Chapter 4

Communication Styles:

Managing Selling Relationships

True/False

1. The psychological continuum and the sociability continuum are combined to form the communication-style model.

F
83

2. Communication style is based on a combination of hereditary and environmental factors.

T
82

3. Emotive customers are frank, demanding, serious and opinionated.

F
89

4. The zones in the communication-style model might be thought of as “intensity zones.”

T
97

5. Tone of voice can be a clue to identifying a customer’s communication style.

T
100

6. Adapting to the customer’s preferred communication style can enhance sales performance.

T
96

7. Canada is more a formal country than the U.S., and salespersons are less likely to get on a first-name basis.

T
99

8. A customer high in sociability tends to communicate in an ordered and measured manner.

F
85

9. In a selling situation, the Reflective customer wants plenty of facts presented as rapidly as possible.

F
92

10. Communication style is an important aspect of our personality.

T
80

11. If the prospect’s most preferred communication style is reflective, the salesperson should avoid actions that are too informal.

T
100

12. Persons who fall into zone two display their unique behavior characteristics with less intensity than in zone one.

F
98

13. Sociability reflects the amount of control we exert over our emotional expressiveness.

T
85

14. If your customer’s most preferred communication style is Director, you should keep the relationship as businesslike as possible.

T
100

15. Style flexing is the deliberate attempt to accommodate the needs of your customer.

T
100

Multiple Choice

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

16. Which of the following statements regarding communications-style bias is true?

a. Communication-style bias is quite rare.

b. It is often difficult to explain the symptoms that accompany communication-style bias.   * 81

c. Communication-style bias is commonly understood in our society.

d. Communication-style bias will not surface between two people with the same communication style.

17. Our individual communication style is _______.

a. formed during the first year of our life

b. formed before we enter elementary school   * 82

c. constantly changing throughout life

d. based on environmental factors, not heredity

18. Steven Ballmer, CEO of Microsoft, was known as a very demanding executive during his early years with the company and displayed the _______ communication style.

a. emotive

b. reflective

c. supportive

d. director   * 97

19. A customer who is high in dominance tends to _______.

a. display an eagerness to agree quickly

b. like to control things   * 84

c. be overly cooperative

d. curb the desire to initiate demands

20. A customer who combines low dominance and high sociability displays the _______ style. 

a. emotive

b. director

c. reflective

d. supportive   * 92

21. A customer who takes the social initiative in most cases and expresses emotions openly is displaying characteristics of the _______ style.

a. director

b. reflective

c. emotive   * 88

d. supportive

22. A customer who displays the reflective communication style can accurately be described as

a. reserved   * 91

b. sensitive

c. sociable

d. frank

23. The words “aloof” and “stuffy” describe the _______ side of the _______ style.

a. mature; reflective

b. mature; supportive

c. immature; supportive

d. immature; reflective   * 96

24. When we move into the excess zone, all but which one of the following usually happens?

a. Style flexing decreases.

b. Our strengths tend to become weaknesses.

c. We say and do things that threaten interpersonal relations.

d. Style flexing increases.   * 98

25. When a Reflective salesperson moves into the excess zone, he or she is apt to:

a. express highly emotional opinions.

b. become extremely competitive.

c. avoid making decisions.   * 99

d. agree with everyone.

26. Communication-style bias is most likely to occur when salespeople _____.

a. from diverse parts of the country meet and have difficulty understanding each other’s dialects

b. have different ranges of vocabulary

c. lack a grasp of social etiquette

d. have contact with another person whose communication style is different than their own   * 81

27. All of the following are major principles supporting communication style theory EXCEPT:

a. individual differences exist and are important.

b. the most successful business and social relationships are those between identical styles.   * 82

c. there is a finite number of communication styles.

d. individual style differences tend to be stable.

28. Which of the following is an accurate statement regarding the communication-style model?

a. It is based on three important dimensions of human behavior.

b. It is composed of four distinct quadrants, each representing a major communication style.   * 86

c. It reflects research conducted in the late 1970s.

d. It is composed of six distinct quadrants, each representing a major dimension of human behavior.

29. A customer who is low in dominance would most likely be _______.

a. cooperative   * 84

b. decisive

c. talkative

d. hurried

30. The scale designed to measure the amount of control we exert over our emotional expressiveness is the:

a. emotional index

b. sensitive scale

c. excess zone

d. sociability continuum   * 85

31. Which style flexing technique is most appropriate for a salesperson to use in the presence of an emotive customer?

a. Decrease your assertiveness.

b. Provide support for the customer’s opinions and ideas.   * 100

c. Avoid too much informality.

d. Avoid an open display of enthusiasm.

32. When doing business in Canada, a U.S. salesperson:

a. can assume business practices are the same in the two countries.

b. can assume a less formal business climate.

c. should expect to do business in the French language in the Quebec province.   * 99

d. should carry business cards printed in French only.

33. The combination of high dominance and low sociability defines a style known as:

a. director.   * 89

b. emotive.

c. supportive.

d. reflective.

34. Zone one, zone two and the excess zone are used to describe which dimension of our communication styles?

a. maturity

b. intensity   * 97

c. predictability

d. flexibility

35. The combination of low dominance and low sociability defines a communication style known as _______.

a. emotive

b. director

c. supportive   

d. reflective
*91

Completion

36. Knowing and applying communication styles in selling enables you to _______ the relationship.

manage   83

37. _______ can be defined as the tendency to control or prevail over others.

Dominance   84

38. The _______ communication style combines high sociability and high dominance.

emotive   86

39. _______ _______ is communicating in a way more readily understood by and more agreeable to persons of another communication style.

Style flexing   100

40. The words “reserved,” “warm,” and “compliant” describe the _______ style.

supportive   93

Short Answer

41. The theory of behavioral- or communication-style bias is based on a number of underlying principles. List the principles.   82

1. Individual differences exist and are important.

2. Individual style differences tend to be stable.

3. There is a finite number of styles.

4. It is necessary to get in sync with the communication styles of the people you work with.

5. A communication style is a way of thinking and behaving.

42. Describe the difference between low dominance and high dominance.   84

Low dominance describes people who tend to be quite cooperative and let others control things.  They tend to be low in assertiveness.  Supportive, reserved, accommodating, and quiet describes these people.  

High dominance refers to people who tend to like to control things and frequently initiate demands.  They tend to be more aggressive in dealing with others.  Competitive, decisive, demanding, and bold describe these people.

Matching

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

Group A 

43. Unstructured.

A   89

44. Precise.

C   92

45. Sociable.

A   89

46. Opinionated.

B   90

47. Passive.

D   93

48. Bold.

B   90

49. Compliant.

D   93

50. Excitable.

A   89

51. Disciplined.

C   92

52. Demanding.

B   90

53. Patient.

D   93

54. Scientific.

C   92

55. Dynamic.

A   89

56. Frank.

B   90

57. Deliberate.

C   92

58. Sometimes tries too hard to promote own point of view.

A   98

59. In the excess zone, may become outspoken to the point of being offensive.

A   98

60. In the excess zone, may become dictatorial.

B   99

61. In the excess zone, may be overly interested in details.

C   99

62. In the excess zone, may agree with everyone.

D   99

Group B

A. Emotive

B. Director

C. Reflective

D. Supportive
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