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1.
A manager who decides how much money can be spent on all activities within a business usually works in
A.
production. 
C.
marketing.
B.
finance. 
D.
accounting.

 2.
What is the process of buying goods and raw materials for internal consumption or for conversion into a final product?
A.
Selling 
C.
Industrial purchasing
B.
Retail buying 
D.
Purchasing 

 3.
Why is production important to a business?
A.
It converts certain outputs into inputs.
B.
It creates goods or services for the business to sell.
C.
It provides the business with material resources.
D.
It manages the finances of the business.

 4.
A business's monthly cash flow statement lists an opening cash balance of $2,150, cash receipts of $21,897, and cash disbursements of $14,046. What is the new cash balance?
A.
$10,001 
C.
$33,793
B.
$5,701 
D.
$38,093

 5.
What does an accurate profit-and-loss statement often help a business to identify?
A.
Excessive income 
C.
Potential sales
B.
Trouble spots 
D.
Problem vendors

 6.
John says that his job duties include planning what will be done, organizing and directing workers, and solving problems related to worker productivity. His job can best be described as a
A.
broker. 
C.
cashier.
B.
manager. 
D.
bookkeeper.

 7.
Calculate the amount a business should budget for a special sales promotion if it plans to spend $15,000 to print 200,000 50-cents-off coupons, $2,225 advertising the promotion, $350 mailing the coupons, and expects 75,000 coupons to be redeemed.
A.
$25,225 
C.
$17,575 
B.
$15,350 
D.
$37,500

 8.
Joan borrowed $10,000 from a relative to start her own business. This is an example of which type of business ownership?
A.
Corporation 
C.
Sole proprietorship
B.
Limited partnership 
D.
Partnership 

 9.
What kind of insurance will help to pay your hospital bill if you are seriously ill?
A.
Liability 
C.
Health
B.
Disability 
D.
Homeowner's

10.
One way for cashiers to detect counterfeit currency is by being familiar with the __________ on each bill.
A.
dates 
C.
portraits 
B.
numbers 
D.
addresses

11.
Verifying a signature and checking a picture ID are two effective ways financial services employees can
A.
reduce the risk of fraud. 
B.
determine if customers are wealthy.
C.
update financial records.
D.
let customers know you think they are suspicious. 

12.
In the event of an emergency situation that involves evacuating the bank, employees should know the plan for
A.
putting away valuables quickly. 
C.
gathering important evidence.
B.
arranging necessary transportation.
D.
notifying the news media. 

13.
Learning to lift objects properly is most likely to prevent injury to your
A.
legs. 
C.
arms.
B.
back. 
D.
knees.

14.
What group of employees receives some protection under the law from arbitrary discrimination such as being fired for no cause?
A.
Persons over the age of 40 
C.
Persons who are temporaries
B.
Persons earning minimum wage
D.
Persons working as freelancers

15.
Which of the following is a total ban on exporting certain types of electronic equipment:
A.
Tariff 
C.
Quota
B.
Embargo 
D.
Inspection

16.
If the sales tax rate is 6.75% and a customer buys $238.50 worth of merchandise, what is the amount of tax that the retailer must record and report?
A.
$16.22 
C.
$16.38
B.
$16.10 
D.
$16.75

17.
What should you do if you phone an important customer and the customer indicates that you have called at a bad time?
A.
Offer to schedule a second call. 
C.
Ask the customer to call you back.
B.
Try to continue the conversation.
D.
Explain that the call will be short.

18.
Written communications in business should
A.
use technical language. 
C.
be clear and easy to understand.
B.
use long, informative sentences. 
D.
be totally impersonal. 

19.
The opening sentences of an effective business letter should
A.
always be formal. 
C.
come right to the point.
B.
be completely impersonal. 
D.
avoid specific details. 

20.
Which of the following is an important step in preparing a simple written report:
A.
Developing a rough draft 
C.
Arranging an interview
B.
Scheduling a meeting date
D.
Organizing visual aids 

21.
When preparing a long, complex report, it is generally a good idea to include a background statement about the purpose of the report in the
A.
body of the report. 
C.
executive summary. 
B.
letter of transmittal.
D.
writer's recommendations.

22.
An effective way for supervisors to find out if employees understand job instructions is to ask them for
A.
feedback. 
C.
respect.
B.
references. 
D.
approval.

23.
A cable company prepares a customer's invoice that includes the following: $39.95 for one-month basic service, $8.99 for one premium channel, and $4.29 each for viewing five new-release movies. What is the total amount of the invoice?
A.
$73.65 
C.
$68.95 
B.
$69.59 
D.
$70.39

24.
A characteristic of human wants is that they are
A.
limited. 
C.
unlimited.
B.
unchanging. 
D.
consistent.

25.
Which of the following is an economic activity:
A.
Purchasing a candy bar 
C.
Balancing a checkbook
B.
Reading a bank statement
D.
Following the stock market

26.
As prices decrease, consumer demand usually
A.
stays the same. 
C.
decreases. 
B.
increases.
D.
stabilizes.

27.
Which of the following is one of the original roles that government was intended to have in business:
A.
Collect taxes 
C.
Protect consumers
B.
Enforce laws 
D.
Conserve resources

28.
Businesses own the goods or services they produce. This is an example of which characteristic of free enterprise?
A.
Limited government control 
C.
Competition
B.
Private property
D.
Profit motive 

29.
The difference between income from sales and the cost of goods sold is called __________ profit.
A.
intangible 
C.
net
B.
true 
D.
gross 

30.
Which of the following is a true statement about productivity:
A.
Most businesses reduce productivity to lower prices.
B.
Productivity is unimportant to businesses.
C.
Productivity cannot be measured.
D.
Most businesses try to increase productivity.

31.
Specialization by task is also known as
A.
trade or profession. 
C.
scope and depth.
B.
stage of production. 
D.
division of labor. 

32.
How do spending levels impact the economy in an inflationary period?
A.
Consumers spend less, but businesses tend to spend more.
B.
Overall spending generally remains unchanged.
C.
Consumers and businesses spend less.
D.
Consumers keep spending no matter what; businesses are more cautious.

33.
When a business cycle is affected by international relations, new discoveries, and social or political changes, it is said to have been changed by __________ factors.
A.
external 
C.
internal
B.
extraneous 
D.
intrinsic 

34.
Which of the following is a factor that often enables certain countries to trade successfully with each other:
A.
Similar business subcultures 
C.
Equal governmental systems
B.
Same religious institutions 
D.
Identical language traits 

35.
A financial planner who demonstrates confidence, empathy, and effective communication skills during a client conference is demonstrating
A.
creative intelligence. 
C.
salesmanship. 
B.
emotional intelligence. 
D.
manipulation. 

36.
On what basis might a business deny credit to a potential customer?
A.
Small savings account 
C.
Regular monthly income
B.
Brief employment history
D.
Limited investment portfolio

37.
With a retirement annuity, financial-service providers cannot distribute annuity payments by which of the following methods:
A.
Annuitization 
C.
Capital expenditure 
B.
Lump sum payment 
D.
Systematic withdrawals 

38.
When income is not subject to withholding, taxpayers are required to pay which type of taxes:
A.
Property 
C.
Sales 
B.
Estimated 
D.
Inheritance 

39.
Tax rate schedules are not available for which category of tax payers:
A.
Married 
C.
Engaged 
B.
Single 
D.
Head of Household 

40.
When clients want to establish financial goals, financial advisors can assist them by ensuring that their goals are 
A.
specific and measurable. 
C.
varied and realistic. 
B.
regulated and timely. 
D.
sequential and distinct. 

41.
How do clients pay a financial advisor who does not trade stocks but offers only ancillary financial services?
A.
With a salary 
C.
With a fee 
B.
With a commission 
D.
With a benefit 

42.
In the process of verifying a company's financial statements, independent auditors examine which of the following:
A.
Internal controls 
C.
Human resource management 
B.
Levels of compensation 
D.
Stock price 

43.
When assessing risk-return tradeoffs, businesses consider how quickly an investment can be converted into cash, also known as the investment's
A.
stability. 
C.
volatility. 
B.
liquidity. 
D.
versatility. 

44.
Other than conducting a SWOT analysis, what could an individual do to determine the financial strengths or weaknesses of a business?
A.
Discuss employee satisfaction with the steering committee. 
B.
Interview the Human Resources Director. 
C.
Review the marketing plan. 
D.
Examine the financial statements. 

45.
ABC Canning Company purchased a new, automated canning machine for $80,000. It has a useful life of six years, at the end of which it is expected to sell for $8,000. Using the straight-line depreciation method, what is the total accumulated depreciation at the end of year 3?
A.
$44,000 
C.
$24,000 
B.
$12,000 
D.
$36,000 

46.
Leverage refers to the amount of debt used to finance a firm's assets. Using the debt-to-equity ratio, determine how much a company with total liabilities of $5,320,000 and total stockholders' equity of $17,767,000 is leveraged. 
A.
10.5% 
C.
40.2% 
B.
3.33% 
D.
29.9% 

47.
In order to raise capital by selling stocks and bonds, a business must be organized as a 
A.
limited partnership. 
C.
corporation. 
B.
sole proprietorship. 
D.
limited liability company. 

