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1.
A large quick-serve restaurant supply business that advertises for new employees to drive delivery vehicles has the right to establish a(n) __________ for the job.
A.
unequal compensation plan 
C.
gender specification 
B.
age requirement 
D.
nationality criterion 

 2.
What is the main purpose of restaurant health and sanitation laws?
A.
To enforce building codes 
C.
To guarantee food safety 
B.
To establish cooking times 
D.
To regulate cleaning methods

 3.
What advantage do distribution channel members in the quick-serve restaurant industry have in using satellite technology?  
A.
Ensures accurate order processing 
C.
Offers real-time shipment tracking 
B.
Increases manufacturing outputs 
D.
Provides transportation flexibility  

 4.
Packaging a food product in a biodegradable or recyclable container is one way a sandwich shop can participate in the ethical concept of
A.
international marketing. 
C.
social awareness.
B.
consumer protection. 
D.
green marketing. 

 5.
Which of the following is a product factor that might influence a restaurant-supply company to use an indirect channel of distribution:
A.
Seasonal appeal 
C.
Long shelf life 
B.
Short production time 
D.
Limited buyer interest 

 6.
Which of the following is a criterion that some chains of hamburger restaurants might use to evaluate channel members:
A.
Marketing plan 
C.
Management style 
B.
Shipping method 
D.
Return policy

 7.
One reason food vendors often use note cards when making oral presentations to quick-serve restaurant managers is because the cards help them to
A.
remember key points. 
C.
write down questions. 
B.
look important. 
D.
memorize the data. 

 8.
One of the purposes of a complex written report is to __________ information.
A.
arrange 
C.
interpret
B.
publicize 
D.
collect 

 9.
It is important for a buffet-style restaurant to have enough staff to bus tables so that
A.
seating charts can be arranged for the wait staff. 
B.
the line cook knows what menu items to prepare for customers. 
C.
seating is available for the customers. 
D.
the customers do not need to ask questions about the menu. 

10.
An important factor in building positive customer relations is to give customers
A.
fair and equal treatment.  
C.
benefits based on who they are. 
B.
the promise of satisfaction. 
D.
a business-oriented approach.

11.
Joseph, a quick-serve restaurant employee who has been trained to handle difficult customers, is approached by a customer who is argumentative, complaining, and insulting. What type of difficult customer has approached him?
A.
Dishonest 
C.
Suspicious
B.
Disagreeable
D.
Indecisive 

12.
It is important for quick-serve restaurant managers to develop a delivery schedule with suppliers so that
A.
the managers can pay the transportation company when the delivery arrives.
B.
local heath departments can be notified to inspect product quality.
C.
appropriate time can be allocated to verify the accuracy of the order.
D.
the restaurants can contact the suppliers for additional supplies if they are needed.

13.
Quick-serve restaurants usually store perishable products, such as meat, dairy items, and fruit, in which of the following types of storage facilities:
A.
Ordinary warehouses 
C.
Cold storage 
B.
Bulk storage  
D.
Commodity warehouses

14.
In order to preserve freshness and quality, quick-serve restaurants store dry goods in
A.
stainless steel cartons. 
C.
upright freezers. 
B.
unsealed plastic bags.  
D.
airtight containers. 

15.
Quick-serve restaurants first check the expiration dates on various food products during the __________ process.
A.
preparation 
C.
cooking 
B.
inspection  
D.
serving 

16.
Quick-serve restaurants often develop some type of food and beverage requisition system to __________ those items.
A.
reduce the cost of 
C.
accept delivery of
B.
limit access to 
D.
prepare space for

17.
Which of the following is affected by consumers' decisions to buy or not to buy:
A.
Health of economy 
C.
Level of government 
B.
Condition of society 
D.
State of democracy

18.
If the weather causes severe damage to fruit trees in the South, fruit prices will probably
A.
decrease. 
C.
increase.
B.
decrease, then increase. 
D.
remain the same. 

19.
Individuals and businesses in a private enterprise economy are free to
A.
purchase any type of product that is available. 
C.
stop others from using their private property. 
B.
abuse the private property of others. 
D.
sell specialized services without a license. 

20.
Burger King and McDonald's are examples of
A.
dissimilar firms. 
C.
direct competitors.
B.
unrelated businesses. 
D.
natural monopolies. 

21.
Making the best use of resources in the production of goods and services is known as
A.
specialization. 
C.
productivity.
B.
division of labor. 
D.
competitive advantage. 

22.
Manager-trainees at a local quick-serve restaurant spend two weeks working at each work station—the grill, the cash register, and the drive-thru. This is an example of job
A.
rotation. 
C.
enrichment. 
B.
enlargement. 
D.
satisfaction.

23.
During which business-cycle phase are business closings quite common?
A.
Expansion 
C.
Peak
B.
Recovery 
D.
Trough 

24.
Ben and Tasha are coworkers who are applying for the same supervisory position at Joe's Pizza Shop and now they are not speaking to each other. The reason for the conflict is
A.
exclusion. 
C.
authority. 
B.
unclear boundaries. 
D.
unclear expectations. 

25.
Which of the following is one way that coffee shop employees can relieve work-related stress:
A.
Ignore the problem 
C.
Exercise regularly 
B.
Vacation frequently 
D.
Strive for perfection

26.
Which of the following should a quick-serve restaurant manager create in order to encourage team building:
A.
Resistance to change 
C.
Sense of control
B.
Line of authority 
D.
Climate of trust 

27.
Adaptability often involves seeking alternative ways of approaching a situation, or developing ____________ plans.
A.
open 
C.
contingency 
B.
corrective 
D.
external 

28.
Which of the following do not make regular use of the accounting information of a quick-serve restaurant chain:
A.
Customers 
C.
Creditors
B.
Managers 
D.
Investors

29.
Calculate a quick serve restaurant's monthly cash payments if it has rent of $600, utility costs of $150, salaries of $2,400, cost of goods sold of $4,750, miscellaneous expenses of $550, and inventory worth $1,200.
A.
$8,450 
C.
$9,250
B.
$8,150  
D.
$9,650

30.
Marginal revenue for a quick-serve restaurant is determined by
A.
calculating the change in total revenue. 
B.
dividing the change in total revenue by the marginal product. 
C.
subtracting fixed and variable costs from total revenue. 
D.
multiplying marginal product by total variable costs. 

31.
If an ice cream shop's financial records show that the shop earned a 20% profit on $75,000 in sales, how much did the firm make in net profit?
A.
$12,000 
C.
$20,000 
B.
$15,000 
D.
$18,000 

32.
What do cafeterias need to add to the price of a customer's meal and report to the government?
A.
Sales tax 
C.
Labor rates 
B.
Net profit 
D.
Food costs 

33.
What is the total amount of cash outflow if a restaurant-supply distributor buys $8,500 worth of cooking utensils for resale this month and negotiates with the vendor to pay 65% of that amount in 60 days?
A.
$2,975  
C.
$5,100
B.
$2,550 
D.
$5,525

34.
Which two items in a quick-serve restaurant usually have the highest profit margin?
A.
Hamburgers and milk shakes 
C.
Ice cream and soft drinks 
B.
Milk shakes and French fries 
D.
French fries and soft drinks 

35.
Why do quick-serve restaurant chains often maintain several different personnel files for each employee?
A.
To be prepared for an emergency 
C.
To organize general information
B.
To make record keeping easier 
D.
To protect employees' privacy

36.
Training that is conducted for the quick-serve restaurant chain, on a contractual basis, by professional consultants, educational agencies, or trade and professional organizations is known as __________ training.
A.
group 
C.
external 
B.
internal 
D.
on-the-job

37.
The amount of income tax that a quick-serve restaurant withholds from an employee's paycheck depends on the employee's pay rate as well as the employee's
A.
assets. 
C.
residency. 
B.
gender. 
D.
liabilities. 

38.
To protect the integrity of the marketing information they gather, quick-serve restaurant supply businesses should avoid
A.
working with a publisher. 
C.
surveying a lot of people. 
B.
paying for the data. 
D.
manipulating the research. 

39.
Which of the following is an important aspect to consider when a pizza restaurant begins to assess its marketing information needs:
A.
Technology 
C.
Production 
B.
Government 
D.
Competition 

40.
When developing a marketing-information management system, sandwich shop chains consider which employees will have access to the system because it often contains 
A.
confidential information. 
C.
marketing data. 
B.
general statistics. 
D.
professional objectives. 

41.
Marketing research can affect the sandwich shop's marketing mix by providing information about what competitors charge for their goods and services, which will influence the __________ decision.
A.
promotion  
C.
place  
B.
price 
D.
product 

42.
Why do many quick-serve restaurants send questionnaires and direct-mail surveys to customers?
A.
To collect marketing information 
C.
To advertise new menu items  
B.
To experiment with research methods
D.
To organize data in a usable format

43.
Which marketing function helps restaurant-supply companies forecast how much will be sold in a given period?
A.
Risk management  
C.
Promotion
B.
Marketing-information management
D.
Distribution  

44.
What is the relationship between the elements of the marketing mix and marketing strategies?
A.
Development of effective marketing strategies requires consideration of the marketing mix elements. 
B.
The marketing mix elements enable marketers to change marketing strategies frequently.
C.
The marketing mix elements enable marketers to avoid changing marketing strategies.
D.
Marketing strategies cannot be developed until the marketing mix elements are developed and implemented. 

45.
Markets are composed of people with unfulfilled desires who are willing and able to
A.
choose products. 
C.
go shopping.
B.
change habits. 
D.
spend money. 

46.
When analyzing market potential, quick-serve restaurant chains often look at consumer psychographic factors, such as personality characteristics and
A.
gender. 
C.
income. 
B.
lifestyles. 
D.
occupation. 

47.
One of the benefits to a quick-serve restaurant chain of developing a marketing plan is that it allows the chain to
A.
identify its vendors. 
C.
prepare its advertising. 
B.
monitor its performance. 
D.
forecast its profits. 

48.
When assessing global trends and opportunities, an important factor that quick-serve restaurant chains usually consider is another country's
A.
stage of economic development. 
C.
ability to access the Internet. 
B.
type of physical geography. 
D.
reputation in the marketplace. 

49.
One reason why it is often important for ice-cream shops to conduct a competitive analysis is to identify
A.
future employees. 
C.
economic conditions. 
B.
potential vendors. 
D.
external threats. 

