
Discussing the Concepts

1. According to the chapter, salespeople serve “two masters.” What does this mean? Is it a 
good or bad thing?

2. The chapter states that the ability to build relationships with customers is the most important 
of a salesperson’s key talents. Do you agree? Explain.

3. What is a trial close? How can a rejected trial close further the personal selling process?
4. The  text  emphasizes  the  link  between  personal  selling  and  customer  relationship 

management. Why is this such an important concept? 
5. How does direct marketing differ from personal selling?
6. Write a description of the most irritating, unfair, deceptive, or fraudulent experience you’ve 

had with a direct marketing company. Is the company still in business?
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