvements should be
monitored

2,4} Adad 8 ey SEl) Cany (@
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7.)

9)

10.)

b) The plan for implementation should be
carefully thought out

c) The improvements should be evaluated

d) The improvements should be modified
if necessary

What is not a benefit of benchmarking and
implementing improvements?

a) Increased productivity

b) Higher worker retention

C) Increased employee turnover

d) Greater job satisfaction

Benchmarking and implementing

improvements can benefit the company in

what way?

a) Make it less competitive in the industry

b) Require a mass layoff

c) Decrease the company’s profits

d) Make it more competitive in the
industry

The importance of setting ___is
indisputable for those seeking long term
success.

a) Standards

b) Benchmarks

¢) Scheduled breaks

d) None of the above

____serve as cross references to

) Y Al b Jlas Yl

a1 a0 13 lieatl) Jhaad cangy (2

S lipenil) 3ai g 4y jlamal) 45 Hlial) 3208 o L

dalylsaly (0

Calalally Laleia ) Jame g5 ) (@
Ol gall Gl s Jara 830 (z
bl Ll sal ) (2

A sl s A58 28 o (S el 2 Gl

e liall b dndlial e 5,08 Jif Lelaa (1
Slea ot bl (@

AL FL Al (7

Ao liall b idliall e 5,08 i Ldea (

(7

dac | Zoaal (9

skl gl e Al ) (o sea

aleall

alaall (@
5l dal ) @l i (7
G Lan o Y (2
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your company'’s performance with that of lllas b LAY 4 jlad) dassy)
other businesses in your field. q‘*:j‘ (!
\
a) Goals ol (@
el (g

b) Standards

foadiliuY) Bhall (2
¢) Benchmarks

d) Strategic plans
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Module Eight: Review Questions ALl Bas gl) Al e
1) What improves individual and group foelanlls 2 ) £la¥) Gueny gV L (1
performance? daial g Calaal paas (]
a) Setting clear goals duadll A& JaY) (@
b) Hoping for the best Lade Calal aaa (7
c) Setting vague goals aaaa calaal e Hlaill sy (a8 g G Jeall (2

d) Working non-stop without regard to
specific goals

2.) When setting goals, what type of goals Tladat oy A alaa¥l g s Le ¢ Blaa¥) yaat e (2
should be established? e (I
a) CART s (o
b) SMART <l (z
c) BART ol (2
d) SHORT
3.) Which of the following is the most effective g SV gl L lee 6l (3
goal? S s elail agilu (1
a) | will create a training manual o datia 30 e dabd Ll (..)é:u (<
b) | will create a 30-page manual ¢ anbad day )l A daia 30 e oo dilo eliil asils (2
) | will create a 30-page training manual el A 8020 2y O e

in four weeks, to be implemented in six bl a )l (8 4aia 30 e o el ol (3

months
d) I will create a 30-page manual in four
weeks
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Sllad Y g N Gl Y e i sl (4

4.) Of the following, which goal is the most
effective?
a) The sales team will develop sample
sales scripts
b) The new hires will listen to five taped
calls

Slanall (o gaai g ilad sty Slagaal) G2 jf gl (]

b e IS 75 Ay 23y e Y s (7

& Gl and e (pih ga 10 gy AS il 4 gl (2
by dasll Y AL ) aulaY)

c) Management will affect a 5% raise for

each employee

d) The company will be laying off 10
employees from the marketing
department in the next six weeks

because business is slow.

In order to achieve goals, they must be: 10585 O g ¢ il st dal (e (5

a) Posted in a visible manner Ay 2y s (I
<Ll 8 (<
Al (2

b) In your heart
c) Inyour head
d) Known by all of your co-workers

6.) __visualizing that the goal has been met ALl sal &l ) 48y jla 58 48fai o3 8 Cangll O i (6

is a great way to remain focused on Adsat e € gl
achieving it. Soad s i (
a) Sometimes Sa¥l e L b (o
b) Often (2
c) Never Lila (2
d) Always

7.) What is not an example of external
motivation?
a) Personal satisfaction

il La il (
@l (g g2l (2
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b) Monetary compensation
c) Time off
d) Celebration in one’s honor

! (2
eyl oyl e Jlaial) (J

8.) What is not an example of internal f ) adlall e Ve a8 L (8
a) Gift cards 3w (2
b) Family e (z
c) Success Ll (2
d) Environment

9.) A lot has been written on ____ minute BV Gilaal (e 42y e SIS 5 (9
management goals. 10 (I
b) 3 1 (z
) 1 20 (2
d) 20