50.
Determine a pizza restaurant's sales forecast for the coming year based on the following information: Last year's sales were $500,000, which was 5% less than the previous year, and that trend is expected to continue.
A.
$475,000 
C.
$445,000 
B.
$450,000 
D.
$480,000

51.
What do sandwich shops develop to estimate the cost of performing marketing activities?
A.
Income statement 
C.
Balance sheet 
B.
Budget 
D.
Revenue 

52.
What is one reason why quick-serve restaurants conduct marketing audits?
A.
To account for funds 
C.
To target customers
B.
To identify problems  
D.
To review procedures

53.
Which of the following pieces of equipment would a buffet-style restaurant use to hold hot foods at the proper serving temperature:
A.
Convection ovens 
C.
Braising pans
B.
Steam tables 
D.
Storage racks

54.
Edward, an employee at Empire Pizza, was reaching for pizza cartons when a large sauce can fell off the shelf striking him on his head. Edward received bruises and a large bump on his forehead. What type of injury did Edward experience?
A.
Closed wound 
C.
Hernia
B.
Electric shock 
D.
Open wound

55.
A quick-serve restaurant posting "authorized employees only" signs to keep customers away from certain areas is an example of a
A.
personnel policy. 
C.
safety procedure. 
B.
service policy. 
D.
health procedure. 

56.
The purpose of the production process is to change resources into products that will be
A.
shipped to vendors. 
C.
bought by consumers.
B.
stored in warehouses. 
D.
packed in cartons.  

57.
A sandwich shop chain employee is processing a $6,750 invoice that lists terms of 3/10, n/30. What amount will an employee save the chain by paying the invoice within 10 days?
A.
$202.50 
C.
$267.50 
B.
$230.25 
D.
$218.00 

58.
Edmond's Restaurant Supply Company purchases a facility for $450,000 and obtains a mortgage with 7% interest to finance $400,000 of that amount. Calculate the amount the company can claim as a yearly tax deduction if it pays $2,330 in interest each month.
A.
$28,000 
C.
$27,960  
B.
$25,430 
D.
$31,500

59.
One way that some buffet-style restaurants are reducing bad-check losses is by obtaining the hardware and software needed to
A.
process checks electronically. 
C.
speed up the transaction. 
B.
make duplicate copies of each check. 
D.
access customers' bank accounts.

60.
The customers have gone, and Chris and Alex are closing their sub shop for the night at 10:00 p.m. Good safety and security measures for them to follow would be to
A.
empty trash into the dumpster and clean outside areas.
B.
approach anyone in the vicinity who looks suspicious. 
C.
have one person stay late to check doors and windows.
D.
lock all doors before completing housekeeping chores.

61.
To keep quick-serve restaurants clean and appealing for customers, managers require employees to conduct daily tasks such as
A.
laundering aprons. 
C.
wiping off tables and chairs. 
B.
changing light bulbs. 
D.
vacuuming tile floors.

62.
A cost-efficient way that quick-serve restaurant managers can reduce problems with rodents and insects is to
A.
have an exterminator spray the facility with pesticides once a week.
B.
develop a monthly cleaning schedule to eliminate contaminates.
C.
dispose of food waste and trash frequently throughout the day.
D.
emphasize the need for effective personal hygiene habits among employees.

63.
A step in choosing a goal is selecting a __________ for the goal.
A.
substitution 
C.
vague reason
B.
time limit 
D.
daily schedule

64.
The basic purpose of writing a letter of application concerning a job opening is to
A.
interest the employer in interviewing you.
B.
describe your job skills in detail.
C.
tell the employer how you found out about the job.
D.
provide the employer with your complete work history.

65.
New entrees and menu items are usually developed for quick-serve restaurant chains by a
A.
purchasing specialist. 
C.
server. 
B.
site manager. 
D.
chef. 

66.
The two, main quick-serve restaurant chains in one city agreed to charge the same low prices for similar menu items when a competing chain tried to enter the market. This is an example of price
A.
advertising. 
C.
lining.
B.
discrimination. 
D.
fixing. 

67.
What is the purpose of sales-oriented pricing objectives?
A.
To increase the return on investment 
C.
To increase the total amount of sales income 
B.
To create profits for the business 
D.
To guarantee the survival of the business 

68.
In an attempt to price competitively, a quick-serve restaurant decides to reduce the price of a menu item by 20%. The original price was $3.50. The new price would be
A.
$2.50. 
C.
$2.80.
B.
$2.75. 
D.
$3.00.

69.
Quick-serve restaurants that spend money to change or alter food items before selling them to their customers should include those expenses in which of the following:
A.
Report of gross profit 
C.
Final cost of product  
B.
Value of net sales 
D.
Cost of daily overhead

70.
Advertising efforts for a quick-serve restaurant supply item that is in the growth stage of the product life cycle usually focus on
A.
customer satisfaction. 
C.
alternative product uses. 
B.
product benefits. 
D.
low prices. 

71.
During the idea-generating process, a quick-serve restaurant supply business should first consider how the product would fulfill the __________ needs.
A.
business's 
C.
industry's 
B.
customers' 
D.
managers' 

72.
Which of the following is a process that quick-serve restaurant supply companies often establish in order to recognize new opportunities:
A.
Hiring market researchers 
C.
Reading government documents 
B.
Accessing local libraries 
D.
Searching web sites 

73.
An advantage in establishing product grades is  
A.
individuality. 
C.
affordability. 
B.
uniformity. 
D.
tangibility. 

74.
Domino's Pizza promised customers to deliver its pizzas within 30 minutes or the pizza would be free. Domino's primary purpose in offering this guarantee is to
A.
create an image for the company. 
C.
control delivery costs.
B.
guarantee product quality. 
D.
protect the producers and sellers.

75.
When a buffet-style restaurant employee is speaking with a customer about the customer's experience with the restaurant, what should the employee do?
A.
Listen actively 
C.
Agree with feedback 
B.
Provide input 
D.
Anticipate responses 

76.
Which of the following is a reason that a quick-serve restaurant would make changes to its menu options:
A.
To spread risk over a wider area
B.
To keep up with changing consumer preferences
C.
To predict the success of the changed menu 
D.
To make room for other menu items 

77.
Which of the following is an advantage to a quick-serve restaurant's customers of product bundling:
A.
High quality 
C.
Brand awareness 
B.
Discount pricing 
D.
Sales increases 

78.
In order for a sandwich shop to identify a menu item to provide its customers, there must be product
A.
distribution. 
C.
modification. 
B.
obsolescence. 
D.
demand. 

79.
Handling complaints, processing returns, and arranging for repair of quick-serve restaurant kitchen equipment are examples of __________ services.
A.
post-transaction 
C.
transaction 
B.
pretransaction 
D.
sales-transaction

80.
To ensure consistent results, quick-serve restaurant owners often establish quality control standards for tangible things such as food, facility appearance, and
A.
personnel. 
C.
feedback.
B.
service.  
D.
responsiveness.

81.
A sandwich shop that has an image of providing poor customer service is likely to
A.
attract customers. 
C.
end in failure.
B.
retain happy employees. 
D.
break even on costs.

82.
Which of the following should a quick-serve restaurant consider when planning the amount of stock to keep on hand to prepare menu items:
A.
Prices offered by different vendors
B.
Number of portions a specific product will yield
C.
Amount of space needed to unpack each product
D.
Recommended temperature for storing

83.
Calculate the quantity of hamburger patties that a restaurant should purchase for use next week based on the following information: 150 patties currently in stock, 425 servings estimated, 2 patties per serving, and 16 patties expected to be wasted.
A.
575 
C.
684
B.
716
D.
259 

84.
What should buffet-style restaurants consider when planning the quantity of food items to order?
A.
Calories per serving 
C.
Weight after cooking 
B.
Type of containers 
D.
Nutritional value of ingredients

85.
Which of the following is a specific criticism of product promotion:
A.
It's easily measurable. 
C.
It does not add value to the product. 
B.
It stirs up unnecessary debates. 
D.
It's inexpensive. 

86.
When a quick-serve restaurant develops an advertisement that presents a woman in a traditional female role, it is reinforcing the concept of
A.
age discrimination. 
C.
stereotypes. 
B.
equity labels. 
D.
socialization. 

87.
As the owner of a small ice-cream shop in a suburban area, where would you concentrate the majority of your advertising budget in order to reach your target market?
A.
Newspapers 
C.
Magazines
B.
Radio 
D.
Television

88.
In the quick-serve restaurant industry, a primary purpose of visual merchandising is to
A.
follow the competition's lead. 
C.
maintain low prices.
B.
make menu items desirable. 
D.
project an image of the restaurant. 

89.
Why is it important for quick-serve restaurant chains to coordinate their promotional activities?
A.
To control their inventories 
C.
To organize their products 
B.
To evaluate their policies  
D.
To achieve their objectives

90.
All quick-serve restaurant supply goods or services sold to customers should
A.
have many possible uses. 
C.
be needed by the customers.
B.
be of the finest quality.
D.
have the lowest possible price.

91.
In a quick-serve restaurant, who should take full responsibility for any misunderstandings that are part of a sales transaction?
A.
Customer 
C.
Owner 
B.
Head Chef  
D.
Order processor 

92.
Which of the following federal laws affects a quick-serve restaurant supply company's selling policies by forbidding it from discriminating in the prices or services offered to competing customers:
A.
Robinson-Patman Act 
C.
Sherman Act
B.
Clayton Act  
D.
Taft-Hartley Act

93.
One reason a pizza shop may use e-mail to follow up with its customers on a regular basis is because 
e-mail makes it possible to
A.
arrange delivery. 
C.
organize information. 
B.
communicate instantly. 
D.
schedule training.

94.
For a quick-serve restaurant supply business, a desirable result of substitute selling would be to sell customers products that
A.
cost more than they planned to spend. 
C.
are likely to meet their needs. 
B.
pay the salesperson a commission. 
D.
are lower quality than what they wanted.

95.
Receiving payment in advance on future sales is a benefit to quick-serve restaurants of selling
A.
layaway items. 
C.
discount coupons.
B.
money-back guarantees. 
D.
gift cards. 

96.
Which of the following are commonly garnished with croutons:
A.
Meats 
C.
Pies
B.
Sandwiches 
D.
Salads 

97.
When a customer places a drive-up order, a quick-serve restaurant employee should always
A.
thank the customer for waiting. 
B.
read the order back to the customer to verify accuracy. 
C.
wait to give the customer the payment total until s/he picks up the order. 
D.
identify the customer by name. 

