Chapter 11

Creating the Consultative

Sales Presentation

True/False

1. Note taking is necessary in every sales presentation.

F
278

2. An informative presentation is one type of need-satisfaction presentation.

T
281

3. Tom Reilly, author of Value-Added Selling, says, “Value-added salespeople sell three things: the product, the company, and themselves.”

T
279

4. The question, “Do you use spreadsheet software?” is an example of a probing question.

F
271

5. Research indicates that appeals made at the beginning or end of a presentation are more effective than those given in the middle.

T
284

6.  Consultative selling focuses on identification of the customer’s problem and finding a solution.

T
265

7. Paraphrasing the customer’s meaning is an attempt to repeat the same words used by the customer.

F
278

8. Need identification begins during the approach, if the salesperson uses a survey during the initial contact with the customer.

T
266

9. Customer service provides little opportunity to add value.

F
286

10. The persuasive presentation, when handled properly, does not trigger fear or distrust.

T
282

11. A well-prepared salesperson will not find it necessary to recommend that a prospect purchase a product from another source.

F
280

12. Probing questions help you to uncover and clarify the prospect’s buying problem and the circumstances surrounding the problem.

T
271

13. “Would this computer software meet your current business needs?” is an example of a confirmation question.

T
272

14. A commonly-used tactic to transition from the approach to the presentation is to restate the purpose of the sales call.

T
265

15. In a single sales call or a multicall situation, the salesperson should always plan to go through all four parts of the Consultative Sales Presentation Guide during the initial contact.

F
268

Multiple Choice

Select the response that best answers the question or completes the statement.

16. Japanese business etiquette dictates that _______.

a. the individual is more important than the group.

b. aggressive sales techniques be employed.

c. business cards be exchanged and then placed in the pocket.

d. the use of first names not take place until an invitation to do so is extended.   * 283

17. _______ is the process of sending back to the prospect what you as a listener think the person meant, both in terms of content and in terms of feelings.

a. Surveying

b. Probing

c. Active listening   * 276

d. Configuring a solution

18. A major reason for using summary confirmation questions is to clarify and confirm:

a. a benefit.

b. a need.

c. the customer’s perception of your product.

d. the customer’s several buying conditions.   * 273

19. Which type of questions help the salesperson discover facts about the buyer’s existing situation, and are often the first step in the partnership-building process?

a. General survey questions.   * 270

b. Open questions.

c. Closed questions.

d. Confirmation questions.

20. As a general rule, we can close more sales by:

a. increasing the amount of time we spend telling customers about product features.

b. decreasing the time allocated to active listening.

c. decreasing the amount of detail in the sales presentation.

d. using confirmation questions to determine if we are on the right track.   * 272-273

21. Sometimes used in conjunction with company supplied forms, these types of questions are often used in service, retail, wholesale, and manufacturing selling:

a. preplanned questions.   * 271

b. problem questions.

c. implication questions.

d. organization questions.

22. The dimensions of need discovery include all of the following EXCEPT:

a. asking appropriate questions.

b. listening and acknowledging customer response.

c. configuring a solution.   * 268

d. establishing a buying motive.

23. Trish asks her customer, “Who do you buy your supplies from now?”  Which type of question is this? 

a. Survey.   * 270

b. Probing.

c. Confirmation.

d. Need-satisfaction.

24. In the field of personal selling, persuasion:

a. does not belong in a consultative style sales presentation.

b. will offend many customers who want to make up their own mind.

c. seldom achieves the goal of closing the sale.

d. is an acceptable strategy once a need has been identified and a suitable product has been selected.   * 282

25. Which of the following is NOT one of the parts of the Consultative Sales Presentation Guide?

a.  Strategic planning.  * 266

b. Need discovery.

c. Need satisfaction.

d. Servicing the sale.

26. Words or phrases that suggest pictorial relationships between objects and ideas are called:

a. metaphors.   * 284

b. abstract expressions.

c. conjunctions.

d. modifiers.