10.) What is not an example of Astas vie eyl leenl s 38 ) 258 (e Jie 52 L (10
limitations one may run up against when fdlaal) Gias
attempting to achieve goals? Jul (]
a) Money A jad) (o
b) Opposition ol (z

c) People
d) None of these

GY}Q QA;«‘;&'}I (J
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Module Nine: Review Questions rAaaldl) 5aa o) daa) e
1) How many success factors are mentioned ol 138 (85 583l ladll dalse 220 oS (1
in this lesson? 6 (I
a) 6 10 (<«

b) 10 3 (¢
o) 3 5 (¢
d 5
2.) Company growth and progress should be IS gn Bl 5 L g 4S80 sai 00550 O o (2
visible with each ____ meeting. glaial
a) Weekly Ge sl ({
b) Monthly Logd (<
c) Bi-annually $ sl (7
d) Annually b (3
3.) Using the customer’s name while : s alaall oL Jranll sl alasiul (3
conversing is: sy ol (I
a) Not necessary 120 @l ALl ane Camg g e Daad) apend ol ia¥) axe (o
b) Disrespectful to all customers and Sle Sl A )y e Jiedl saelual 45yl (7
should never be done Jaenll

c) A method of helping the representative Jadl o i (8 dpaal) 0% Ladie L J e (2

to stay focused on the customer

d) Only acceptable when the customer is
around the same age as the
representative

4) How many methods of staying focused are = 3SI" g sa 50 (3 1S Al (&l ainl) § )k 2 oS (4

there in the "Staying Customer Focused” s Saal)
topic? 10 (
a) 10 20 (<«
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5.) In order to persuade a customer to buy

6.)

your product, what must happen in the first

few words of speaking with them?

a) You must convince them you are
trustworthy

b) You must convince them the quality of
your product is superior

c) You must convince them your company
IS superior

d) You must convince them the price of
your product is competitive

Of the following, which is something a
representative would not use to ask the
customer for the right to be heard?

a) Politeness

b) Fast talking

c) Proper tone of voice

d) A lot of empathy

How many telephone selling techniques
are mentioned?

a) 3

b) 6

) 4

) 8

o o0

7 (z
5 (2

8 Gy o Gangy 31 Le ¢ élaia o) i Jianll U8 Jal e (5
Sagre aall (e oY) ALK L)

Al Jal bl agaids o cany (]

Juadl) s latiie (b peaii O angy (@
8 e S5 ol gt O me (2
il Aaia jra (b el Cny (0

Jiaal) deniivg o A e i) g Le ¢ A0 L LAY G (e (B
) g L) 3 Jaandl o callad

<y (i

gl sl (o
fiall < gaall 5,8 (£
Calalaill e I (2

€558l Citlel) e all il axe S (7
3
6 (<«

4 (z
8 (3
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A ) by el 4 55 Jaeal) clalsial e 31 o (8
¢ al L Jumdl U a2k ) aaadll (8

8.) Being informed about the needs, financial
status, etc. of a customer before speaking

to them best serves what purpose?

a) Allows you to tailor the conversation to
specifically fit their needs

b) It is not necessary to prepare ahead of
time. The customer will tell you what
you need to know

c) Gives you ammunition to use against
them if they do not agree to purchase
your product

d) Confuses you about the direction in
which you would like to take the
conversation with the customer

9.) Literally, what are laurels?
a) Goals
b) Benchmarks
c¢) Wreaths
d) None of the above

10.) What does it mean to “not rest on
your laurels?
a) Don't sit on a wreath
b) Do not let past achievement be any
kind of guarantee of future success

Jaail)

s Sae Gy (8 2l (5 )5 pall e (@
4 yra ) zliad Ly Jaesll

o) 3 Ao )5 gy al 1) ad s Lgaladind 5 Al dlaiay (z
5!; ",',Q

e Aaalaall o) ja) A e i el slad¥) ol SIS (o
48 Jaanl

?wﬁq@i@u(g

alal) (]
el (@

ST (G
G Lan o Y (2

febilaal e dal )l axe™ iy 13 (10

Qi) e Gdas Y (

Gl Jea (e g5 (sl 055 ealall JlaiYl g8 Y (<

|l

<5l (z
QYsiy (s

This document is a property of Asaseeyat Academy (Asaseeyat Academy is a service provided by Asaseeyat Consulting Service — COPY RGHT FROTECTED ©
©ihs sine adall (5 s - (R LiiuY) landll il AS 55 e Aedis Fadd clnlid $paST) Slaulil GuanlSY @l 285 5l) o3a



NN —
Mseeyat
cademy

Optimizing e-Learning

c) AandB
d) Neither A nor B
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Module Ten: Review Questions 1 _dilad) Baa gl daa) ya

1) Once the customer has indicated that they il Cang ¢ At diad salanid (M dpenll jady 0 3 (1

are ready to make a deal, you should:

GeY) Jd Al 7 ok (]

a) Ask pre-close questions ¥ Aaia 8 4t (g 138U S 13) Lee i) JLil (0

b) Ask the customer if they are sure they'd WS ) sSin oS )l e aa il (2
like to go through with it Ldall Glayyhall e of ¢l e e callal (o

c) Immediately tell them how much it is
going to cost

d) Ask your supervisor to come on the line
and close the deal

2.) How you can you determine you have built dsenl) o Ao iy 38 Gl st iy (S (2

rapport with the customer?