48.
To manage receivables effectively, businesses do which of the following:
A.
Call the human resources director with any complaints. 
B.
Invoice the correct individual. 
C.
Distribute a press release regarding late payments. 
D.
Conduct professional development seminars. 

49.
Very liquid securities that can be converted into cash quickly are most accurately described as
A.
cash on hand. 
C.
long-term assets. 
B.
corporate securities. 
D.
marketable securities. 

50.
Imagine an inventory with just four items. The first two items cost $1,000 each, the third item cost $2,000, and the fourth item cost $3,000. If half of the items have been sold, what is the value of the remaining inventory using the FIFO (first-in-first-out) method of inventory management?
A.
$1,000 
C.
$3,000 
B.
$5,000 
D.
$2,000 

51.
Which of the following is not a component of a company's annual report:
A.
Financial statements 
C.
List of directors and officers 
B.
CEO's compensation 
D.
CPA's opinion letter 

52.
If McDonald's Corp. (NYSE: MCD) has 1.26 billion shares of common stock outstanding and its stock price is currently $33.58, what is the value of its common stock?

A.
$33.58 
C.
$42.31 billion 
B.
$42.31 million 
D.
$26.65 

53.
What is the average rate of earnings growth for a company with earnings of $55,000 in year 1, $75,000 in year 2, $85,000 in year 3, and $105,000 in year 4?
A.
13.2% 
C.
24.4% 
B.
36.5% 
D.
40.5% 

54.
The gain or loss associated with an investment is the
A.
return. 
C.
capital. 
B.
risk. 
D.
dividend. 

55.
Diversifying investments primarily protects investors against
A.
international events. 
C.
rising inflation rates. 
B.
unemployment. 
D.
market fluctuations. 

56.
If prices in the stock market overall are up 12 percent and a particular stock is up 9 percent over the same time period, the security's beta value is 
A.
.75 
C.
21 
B.
1.3 
D.
3 

57.
When a business fails, it is usually due to problems with which of the following:
A.
The economy 
C.
Internal issues 
B.
Competitors 
D.
International issues 

58.
A company has more control over its capital structure with convertibles than with warrants due to the
A.
call feature. 
C.
maturity date. 
B.
interest rate. 
D.
put feature. 

59.
The main purpose of a stable dividend policy is to 
A.
reduce uncertainty for investors. 
B.
minimize market price per share. 
C.
pay dividends only when other needs are met. 
D.
lower expectations of shareholders. 

60.
"Debt and equity financing" can be restated as the difference between
A.
lending and owning. 
C.
capital and borrowing.
B.
investing and financing.
D.
assets and liabilities. 

61.
What is human relations?
A.
The ways that people form/conduct relationships with one another 
B.
The number of people with whom you interact on a daily basis
C.
The ability of people to get along with each other
D.
Activities sponsored by a business to create a positive public image

62.
One of the reasons that teams are important to businesses is that they can increase
A.
procrastination. 
C.
costs.
B.
conflicts. 
D.
productivity. 

63.
Financial services businesses benefit when employees handle customer inquiries in an effective manner because
A.
customers' confidence in the business increases. 
B.
customers feel free to return financial products. 
C.
customers feel the need to ask more questions.
D.
customers' total purchases are reduced.

64.
Which of the following is a factor that affects a business's selection of policies to guide its operations:
A.
The space available to display policies 
C.
The communication skills of employees
B.
The personal preferences of management 
D.
The nature of the business 

65.
Which of the following would be considered an ethical dilemma in the personnel department of a financial services company:
A.
Whether the company should provide business cards for all of its associates or make them purchase business cards with their own money 
B.
Whether the business should hold its retirement party at a local restaurant or at a neighboring city's banquet hall 
C.
Whether the business should donate $25,000 to an animal shelter or to an orphanage
D.
Whether the business should pay men and women different salaries if it is operating in a country where equal pay laws don't apply 

66.
Supervisors might best increase morale and maintain bank operations by scheduling employee working hours
A.
around the needs of a majority of the employees. 
B.
in terms of supervisory needs. 
C.
as each employee's needs dictate.
D.
according to the traffic flow of customers. 

67.
Which of the following is generally considered a fringe benefit:
A.
Employee ratings 
C.
Salary 
B.
Quota plan 
D.
Health insurance

68.
ABC Financial Planning Company has 1,000 major clients that each require a monthly sales call. If the average sales representative can make 1,000 calls per year, how many sales representatives does ABC need to ensure service to all of its major clients?
A.
15 
C.
12 
B.
10 
D.
18

69.
Which of the following does not affect an investment organization's employee selection process:
A.
National origin of applicants 
C.
Source of applicants
B.
Nature of the organization 
D.
Type of job to be filled 

70.
When conducting exit interviews, financial services businesses often obtain useful information by asking __________ questions.
A.
standard 
C.
probing
B.
personal 
D.
technical

71.
One of the purposes of providing orientation for new bank employees is to
A.
assign the employees to appropriate jobs. 
C.
assess the employees' job progress.
B.
fulfill government requirements.
D.
get the employees off to a good start.

72.
The type of training that is especially useful for explaining theory or reasons for a specific financial operation to a few employees or to the entire workforce is known as
A.
outside courses. 
C.
internships.
B.
group training. 
D.
on-the-job training.

73.
An investment business's management trainees have been given a written description of a customer-relations problem and asked to recommend solutions. What training method is the investment business using?
A.
Case studies 
C.
Role playing
B.
Assessment center 
D.
Behavior modeling

74.
A demographic factor that has caused changes in the workforce is a(n)
A.
decrease in diverse populations. 
C.
increase in educated workers. 
B.
increase in immigrants. 
D.
decrease in working women.

75.
Regular employee evaluations often indicate to a financial business that employees need additional
A.
benefits. 
C.
training. 
B.
orientation. 
D.
incentives.

76.
Financial businesses that do not keep track of the quantities of on-hand office supplies may run out and be forced to
A.
go out of business. 
C.
place expensive rush orders.
B.
stop selling merchandise. 
D.
recruit additional personnel.

77.
Which of the following is a main function of a routine bank audit:
A.
Identifying embezzlers 
C.
Sealing cash drawers
B.
Verifying tellers' cash 
D.
Locating valuables 

78.
Which of the following financial ratios should the owner of a financial planning firm use to determine how well his/her investment has performed:
A.
Return on sales 
C.
Current ratio
B.
Return on owner's equity 
D.
Return on investment 

79.
The income that an investment firm earns before expenses are deducted is referred to as the
A.
net sales. 
C.
net profit.
B.
gross profit.
D.
overhead. 

80.
In which of the following situations will a business plan that includes quarterly sales quotas for each of the five insurance agents help an insurance agency to track its progress and make adjustments:
A.
Each salesperson has a specific territory. 
C.
Actual sales decrease 5% every summer.
B.
Quarterly sales quotas remain the same.
D.
Each agent sells 85% of quota. 

81.
As an important part of maintaining office records for compiling year-end financial statements, businesses should establish a schedule for:

A.
Record retention 
C.
Office holidays 
B.
Press releases 
D.
Building maintenance 

82.
What should you remember to allow some time for when you are preparing your daily "to do" list?
A.
Occasional emergencies 
C.
Scheduled meetings
B.
Required activities 
D.
Possible interruptions 

83.
A good way for a job applicant to make a favorable impression during a job interview is to
A.
lean back in his/her chair in a relaxed manner.
B.
show that s/he has been learning about the company.
C.
dress in the kind of clothes s/he would wear on the weekends. 
D.
let the interviewer know that s/he expects to be hired.

84.
To become a certified financial planner, an individual must perform at least three things: acquire the required education, pay the appropriate fee, and
A.
recognize the value of certification. 
C.
pass the certification examination. 
B.
join a financial planning association. 
D.
solve financial problems. 

85.
The primary goal of corporate finance is to
A.
make investment decisions. 
C.
raise capital. 
B.
increase the value of the firm. 
D.
maximize profits. 

86.
What is a financial plan intended to help individuals achieve?
A.
Social status 
C.
Financial goals
B.
Significant wealth 
D.
Financial careers 

87.
Bank tellers often obtain financial product information by asking questions of
A.
college interns. 
C.
other employees. 
B.
satisfied customers. 
D.
regional managers.

88.
A loan officer explaining an installment loan to a customer who is borrowing $2,000 for one year would use an interest chart to determine the
A.
principal. 
C.
percentage.
B.
annual rate. 
D.
monthly payment.

89.
A investment planner approached a new client, shook hands, looked the client in the eye, smiled, and said, "Good Morning, Ms. Storm. Thanks for taking the time to meet with me today." This part of the approach was the
A.
scheduling. 
C.
close.
B.
preparation. 
D.
greeting.

90.
An investment business's ultimate goal is to sell products in order to stay in business. Therefore, the substitute product that a salesperson recommends should always
A.
be high quality. 
C.
be expensive.
B.
satisfy the client's needs.  
D.
have many client benefits. 