27. Yvette has been told by her sales manager that she should use more “figurative language” during her sales presentations.  Yvette should increase her use of:

a. emotional link

b. bridge statements

c. persuasive words

d. metaphors   * 284

28. Of the principles listed below, the best principle to follow to make your presentations effective is to:

a. be technical; show the prospect your knowledge of the product

b. keep it simple and straightforward   * 286

c. emphasize your product’s features

d. only use information-gathering questions

29. An example of a probing question would be:

a. “What amount of time do you currently spend on the telephone?”

b. “What type of security system do you currently use?”

c. “Would a 20 percent reduction in turn-around time improve your profit picture?”

* 271

d. “Would you like me to write up the order?”

30. A major reason for asking survey questions is to:

a. find out if the customer possesses a view point that may serve as a barrier to closing a sale.

b. find out if your message is getting through.

c. collect basic facts about the buyer’s existing situation and problem.   * 270

d. qualify the prospect.

Completion

31. Neil Rackham is the author of the book entitled _______ _______.

Spin Selling   272

32. _______ presentations emphasize factual information that is often taken from technical reports and company-prepared sales literature.

Informative   281-282

33. _______ presentations are sometimes a dimension of service after the sale.

Reminder   282

34. If a salesperson asks, “How do you feel about using a computer to keep your expense records?,” he or she is using a _______ question.

probing   271-272

35. _______ questions help us to determine if there is mutual understanding of the problems and circumstances the customer is experiencing.

Confirmation   272

Short Answer 

36. List and discuss the four major parts of the Consultative Sales Presentation Guide.   

266-268

1. Need discovery.  Salespeople who skillfully diagnose customer needs are in a better position to select the most suitable product.

2. Selection of the solution.  Product selection is the key to maximum customer satisfaction.

3. Need satisfaction.  This step can be achieved through informing, persuading, or reminding.

4. Servicing the sale.  This step is necessary to ensure maximum satisfaction which results in repeat business and referrals.

37. List and describe the four most common types of questions used in the field of personal selling.   269-274

1. Survey questions—gather certain basic facts about the buyer’s existing situation and problem.  General survey questions help the salesperson discover facts about the buyer’s existing situation, and are often the first step in the partnership-building process.  Specific survey questions are designed to give prospects a chance to describe in more detail a problem, issue, or dissatisfaction from their point of view.

2. Probing questions—are designed to uncover and clarify the prospect’s buying problem and the circumstances surrounding the problem.

3. Confirmation questions—are used throughout the sales process to verify the accuracy and assure a mutual understanding of information exchanged by the salesperson and the buyer.

4. Need-Satisfaction questions—are designed to move the sales process toward commitment and action.

Matching 

For each descriptive phrase or statement in Group A, select the most appropriate answer from the items listed in Group B.

Group A
38. Using the question, “How much do you spend on long-distance calls each month?”

A   266-267

39. Helping the customer view change in a positive and realistic way.

E   284

40. Using general probing questions.

A   271

41. Using highly persuasive techniques before a need is established.

F   282

42. Matching specific benefits with buying motives.

C   279

43. Asking a question such as “What are your current investment objectives?”

A   270

44. Using the strongest selling appeal in the middle of the presentation.

F   284

45. Paying special attention to the practice of active listening.

A   276

46. Recommending another source to the prospect.

C   280

47. In certain situations, recommending a product at the beginning of the sales presentation by using the product approach.

C   280

48. Using a question such as, “You want the noise filtration feature, is that correct?”

A   272-273

49. Taking notes.

A   278

50. Using a story to focus the customer’s attention.

E   284

51. Developing a good uniform solution for all customers, regardless of their buying motives.

D   280

52. Using a Need Discovery Worksheet.

A   271

Group B

A. Appropriate need discovery

B. Inappropriate need discovery

C. Appropriate selection of solution

D. Inappropriate selection of solution

E. Appropriate need-satisfaction presentation

F. Inappropriate need-satisfaction presentation

1
82