Al of il (I

a) Assume you have Jaeall g (2
b) Listen to the customer Clidl€e @ g elra (o glall Jaadl & Dl ) 2al e callal (72
c) Have a co-worker sit in on your call and e ol 3 Sl i/ jay Loie 3 50 3 L8V
signal you once they feel rapport has Ak ol o8 8 OIS 1 Lo dpanll (3
been built
d) Ask the customer if rapport has been
built

3.) Which of the following defines the 1-2-3
Close technique?

€3-2-1 B! bl samy Llaa ol (3

padl) ¢ gl Jrdlly ldac | 38 Jaaxd) of 5l S (o puai (]

a) Act as if the customer has already given dadall olgsy
you the go-ahead to wrap up the deal BLEY) (e Yy drgsi (A1 puaiall 52 sa dpaal e ST (o

b) Emphasize the importance of the el Jie Al AW el Y
quality of the item you are selling rather 5L on Y ﬁuj j::“‘“‘“:if;i‘j ((GJ
than pointing out other qualities of it ’ ’ T o2l e 4l d)ﬂ;}” il
such as price

c) Summarize the deal in groups of three

d) Emphasize the importance of the price
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of the item you are selling rather than
pointing out other qualities of it such as

quality
4.) Of the following, what closing technique o patlly o pil) s (A BAEVI A (a Le ¢ L Lo (4
allows the associate to act as if the il eledY ot e puall Jadlly ollac] 3 Jraad) o) S LS
customer has already given them the go- &) 3-2-1 (i
ahead to wrap up the deal? sasall (e (o
a) 1-2-3 Close G iy Juadl (2
b) Quality Close 2l Y G (2

c) Best Time Close
d) Assumptive Close

5.) What is not one of the most important 3 e Jranll e 483001 e Bliall Gl aal e Gl e (5
reasons for maintaining a relationship with P el
the customer once the call has ended? slSe 5 0e e Jgeanlly oll prany 38 Gl WLl (

a) Doing so could allow you to get a raise el ) S i ) el Bl o5 8 (G
or bonus aliaal jlal e draall g ) llly oLl a5 8 (g

eI o 2y 3all ) 525 38 Lae ¢ clic ailile

2 ok al Al daandl paais ) lly aldl) (g2 8 (2
Jiea die 5 EAY Jlayl 53 gae e

b) Doing so could encourage a repeat
customer

¢) Doing so could encourage the
customer to tell their friends and family
about you, which could result in more
business

d) Doing so could encourage an
undecided prospect to call back later on
and make a deal

6.) Maintaining a relationship with who, is not foae 03 all (e e A83le e Bliall (6
necessarily important? Le Jaills @l Ma e (I
a) A current customer. You already have aula e Jiale (@
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their business
b) An indecisive caller
c) Someone who says they are not
interested but have friends that are
d) None of these

7.) How soon after a sale should an associate
communicate with the customer?
a) Promptly
b) Two weeks
c¢) One month
d) Annually

8.) What is an example of a question that an
associate would not ask a customer during
the after sale follow-up conversation?

a) Are you sure you made the right
choice?

b) Is the product working well for you?

c) Are you satisfied with the level of
service we provided?

d) Is there anything else we can help you
with?

9.) According to this module, what can give
you that free time to spend with those you
love?

a) Assuming a sale is complete
b) Quality time
c) Closing more sales

slaal 4l (Sl aige e 4l Jsb padd (7
sV e i Y (2

faad) amy Jaaall JuaiW) o M) e oy e (7
oAl e (i
O sl (2
Lsiw (2

el Jraad) e Jae 3l 4n 5k ¥ s e JUe 2 e (8
Sl day Lo dajlie dalas

Sl )l 383 Gl e Sl e o (]
fell dilly an IS Jay sl b (2
flaliesi ) st s s e oy <l b (g
94y line e LiSay Jal o ol llia Ja (o

G 1Al elaiay o Sy A La ¢ 3as gl 03] g (9
(.I ."C),Qc,q ~.."-

Bagadl g (2
Slaall e 2540 332 (@

G Lan o Y (2
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10.)

d) None of the above

Maintaining a positive relationship
with
telephone sales representative.
a) The boss
b) The caller
c) AandB
d) Neither A nor B

is important to the

oo Alad B3le e Llial (10
il Cilrgie il

ol (]

Jaaiall (<

<5z

= \j} i Y (.J
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