98.
Which of the following is an example of a quick-serve restaurant employee processing a special food request for a customer:
A.
Asking if the customer wants to supersize the order
B.
Putting extra napkins in a carryout package
C.
Telling the kitchen to hold the tomato on a sandwich 
D.
Placing small packets of catsup on a tray

99.
Which of the following includes the basic categories of resources that most quick-serve restaurants must manage:
A.
Human resources, financial resources, material resources, and information
B.
Human resources, information, subordinates, and financial resources
C.
Human resources, financial assets, economic resources, and material resources
D.
Human resources, financial resources, material resources, and accounts receivable

100.
One of the purposes of developing a business plan before opening a new sandwich shop is to
A.
identify a maintenance system. 
C.
create a safe work environment. 
B.
organize the operation. 
D.
understand the risks involved. 

1.
B
Age requirement. In certain situations, quick-serve restaurant supply businesses are legally allowed to establish age requirements for some jobs. One of these jobs is driving delivery vehicles because there are laws that specify at what age a person is legally allowed to obtain a driver's license. Therefore, a quick-serve restaurant supply business has the right to advertise for employees to drive who are over a certain age, such as 16 or 18. However, quick-serve restaurant supply businesses do not have the right to establish unequal compensation plans for new employees who perform the same jobs. Quick-serve restaurant supply businesses may not discriminate on the basis of gender or nationality when hiring new employees. 
SOURCE:
BL:007
SOURCE:
Dessler, G. (2000). Human resource management (8th ed.) [pp. 54-57]. Upper Saddle River, NJ: Prentice Hall.

 2.
C
To guarantee food safety. Restaurant health and sanitation laws are intended to guarantee that the food prepared by restaurants is safe. Local health departments often develop regulations concerning food handling and employee hygiene that are meant to help restaurants keep the food safe. Restaurants that violate the laws may be fined or closed because they present a threat to the health of the general public. Restaurant health and sanitation laws do not establish cooking times, enforce building codes, or regulate cleaning methods.
SOURCE:
BL:066
SOURCE:
Mill, R.C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [p. 288]. Upper Saddle River, NJ: Prentice Hall.

 3.
C
Offers real-time shipment tracking. Satellite technology involves electronically transmitting information from one source to another via an orbiting device. Satellite technology is beneficial to distribution channel members because it can track shipments that are in transit. For example, if a quick-serve restaurant wants to know the status of a supply order and when it will arrive, the shipper can use satellite technology to quickly determine exactly where the transporter (e.g., truck) is en route. Satellite technology does not necessarily increase manufacturing outputs, ensure accurate order processing, or provide transportation flexibility.  
SOURCE:
CM:004
SOURCE:
Coyle, J.J., Bardi, E.J., & Langley, C.J. (2003). The management of business logistics: A supply chain perspective (7th ed.) [pp. 464-465]. Mason, OH: South-Western.

 4.
D
Green marketing. Green marketing refers to the practice of pricing, promoting, and distributing products in such a way that they do not harm the natural environment. Many sandwich shops choose to participate in this practice because of their code of ethics. Consumer protection deals with safety features and product labeling standards that protect the consumer. Social awareness is a term used to describe the practice of enlightening the community of business actions to promote social welfare. International marketing refers to marketing goods and services in foreign countries.
SOURCE:
CM:006
SOURCE:
Pride, W.M., & Ferrell, O.C. (2000). Marketing: Concepts and strategies (2000e) [pp. 86-87]. Boston: Houghton Mifflin.

 5.
C
Long shelf life. A restaurant-supply company considers several factors when selecting a channel of distribution. One important factor involves the type of product because different channels of distribution are more effective for certain types of products. For example, a direct channel of distribution might work better for perishable products, such as food, while an indirect channel would be satisfactory for durable items that have a long shelf life, such as pans and utensils. Short production time is not a factor. Seasonal appeal and limited buyer interest are factors that might influence a business to use a direct channel of distribution.
SOURCE:
CM:010
SOURCE:
Boone, L.E., & Kurtz, D.L. (2004). Contemporary marketing (11th ed.) [pp. 440-441]. Mason, OH: Thomson/South-Western.

 6.
D
Return policy. Chains of hamburger restaurants usually evaluate channel members on a regular basis to make sure that they are performing as expected. In order to evaluate performance, chains develop criteria, such as return policies. This criterion is important to chains that want to be able to return products, such as kitchen equipment, for agreed-upon reasons. If chains find that channel members are not meeting these standards, they often work with the channel members to improve performance. If channel members continue to perform in an unacceptable manner, they may be terminated. Chains usually are not concerned with shipping method, management style, or marketing plan as long as the channel members meet certain criteria and perform effectively.
SOURCE:
CM:011
SOURCE:
Kotler, P. (2000). Marketing management (10th ed.) [p. 502]. Upper Saddle River, NJ: Prentice Hall.

 7.
A
Remember key points. People often write brief notes on small cards to help them remember to discuss important points they want to present to the audience. The notes serve as a guide to help people stay focused on the information they need to present and keep them from getting off track. The notes are often a mini-outline of the presentation. Food vendors do not use note cards to look important, write down questions, or memorize the data when making oral presentations to quick-serve restaurant managers.
SOURCE:
CO:025
SOURCE:
Locker, K.O. (2000). Business and administrative communication (5th ed.) [pp. 496-497]. Boston: Irwin/McGraw-Hill.

 8.
C
Interpret. One of the purposes of a complex written report is to interpret, or analyze, information that pertains to a specific business problem or topic. Complex written reports usually contain a lot of information that must be interpreted in order to be useful to the business. Conclusions are formed based on the interpreted information and then recommendations are made. Information is collected before it is presented in a complex written report. A complex written report may contain unique or confidential information that a business would not want to publicize. Although information is arranged in a complex written report, that is not the purpose of the report.
SOURCE:
CO:009
SOURCE:
Leskiar, R.V., & Flatley, M.E. (2005). Basic business communication: Skills for empowering the Internet generation (10th ed.) [pp. 343, 355]. Boston: McGraw-Hill/Irwin.

 9.
C
Seating is available for the customers. Busers perform a variety of duties including setting and clearing tables. Many buffet-style restaurants have policies for customers to seat themselves; therefore, it is important to make sure enough busers are scheduled so that tables are cleared promptly and customers do not need to wait for a clean table. When busing activities are not coordinated, customers may complain about soiled dishes remaining on the table for too long. The wait staff takes customers' orders and gives them to the line cook and kitchen staff. Buffet-style restaurants do not always require wait staff to place customers' food orders. Wait staff seating charts do not affect the restaurant's need to have enough busers scheduled to work during a certain work shift. Usually, the wait staff handles customers' questions about menu items.
SOURCE:
CO:044
SOURCE:
Mill, R.C. (2001). Restaurant management (2nd ed.) [pp. 130-132]. Upper Saddle River, NJ: Prentice Hall.

10.
A
Fair and equal treatment. Receiving fair and equal treatment from a business promotes goodwill with customers. Even customers who disagree with the business may not complain if they feel they received fair treatment. Giving customers benefits based on who they are is an example of unfair and unequal treatment. The business must live up to a promise of satisfaction in order for the promise to have meaning. A customer-oriented approach would be more likely to create positive customer relations than a business-oriented approach.
SOURCE:
CR:003
SOURCE:
Rokes, B. (2000). Customer service: Business 2000 (pp. 11-15). South-Western.

11.
B
Disagreeable. Disagreeable customers are clients who are unpleasant and hard to help because they are argumentative, complaining, irritable, moody, insulting, impatient, and/or have a leave-me-alone attitude. Indecisive customers frequently have great difficulty in making a choice or buying decision. Dishonest customers intentionally attempt to avoid paying part or all of the price for a product. Suspicious customers doubt or question everything and may want facts and proof before being convinced something is true.
SOURCE:
CR:009
SOURCE:
EI LAP 1—Making Mad Glad

12.
C
Appropriate time can be allocated to verify the accuracy of the order. Since many quick-serve restaurants work with many different vendors, schedules are established to reduce the chances that several orders show up at the receiving dock at the same time. Most establishments don't have the space to unload several trucks at once. In addition, restaurants tend to have higher customer traffic during traditional meal times (e.g., lunch, dinner). When orders arrive during the restaurant's busy time, the order verification process is often rushed. The receiving crew needs enough time to make sure that the order is correct, that the foods (e.g., meats and dairy) are fresh, that expiration dates are reasonable, and that the temperature-controlled goods are moved to proper storage facilities in a timely manner. Unless an order was established on a cash-on-delivery (COD) basis, the restaurant manager does not pay at the time of receipt; the vendor usually sends an invoice to the restaurant's accounts payable department. The need to order additional supplies is a purchasing function and is not usually related to establishing a receiving schedule. Local health agencies are generally not required to be on-site for product inspections.
SOURCE:
DS:038
SOURCE:
Mill, R. C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [p. 271]. Upper Saddle River, NJ: Prentice-Hall. 

13.
C
Cold storage. Quick-serve restaurants typically use cold storage facilities to the store perishable food products (e.g., meat, dairy items, and fruit). Bulk storage facilities store products in bulk form, such as chemicals. Ordinary warehouses store products in bins, on racks, or on shelves. Commodity warehouses are buildings used to store farm products, such as grains.
SOURCE:
DS:013
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2002). Marketing essentials (3rd ed.) [p. 404]. Woodland Hills, CA: Glencoe/McGraw-Hill.

14.
D
Airtight containers. Food should be stored in appropriate containers. Airtight containers protect staple food items from insects and rodents. Contamination is likely to occur if the restaurant stores dry goods in unsealed plastic bags. Restaurants usually do not store dry goods in stainless steel cartons. Dry goods are not usually frozen.
SOURCE:
DS:014
SOURCE:
Ninemeier, J.D. (2000). Management of food and beverage operations (3rd ed.) 
[pp. 256-258]. Weimar, TX: Culinary and Hospitality Industry Publications Services. 