91.
Which of the following utilizes the boomerang technique in response to this objection: "The product is nice, but it costs so much!"
A.
"Yes, but it is the product you requested."
B.
"The high cost is because of the high quality."
C.
"The product is not all that expensive."
D.
"Would you really be happy with a cheaper model?"

92.
What type of financial product might an investment company recommend to a business that is establishing a retirement program for its employees?
A.
Mutual funds 
C.
Demand deposits
B.
Certified checks 
D.
Promissory notes

93.
Once clients have made up their minds about an investment product to purchase, the financial planner should reassure them about their decision by
A.
using an appropriate closing technique without hesitation.
B.
trying to sell the client an alternative product. 
C.
telling the customer that the product yields financial returns slowly. 
D.
changing the conversation to another subject.

94.
What suggestion-selling technique gives bank customers additional ideas about what to do with the home-equity loan that they are considering applying for?
A.
Showing related products 
C.
Recommending possible uses  
B.
Promoting new banking products  
D.
Advising the purchase of larger quantities 

95.
What should bank tellers do if they are unable to complete certain auxiliary transactions for customers?
A.
Politely explain bank policies 
C.
Quickly dismiss the requests
B.
Offer to provide other services 
D.
Refer customers to other banks 

96.
When opening new savings accounts for customers, it is important for bank employees to explain
A.
the location of security devices. 
C.
regulations in technical terms.
B.
additional services that are available. 
D.
any minimum balance requirements. 

97.
Working with individual customers to analyze their current situation, define their objectives, formulate strategies, and define desired results are all elements of developing a successful
A.
financial plan. 
C.
dividend reinvestment program.
B.
customer communications program.
D.
home mortgage contract.

98.
When processing cash, a good procedure for a bank teller to follow is to
A.
immediately put the money in the drawer. 
C.
check the dates on the money.
B.
count the money several times.
D.
organize the money into stacks. 

99.
What should bank tellers avoid doing when accepting traveler's checks from customers?
A.
Comparing the countersignature 
C.
Treating checks as cash
B.
Asking for identification 
D.
Cashing pre-signed checks 

100.
When paying out cash, why should a teller count out the money and then recount it to the customer?
A.
It's bad luck to count money only once. 
C.
Being accurate helps to avoid differences.
B.
Banking regulations require it.
D.
Customers don't trust tellers.

1.
B
Finance. The finance activity is usually responsible for deciding how much money can be spent on all the other business activities. Finance managers must be concerned with having enough money to run the business. Production managers would be involved in creating products to sell. Marketing managers would be involved in promoting, selling, and pricing products. Accounting managers would be involved in maintaining accurate financial records.
SOURCE:
BA:002
SOURCE:
MB LAP 10—Business Activities

 2.
C
Industrial purchasing. Industrial purchasing is the type of purchasing in which manufacturers are principally involved. Retail and wholesale buying focuses on the buying of products for resale. Purchasing includes both industrial and retail purchasing. Selling is a marketing function that involves responding to consumer needs and wants through planned, personalized communication that influences purchase decisions and enhances future business opportunities.
SOURCE:
BA:005
SOURCE:
PU LAP 1—Purchasing

 3.
B
It creates goods or services for the business to sell. Without products to sell, businesses cannot continue to exist. Production is the process or activity of producing goods or services wanted by consumers. Production combines inputs to produce outputs. In other words, production combines the material and human resources obtained by the business in order to make products. Finance is not a function of production.
SOURCE:
BA:013
SOURCE:
BA LAP 1—Nature of Production

 4.
A
$10,001. The cash flow statement is a financial summary with estimates as to when, where, and how much money will flow into and out of a business. It is prepared by using the following formula: opening cash balance + cash receipts - cash disbursements ($2,150 + $21,897 = $24,047; $24,047 - $14,046 = $10,001). The new cash balance for the beginning of the next month is $10,001.
SOURCE:
BA:017
SOURCE:
Bangs, D.H., & Pinson, L. (1999). The real world entrepreneur (pp. 226-242). Chicago: Upstart Publishing Co.

 5.
B
Trouble spots. The information in a profit-and-loss statement is cumulative, which means that it covers a specific period of time, usually one year. A business needs to be able to see cumulative totals of income and expenses in order to know where it is having successes and where there might be trouble brewing. If a company detects that it is spending too much on expenses compared to the amount of net profit, it knows that the category of operating expenses is a trouble area that must be corrected. Businesses do not use profit-and-loss statements to identify potential sales or problem vendors. Most businesses probably do not think that income can ever be excessive.
SOURCE:
BA:020
SOURCE:
MN LAP 61—Profit-and-Loss Statements

 6.
B
Manager. Managers are responsible for organizing, planning, staffing, directing, and controlling the business's activities in order to reach certain goals. Bookkeepers and cashiers have other types of job responsibilities that usually do not include managing. Brokers act as agents for businesses and often negotiate purchases in exchange for a fee.
SOURCE:
BA:022
SOURCE:
MB LAP 8—Manage This!

 7.
C
$17,575. Businesses often develop budgets for specific activities such as a special sales promotion. The purpose of developing a specific budget is to allocate the necessary funds to pay for the activity. In this situation, a business is budgeting the amount it will need to print, advertise, and distribute coupons for a special sale. To calculate the amount to budget, add the total anticipated costs ($15,000 + $2,225 + $350 = $17,575). The number of coupons that will be redeemed affects the amount the business will budget for income rather than the amount it will budget to produce and distribute coupons.
SOURCE:
BA:024
SOURCE:
MN LAP 59—Nature of Budgets

 8.
C
Sole proprietorship. A sole proprietorship is owned and operated by one individual. Although Joan obtained a loan, she is still the sole owner/operator. A partnership is owned and operated by two or more persons. A limited partnership exists when some (but not all) partners have limited legal liability for the business. A corporation is a form of business ownership in which the business is owned by stockholders who have purchased shares of stock.
SOURCE:
BA:028
SOURCE:
BA LAP 7—Own It Your Way

 9.
C
Health. Health insurance pays for different kinds of medical care, depending upon the type of policy. A basic policy might cover minimum medical expenses, while a policy that has major medical coverage might cover the entire bill. Disability insurance provides income for ill or injured workers while they are off the job. Homeowner's insurance protects the homeowner's personal property and home. Liability insurance protects against lawsuits that result from injuries to others.
SOURCE:
BA:038
SOURCE:
Kimbrell, G., & Vineyard, B.S. (1998). Succeeding in the world of work: Teacher's wraparound edition (6th ed.) [pp. 449-451]. New York: Glencoe/McGraw-Hill.

10.
C
Portraits. Each denomination of currency contains the portrait of a famous American patriot, many of whom were presidents. For example, one-dollar bills have the portrait of George Washington, and five-dollar bills have the portrait of Abraham Lincoln. Cashiers should be familiar with the portraits on each bill in order to detect counterfeits. If they notice that the portraits do not match the denominations, they will know that the bills are counterfeit. Currency contains a variety of numbers, and cashiers would not be able to know the ones on each bill. The dates vary depending on when the currency was printed. Addresses do not appear on currency.
SOURCE:
BA:185
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 201-207). New York: McGraw-Hill.

11.
A
Reduce the risk of fraud. Financial services employees need to be very diligent in checking things like signatures and picture IDs to protect their employer and their customers from fraud. It is important for employees to adopt a discipline; that is, a routine for making certain that a check casher or credit cardholder, for instance, really is who he or she says. Checking signatures and IDs do not determine whether customers are wealthy, and financial services employees should not treat any customer differently than another, whether they believe they are wealthy or not. Financial services employees should not be updating the bank's financial records without the supervisor's knowledge. Someone might be trying to get a signature on file fraudulently, for example. An employee should not make customers feel uncomfortable when checking their signature or ID. If you do suspect fraudulent activity, however, the best approach is to get your manager.
SOURCE:
BA:186
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 325-328). New York: McGraw-Hill.

12.
A
Putting away valuables quickly. Banks develop procedures for employees to follow in the event of emergency situations. Some situations, such as fire or bomb threats, involve evacuating the bank. In those cases, employees should know the plan for quickly putting away valuables such as cash, negotiable instruments, and important documents. For most banks, the plan is to quickly put these items in the vault, which is fireproof, and then lock the vault. Having a specific plan will enable employees to safeguard valuables and evacuate quickly to protect themselves. During emergency situations, employees are not expected to notify the news media, arrange transportation, or gather important evidence.
SOURCE:
BA:179
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 250-257). New York: McGraw-Hill.

13.
B
Back. Learning to lift objects properly is most likely to prevent injuries to your back, as the back muscles are easily injured by improper lifting. Legs, arms, and knees are less often injured than the back by improper lifting techniques.
SOURCE:
BA:047
SOURCE:
RM LAP 3—Handling Accidents

14.
A
Persons over the age of 40. The Equal Employment Opportunity Commission administers the Age Discrimination in Employment Act which is designed to protect older persons in the workplace. The act gives persons over the age of 40 some protection from certain arbitrary discrimination such as being fired for no cause. For example, a business may not fire an older employee simply because of the person's age or because s/he is in a high pay category. Persons over the age of 40 receive some protection regardless of whether they earn minimum wage. Temporaries and freelancers are not protected because they work on an as-needed basis and are not considered regular employees.
SOURCE:
BA:055
SOURCE:
Wray, R.D., Luft, R.L., & Highland, P.J. (1996). Fundamentals of human relations: Applications for life & work (pp. 383-384). Cincinnati: South-Western Educational.

