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Section 1	Multiple Choice Questions 
(1 mark each – 30 marks in total)



A problem facing the timber industry is the absence of any effective way to prove that rain forest timber was legally logged from places like Indonesia, where as much as 80 percent is the product of illegal logging. Companies such as The Home Depot do not want to sell timber from illegally logged forests even though the demand is great for timber from rain forests.

	Refer to Timber Industry. Why will exchanges between The Home Depot and companies that are selling illegally logged timber not occur?
	a.
	One party believes it is inappropriate to deal with the other party.

	b.
	Only one party is free to accept the exchange offer.

	c.
	Neither party has something of value to bring to the exchange.

	d.
	Neither party sees the exchange as producing value.




ANS:	A
For an exchange to occur, two or more parties must be involved. Both parties are free to accept or reject the exchange. If The Home Depot believes the timber was illegally logged, then it will not want to deal with the loggers.

PTS:	1	DIF:	Application	REF:	p. 4	OBJ:	1
BLM:	Higher order

Refer to Timber Industry. Indonesian logging companies harvest the rain forests for timber and assume that a market exists for their products. What type of orientation does the typical Indonesian logging company have?
	a.
	sales

	b.
	production

	c.
	exchange

	d.
	product




ANS:	B
The logging companies do not focus on the needs and desires of the marketplace.

PTS:	1	DIF:	Application	REF:	p. 5	OBJ:	2
BLM:	Remember

	Refer to Timber Industry. To prove an interest in preserving rain forests, two Indonesian logging companies have developed a bar coding system, which proves the timber was legally acquired. This focus on customers’ needs indicates what type of orientation?
	a.
	supplier

	b.
	sales

	c.
	production

	d.
	marketing




ANS:	D	PTS:	1	DIF:	Application	REF:	p. 6
OBJ:	2	BLM:	Higher order


Fujifilm Computer Products has improved the efficiency and productivity of its plant, which manufactures printing technology. For the new fiscal year, the company projects a production increase of 25 percent, and has instructed its sales force to aggressively distribute and promote the product. The CEO is sure that the market will absorb more product if the sales force is determined and assertive.

Refer to Fujifilm Computer Products. What sort of orientation does Fujifilm appear to have?
	a.
	sales

	b.
	customer

	c.
	production

	d.
	marketing




ANS:	A
A sales orientation is based on the belief that customers resist buying items that are not essential, and that people will buy more goods and services if aggressive sales techniques are used.

PTS:	1	DIF:	Application	REF:	p. 5	OBJ:	2
BLM:	Higher order

Refer to Fujifilm Computer Products. Which of the following BEST describes FujiFilm?
	a.
	It is in the business of satisfying customers.

	b.
	It directs its products to specific groups of people.

	c.
	It seeks its goals primarily through the use of intensive promotion.

	d.
	It profits through customer satisfaction.




ANS:	C
FujiFilm definitely has a sales orientation. See Review Learning Objective 3 for a table showing the differences between a market orientation and a sales orientation.

PTS:	1	DIF:	Application	REF:	p. 13	OBJ:	3
BLM:	Higher order

Rose is a telephone order taker for Brylane, a catalogue retailer of furnishings for bedrooms and baths. A customer called and asked if the sea green in a bedspread that she had purchased matched the green in a lamp that was being offered in the newest Brylane catalogue. Rose got the potential customer’s phone number, went out to the warehouse, located the items, determined they did not match, and called the potential customer to tell her that information.

Refer to Brylane. Which orientation did Rose show?
	a.
	production

	b.
	market

	c.
	societal

	d.
	sales




ANS:	B
A market-oriented philosophy is based on the consumer’s wants and needs, and the dealer satisfied these needs by providing excellent customer service,

PTS:	1	DIF:	Application	REF:	p. 6	OBJ:	2
BLM:	Higher order


	Refer to Brylane. What was the most likely result of Rose’s efforts?
	a.
	management empowerment

	b.
	customer satisfaction

	c.
	transactional marketing

	d.
	retailer-customer synergy




ANS:	B	PTS:	1	DIF:	Application	REF:	p. 9
OBJ:	3	BLM:	Higher order

Jacques Torres Chocolate is a factory and retail store in St. Boniface. Its owner is willing to try to produce new products when his customers suggest them—such as chili pepper–laced chocolate candy. His only condition is that when he adds new products, his customers have the final say on whether the product is of any value. According to Torres, “If something doesn’t move, that’s the last time you see it.”

Refer to Jacques Torres Chocolate. By focusing on customers’ wants, what type of orientation does the company show?
	a.
	production

	b.
	product

	c.
	market

	d.
	sales




ANS:	C
Torres understands that a sale occurs because a customer makes a decision to buy.