15.
B
Inspection. Quick-serve restaurants check the expiration dates on a variety of food items, such as dairy products, to make sure the items are fresh and will be good to use for at least several days. Restaurants do not want to accept incoming food products that will be outdated soon and unsuitable to use. It is important to inspect the expiration date on food products to identify items that might spoil soon or are already spoiled. Restaurants might check the expiration dates again before using the products to prepare or cook menu items that will be served to customers. However, the products are first checked during the inspection process.
SOURCE:
DS:061
SOURCE:
Mill, R.C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [pp. 217, 219]. Upper Saddle River, NJ: Prentice Hall.

16.
B
Limit access to. Quick-serve restaurants often develop some type of food and beverage requisition system to limit access to those items in order to control inventory. Giving all employees access to the food and beverage items in stock increases the possibility of loss or theft. Restaurants protect their inventory by giving only certain employees the authority to requisition items. In many cases, employees must sign a requisition form that states exactly what was released from storage. Restaurants do not develop requisition systems to reduce the cost of items, accept delivery of items, or prepare space for items.
SOURCE:
DS:067
SOURCE:
Mill, R. C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [p. 221]. Upper Saddle River, NJ: Prentice-Hall. 

17.
A
Health of economy. The decisions of consumers to buy or not to buy determine the health of the economy. When consumers fail to buy, jobs are lost in retail and wholesale businesses. This forces producers to lay off workers. Consumers who lose their jobs are able to satisfy fewer wants because of decreased income. When consumers buy, the economy grows and prospers. Consumers' buying decisions do not affect the condition of society, the level of government, or the state of democracy.
SOURCE:
EC:002
SOURCE:
EC LAP 10—Goods and Services

18.
C
Increase. When producers cannot increase the supply of a product, consumers may be willing to pay a higher price in order to obtain the product. Most businesses take advantage of this kind of situation by raising prices. They must be careful, however, not to raise prices too high or consumer demand will fall.
SOURCE:
EC:005
SOURCE:
EC LAP 11—It's the Law (Supply and Demand)

19.
C
Stop others from using their private property. Individuals and businesses in a private enterprise economy are free to decide how to use their private property and when and how to sell it. Also, they have the right to stop others from using their private property, which is anything of value that people own. It may be business property, such as land and buildings, or personal property, such as jewelry and clothing. Individuals and businesses are not free to abuse the private property of others. Individuals and businesses may not purchase any type of product that is available because some products are illegal. Selling certain specialized services, such as day care, requires a license.
SOURCE:
EC:009
SOURCE:
EC LAP 15—People Power

20.
C
Direct competitors. Direct competitors offer similar types of goods or services to the same target market. Since Burger King and McDonald's are both fast-food restaurants with similar menus, they are direct competitors. Indirect competition occurs among dissimilar or unrelated businesses. A natural monopoly is a single business that influences the entire production of a particular good or service because it is in the best interests of the public for the business to do so.
SOURCE:
EC:012
SOURCE:
EC LAP 8—Ready, Set, Compete! (Competition)

21.
A
Specialization. Making the best use of resources in the production of goods and services is known as specialization. Division of labor involves dividing a large job into smaller job tasks that are assigned to different workers. Productivity is the amount and value of goods and services produced from set amounts of resources. Competitive advantage is the edge achieved by businesses that offer something better than the competition.
SOURCE:
EC:013
SOURCE:
EC LAP 18—Make the Most of It (Productivity)

22.
A
Rotation. Job rotation occurs when a company rotates employees through various departments. Job enlargement occurs when a company expands job tasks to include other like tasks. Job enrichment occurs when a company adds interest to tasks to increase satisfaction. Job satisfaction occurs when employees like the job they are doing.
SOURCE:
EC:014
SOURCE:
EC LAP 7—Specialization of Labor

23.
D
Trough. This is considered the lowest point of economic activity, characterized by high rates of unemployment and business failures. Expansion, which may indicate a recovery period, is characterized by increased economic growth. The peak phase is considered the highest point of economic activity.
SOURCE:
EC:018
SOURCE:
EC LAP 9—Business Cycles

24.
C
Authority. Conflicts occur for many reasons. Power struggles can arise when people want to control, or be in charge of, the same situation. In the example, Ben and Tasha want the same job, so the reason for their disagreement is authority.  Disagreements about what constitutes appropriate behavior are conflicts due to unclear boundaries. When people don't know what they're supposed to do, or what someone else expects them to do, the conflict is due to unclear expectations. Exclusion is a reason for a conflict that stems from a feeling of being left out of an activity.
SOURCE:
EI:015
SOURCE:
QS LAP 12—Stop the Madness

25.
C
Exercise regularly. Most coffee shop employees will experience a certain amount of stress at some time during their careers. Recognizing stress and taking steps to reduce or relieve it is essential to an employee's well-being. One way to relieve stress is to exercise on a regular basis. Exercise helps to relieve tension, relax a person, and provide a physical outlet for pent-up emotions, such as anger or frustration. Even moderate exercise helps a person to manage stress and stay healthy. Most employees are not able to vacation frequently. Ignoring the problem often increases stress. Striving for perfection often creates stress.
SOURCE:
EI:028
SOURCE:
Kimbrell, G., & Vineyard, B.S. (2006). Succeeding in the world of work (pp. 215, 218-219). New York: Glencoe/McGraw-Hill.

26.
D
Climate of trust. Before employees can work together as a team, they need to trust one another. Quick-serve restaurant managers can help by creating a climate of trust in the restaurant. One way to do this is to encourage employees to get to know each other better and talk about what they hope to accomplish. Once employees trust each other, they can share ideas and provide support that will enable them to function as an effective team. Managers who are controlling and follow a strict line of authority often discourage employees from developing teams. Resistance to change often makes it difficult to build teams.
SOURCE:
EI:044
SOURCE:
Lussier, R.N. (2003). Management fundamentals: Concepts, applications, skill development (2nd ed.) [pp. 222-223]. Mason, OH: South-Western.

27.
C
Contingency. Contingency plans are specific guidelines that are used when responding to undesirable circumstances. Corrective, external, and open are not terms that are widely used to describe the process of developing or carrying out an alternative course of action.
SOURCE:
EI:006
SOURCE:
QS LAP 15—Stuff Happens

28.
A
Customers. Customers do not use the accounting information of a quick-serve restaurant chain, although they might read some of this information if it is published in newspapers and magazines. Managers continually use accounting information in making financial decisions. Creditors study accounting information in order to make a decision about extending credit to the quick-serve restaurant chain. Investors are sent accounting reports on a regular basis so that they can evaluate their investment.
SOURCE:
FI:085
SOURCE:
FI LAP 5—Show Me the Money (Nature of Accounting)

29.
A
$8,450. A quick-serve restaurant's monthly cash payments include all the money that the business spends—the quick-serve restaurant's expenses. To calculate cash payments, add the various expenses for rent, utilities, salaries, cost of goods sold, and miscellaneous expenses ($600 + $150 + $2,400 + $4,750 + $550 = $8,450). The value of the current inventory is not included in monthly cash payments.
SOURCE:
FI:092
SOURCE:
Meyer, E.C., & Allen, K.R. (2000). Entrepreneurship and small business management: Teacher's manual (2nd ed.) [pp. 366-367]. New York: Glencoe/McGraw-Hill.

30.
B
Dividing the change in total revenue by the marginal product. Marginal revenue, or the extra revenue associated with the production and sale of one additional unit of output, for a business (e.g., quick-serve restaurant) is determined by dividing the change in total revenue by the marginal product. Calculating the change in total revenue is only the first step in determining marginal revenue. Subtracting fixed and variable costs from total revenue is a way to calculate profit. Multiplying marginal product by total variable costs is not meaningful.
SOURCE:
FI:358
SOURCE:
Clayton, G. (2005). Economics: Principles and practices (pp. 128-130). Columbus, OH: Glencoe/McGraw-Hill.

31.
B
$15,000. Ice cream shops use financial ratios as tools to see and evaluate relationships among dollars, numbers, and percentages. This information helps the shop determine if it is performing at, above, or below average in its industry. For example, if a ratio indicates that the shop is underperforming, then the shop knows that it needs to take corrective action so it can compete in the marketplace. By calculating the return on sales, the shop can determine how much profit it generated from sales in a given period. To determine the return on sales in dollars, the shop multiplies the sales dollars by the profit percentage ($75,000 x 20% or .2 = $15,000).
SOURCE:
FI:097
SOURCE:
Everard, K.E., & Burrow, J.L. (2001). Business principles and management (11th ed.) [pp. 418-419]. Cincinnati: South-Western.

32.
A
Sales tax. Meals that customers eat at a cafeteria are taxable, which means that the cafeteria must add the tax to the price of a meal and report the tax to the government. For example, there is tax on the price of a meal eaten in a cafeteria that increases the cost of the meal. A cafeteria adds on that amount to the advertised price. The cafeteria keeps track of the amount of tax, reports it to the government, and also pays the tax to the government. Net profit is money remaining after operating expenses are subtracted from gross profit. Cafeterias do not need to report labor rates or food costs to the government.
SOURCE:
FI:090
SOURCE:
Kapoor, J.R., Dlabay, L.R., Hughes, R.J., & Hoyt, W.B. (2005). Business and personal finance (p. 381). New York: Glencoe/McGraw-Hill.

33.
A
$2,975. The amounts a restaurant-supply distributor owes its suppliers in the near future, such as 30 or 60 days, are purchases made on account, or accounts payable. Restaurant-supply distributors can reduce the amount of cash outflow by increasing their accounts payable. Restaurant-supply distributors will have more cash available for other uses if they do not need to pay cash for all their purchases. In this example, the restaurant-supply distributor makes 65% of its purchases on account. To calculate the amount of cash purchases, first determine the accounts payable by multiplying the purchases by 65% ($8,500 x 65% or .65 = $5,525). Then, subtract the accounts payable from total purchases to calculate cash purchases ($8,500 - $5,525 = $2,975).
SOURCE:
FI:100
SOURCE:
CCH Inc. (n.d.). Analyzing your cash flow. Business Owner's Toolkit. Retrieved October 30, 2008, from http://www.toolkit.cch.com/text/P06_4200.asp

34.
D
French fries and soft drinks. According to many quick-serve restaurants and the National Soft Drink Association, the markup on these items is greater than the markup on sandwiches, breakfast items, or pizza. This is the reason that French fries and soft drinks are suggested if not ordered and included in value-priced meals. Hamburgers are a low-profit margin item and are sometimes discounted to attract customer traffic. Milk shakes and ice cream are seasonal items, which minimizes their profitability to the restaurant.
SOURCE:
FI:300
SOURCE:
Gorodesky, R., & McCarron, E. (n.d.). Trends in the quick-service restaurant industry. Restaurant Report. Retrieved October 30, 2008, from http://www.restaurantreport.com/features/ft_trends.html

35.
D
To protect employees' privacy. Quick-serve restaurant chains are required to maintain certain information about employees, and a lot of this information is personal or sensitive in nature. To protect employees' privacy, chains often maintain several different personnel files for each employee. Certain categories of information are kept in each file, and these files may be accessed only by authorized staff. For example, a current file might contain information that the chain needs on a regular basis, such as emergency contact, address, and phone number. Another file might contain confidential information, such as references and performance evaluations, while another file might contain information about medical claims and benefits. Then, only the current file is available unless an authorized staff person needs to review another file for a specific reason, such as to consider the employee for a promotion. Chains do not maintain several different personnel files for each employee to make record keeping easier, to organize general information, or to be prepared for an emergency.
SOURCE:
HR:359
SOURCE:
Mathis, R.L., & Jackson, J.H. (2003). Human resource management (10th ed.) [pp. 520-522]. Cincinnati: Thomson/South-Western.