15.
B
Embargo. An embargo is a total ban on specific goods leaving or entering a country. A tariff is a tax on imports. A quota limits the amount of a good that can be imported or exported. Inspections of imported goods are sometimes used as a trade barrier to slow down the importation of certain products and potentially raise the price.
SOURCE:
BA:057
SOURCE:
Farese, L.S., Kimbrell, G., & Woloszyk, C.A. (2002). Marketing essentials (3rd ed.) 
[pp. 101-102]. Woodland Hills, CA: Glencoe/McGraw-Hill.

16.
B
$16.10. The sales tax varies from area to area; however, retailers are required to charge sales tax and record, report, and pay the tax on the merchandise they sell. In this example, the sales tax rate is 6.75%. To calculate the amount of tax the retailer must record and report, multiply that percentage by the amount of the purchase ($238.50 x 6.75% or .0675 = $16.098 rounded up to $16.10).
SOURCE:
BA:096
SOURCE:
Stull, W.A. (1999). Marketing and essential math skills: Teacher's edition (p. 135). Cincinnati: South-Western Educational.

17.
A
Offer to schedule a second call. In some situations, you will call an important customer at a time when the customer is busy or in a hurry and is unable to speak to you. Then, it is appropriate to offer to schedule a second call at a time that will be convenient for the customer. You should not try to continue the conversation or explain that the call will be short if the customer indicates that this is a bad time. It is your responsibility to return the call rather than ask the customer to call you.
SOURCE:
CO:114
SOURCE:
Adler, R.B., & Elmhorst, J.M. (1999). Communicating at work: Principles and practices for business and the professions (6th ed.) [ [pp. 23-24]. Boston: McGraw-Hill College.

18.
C
Be clear and easy to understand. The receiver cannot always ask the writer questions; therefore, written communications should be concise and clearly stated. They should get quickly to the point by using short and simple sentences. The written copy should only contain technical language when it is appropriate and will be understood by the receiver. Most business writing tends to be impersonal, but it is not necessary to be totally impersonal.
SOURCE:
CO:016
SOURCE:
Locker, K.O. (2000). Business and administrative communication (5th ed.) [p. 10-12]. Boston: Irwin/McGraw-Hill.

19.
C
Come right to the point. The opening paragraph of a business letter should explain the reason for writing and come right to the point. Effective business letters do not waste the reader's time by providing a lot of unnecessary information, but they immediately come to the point and capture the reader's attention. The letter does not need to be formal, but it should contain specific details and have personal appeal for the reader.
SOURCE:
CO:133
SOURCE:
McBride, P. (Ed.). (1997). The communication handbook for school-to-work (pp. 9, 131). Cincinnati: South-Western Educational.

20.
A
Developing a rough draft. An important step in preparing a simple written report is developing a rough draft. After the research is complete, the next step is to put the information into a logical format that covers the major points of the report. A rough draft may be revised many times, but it is the beginning of the actual writing process. Visual aids generally are used to support oral presentations. Scheduling a meeting is not part of writing a report. Interviewing may occur as part of the research  process, but it is not a common step in writing simple reports.
SOURCE:
CO:094
SOURCE:
Lesikar, R.V., Pettit, J.D., Jr., & Flatley, M.E. (1999). Lesikar's basic business communication (8th ed.) [pp. 76-77]. Boston: Irwin/McGraw-Hill.

21.
B
Letter of transmittal. The letter of transmittal introduces the report, and it includes the reasons for preparing the report as well as acknowledgements of those who helped in its preparation. The summary is a brief presentation of the findings, which saves time for busy executives who have to read a great many reports. The body is a detailed presentation of the pertinent facts that have been gathered. The writer's recommendations are simply statements of the writer's opinions.
SOURCE:
CO:009
SOURCE:
Lesikar, R.V., Pettit, J.D., Jr., & Flatley, M.E. (1999). Lesikar's basic business communication (8th ed.) [pp. 353-355]. Boston: Irwin/McGraw-Hill.

22.
A
Feedback. Supervisors often encourage employees to ask questions about job instructions and give comments, or feedback. The feedback tells the supervisors if the employees understand the job instructions or if they need additional explanation. References are letters of recommendation that usually accompany job applications. Supervisors try to earn the respect and approval of their employees, but they do not ask for it.
SOURCE:
CO:139
SOURCE:
Hilgert, R.R., & Leonard, E.C. (2001). Supervision: Concepts and practices of management (8th ed.) [pp. 80-82]. Cincinnati: South-Western College Publishing.

23.
D
$70.39. When preparing invoices, cable companies list the price of services and calculate the extensions which is the total cost of each quantity of item purchased. In this example, the customer viewed five movies at $4.29 each; therefore, the company needs to calculate the extension to determine the total cost. To calculate the extension, multiply the unit price by the quantity ($4.29 x 5 = $21.45). Then, add the extension to the cost of basic service and the cost for one premium channel to determine the total amount of the invoice ($21.45 + $39.95 + $8.99 = $70.39).
SOURCE:
DS:030
SOURCE:
Stull, W.A. (1999). Marketing and essential math skills: Teacher's edition (pp. 72-73). Cincinnati: South-Western Educational.

24.
C
Unlimited. In other words, when one want is satisfied, there are other wants waiting to take its place. Wants are not consistent but vary from person to person and from age group to age group. This means that your wants will change, not remain the same. Your wants are also competing. In other words, you might want more than one thing at the same time.
SOURCE:
EC:002
SOURCE:
EC LAP 10—Goods and Services

25.
A
Purchasing a candy bar. Economic activities involve the exchange of something having monetary value for something else that has monetary value; therefore, purchasing a candy bar is an economic activity. Balancing a checkbook, reading a bank statement, and following the stock market are ways to keep track of economic activities.
SOURCE:
EC:001
SOURCE:
EC LAP 6—Economics

26.
B
Increases. There is an inverse relationship between the amount customers are willing and able to buy and the price of the good/service. As prices go down, consumer demand increases rather than stabilizing, or remaining the same.
SOURCE:
EC:005
SOURCE:
EC LAP 11—Supply and Demand

27.
A
Collect taxes. When the United States was founded, government was not intended to have a hand in business. One of government's original roles was the authority to set and collect taxes on the products businesses sell. These funds would be used to help pay the expenses of government. As the country grew and business expanded, government's role in business had to grow. Now, government also is responsible for enforcing laws that affect business, protecting consumers from dishonest or deceptive business practices, and conserving valuable natural resources.
SOURCE:
EC:008
SOURCE:
EC LAP 16—Government and Business

28.
B
Private property. Ownership of private property also includes ownership of the results of your work. Businesses in a private enterprise economy are free to decide how to use their private property. A limited amount of government control in a free enterprise system helps to regulate and control the system. Competition is rivalry between two or more businesses to attract scarce customer dollars. The profit motive, or the desire to make a profit, is a reason for going into business.
SOURCE:
EC:009
SOURCE:
EC LAP 15—Private Enterprise

29.
D
Gross. Gross profit is money left after the cost of goods is subtracted from total income. Net profit is the money remaining after operating expenses are subtracted from gross profit. It is considered to be true profit. Intangible describes items that cannot be perceived through the senses, e.g., insurance protection.
SOURCE:
EC:010
SOURCE:
EC LAP 2—Profit

30.
D
Most businesses try to increase productivity. Increased productivity provides greater profits for the business and enables it to compete more effectively. Businesses can increase productivity in several ways, such as providing updated equipment, training employees, and paying fair wages. Productivity is important to a business and can be measured in a variety of ways. One way is to measure the monetary value of work produced. Reduced productivity would probably mean higher prices.
SOURCE:
EC:013
SOURCE:
EC LAP 18—Productivity

31.
D
Division of labor. Specialization by task exists when jobs are so specialized that a worker does only one small part of the total job. This type of specialization is also known as division of labor, which involves dividing a large job or large workforce into smaller unit parts in order to accomplish the job faster and easier. Stage of production is a type of specialization that occurs when more than one stage is required to change a raw material into a finished product. Scope is the number of tasks involved in a job, and depth is the amount of control an employee has in a job. Trade or profession is the type of work a person performs in order to earn a living.
SOURCE:
EC:014
SOURCE:
EC LAP 7—Specialization of Labor

32.
C
Consumers and businesses spend less. When inflation sets in and prices rise, consumers change their spending habits, which is disruptive to the economy. Depending on the degree of inflation, consumer spending can fall dramatically, especially on larger purchases such as homes. The housing industry has been hard-hit during inflationary periods. Businesses also adjust their spending habits, and when interest rates on business loans are high, for example, they may cut back on factory orders to reduce the cost of borrowing. A decline in orders often causes factory layoffs. Changes in spending habits cause ripple effects and can have a dramatic impact on the economy.
SOURCE:
EC:043
SOURCE:
O'Sullivan, A., & Sheffrin, S.M. (2003). Economics: Principles in action (pp. 342-343). Upper Saddle River, NJ: Prentice Hall.