PTS:	1	DIF:	Application	REF:	p. 6	OBJ:	2
BLM:	Higher order

	Refer to Jacques Torres Chocolate. What is the primary goal of Jacques Torres Chocolate?
	a.
	to make a profit while providing customer satisfaction

	b.
	to achieve profitability through sales volume

	c.
	to convince potential customers to buy

	d.
	to build exchange relationships with its stakeholders




ANS:	A	PTS:	1	DIF:	Application	REF:	p. 13
OBJ:	3	BLM:	Higher order

	Refer to Jacques Torres Chocolate. What marketing tools does the organization use to achieve its goals?
	a.
	aggressive promotion

	b.
	the marketing mix

	c.
	advertising and personal selling only

	d.
	production, promotion, and pricing




ANS:	B
Jacques Torres Chocolate has a market orientation. A company with a market orientation has to make decisions in all four areas of the marketing mix.

PTS:	1	DIF:	Application	REF:	p. 13	OBJ:	3
BLM:	Higher order


	Refer to Jacques Torres Chocolate. Which of the following BEST describes the company?
	a.
	It seeks its goals primarily through the use of intensive promotion.

	b.
	It profits through customer satisfaction.

	c.
	It has an inward focus on the organization’s needs.

	d.
	It is in the business of selling chocolate.




ANS:	B	PTS:	1	DIF:	Application	REF:	p. 13
OBJ:	3	BLM:	Higher order

Shoppers at an Ingles supermarket can request Smart Partner cards. Before their purchases are rung up at the checkout, customers give the cards to the checkout person, who swipes the cards. Then a percentage of the amount of money each shopper spent is given to a school the customer has chosen. The more money customers spend, the larger the donation to local educational institutions.

Refer to Ingles Supermarket. Ingles uses the Smart Partner cards as a part of which of the following?
	a.
	its retailer-customer synergy

	b.
	its commitment selling

	c.
	its transaction marketing

	d.
	its relationship marketing




ANS:	D
The strategy that entails forging long-term partnerships with customers is called relationship marketing.

PTS:	1	DIF:	Application	REF:	p. 10	OBJ:	3
BLM:	Higher order

Refer to Ingles Supermarket. By instituting the Smart Partner program to help local schools, what type of orientation has Ingles shown?
	a.
	production

	b.
	sales

	c.
	societal marketing

	d.
	philanthropic




ANS:	C	PTS:	1	DIF:	Application	REF:	p. 7
OBJ:	2	BLM:	Higher order


When planning a funeral, the most expensive item typically is the casket. Funeral homes commonly show customers only three caskets, with people almost invariably choosing the middle-priced one, which tend to cost around $2,200. Many funeral directors describe the lowest-priced model as the “welfare” casket although it is just as serviceable as the more expensive ones.

	Refer to Funeral Caskets. Some funeral directors actually paint less expensive caskets ugly colours to lessen the probability they will be purchased. What type of orientation do these funeral directors have?
	a.
	societal marketing

	b.
	social

	c.
	sales

	d.
	production




ANS:	C
This example describes a business that is not customer focused and is not interesting in relationship marketing.

PTS:	1	DIF:	Application	REF:	p. 5	OBJ:	2
BLM:	Higher order

	Refer to Funeral Caskets. What should a retail casket outlet that wishes to offer customer value do?
	a.
	provide customers with only a few choices and a minimum of information on what services and caskets are available

	b.
	use aggressive marketing techniques to sell pre-burial plans

	c.
	tell customers that funeral homes like having competition

	d.
	charge $300 for a pine casket instead of the inflated price of $1,000 charged by many funeral homes




ANS:	D
A business interested in offering customer value should give customers more than they expect.

PTS:	1	DIF:	Application	REF:	p. 8	OBJ:	3
BLM:	Higher order

Dofasco, Inc. is a Canadian steel manufacturer. According to its CEO, “People can make a phenomenal difference if you stop telling them to come to work, put their brains in a box, and do whatever the supervisor says. We let our employees work in teams.”

	Refer to Dofasco, Inc. This quote implies that, by using teamwork, Dofasco does which of the following?
	a.
	operates using a production orientation

	b.
	provides its customer with a high level of satisfaction

	c.
	has a high employee turnover rate

	d.
	has a sales orientation




ANS:	B
Teamwork is one way that a company with a market orientation creates customer satisfaction.

PTS:	1	DIF:	Application	REF:	p. 11	OBJ:	3
BLM:	Higher order

	Refer to Dofasco, Inc. How does teamwork benefit Dofasco?
	a.
	by enhancing employee performance

	b.
	by creating managerial entropy

	c.
	by refining the definition of customer value

	d.
	by doing away with the need for empowerment




ANS:	A
Enhanced employee performance leads to improved customer satisfaction.

PTS:	1	DIF:	Application	REF:	p. 11	OBJ:	3
BLM:	Higher order
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