36.
C
External. External training is readily available in most locations. Internal training is provided by management or the quick-serve restaurant chain's training staff and is usually conducted within the business. On-the-job training occurs when employees receive instruction at the work site and learn by doing. Group training involves a small group of employees or the entire workforce in training at the same time and is usually used for explaining theory or reasons for a specific operation.
SOURCE:
HR:362
SOURCE:
Mathis, R.L., & Jackson, J.H. (2003). Human resource management (10th ed.) [pp. 290-291]. Cincinnati: Thomson/South-Western. 

37.
C
Residency. An employee's wages (income) are the amount of money that s/he earns for performing his/her job. Many governments require their citizens to pay a percentage of their wages to help cover government expenses and programs. This tax is called the income tax. The amount of income tax that an employee must pay depends on many factors, including the employee's salary and where the employee resides or lives. Some states or principalities have higher income tax rates than others, so this affects how much income tax an employer withholds from an employee's paycheck. Gender, assets, and liabilities are not usually factors that affect the amount of income tax that a quick-serve restaurant withholds from an employee's paycheck.
SOURCE:
HR:394
SOURCE:
Ludden, L.L. (2003). Job savvy: How to be a success at work (3rd ed.) [pp. 29-30]. Indianapolis, IN: JIST Publishing.

38.
D
Manipulating the research. Quick-serve restaurant supply businesses can protect the integrity of the marketing information they collect by interpreting the research correctly and not manipulating it in such a way that it agrees with a predetermined conclusion. Protecting the integrity of marketing information is sometimes difficult because businesses often can make the research support either side of an issue depending on how they interpret it. Most businesses try to interpret the research correctly because consumers are sometimes suspicious of research findings that seem to support the opinions of the business that sponsors the research. Many businesses pay research organizations to collect and analyze data. Surveying a lot of people usually adds to the integrity of marketing information because a broad audience was involved. Working with a publisher does not affect the integrity of marketing information.
SOURCE:
IM:025
SOURCE:
Shao, A. (2002). Marketing research: An aid to decision making (2nd ed.) [pp. 203-204]. Mason, OH: South-Western.

39.
D
Competition. Pizza restaurants need to understand their competitors and analyze their competitors' products in order to remain successful. Therefore, part of assessing marketing needs involves deciding what would be important to know about the competition. For example, a restaurant might decide to obtain information about a competitor's advertising or special sales activities. Then, a restaurant might use this information to develop similar strategies to reach the target market. Restaurants usually do not consider the government, production, or technology when assessing its marketing information needs.
SOURCE:
IM:182
SOURCE:
Clark, B., Sobel, J., & Basteri, C.G. (2006). Marketing dynamics (pp. 235-237). Tinley Park, IL: Goodheart-Willcox.

40.
A
Confidential information. When developing a marketing-information management system, a sandwich shop chain should consider who will have access to the information in the system. Some chains accumulate confidential information that they do not want to be accessible to all employees. These chains might restrict access to specific employees who compile the information or to managers who use the information. Chains usually are not concerned about employees accessing the general statistics or marketing data contained in a marketing-information management system. Marketing-information management systems usually do not contain professional objectives.
SOURCE:
IM:163
SOURCE:
Soloman, M. R., Marshall, G. W., & Stuart, E. W. (2008). Marketing: Real people, real choices (5th ed.) [pp. 107-109, 111]. Upper Saddle River, NJ: Pearson Prentice Hall.

41.
B
Price. The price decision involves determining the amount of money sandwich shops will ask in exchange for their products. In order to be successful, shops must keep their prices in line with competitors' prices. The place decision involves getting products in the right place at the right time. The product decision involves selecting the goods, services, or ideas the shop will sell. The promotion decision involves selecting the type of communications that will be used to provide information about a shop's goods, services, images, and/or ideas to achieve a desired outcome.
SOURCE:
IM:010
SOURCE:
Kotler, P., & Armstrong, G. (2008). Principles of marketing (12th ed.) [pp. 516-517]. Upper Saddle River, NJ: Prentice-Hall.

42.
A
To collect marketing information. Quick-serve restaurants often send questionnaires and direct-mail surveys to customers to collect primary marketing information, which is new information collected for the problem or project at hand. Many quick-serve restaurants use these techniques to gather information from customers because customers are the ones who buy and use the quick-serve restaurant's products. It is helpful for quick-serve restaurants to find out what customers think about the restaurant, what attracts them to the restaurant, and what the restaurant could do to increase sales. Quick-serve restaurants use direct-mail promotional pieces rather than surveys to advertise new products. They do not send questionnaires and direct-mail surveys to experiment with research methods. Once quick-serve restaurants collect marketing information from the returned questionnaires and direct-mail surveys, they organize the data in a usable format.
SOURCE:
IM:187
SOURCE:
Hair, J.F., Jr., Bush, R.P., & Ortinau, D.J. (2000). Marketing research: A practical approach for the new millennium (p. 57). Boston: Irwin/McGraw-Hill.

43.
B
Marketing-information management. Marketing-information management is a marketing function, which involves gathering, accessing, synthesizing, evaluating, and disseminating information for use in making business decisions, such as what and how much it can expect to sell. Distribution involves moving, storing, locating, and/or transferring ownership of goods and services. Risk management is not a marketing function. Promotion involves communicating information about goods, services, images, and/or ideas to achieve a desired outcome.
SOURCE:
MK:002
SOURCE:
MK LAP 1—Work the Big Six (Marketing Functions)

44.
A
Development of effective marketing strategies requires consideration of the marketing mix elements. Marketing strategies are plans of action for achieving marketing goals and objectives. Even though strategies are often planned before the selection of a company's marketing mix is finalized, the elements of the marketing mix must be considered in the planning process if the strategies are to be successful. Marketing strategies tend to provide long-term direction for a company's marketing efforts, rather than being changed frequently. However, even successful marketing strategies may need to be changed when the environment in which the business exists changes.
SOURCE:
MP:001
SOURCE:
IM LAP 7—Pick the Mix (Marketing Strategies)

45.
D
Spend money. A market is a customer or potential customer who has an unfulfilled desire and is financially able and willing to satisfy that desire. Unless potential customers have the money to buy products, they cannot be considered a market—even if they are willing to spend time going shopping or choosing products. Being willing to change habits would not turn a customer into a market unless the change provided the customer with money to spend.
SOURCE:
MP:003
SOURCE:
IM LAP 9—Have We Met?

46.
B
Lifestyles. Psychographic segmentation is the division of a market on the basis of consumers' lifestyles and personalities. Gender, income, and occupation are elements of demographic segmentation, which is the division of a market on the basis of its physical and social characteristics.
SOURCE:
MP:005
SOURCE:
Kotler, P., & Armstrong, G. (1999). Principles of marketing  (8th ed.) [pp. 204-205]. Upper Saddle River, NJ: Prentice Hall.

47.
B
Monitor its performance. A marketing plan is a set of procedures or strategies for attracting the target customer to a quick-serve restaurant chain. The quick-serve restaurant chain can use the plan as the basis for monitoring its performance and determining if it is achieving the goals set forth in the plan. The quick-serve restaurant chain will be able to evaluate the success of the procedures it is using to attract customers. The quick-serve restaurant chain does not use the marketing plan to identify its vendors, prepare its advertising, or forecast its profits.
SOURCE:
MP:007
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2006). Marketing essentials (pp. 32-33). New York: Glencoe/McGraw-Hill.

48.
A
Stage of economic development. Countries throughout the world are in various stages of economic development. Some countries are highly developed, have strong economies, and have a population that is financially able to buy products. Other countries are undeveloped or underdeveloped which means their citizens are struggling to survive and do not have extra income to spend. Some countries are on the verge of becoming economically stable so there is opportunity for businesses to grow and prosper. Quick-serve restaurant chains consider a country's stage of economic development to identify opportunities and market potential. The type of physical geography, ability to access the Internet, and reputation in the marketplace are not factors that quick-serve restaurant chains consider when assessing global trends and opportunities.
SOURCE:
MP:011
SOURCE:
Boone, L.E., & Kurtz, D.L. (2004). Contemporary marketing (11th ed.) [pp. 102-104]. Mason, OH: Thomson/South-Western.

49.
D
External threats. A threat is any unfavorable situation in the environment surrounding an ice-cream shop. Since competitors are rival businesses that seek to attract the same scarce customer dollars, they may be a threat to an ice-cream shop. Therefore, ice-cream shops need to analyze and know what their competitors are doing so they can identify possible threats. For example, more competitors entering the same market may be a threat to an existing ice-cream shop. Ice-cream shops do not conduct a competitive analysis to identify potential vendors, economic conditions, or future employees. 
SOURCE:
MP:012
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2006). Marketing essentials (p. 30). New York: Glencoe/McGraw-Hill.