33.
A
External. External causes take place outside the economic system itself. Extraneous means something unnecessary. Something which is intrinsic does not depend on external circumstances. Internal causes of business cycles, such as changes in aggregate demand, take place within an economic system.
SOURCE:
EC:018
SOURCE:
EC LAP 9—Business Cycles

34.
A
Similar business subcultures. The business subculture of each country has its own unique beliefs, values, and ways of conducting business. The business subcultures of some countries are very similar to those of other countries. For example, the United States and the United Kingdom have similar business subcultures, which means that the businesspeople in these countries understand each other and conduct business in similar ways. Because of this, they trade successfully with each other. Countries that have different business subcultures may not be able to trade as successfully with each other because their businesspeople have different ways of doing business and may not understand each other as well. Different countries have different language traits, religious institutions, and governmental systems which may make it difficult for them to trade with each other.
SOURCE:
EC:045
SOURCE:
Dlabay, L.R., & Scott, J.C. (1996). Business in a global economy (pp. 47-50). Cincinnati: South-Western Educational.

35.
B
Emotional intelligence. Emotional intelligence is characterized by a number of interpersonal skills, including the demonstration of confidence, empathy, and communication skills. These skills are not necessarily a part of creative intelligence. When used in a genuine manner, these skills are more valuable than mere salesmanship and manipulation.
SOURCE:
EI:047
SOURCE:
The consortium for research on emotional intelligence in organizations. (n.d.). Emotional competency framework. Retrieved May 2, 2005, from http://www.eiconsortium.org/research/emotional_competence_framework.htm

36.
B
Brief employment history. Businesses examine a variety of factors when deciding whether to grant credit to potential customers. One of these factors is the length of time a person has been employed. Businesses might deny credit to individuals who have been in the workforce only a short time because they have not established a dependable employment record. Businesses do not know if these people will keep a steady job and have the income to repay the credit. A small savings account and a limited investment portfolio are not factors that businesses usually consider when making credit decisions. Businesses usually grant credit to potential customers who have regular monthly incomes.
SOURCE:
FI:020
SOURCE:
Cole, R., & Mishler, L. (1998). Consumer and business credit management (11th ed.) 
[pp. 171-175]. Boston: Irwin/McGraw-Hill.

37.
C
Capital expenditure. Capital expenditure is a term used for the money a business spends on upgrading its physical assets. Retirement annuities may be distributed, however, by lump sum payments, by annuitization (payments over a period of time), or by systematic withdrawals (paying varying amounts as requested).
SOURCE:
FI:175
SOURCE:
Wachovia. (n.d.). Retirement income annuity. Retrieved November 15, 2005, from http://www.wachovia.com/personal/page/textonly/0,,326_503_675,00.html

38.
B
Estimated. Property taxes are paid on real estate; sales taxes on goods purchased; and inheritance taxes on inherited items. Only estimated taxes are paid on income that is not withheld by an employer.
SOURCE:
FI:182
SOURCE:
IRS. (n.d.). Estimated taxes. Retrieved November 15, 2005, from http://www.irs.gov/businesses/small/article/0,,id=110413,00.html

39.
C
Engaged. They are limited to single, married, and head of household. Married tax payers may use a “separate” or “joint” schedule.
SOURCE:
FI:183
SOURCE:
IRS. (n.d.). 2005 tax rate schedules. Retrieved November 15, 2005, from http://www.irs.gov/formspubs/article/0,,id=133517,00.html

40.
A
Specific and measurable. Goals should be specific and measurable so they can be achieved. Though financial goals may be timely, they do not have to be regulated by anyone. Financial goals do not have to be varied, but they may be realistic. Financial goals may be sequential and distinct, but that is not the financial advisor's goal in assisting the client's task.
SOURCE:
FI:186
SOURCE:
My Financial Planning Guide. (n.d.). Wealth accumulation: Financial goals and credit management. Retrieved November 15, 2005, from http://www.instant.pair.com/financialplanning/fingoalscreditmanage.html

41.
C
With a fee. Clients pay a fee to a financial advisor who offers ancillary services. If the financial advisor were a broker, clients would pay a commission for transactions. Salaries and benefits are for employees of a business, not for paying financial advisors.
SOURCE:
FI:188
SOURCE:
Investopedia.com. (n.d.). The rise of the fee-only financial advisor. Retrieved November 15, 2005, from http://www.investopedia.com/articles/basics/04/022704.asp

42.
A
Internal controls. Internal controls are the procedures and security measures set up and maintained by the company. While the enforcement of internal controls is key to the "fairness" of the financial statements-the levels of compensation, how employees are managed (human resource management), and the stock price are not. These three are not reflected on the financial statements; neither are they involved in the verification process.
SOURCE:
FI:194
SOURCE:
Cooke, R. (2004). The McGraw-Hill 36-hour course in finance for nonfinancial managers 
(2nd ed.) [p. 266]. New York: McGraw-Hill.

43.
B
Liquidity. Liquidity is the ability to convert assets into cash. The volatility of an investment is the movement of its price (up or down) in the market, not the ability to be converted into cash. Stability and versatility are used for discussing how solid or flexible something is.
SOURCE:
FI:195
SOURCE:
Tyson, E. (2003). Investing for dummies (3rd ed.) [p. 34]. New York: Wiley Publishing, Inc.

44.
D
Examine the financial statements. The financial statements indicate if a business is earning a profit. Though interviewing the Director of Human Resources, reviewing the marketing plan, and discussing employee satisfaction with the steering committee may reveal some strengths or weaknesses, none are used to determine the financial strengths or weaknesses of a business.
SOURCE:
FI:199
SOURCE:
Tracy, J. A. (1999). How to read a financial report: Wringing the vital signs out of the numbers (5th ed.) [p. 88]. New York: John Wiley & Sons.

45.
D
$36,000. Calculating depreciation using the straight-line depreciation method is done by subtracting salvage value (in this case, $8,000) from cost ($80,000). The remainder is then spread evenly over the expected useful life of the machine (6 years). Thus, ABC's new canning machine is depreciated $12,000 each year; at the end of year 3, total accumulated depreciation is $36,000. Total accumulated depreciation is $12,000 at the end of year 1, $24,000 at the end of year 2, and never $44,000. 
SOURCE:
FI:206
SOURCE:
Cooke, R. (2004). The McGraw-Hill 36-hour course in finance for nonfinancial managers 
(2nd ed.) [pp. 77-82]. New York: McGraw-Hill.

46.
D
29.9%. The debt-to-equity ratio is calculated by dividing a firm's total liabilities by total stockholders' equity. In this case, the debt-to-equity ratio is $5,320,000 divided by $17,767,000, or 29.9%.
SOURCE:
FI:207
SOURCE:
Siegel, J., & Shim, J. (2000). Financial management (2nd ed.) [pp. 50-51]. Hauppauge, NY: Barron's.

47.
C
Corporation. One of the main advantages to incorporating is the ability of the business to tap into public financial markets. None of the other types of businesses, including sole proprietorships, limited partnerships, or limited liability corporations, are able to publicly sell stocks and bonds.
SOURCE:
FI:209
SOURCE:
Brealey, R., & Myers, S. (2003). Principles of corporate finance (pp. 3-4). Boston: McGraw-Hill Irwin.

48.
B
Invoice the correct individual. Receivables are monies owed the business. To collect, businesses must invoice the correct person. They do not need to call human resources or issue a press release when things go wrong. Conducting professional development seminars may or may not directly influence the effective managing of receivables.
SOURCE:
FI:213
SOURCE:
American Express. (n.d.). Effective billing practices. Retrieved November 15, 2005, from http://www133.americanexpress.com/osbn/Tool/collections/billing_practices.asp

49.
D
Marketable securities. Marketable securities are typically temporary investments with maturities less than one year. Marketable securities are like cash in that both are listed as current assets, not long-term assets, on a company's balance sheet. Corporate securities refers to stocks and bonds issued by a corporation, many with long-term maturities. 
SOURCE:
FI:217
SOURCE:
Investopedia. (n.d.) Marketable securities. Retrieved November 15, 2005, from http://www.investopedia.com/terms/m/marketablesecurities.asp

50.
B
$5,000. The FIFO (first-in-first-out) method of inventory management presumes that items obtained first are sold first. Remaining inventory is the inventory most recently obtained. In the example, the two items that sold were obtained for $1,000 each. The two items in remaining inventory, those most recently purchased, cost $5,000.
SOURCE:
FI:219
SOURCE:
Gill, J., & Chatton, M. (2001). Financial analysis: the next step: A Fifty-Minute series book (rev. ed.), [p. 47]. New York: John Wiley and Sons.

51.
B
CEO's compensation. You will find in the annual report: financial statements, a list of the directors and officers, and an opinion letter from the CPA. In fact, these three are required to be included. However, the CEOs's compensation is not included.
SOURCE:
FI:229
SOURCE:
Zpub.com. (n.d.). Tips for creating a good annual report. Retrieved November 9, 2005, from http://www.zpub.com/sf/arl/arl-tips.html

52.
C
$42.31 billion. The value of a company's common stock, called market capitalization, is calculated by multiplying the number of common shares outstanding by the current stock price. In this case, the calculation is 1.26 billion x $33.58, or $42.31 billion. 
SOURCE:
FI:237
SOURCE:
Tyson, E. (2003). Investing for dummies (3rd ed.). New York: Wiley.

53.
C
24.4%. To calculate rate of growth, use the formula (earnings for second year - earnings for first year) divided by earnings for first year. In this problem, year-to-year earnings are .363 for year 1 to year 2 ($75,000 - $55,000 = $20,000 ÷ $55,000 = .363). For year 2 to 3 the rate is .133 ($85,000 - $75,000 = $10,000 ÷ $75,000 = .133).  The ratio is .235  for year 3 to year 4 ($105,000 - $85,000 = $20,000 ÷ $85,000 = .235). Then, add the three ratios and divide by 3 to calculate the average rate of earnings (.363 + .133 + .235 = .731 ÷ 3 =  .244 or 24.4%).
SOURCE:
FI:241
SOURCE:
The Motley Fool. (n.d.) The Fool ratio: Calculating the growth rate. Retrieved November 15, 2005, from http://www.fool.com/School/CalculatingGrowth.htm

54.
A
Return. Return is the gain or loss. Risk is the possibility of loss. Capital is a term used for financial assets. A dividend is the regular payment from a stock.
SOURCE:
FI:245
SOURCE:
Investopedia.com. (n.d.). Return. Retrieved November 15, 2005, from http://www.investopedia.com/terms/r/return.asp

55.
D
Market fluctuations. By diversifying, there is less chance of a total loss due to a downturn in the market. Diversification does not protect against unemployment or rising inflation rates. Although diversification may protect against international events, that is not its primary purpose.
SOURCE:
FI:248
SOURCE:
Shim, J. K., & Siegel, J. G. (2000). Financial management (2nd ed.) [p. 120]. Hauppauge, NY: Barron's.

56.
A
.75. Beta is the measure of a security's price movement relative to the overall market. If the market overall is up 12 percent and a particular stock is up just 9 percent over the same period of time, the beta is .75 (9 divided by 12). Beta values greater than 1 indicate a stock that is more responsive than the market. Over this period of time, this security was less responsive than the market.
SOURCE:
FI:249
SOURCE:
Davis, R. (2003). What you need to know before you invest (3rd ed.) [pp.41-43]. Hauppauge, NY: Barron's.

57.
C
Internal issues. When a business fails, it is usually due to problems with internal issues, such as poor customer care. Although competitors, the economy, and international issues can influence the success of a business, they are not usually the cause of business failure.
SOURCE:
FI:257
SOURCE:
Thomsen, B. (n.d.). Why a business fails. American Management Association. Retrieved November 15, 2005, from http://www.amanet.org/partners/score/MO_sample03.htm

58.
A
Call feature. The ability to call a convertible bond provides a “safety net” for companies who issue them. The interest rate and maturity date are features of the convertible bond. The put feature is the bondholder's ability to “take back” the bond agreement.
SOURCE:
FI:258
SOURCE:
Shim, J. K., & Siegel, J. G. (2000). Financial management (2nd ed.) [p. 303]. Hauppauge, NY: Barron's.

59.
A
Reduce uncertainty for investors. A stable dividend policy is one that regularly pays dividends to shareholders in order to reduce uncertainty by providing them with a steady income. A stable dividend policy is attractive to many investors, maximizing market price per share and increasing shareholders' expectations. Paying dividends only when other needs are met is a residual dividend policy. 
SOURCE:
FI:259
SOURCE:
Siegel, J., & Shim, J. (2000). Financial management (2nd ed.) [pp. 283-288]. Hauppauge, NY: Barron's.

60.
A
Lending and owning. Debt financing occurs when a corporation raises capital by borrowing money (from a bank, for example) or by issuing bonds. In either case, someone is lending money to the corporation. Equity financing occurs when a corporation raises capital by selling stock, or shares of ownership. Investing and financing, capital and borrowing, and assets and liabilities do not accurately describe this activity.
SOURCE:
FI:260
SOURCE:
Tyson, E. (2003). Investing for dummies (3rd ed.) [pp. 14, 18]. New York: Wiley Publishing.

61.
A
The ways that people form/conduct relationships with one another. Relationships between people are often very complex and can be either effective or ineffective. Effective human relations are characterized by the ability of people to get along with one another. Public relations are activities sponsored by a business to create and/or foster a positive image. The number of people with whom you come in contact on a daily basis has nothing to do with how you get along with those people.
SOURCE:
IS:003
SOURCE:
HR LAP 1—Human Relations: What, Why, How

62.
D
Productivity. Productivity is the amount and value of goods and services produced (outputs) from set amounts of resources (inputs). The overall output of all employees is often increased when businesses use teams because workers who feel they are an important part of a team often work harder and produce more. Other reasons that teams are important to businesses are that they reduce costs and workplace conflicts. Teams do not increase procrastination—putting off until tomorrow what should have been done today.
SOURCE:
IS:004
SOURCE:
HR LAP 26—Teamwork

63.
A
Customers' confidence in the business increases. Customers' confidence in a financial services business grows when the business provides accurate answers to their product questions. They feel the sales staff are knowledgeable, which also gives customers more confidence in the financial products they buy. Customers are less likely to need to return products when their questions about those products have been answered, and their total purchases are more likely to increase than decrease. Customers may need to ask fewer questions when their inquiries are handled in an effective manner.
SOURCE:
IS:007
SOURCE:
Greene, C. (2000). Selling: Business 2000 (pp. 132-134). Mason, OH: South-Western.

64.
D
The nature of the business. A business's policies must be appropriate for the type of business. For example, a policy that might be appropriate for an investment business might be inappropriate for a hardware store. Not all business policies are written, and it would not be necessary to display them. The personal preferences of management should not be a consideration. Employees who lack good communication skills can receive training that will improve their skills in communicating policies to customers.
SOURCE:
IS:014
SOURCE:
HR LAP 25—Interpreting Business Policies

65.
D
Whether the business should pay men and women different salaries if it is operating in a country where equal pay laws don't apply. Ethical dilemmas occur when there is a question as to the legality as well as the morality of making a particular decision. Whether to donate money, where to hold a party, or whether to have employees pay for business cards are simply decisions that companies have to make that do not involve a moral judgment or legal issue. Choosing how to pay employees based on their gender represents both a moral and legal question and is, thus, an ethical dilemma.
SOURCE:
MN:154
SOURCE:
Everard, K.E., & Burrow, J.L. (2001). Business principles and management (11th ed.) 
[pp. 43-46]. Cincinnati: South-Western.

66.
D
According to the traffic flow of customers. Employees should be told during orientation to expect this because the bank needs employees to be available to serve customers. Also, employees appreciate knowing what is expected of them. Neither supervisors nor employees should expect to be able to set working hour schedules to suit their personal convenience. A democratic scheduling policy would not be effective or efficient.
SOURCE:
MN:044
SOURCE:
Everard, K.E., & Burrow, J.L. (2001). Business principles and management (11th ed.) 
[pp. 280-281]. Cincinnati: South-Western.

67.
D
Health insurance. Insurance usually is a benefit offered to full-time employees. Salaries and quota plans are both types of wage systems. Employee ratings are intended to inform employees of their performance and to show them where improvements can be made.
SOURCE:
MN:027
SOURCE:
Everard, K.E., & Burrow, J.L. (2001). Business principles and management (11th ed.) 
[pp. 643-644]. Cincinnati: South-Western.

68.
C
12. If ABC Financial Planning Company has 1,000 clients who each must be called on once a month, multiply the number of clients by the number of months in a year to determine the total number of yearly sales calls (1,000 x 12 = 12,000). If the average sales representative can make 1,000 calls per year, divide the yearly number of calls by 1,000 to determine the number of sales representatives needed (12,000 ÷ 1,000 = 12).
SOURCE:
MN:734
SOURCE:
Kotler, P. (2000). Marketing management (10th ed.) [p. 625]. Upper Saddle River, NJ: Prentice Hall.

69.
A
National origin of applicants. By law, employers should not consider applicants' national origin in making hiring decisions; therefore, national origin would not affect the selection process. Nature of the investment organization, type of job to be filled, and source of applicants will affect the complexity of an organization's selection process.
SOURCE:
MN:018
SOURCE:
MN LAP 51—Selecting New Employees

70.
A
Standard. The purpose of conducting exit interviews is to obtain information that a financial services business can use to make improvements and reduce employee turnover. One way to obtain useful information is to ask standard questions that all employees answer when they leave the business. It is often helpful for businesses to develop a standard exit interview form so human resource personnel always ask the same questions. Then, the standard information can be summarized and used to review the good and bad points that employees explain during the interview. Businesses usually do not ask personal or technical questions during an exit interview unless they pertain specifically to the business, such as reason for leaving or problems with equipment. Sometimes businesses probe for information if employees are reluctant to answer questions. However, asking standard questions often makes it easier for employees to answer honestly.
SOURCE:
MN:133
SOURCE:
Mathis, R.L., & Jackson, J.H. (2002). Human resource management: Essential perspectives (2nd ed.) [pp. 92-94]. Cincinnati: Thomson/South-Western.