50.
A
$475,000. Pizza restaurants analyze changes in the market and trends from previous years when developing sales forecasts. If a restaurant's sales have been declining by 5% on a yearly basis and that trend is expected to continue, the restaurant probably would reduce its sales forecast for the coming year by 5%. In this situation, last year's sales were $500,000 and the restaurant expects a decrease of 5%. To determine the sales forecast for the coming year, multiply $500,000 by the percentage of decrease ($500,000 x 5% or .05 =$25,000). Then, subtract that amount from $500,000 to determine the sales forecast ($500,000 - $25,000 = $475,000).
SOURCE:
MP:013
SOURCE:
Answers.com. (n.d.). Sales forecasts. Retrieved October 30, 2008, from http://www.answers.com/topic/sales-forecast

51.
B
Budget. Sandwich shops estimate the cost of performing marketing activities in order to set budgets to cover the cost of carrying out the activities. Sandwich shops need to estimate all costs, including such categories as wages, food, supplies, postage, equipment, telephone, etc. Once sandwich shops have compiled all the cost information, they can prepare budgets for each major marketing activity or for the marketing department as a whole. The purpose of preparing a marketing budget is to set aside the funds necessary to do the work. An income statement is a summary of a sandwich shop's income and expenses over a period of time. A balance sheet is a financial statement that captures the financial condition of the sandwich shop at that particular moment. Revenue is income.
SOURCE:
MP:017
SOURCE:
Burrow, J.L. (2002). Marketing (pp. 539-542). Mason, OH: South-Western.

52.
B
To identify problems. One of the goals of a marketing audit is to identify problems and make adjustments to improve a quick-serve restaurant's marketing performance. A marketing audit involves examining all aspects of a quick-serve restaurant's marketing effort to identify problems or techniques that are working effectively. Once quick-serve restaurants have identified specific marketing problems, they can use this information to make necessary changes. Quick-serve restaurants do not conduct marketing audits to account for funds, target customers, or review procedures. However, a quick-serve restaurant might review marketing procedures as part of the audit to identify problems.
SOURCE:
MP:024
SOURCE:
Kotler, P. (2000). Marketing management (10th ed.) [pp. 708-711]. Upper Saddle River, NJ: Prentice Hall.

53.
B
Steam tables. Steam tables are tables in which containers of cooked food are kept at the proper serving temperature by hot water or steam circulating below. Buffet-style restaurants use steam tables to hold hot foods that are prepared in advance and maintained at the proper temperature so that customers may serve themselves at any time. Convection ovens and braising pans are types of equipment used to cook food. Storage racks are used to hold nonperishable food items.
SOURCE:
NF:059
SOURCE:
Ninemeier, J.D. (2000). Management of food and beverage operations (3rd ed.) 
[pp. 310-311]. Weimar, TX: Culinary and Hospitality Industry Publications Services.

54.
A
Closed wound. Edward had bruises and a bump on his forehead. These are examples of closed wounds—injuries in which the skin is not broken but the tissue and/or organs underneath are damaged. Electric shock is an injury caused by contact with electric current. An open wound is an injury in which there is a break in the skin, e.g. scrapes, cuts, and punctures. A hernia is an injury in which part or all of a body organ breaks through surrounding tissue and protrudes.
SOURCE:
OP:009
SOURCE:
Surgery Online. (2008, September 20). Wound tissue repair and scars. Retrieved October 30, 2008, from http://surgeryonline.wordpress.com/tag/types-of-wound/

55.
C
Safety procedure. Many quick-serve restaurants develop safety policies and procedures to protect employees as well as customers. Posting an "authorized employees only" sign is an example of a safety procedure because it restricts access to certain areas that may be hazardous to untrained individuals. Only those employees who are authorized are allowed to enter those areas, which protects other employees and customers from potential harm. A quick-serve restaurant posting "authorized employees only" signs is not an example of a service policy, a personnel policy, or a health procedure.
SOURCE:
OP:012
SOURCE:
Meyer, E.C., & Allen, K.R. (2006). Entrepreneurship and small business management 
(p. 368). New York: Glencoe/McGraw-Hill.

56.
C
Bought by consumers. The purpose of the production process is to change resources into useful products that meet consumers' needs. Many raw materials are not useful in their original form but are transformed through the production process into useful items that consumers want to buy. Storing, shipping, and packing are activities that take place after the production process.
SOURCE:
OP:017
SOURCE:
BA LAP 1—Nature of Production

57.
A
$202.50. Employees who have responsibility for paying invoices are in a good position to help the sandwich shop chain save money and control expenses. If a chain receives a discount for paying an invoice within a certain period of time, an employee who pays the invoice before the deadline will help the chain to control expenses. In this situation, the chain receives a 3% discount for paying within 10 days. To calculate the amount of savings, multiply the amount of the invoice by the percentage of discount ($6,750 x 3% or .03 = $202.50).
SOURCE:
OP:025
SOURCE:
MN LAP 56—Employee Role in Expense Control

58.
C
$27,960. Businesses often obtain mortgages to finance the purchase of facilities because they do not have sufficient funds to pay cash. The interest that businesses pay on mortgages each year is tax deductible and may result in a significant tax savings. In this situation, Edmond's Restaurant Supply Company is paying $2,330 a month in interest which is tax deductible. To calculate the total amount of interest that the company can claim as a yearly tax deduction, multiply the monthly interest by 12 ($2,330 x 12 = $27,960).
SOURCE:
OP:028
SOURCE:
CCH Inc. (n.d.). When buying makes sense. Business Owner's Toolkit. Retrieved October 30, 2008, from http://www.toolkit.cch.com/text/P04_3009.asp

59.
A
Process checks electronically. A hardware and software system is available to allow buffet-style restaurants to process customers' checks at the time they present the checks for payment. This system runs the check through a scanner that identifies the bank information and processes the check electronically. Then, the restaurant returns the check to the customer because the check has been processed and the funds identified as being paid to the restaurant. Because of electronic processing, bad-check losses are reduced because the system will not accept a check if the bank information indicates there are insufficient funds in the account to cover the amount of the purchase. Restaurants are not reducing bad-check losses by speeding up the transaction. The hardware and software system does not allow restaurants to make duplicate copies of each check. The hardware and software system processes checks electronically, but does not allow restaurants to access customers' bank accounts. Banks access the accounts and transfer funds from customers' accounts to a restaurant's account.
SOURCE:
OP:114
SOURCE:
Berman, R., & Evans, J.R. (2004). Retail management: A strategic approach (9th ed.) [pp. 322-323]. Prentice Hall.

60.
D
Lock all doors before completing housekeeping chores. Once customers have gone, the sub-shop owners should lock all doors before doing other chores such as straightening up the dining area or doing paperwork. Keeping the doors locked will prevent unwanted or potentially dangerous people from entering the building. One person should not stay late or do outside chores after closing time. Having more than one person on the premises makes the owners and the facility less vulnerable to robbery or attack. If anyone in the area seems suspicious, the owners should drive away and then telephone the police from another location.
SOURCE:
OP:131
SOURCE:
Kimiecik, R. C., & Thomas, C. (2006). Loss prevention in the retail business (pp. 2-3). Hoboken, NJ: John Wiley & Sons.

61.
C
Wiping off tables and chairs. Wiping off tables and chairs, polishing floors, removing trash, and cleaning public rest rooms are important tasks that help keep eating establishments clean and attractive in appearance. Customers do not generally like to frequent restaurants that are dirty and dingy. Stores with high customer traffic often monitor tables several times a day to make sure they are clean. Light bulbs in all fixtures do not usually need to be changed every day. Many quick-serve restaurants provide aprons that are often laundered by an outsourced laundering service. Not all quick-serve restaurants have tile floors. Brooms are often used to sweep debris from tile floors instead of a vacuum cleaner.
SOURCE:
OP:082
SOURCE:
Absolute Best Cleaning Services. (n.d.). Sample cleaning checklists. Retrieved October 30, 2008, from http://www.absolutebestcleaning.com/checklists.html

62.
C
Dispose of food waste and trash frequently throughout the day. Rodents and insects are attracted to waste and food products. By maintaining cleanliness in the store (e.g., mopping up spills from the floor and emptying trash receptacles several times a day), quick-serve restaurants can reduce the risk of pest infestation. Although restaurants often need exterminators to spray the facility with pesticides to reduce pests, it is not usually done on a weekly basis. Cleaning activities (e.g., sweeping the floor, washing pots) should be conducted every day to reduce the chances of rodent and insect invasion. Although effective employee personal hygiene is important, it does not necessarily reduce the problems that many restaurants have with pests.
SOURCE:
OP:106
SOURCE:
Mill, R. C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [pp. 280-281]. Upper Saddle River, NJ: Prentice-Hall. 

63.
B
Time limit. Setting a time limit in the beginning means you are less likely to put off your efforts to reach the goal. Having a substitute for the goal would tend to reduce the focus on the real goal and perhaps prevent its achievement. Not every goal can be pursued on a daily scheduled basis. If only vague reasons are given for the goal, there will not be sufficient determination to achieve it.
SOURCE:
PD:018
SOURCE:
PD LAP 16—Go for the Goal (Goal Setting)

64.
A
Interest the employer in interviewing you. The purpose of a letter of application is to catch the interest of the prospective employer so that you will be called in for a personal interview. Few employees are hired without a personal interview. The letter of application should tell the employer how you found out about the job, but that is not a basic purpose of the letter. The letter should touch on your work history and job skills, but the complete details should be presented in your résumé.
SOURCE:
PD:030
SOURCE:
Kimbrell, G., & Vineyard, B.S. (2006). Succeeding in the world of work (pp. 125-126). New York: Glencoe/McGraw-Hill.

65.
D
Chef. A chef is the person who develops and creates menu items for a restaurant. The chef manages all kitchen activities. A quick-serve restaurant chain might hire a chef to work in a test kitchen located at the company's headquarters. Site managers, servers and purchasing personnel do not usually develop new food items for quick-serve restaurant chains.
SOURCE:
PD:041
SOURCE:
Kirkham, M., Weiss, P., & Crawford, B. (2000). The waiting game: The ultimate guide to waiting tables (pp. 45-46). Austin, TX: Twenty Per Cent.

66.
D
Fixing. Price fixing is an illegal business agreement in which businesses agree on prices of their goods or services, resulting in little choice for the consumer. It is also illegal because it discourages competition. An example of price fixing is two restaurant chains agreeing to charge the same low prices to prevent a competitor from entering the market. Price discrimination is an illegal activity in which a business charges customers different prices for similar amounts and types of merchandise. Price lining is the practice of selling goods or services at a limited number of predetermined price points. Price advertising involves comparing prices to those of competitors.
SOURCE:
PI:017
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2006). Marketing essentials (p. 536). New York: Glencoe/McGraw-Hill.