71.
D
Get the employees off to a good start. A good orientation program answers basic questions for new bank employees and helps them to feel welcome and comfortable in their new surroundings. This gets them off to a good start on the job. There is no government requirement that banks must provide orientation. New employees have already been hired to do a specific job before they are given orientation. Assessing job progress cannot take place until after the employee has done the job for a while.
SOURCE:
MN:078
SOURCE:
Mathis, R.L., & Jackson, J.H. (2002). Human resource management: Essential perspectives (2nd ed.) [pp. 286-288]. Cincinnati: Thomson/South-Western.

72.
B
Group training. Group training can save time since several people receive instruction at the same time. Outside courses include training from various educational institutions or correspondence courses and provide training in very specific areas or degree programs. Internships combine classroom instruction with on-the-job training in a variety of scheduling arrangements. On-the-job training provides instruction for the employees at the work site, and they learn by doing.
SOURCE:
MN:019
SOURCE:
MN LAP 42—Training/Human Resource Development

73.
A
Case studies. Case studies are an instructional method that involves giving trainees a written description of an organizational problem, and the trainees are asked to determine the problem and potential solutions. This is done individually, and group discussion follows to analyze the various responses. Assessment centers are an off-site instructional method involving the use of a variety of instructional methods, assessment by a group of trained assessors, and review of strengths and weaknesses. Role playing is an instructional method in which trainees are presented a situation and are given roles to play, but no script is involved. Behavior modeling is an instructional method in which trainees are given a specific model of behavior, told the consequences of failure to perform in that manner, provided opportunities to practice the behavior, and evaluated using the behavior.
SOURCE:
MN:024
SOURCE:
MN LAP 50—Manager/Supervisor Training

74.
B
Increase in immigrants. Liberal immigration laws have allowed many immigrants to enter the country in recent years. In addition, large numbers of immigrants have entered the country illegally in order to find jobs. The number of working women and diverse populations have increased, but the number of educated workers is shrinking.
SOURCE:
MN:084
SOURCE:
MN LAP 55—Managing Diversity in the Workplace

75.
C
Training. By regularly evaluating employees, financial businesses can determine if their employees need additional training. As financial businesses become more complex, employees may need to operate specialized equipment or handle new situations. Regularly conducting evaluation sessions will give both employees and the financial business the opportunity to discuss problems that may indicate a need for additional training. Orientation acquaints new employees with their surroundings and provides information about the company and its policies. Orientation occurs before employees are evaluated on their performance. Incentives are bonuses paid for excellent performance. Employees who receive outstanding evaluations may be awarded bonuses. Employee benefits include paid vacation, health insurance, retirement plans, etc., and are provided for all employees regardless of the results of evaluations.
SOURCE:
MN:021
SOURCE:
Everard, K.E., & Burrow, J.L. (1996). Business principles and management (10th ed.) 
[pp. 556-559]. Cincinnati: South-Western.

76.
C
Place expensive rush orders. Financial businesses should try to keep in stock the proper quantity of office supplies. Running out of office supplies may force the financial businesses to buy locally or place rush orders that often are expensive. Suppliers that handle rush orders usually charge financial businesses a premium price for quick delivery. Therefore, not keeping track of the quantity of office supplies may be costly to financial businesses. Financial businesses that run out of supplies are not ordinarily forced to go out of business, to stop selling merchandise, or to recruit additional personnel.
SOURCE:
MN:156
SOURCE:
Educational Institute of the American Hotel & Motel Association. (1999). Lodging management program: Year one (pp. 237-247). Lansing, MI: Author.

77.
B
Verifying tellers' cash. Banks routinely conduct audits to verify financial information. One of the main functions of a routine audit is to verify that the tellers' cash drawers agree with the amount listed in the bank's records. Tellers should make sure that their cash is correct at all times because most audits are unannounced. Sealing cash drawers is part of an audit, but is not the main function. A routine bank audit is not intended to locate valuables or identify embezzlers, although embezzling might be detected during an audit.
SOURCE:
MN:179
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 143-146). New York: McGraw-Hill.

78.
D
Return on investment. The return on investment ratio shows the rate of return on the total money invested by the owner and others in the firm. Return on owner's equity shows whether the owner is making a fair return on his/her investment. Return on sales shows how profitable a financial planning firm was for a specific period of time. The current ratio shows whether the financial planning firm can comfortably meet its current debts.
SOURCE:
MN:161
SOURCE:
Everard, K.E., & Burrow, J.L. (2001). Business principles and management (11th ed.) 
[pp. 418-419]. Cincinnati: South-Western.

79.
B
Gross profit. Net profit or net income is gross profit less expenses. Net sales would be the amount of sales remaining after refunds and allowances for unsatisfactory products. Overhead is the costs that result from the operation of an investment.
SOURCE:
MN:069
SOURCE:
Bond, R. (2001). Retail in detail: How to start and manage a small retail business (2nd ed.) [pp. 122-124]. Central Point, OR: Oasis Press.

80.
D
Each agent sells 85% of quota. One of the purposes of developing a business plan that includes quarterly sales quotas is to provide the insurance agency with a tool for tracking its progress. An effective business plan includes a way to measure performance on a regular basis rather than waiting until the end of the year to find out if the goals have been met. Many plans contain quarterly sales quotas that can be compared to actual sales to determine if the insurance agency is on track or needs to make adjustments. If each insurance agent sells only 85% of the quarterly quota, the insurance agency will want to make changes to improve its performance. A business plan might set the same sales quotas for several consecutive quarters. Business plans usually take into consideration seasonal fluctuations in sales. Each insurance agent may have a specific territory, but that is not a way that insurance agencies track their progress.
SOURCE:
MN:101
SOURCE:
CCH Inc. (n.d.). Tracking your progress. Business Owner's Toolkit. Retrieved November 17, 2005, from http://www.toolkit.cch.com/text/P02_2401.asp

81.
A
Record retention. With financial records in particular, it is necessary to retain (hold) certain information on file for a period of time. It is not necessary to schedule press releases, office holidays, or building maintenance as an important part of maintaining office records—especially for the purpose of compiling year-end financial statements.
SOURCE:
NF:021
SOURCE:
Fred Pryor Seminars. (n.d.). How to organize and maintain files and records. Retrieved November 14, 2005, from http://www.pryor.com/mkt_info/onsiteseminars/topics/1999/pf.asp

82.
D
Possible interruptions. You need to allow some time, some flexibility, in your schedule for interruptions. You will always have interruptions in your day. If your day is packed full of activities, you will not have time to deal with the interruptions, which might eventually make you feel frustrated and feel that time management does not work. Required activities and scheduled meetings often take place at specific times and do not allow for flexibility in planning. It is virtually impossible to set aside time for occasional emergencies because they are unpredictable and do not occur on a regular basis.
SOURCE:
PD:019
SOURCE:
OP LAP 1—About Time

83.
B
Show that s/he has been learning about the company. The job applicant can read or ask questions about the company before the job interview so that s/he can ask intelligent questions during the interview. This makes a favorable impression because it indicates that the applicant has a sincere interest in the job and the company. Job applicants should sit upright during an interview, not slouch or lean back in the chair. Applicants make a good impression when they dress a little more formally than they would on the job. For example, a financial planner should not go to a job interview in jeans and a sweatshirt. Letting the interviewer know that the applicant expects to be hired indicates a cocky attitude that is likely to make a poor impression.
SOURCE:
PD:028
SOURCE:
Bailey, L.J. (2003). Working: Career success for the 21st century (3rd ed.) [pp. 64-66]. Mason, OH: South-Western.

84.
C
Pass the certification examination. Passing the exam verifies that the individual is qualified to be a financial planner. It is not necessary to join an association first. Recognizing the value of certification is something you might do before you seek certification. Solving financial problems is something you intend to do after certification.
SOURCE:
PD:082
SOURCE:
Certified Financial Planner Board of Standards, Inc. (n.d.) Steps to initial CFP certification. Retrieved November 14, 2005, from http://www.cfp.net/become/Steps.asp

85.
B
Increase the value of the firm. Increasing the value of the firm is the most important goal of corporate finance. As part of that overall purpose, finance departments must select among investments and must raise capital. Maximizing profits is usually seen as a short-term goal that may have a negative impact on a company's long-term profitability.
SOURCE:
PD:086
SOURCE:
Shim, J., & Siegel, J. (2000). Financial management (2nd ed.) [pp. 1-2]. Hauppauge, NY: Barron's.

86.
C
Financial goals. A financial plan is a road map, of sorts, that guides individuals from Point A to Point B, or from where they are to where they want to be financially. Financial plans begin with establishing clear and measurable objectives, such as having sufficient income to pay for college or retirement. Once goals are established, a financial plan then outlines steps for achieving those goals and measuring progress along the way. Significant wealth could possibly be one of the goals an individual wishes to accomplish, but it is not, in and of itself, the purpose of a financial plan. Financial plans are not designed to help individuals achieve a financial career. Financial plans are not intended to increase social status.
SOURCE:
SE:193
SOURCE:
CCH Inc. (n.d.). The financial planning toolkit: The financial planning process. Retrieved November 17, 2005, from http://www.finance.cch.com/text/c10s00d010.asp

87.
C
Other employees. An effective way for bank tellers to obtain financial product information is to ask other employees. If tellers are new on the job, they may have questions about certain products. Also, if banks offer new products, tellers may need additional information. Other employees within the bank are good sources of this type of information. For example, loan officers or branch managers generally are able to answer questions and provide updated information. Also, a new teller would be able to obtain product information from an experienced teller. Although satisfied customers often are very knowledgeable about the financial products they buy, tellers should not rely on them for specific information. A bank teller may have very little personal contact with a regional manager. College interns are learning the banking process and are not good sources of information.
SOURCE:
SE:194
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 261-262). New York: McGraw-Hill.

88.
D
Monthly payment. Installment loans are often complicated because they may include various additional charges and fees. Therefore, loan officers frequently use interest charts that list monthly finance charges as well as other charges to determine the amount of the monthly payment. The charts include a breakdown of payments based on number of months, such as 12 or 18, loan amounts, such as $1,000, and annual percentage rates, such as 7½ percent. A loan officer finds the line on the chart that corresponds to the customer's particular loan in order to determine the monthly payment. The principal is the amount the customer is borrowing. The annual rate or percentage is the interest charged on the loan.
SOURCE:
SE:195
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 106-107). New York: McGraw-Hill.

89.
D
Greeting. Greeting the client is an important part of the approach process. The investment planner properly greeted the client in this situation. The investment planner had good eye contact, smiled, and properly addressed the client by name. Scheduling precedes the greeting. Preparing for a meeting with a prospective client involves gathering information about the client and his/her possible needs. The close usually occurs at the end of a sale.
SOURCE:
SE:110
SOURCE:
SE LAP 124—Opening the Industrial Sale

90.
B
Satisfy the client's needs. Only by satisfying the client's real needs can an investment business continue to operate. The quality, price, and benefits to the client of substitute products should all be in keeping with the client's original request in order to meet the customer's needs.
SOURCE:
SE:114
SOURCE:
SE LAP 111—Using Substitute Selling

91.
B
"The high cost is because of the high quality." The boomerang, or toss-it-back, method is changing an objection into a reason for purchasing an item; therefore, an objection to the price of a high-priced item can be turned into a reason for buying by stressing the quality of the item. Saying that the product is not all that expensive is the denial method, which seeks to correct wrong information or the customer's misunderstanding. Asking whether the customer would be happy with a cheaper model is the inquiry method, which helps customers answer their own objections. Telling the customer yes, the product is expensive, but you asked for it is the yes, but . . . method, which acknowledges the objection without directly contradicting the customer.
SOURCE:
SE:874
SOURCE:
SE LAP 100—Converting Objections

92.
A
Mutual funds. A mutual fund is an assortment of diversified stocks and bonds that may be purchased by individuals or businesses. Investors often buy mutual funds because they do not want to spend the time identifying and selecting specific stocks. In most cases, the stocks that make up the mutual fund have been carefully evaluated in order to provide the best possible return on investment. An investment company might recommend that a business invest retirement money in mutual funds because the funds are safe and will increase in value over the years. A certified check is a bank check that guarantees that the customer's money is being held on account to cover the check. A demand deposit is money that can be withdrawn from a bank at any time. A promissory note is a legal form signed by a borrower promising to repay a loan.
SOURCE:
SE:215
SOURCE:
Everard, K.E., & Burrow, J.L. (2001). Business principles and management (11th ed.) 
[pp. 464-465]. Cincinnati: South-Western.

93.
A
Using an appropriate closing technique without hesitation. This allows the financial planner to display confidence in the client's investment product decision, as well as adapt a technique to close the sale that fits that client. Do not oversell by being too eager or pushy and by trying to sell the client something other than the investment product they need. Telling the customer that the investment product yields financial returns slowly might indicate that the product may not a good choice. Changing the conversation to another subject will not reassure clients about their decisions.
SOURCE:
SE:895
SOURCE:
SE LAP 107—Closing Sales

94.
C
Recommending possible uses. Bank representatives who are familiar with their banking products know that the products can often be used in a variety of ways. Explaining to customers the many ways to use a home-equity loan will give them ideas and encourage them to proceed with the loan. For example, a home-equity loan can be used to make home improvements, purchase a car, or pay for college tuition. Promoting new products involves informing customers about other banking services, which may be unrelated to their immediate needs. Showing related products involves suggesting related products that can be used with the customer's original purchase, usually goods rather than banking services. Advising a customer to purchase large quantities involves suggesting that customers purchase larger amounts of a particular good rather than a banking service.
SOURCE:
SE:875
SOURCE:
SE LAP 110—Using Suggestion Selling

95.
A
Politely explain bank policies. Not all banks are willing to complete auxiliary transactions, which might include accepting payment for utility bills or processing tax payments to local governments. If customers ask tellers to complete such transactions, the tellers should politely explain bank policies. In some cases, banks will complete auxiliary transactions only for an additional charge, which may be more than customers want to pay. Again, tellers should explain the bank's policy before proceeding in the event that customers do not want to pay the fee. Tellers do not refer customers to other banks. Offering to provide other services probably will not satisfy customers. Quickly dismissing the requests would be rude and might offend customers.
SOURCE:
SE:217
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 332-333). New York: McGraw-Hill.

96.
D
Any minimum balance requirements. Most banks offer several types of savings accounts, some of which require that customers maintain a minimum balance in order to avoid paying a service charge. When opening new savings accounts for customers, bank employees should explain the various types of accounts and any minimum balance requirements. Bank employees should help customers select the most appropriate type of savings account based on their ability to maintain a minimum balance if required. It is not necessary to explain additional services when opening new accounts although bank employees often do so to help customers with other financial needs. Bank employees should explain regulations in terms that customers will understand rather than in technical terms. Bank employees usually do not explain the location of security devices.
SOURCE:
SE:218
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 139-141). New York: McGraw-Hill.

97.
A
Financial plan. Financial professionals must thoroughly understand the customer's financial condition (situation) before developing a plan and recommendations for achieving financial objectives. Together, the customer and financial professional outline the customer's assets and liabilities to obtain a comprehensive view of the customer's net worth. They define objectives in terms of what the customer wants to achieve financially. The financial professional recommends various strategies related to saving, investing, debt reduction, or reducing tax liabilities, for example, as ways to achieve the objectives. Along with objectives, desired results are also defined in terms that can clearly be measured. A dividend reinvestment program is the option investors need in order to have any dividends paid by their investment holdings automatically put back or reinvested into their accounts. Customer communications programs are developed to provide information to large numbers of customers as opposed to individual ones. A home mortgage contract is a part of a financial institution's lending, or borrowing, procedures, which involve extensive credit scoring and adherence to federal guidelines.
SOURCE:
SE:219
SOURCE:
My Personal Finance Guide. (n.d.). Making a financial plan. Retrieved November 17, 2005, from http://myguidehub.com/personal_finance/financial_plan.html

98.
B
Count the money several times. Processing cash is one of the main functions of a bank teller. To do the job correctly and avoid costly mistakes, it is important for a teller to count the money several times. When accepting cash for a deposit, a teller should count several times before putting the money in the drawer. If the teller is paying out money, it is effective to count once when taking the cash out of the drawer, a second time to verify the first count, and finally when handing the money to the customer. Organizing money into stacks is not effective unless the money is stacked according to denomination. Bank tellers usually do not check the dates on the money.
SOURCE:
SE:255
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 126-127). New York: McGraw-Hill.

99.
D
Cashing presigned checks. Traveler's checks are negotiable instruments that have cash value. When traveler's checks are issued, customers sign one signature line and leave blank the other signature line. The second signature line is signed when customers cash traveler's checks. Bank tellers should never cash presigned traveler's checks because they may be stolen. The purpose of having the customer re-sign the checks is to verify identity by comparing the countersignature to the original signature. Bank tellers may ask for identification when accepting traveler's checks. They should treat the checks the same as cash and compare the countersignature to the original.
SOURCE:
SE:257
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 164-166). New York: McGraw-Hill.

100.
C
Being accurate helps to avoid differences. Have a routine, and always count money in the same way. When paying out cash to customers, ask them how they want it. Count the coins first, then the bills, larger denominations first. Pay out the coins first, then the currency. Counting it out to the customer is simply one final check and also serves to reassure the customer, since s/he watches while you're counting. Counting money out to customers is not done because customers don't trust tellers; it is simply a safety check. Banking regulations do not require counting money out to customers; however, a financial institution's internal procedures probably do. There is no evidence that it is bad luck to count money only once.
SOURCE:
SE:258
SOURCE:
German-Grapes, J. (1997). The teller's handbook: Everything a teller needs to know to succeed (pp. 122-123). New York: McGraw-Hill.
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