67.
C
To increase the total amount of sales income. The purpose of sales-oriented pricing objectives is to increase the total amount of income from sales. There are two ways a business can do this. One way is to charge low prices in an effort to increase the volume of sales. The alternative is to charge high prices in an effort to increase the dollar value of its sales. The purpose of profit-oriented pricing objectives are focused on creating profits for the business. Some of the objectives a business might achieve through profit-oriented pricing include survival of the business and return on investment.
SOURCE:
PI:002
SOURCE:
Witiger.com. Pricing objectives. Retrieved October 30, 2008, from http://www.witiger.com/marketing/pricingobjectives.htm

68.
C
$2.80. The new price is determined by multiplying the original price by the percent of markdown: $3.50 x 20% (or .20) = $.70. Then, subtract the markdown amount from the original price to determine the markdown price ($3.50 - $.70 = $2.80).
SOURCE:
PI:008
SOURCE:
Stull, W.A. (1999). Marketing and essential math skills: Teacher's edition (p. 108). Cincinnati: South-Western Educational.

69.
C
Final cost of product. The final cost of a product to a company includes all of the expenses involved in buying or producing the goods. For example, a quick-serve restaurant spends money to purchase ingredients and make food items to sell to its customers. These expenses must be included in the final cost of the product. Materials used in alterations as well as labor costs are considered additional expenses that must be included. Net sales are gross sales less discounts, returns, and allowances. Gross profit is money left after cost of goods expense is subtracted from total income. Overhead is a form of operating expenses that includes fixed expenses such as rent and utilities.
SOURCE:
PI:019
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2006). Marketing essentials (pp. 531-532, 545-546). New York: Glencoe/McGraw-Hill.

70.
A
Customer satisfaction. During the growth stage of a product's life cycle, sales for the quick-serve restaurant supply product rise rapidly. By this stage, consumers are aware of the product, its features, and its benefits. Because some consumers have tried or know about the product, the business tends to focus advertising efforts on customer satisfaction, so it can maintain consumer interest and keep the sales momentum going. Advertising tends to focus on product benefits during the introduction stage of the product life cycle. Advertising for products that are in the decline stage may emphasize alternative uses or lower prices, if applicable.
SOURCE:
PM:024
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2006). Marketing essentials (pp. 644-645). New York: Glencoe/McGraw-Hill.

71.
B
Customers'. When generating product ideas, a quick-serve restaurant supply business must consider how the end user (customer) intends to use the product. If the product does not fulfill a need or want, the customer is less likely to buy it. The business might consider how the product would fulfill its own needs (e.g., profit), but if the product does not fulfill the customers' needs, the customer will not buy it and the business will not earn a profit. Although it is possible to consider the industry's needs and the managers' needs, the business should always first consider how the product would benefit the customer.
SOURCE:
PM:128
SOURCE:
Kuratko, D.F., & Hodgetts, R.M. (2001). Entrepreneurship: A contemporary approach (5th ed.) [p.137]. Mason, OH: South-Western.

72.
A
Hiring market researchers. Quick-serve restaurant supply companies often hire market researchers to conduct studies and analyze trends in order to recognize new opportunities. Market research companies have the expertise to focus on developing social, demographic, and product trends. As a result, they can recognize changes in consumer behavior and predict future wants and needs. Market researchers make recommendations to businesses about possible opportunities based on current research. Accessing local libraries, reading government documents, and searching web sites are ways of obtaining secondary information which may be out of date. Most secondary information explains the past rather than helping a business to recognize new opportunities.
SOURCE:
PM:136
SOURCE:
Clark, B., Sobel, J., & Basteri, C.G. (2006). Marketing dynamics (pp. 242-244). Tinley Park, IL: Goodheart-Willcox.

73.
B
Uniformity. Grades are ratings, which are based on standards. Standards are statements that are used as a basis for comparing or judging goods. Grades are a way of advising customers about the quality, size, or contents of a product. To receive a certain grade, a product must meet established criteria that indicate the uniformity or consistency among products. Grades do not indicate a product's individuality. A product's affordability depends on the customer's ability or willingness to pay for it. Tangibility is the ability to detect the product through the senses.
SOURCE:
PM:019
SOURCE:
PM LAP 8—Grades and Standards

74.
A
Create an image for the company. Warranties and guarantees can help to build a company's image. A company that is willing to guarantee its goods and services is expressing confidence in its products and in the company itself. In this situation, Domino's is expressing confidence in its ability to provide timely delivery. Domino's guarantee covers service, not product quality. Protecting producers and sellers is a purpose of written warranties and guarantees. Promising quick delivery does not control delivery costs. Domino's costs were increased by numerous accidents.
SOURCE:
PM:020
SOURCE:
Farese, L. S., Kimbrell, G., & Woloszyk, C. A. (2009) Marketing essentials: Teacher wraparound edition (pp. 674-677). Woodland Hills, CA: Glencoe/McGraw-Hill. 

75.
A
Listen actively. A buffet-style restaurant employee who directly interacts with a customer has an opportunity to find out how the customer feels about his/her experience(s) with the restaurant. This might include information about what the restaurant is doing right and what needs improvement. The employee can forward the customer's feedback to management for review. When speaking with the customer, the employee should actively listen—use nonverbal cues, paraphrasing, and questioning to let the customer know that the message is heard and understood. To get honest feedback from a customer, the employee should not provide his/her own opinions. The employee does not need to agree with the customer's feedback and should not anticipate the customer's responses. If the employee anticipates what the customer is saying, the employee is distracted and may not hear the message.
SOURCE:
PM:138
SOURCE:
Rokes, B. (2000). Customer service: Business 2000 (pp. 54-57). Mason, OH: South-Western.

76.
B
To keep up with changing consumer preferences. Consumers' attitudes toward food items often change over time, and their preference for a particular menu item may change. Altering the menu item in some way can renew customers' interest. For example, to appeal to health-conscious customers, a quick-serve restaurant might use ingredients to prepare menu items so that the prepared food item contains less fat and has fewer calories. Making room for other menu items is a reason for using the contraction strategy. By adding menu items to the product mix, quick-serve restaurants are able to spread risk over a wider area. A limitation to the alteration strategy is that quick-serve restaurants cannot predict the success of altered menu items.
SOURCE:
PM:003
SOURCE:
PM LAP 3—Mix and Match (Product Mix)

77.
B
Discount pricing. Product bundling is the practice of putting together a number of goods/services to create a one-price package. Because bundled products are priced so that they are less expensive than purchasing the products individually, it is an advantage to the customer. Any type of product can be bundled—high quality or low quality. Higher brand awareness and sales increases are advantages to the quick-serve restaurants that offer bundled products.
SOURCE:
PM:041
SOURCE:
Kotler, P., & Armstrong, G. (1999). Principles of marketing (8th ed.) [pp. 333-334]. Upper Saddle River, NJ: Prentice Hall.

78.
D
Demand. Demand is the quantity of a product that buyers are ready to buy at a given price at a particular time. If a sandwich shop's customers want something that the sandwich shop doesn't sell, the sandwich shop may develop a new menu item to satisfy its customers' needs. If a particular menu item already exists in the marketplace, and the sandwich shop does not take steps to provide it, the customers are likely to purchase from the sandwich shop's competitors. Obsolescence is the state of being outdated or unfashionable. Modification is changing or altering an existing product. Distribution is the marketing function that is responsible for moving, storing, locating, and/or transferring the ownership of goods and services.
SOURCE:
PM:130
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2006). Marketing essentials (pp. 640-641). New York: Glencoe/McGraw-Hill.

79.
A
Post-transaction. Most restaurant equipment businesses offer a variety of services to customers that typically occur either before, during, or after the sale. Handling complaints, processing returns, and arranging for repair are services that businesses provide after the sale and are considered post-transaction services. The restaurants have already purchased products but need additional service because there are problems with the products. Transaction services are offered during the sale and include services such as layaway and gift wrapping. Offering convenient hours and various types of information are examples of pretransaction services because they take place before the sale. A sales transaction is the actual sale.
SOURCE:
PM:036
SOURCE:
Dunne, P., Lusch, R., & Griffith, D. (2002). Retailing (4th ed.) [pp. 459-465]. Mason, OH: South-Western.

80.
A
Personnel. Standards are the criteria for determining specified guidelines or requirements for specific functions. Tangible is defined as anything that is capable of being touched, smelled, tasted, seen, or heard. In the quick-serve restaurant industry, standards are often established to ensure the consistency of restaurant goods and services. Food, facility appearance, and personnel are tangible types of things that the restaurant considers. Standards might be established to ensure that food is cooked in a specific way, that the restaurant's appearance is consistent in terms of cleanliness, and that personnel wear specific attire while working. Service is important in terms of establishing quality standards; however, service is considered an intangible factor since it cannot be touched, smelled, or tasted. Feedback is defined as evaluative information given to you about the things you say and do. Responsiveness is a factor that is often considered in terms of service.
SOURCE:
PM:056
SOURCE:
Mill, R. C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [pp. 150-151]. Upper Saddle River, NJ: Prentice-Hall.

81.
C
End in failure. Customers typically don't patronize a sandwich shop that has a poor reputation for providing customer service. The ultimate result is that the shop may be forced to close its doors. Customers are attracted to shops that have images of superior customer service, not poor service. When a shop has a bad image, the overall work environment suffers. Thus, the shop is likely to experience a high employee-turnover rate. When a shop doesn't have many customers because of its poor customer service, it can't break even on costs because there are not enough people buying its products.
SOURCE:
PM:013
SOURCE:
PM LAP 1—Customer Service Supersized!

82.
B
Number of portions a specific product will yield. Before ordering, a restaurant needs to know the number of portions that each product will yield. For example, if a restaurant buys bags of frozen French fries, it needs to know how many portions are in each bag—such as 10 or 20. If the restaurant sells 200 orders of French fries each day, it needs to have enough bags of French fries in stock to prepare those orders. When planning the amount of stock to keep on hand, a restaurant does not need to consider the recommended temperature for storing, the amount of space needed to unpack each product, or the prices offered by different vendors.
SOURCE:
PM:062
SOURCE:
Mill, R. C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [pp. 220-221]. Upper Saddle River, NJ: Prentice-Hall.

83.
B
716. In order to determine the number of hamburger patties to purchase, a restaurant first calculates the amount required by the recipe and the number of servings. In this situation, the restaurant estimates 425 servings of 2 patties each for a total of 850 (425 x 2 = 850). The restaurant has 150 patties currently in stock which are subtracted from the 850 needed, for a total of 700 (850 - 150 = 700). The restaurant also expects to waste 16 patties so must order an additional 16 to cover the loss (700 + 16 = 716).
SOURCE:
PM:064
SOURCE:
Mill, R. C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [p. 220]. Upper Saddle River, NJ: Prentice-Hall.

84.
C
Weight after cooking. Many foods shrink during the cooking process. As a result, buffet-style restaurants often consider the weight of the item after cooking when planning the quantity to order. For example, meat contains a certain percentage of fat which either cooks out or is not served to customers. If a restaurant orders a large roast, it should expect that the weight of the roast will be less after cooking than it was when purchased. Consequently, a restaurant might order two roasts to compensate for the shrinkage. When planning the quantity of food to order, restaurants do not consider the type of container, the calories per serving, or the nutritional value of ingredients.
SOURCE:
PM:124
SOURCE:
Mill, R. C. (2001). Restaurant management: Customers, operations, and employees (2nd ed.) [p. 216]. Upper Saddle River, NJ: Prentice-Hall.

85.
C
It does not add value to the product. Product promotion is specifically criticized for not adding value to the product itself. In other words, the product is not improved or made better in any way by the money spent on promotion. Stirring up unnecessary debates is a criticism of institutional promotion, not product promotion. Promotion is not always easily measurable and can be expensive.
SOURCE:
PR:002
SOURCE:
PR LAP 4—Know Your Options (Types of Promotion)

86.
C
Stereotypes. A stereotype is a set image or an assumption about a person or thing. An advertisement that portrays a woman in a traditional female role (e.g., mopping the kitchen floor) is reinforcing a stereotype. Stereotyping women in such roles may offend some people because many males and females now share the responsibility of household chores. Discrimination is the unfair treatment of a person or group based on the person's or group's characteristics. Some people consider an advertisement that portrays a woman in a traditional female role as a gender-based form of discrimination rather than age-based discrimination. Socialization refers to the way in which a community organizes itself. Equity label is a fictitious term.
SOURCE:
PR:099
SOURCE:
Semenik, R.J. (2002). Promotion and integrated marketing communications (p. 216). Mason, OH: South-Western.

87.
A
Newspapers. More than 25% of all advertising media expenditures is in newspapers. Because most local consumers can be reached through newspaper advertising, this is an excellent way for small businesses, such as ice-cream shops, to reach their target markets. Because magazines are not published on a daily basis and very often are targeted for a larger audience, a small ice-cream shop would be better off investing in newspaper advertisements. Radio may not reach the ice-cream shop's target market. Television is usually too expensive for the owner of a small ice-cream shop.
SOURCE:
PR:007
SOURCE:
PR LAP 3—Ad-quipping Your Business

88.
D
Project an image of the restaurant. A quick-serve restaurant's visual merchandising efforts give customers a good idea of the restaurant's products by reflecting a certain image.  Visual merchandising cannot make menu items desirable or keep prices low. Visual merchandising may be used in competing with other quick-serve restaurants, but following their lead is not a purpose of visual merchandising.
SOURCE:
PR:023
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2006). Marketing essentials (p. 383). New York: Glencoe/McGraw-Hill.

89.
D
To achieve their objectives. The purpose of coordinating promotional activities is to achieve objectives, which, for quick-serve restaurant chains, usually means increasing sales. Coordinating promotional activities in order to bring customers into the quick-serve restaurants help to achieve the objective of increasing sales by informing customers and encouraging them to buy. Quick-serve restaurant chains do not coordinate promotional activities in order to organize products, evaluate policies, or control inventories.
SOURCE:
PR:076
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2002). Marketing essentials (3rd ed.) [pp. 302-304]. Woodland Hills, CA: Glencoe/McGraw-Hill.

90.
C
Be needed by the customers. Selling should try to fill the needs and wants of consumers. The lowest price is not always the best choice because some customers need or want better quality. Some products need to fill only one need to completely satisfy a customer. There are times when the best quality is not needed or desired by customers.
SOURCE:
SE:017
SOURCE:
SE LAP 117—Sell Away (The Nature and Scope of Selling)

91.
D
Order processor. When a misunderstanding occurs, it is important for the order processor, who is usually the primary contact with the customers, to deal with the situation tactfully in order to satisfy customers. Regardless of who is at fault, the order processor should take responsibility for the problem and do whatever is necessary to correct the problem. The customer must be made to feel that the problem is being taken care of promptly and competently. The customer should not take responsibility for the problem. The head chef and the owner would not usually become involved, except when the order processor is not able to remedy the problem.
SOURCE:
SE:828
SOURCE:
SE LAP 115—Keep Them Loyal (Building Clientele)

92.
A
Robinson-Patman Act. This law is intended to protect competing companies by forbidding quick-serve restaurant supply companies from offering lower prices to big purchasers unless they can prove the lower price is based on cost savings. The Clayton Act prevents a company from making the purchase of one of its goods or services depend on purchases of other goods or services. The Taft-Hartley Act is designed to provide a balance between labor and management. The Sherman Act prohibits the formation of monopolies and competing businesses from conspiring to control or "fix" their prices.
SOURCE:
SE:932
SOURCE:
SE LAP 121—Selling Policies

93.
B
Communicate instantly. E-mail technology makes it possible for small, quick-serve restaurants, such as pizza shops, to communicate with their local customers instantly. Many pizza shops use e-mail to follow up with customers because it is a fast and efficient method of communication. For example, a pizza shop may e-mail online coupons to customers, and the customer receives the message instantly. A customer may decide to order a pizza because s/he can use the coupon to receive a lower price or special deal for the pizza.  Pizza shops would not generally use e-mail to arrange for delivery of an order or to schedule training for a customer's employees. E-mail is not used to organize information.
SOURCE:
SE:107
SOURCE:
Futrell, C.M. (2001). Sales management: Teamwork, leadership, and technology (6th ed.) [pp. 133-134]. Mason, OH: South-Western.

94.
C
Are likely to meet their needs. Substitute selling involves selling customers goods or services other than the original request when the quick-serve restaurant supply business does not have the requested item or when the salesperson recognizes the customer's true needs. Customer satisfaction is the most important goal of substitute selling. The price or the quality of the substitute product may be greater than, equal to, or less than the price of the item originally requested. Earning a commission would benefit the salesperson, not the business.
SOURCE:
SE:114
SOURCE:
SE LAP 111—Using Substitute Selling

95.
D
Gift cards. A gift card is small, wallet-sized card issued by a store listing the dollar amount that a customer can apply toward a future purchase. When selling gift cards, the quick-serve restaurant receives payment in advance. At a later time, the recipient of the gift card will redeem it for food items off the restaurant's menu. The benefit to quick-serve restaurants is that they have already received payment for the items, which often improves their cash-flow situation. Layaway is a type of sale in which merchandise is removed from the sales floor and held by a retailer until the customer pays the outstanding balance. Money-back guarantees return funds to customers if they are not satisfied with their purchases. Coupons reduce the purchase price rather than provide payment in advance.
SOURCE:
SE:016
SOURCE:
Berman, B., & Evans, J.R. (2004). Retail management: A strategic approach (9th ed.) [p. 36]. Upper Saddle River, NJ: Prentice Hall. 

96.
D
Salads. Croutons are toasted cubes of bread which are a popular topping for salads. They are often  sprinkled over an individual salad or offered in a serving container at the salad bar. Croutons would not enhance the flavor or appearance of sandwiches, pies, or meats.
SOURCE:
SE:146
SOURCE:
Wikipedia. (n.d.). Salad. Retrieved October 30, 2008, from http://en.wikipedia.org/wiki/Salad

97.
B
Read the order back to the customer to verify accuracy. Before giving the order to the line staff members who assemble the order, the order taker should make sure that s/he understood the customer's order correctly. Customers are not usually happy when they receive incorrect food orders. Verifying the order reduces the risk of processing the order incorrectly. Once the order is verified, the cashier gives the customer the payment total. By providing the customer with the payment total, the customer can have payment ready for the transaction. If the customer does not need to wait to place the order, there is no reason to thank him/her for waiting. Quick-serve employees working the drive-up window do not always know the customers' names.
SOURCE:
SE:358
SOURCE:
Kirkham, M., Weiss, P., & Crawford, B. (2000). The waiting game: The ultimate guide to waiting tables (pp. 9-10). Austin, TX: Twenty Per Cent.

98.
C
Telling the kitchen to hold the tomato on a sandwich. On occasion, customers have special food requests that quick-serve restaurant employees should accommodate whenever possible. For example, if a customer wants a sandwich prepared without tomato, the employee should inform the kitchen. It is a very simple task to hold the tomato on a sandwich to satisfy a customer's request. A customer may ask for extra napkins or packets of catsup, but that is not a food request. Asking the customer to supersize the order is an example of suggestion selling.
SOURCE:
SE:159
SOURCE:
Kirkham, M., Weiss, P., & Crawford, B. (2000). The waiting game: The ultimate guide to waiting tables (pp. 143-144). Austin, TX: Twenty Per Cent.

99.
A
Human resources, financial resources, material resources, and information. Human resources are people who work to produce goods or services; financial resources are all the sources of money available to the quick-serve restaurant; material resources are equipment and supplies used by quick-serve restaurants in their operation; and information is knowledge, facts, or data used in the quick-serve restaurant. Subordinates are part of human resources, and accounts receivable and financial assets are part of financial resources.
SOURCE:
SM:001
SOURCE:
BA LAP 6—Manage This!

100.
D
Understand the risks involved. A business plan is the written document that is developed before starting a business. It explains the goals and objectives of the sandwich shop and how the sandwich shop intends to achieve those goals. Developing a business plan helps a sandwich-shop owner to understand the risks s/he might face, and develop strategies to overcome possible problems. All sandwich-shop owners face some type of risk, and being aware of that often helps the sandwich shop to be successful. A business plan is not developed to organize the operation, create a safe work environment, or identify a maintenance system.
SOURCE:
SM:007
SOURCE:
Everard, K.E., & Burrow, J.L. (2001). Business principles and management (11th ed.) [p. 115]. Cincinnati: South-Western.
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