Chapter 16

Marketing and Society: Social Responsibility and Marketing Ethics

Multiple-Choice 

1. Many critics charge that the American marketing system causes prices to be higher than they would be under more “sensible” systems. They point to _____.

a.
high costs of distribution

b. high advertising and promotion costs

c. excessive markups

d. all of the above


Answer: (d) Difficulty: (2) Page: 550

2. All of the following are accurate descriptions of charges leveled by critics against resellers for the high cost of distribution, except which one?

a.
Intermediaries do work that would otherwise have to be done by manufacturers or consumers.

b. Greedy intermediaries mark up prices beyond the value of their services.

c. There are many intermediaries that are inefficient and poorly run.

d. Intermediaries provide unnecessary or duplicate services.

Answer: (a) Difficulty: (3) Page: 550

3.
The _____ is a philosophy of customer satisfaction and _____.


a.
selling concept; mutual gain

b. production concept; mutual gain

c. product concept; mutual gain

d. marketing concept; mutual gain

Answer: (d) Difficulty: (2) Page: 549

4.
According to the text, Nike has been heavily criticized and accused of _____.

a.
running sweatshops

b. using child labor

c. exploiting low-income consumers to degrade the environment

d. all of the above

Answer: (d) Difficulty: (2) Page: 547

5.
According to the text, the practice of _____ leads the economy by an invisible hand to satisfy the many and changing needs of millions of consumers.


a.
the product concept

b. the selling concept

c. the marketing concept

d. the production concept

Answer: (c) Difficulty: (2) Page: 549

6.
All of the following are accurate descriptions of charges leveled by critics against marketers for the high cost of advertising and promotion, except which one?

a.
Packaging and promotion costs for branded products, including cosmetics and detergents, can amount to 40 percent or higher of the manufacturer’s price to the retailer.

b.
Packaging and promotion costs only add psychological value to the product, rather than functional value.

c. The supplemental promotional efforts by retailers -- POP displays and sweepstakes -- add several cents more to retail prices.

d. Brand name products may cost more, but branding gives buyers assurances of consistent quality.

Answer: (d) Difficulty: (2) Page: 551

7.
All of the following are accurate descriptions of marketer responses to charges against them for the high cost of advertising and promotion, except which one?

a.
Promotion and packaging costs of differentiated products can amount to 40 percent or more of the manufacturer’s price to the retailer.

b.
Consumers can usually buy functional versions of products at lower prices in addition to the higher-priced versions that provide psychological value.

c. Heavy advertising adds to product costs but adds value by informing millions of potential buyers of the availability and merits of a brand.

d. Heavy advertising and promotion may be necessary for a firm to match competitors’ efforts.

Answer: (a) Difficulty: (3) Page: 551

8.
All of the following are accurate descriptions of marketers' responses to critics’

charges of excessive markups, except which one?

a.
Businesses try to deal fairly with consumers because they want repeat business.

b. Some markups must cover the high cost of purchasing, promoting, and distributing existing products.

c. Some markups must cover high research and development costs.

d. All consumer abuses are by and large unintentional, except for maybe a few.

Answer: (d) Difficulty: (2) Page: 551

9.
Marketers respond to charges leveled against them for excessive markups, stating that most businesses try to deal fairly with consumers because they _____.


a.
are overcome by guilt for the misdeeds of a few shady marketers

b. want repeat business

c. do not practice the marketing concept

d. focus upon the short term and not the long term

Answer: (b) Difficulty: (3) Page: 551

10.
_____ includes practices such as overstating the product’s features or performance, luring the customer into the store for a bargain that is out of stock, or running rigged contests.


a.
Deceptive pricing

b. Deceptive promotion

c. Deceptive packaging

d. Deceptive manufacturing

Answer: (b) Difficulty: (1) Page: 551

11.
_____ includes exaggerating package contents through subtle design, not filling the package to the top, using misleading labeling, or describing size in misleading terms.


a.
Deceptive manufacturing

b. Deceptive pricing

c. Deceptive packaging

d. Deceptive promotion

Answer: (c) Difficulty: (2) Page: 551

12.
Publishers Clearinghouse was known for its sweepstakes and high-pressure tactics that misled consumers into believing that they had won prizes when they hadn’t. Publishers Clearing House was charged with _____.



a.
deceptive packaging

b. deceptive promotion

c. deceptive pricing

d. deceptive sales

Answer: (b) Difficulty: (2) Page: 551

13.
According to the text, heavy advertising and promotion are necessary for a firm to match competitors’ efforts to ensure that the firm does not lose _____. 


a.
its competitive edge

b. advertising and promotion dollars in the future

c. “share of mind”, if it did not match competitive spending

d. the market share wars

Answer: (c) Difficulty: (3) Page: 551

14.
The Wheeler-Lea Act was enacted giving the _____ power to regulate “unfair or deceptive acts or practices.”


a.
FCC


b.
FDA

c.
FTC

d.
ADA

Answer: (c) Difficulty: (2) Page: 552

15.
A pop-up Web screen ad promising free goods or discounted prices is a form of _____.


a.
deceptive packaging

b. deceptive promotion

c. deceptive pricing

d. deceptive manufacturing

Answer: (b) Difficulty: (1) Page: 551

16.
Salespeople are sometimes accused of _____ that persuade people to buy goods that they had no thought of buying.


a.
delivering smooth product pitches

b. delivering canned product presentations

c. high pressure selling tactics

d. all of the above

Answer: (d) Difficulty: (1) Page: 552

17.
It is often said that some products, such as insurance, real estate, and cars, are sold, not bought. This is consistent with _____.


a.
the marketing concept

b. the production concept

c. the product concept

d. high-pressure selling tactics of some marketers

Answer: (d) Difficulty: (2) Page: 552

18.
The _____ is a non-profit testing and information organization that reports on various hazards in tested products, such as injury risks from lawn mowers, among other flaws.


a.
FDA

b.
FTC

c. AMA

d. Consumers Union

Answer: (d) Difficulty: (2) Page: 553

19.
All of the following are accurate descriptions of reasons in support of product safety complaints, except which one?


a.
Manufacturer indifference can jeopardize product safety.

b. Increased production complexity can jeopardize product safety.

c. Just-in-time manufacturing has been known to jeopardize product safety.

d. Poorly trained labor can jeopardize product safety.

Answer: (c) Difficulty: (2) Page: 553

20.
All of the following are accurate descriptions of the Consumers Union, except which one?


a.
The Consumers Union publishes Consumer Reports magazine.

b. The Consumers Union helps consumers make better buying decisions.

c. The Consumers Union has encouraged businesses to eliminate product flaws.

d. The Consumers Union is a for-profit product-testing organization.

Answer: (d) Difficulty: (2) Page: 554

21.
According to the text, buyers have a _____ in which they can cancel a contract after rethinking about the purchase contract.


a.
“three-month cooling-off period”

b. “three-day cooling-off period”

c. “three-year cooling-off period”

d. “three-week cooling-off period”

Answer: (b) Difficulty: (2) Page: 552

22.
When Intel holds back on its next-generation computer chips until demand is exhausted for the current generation, it is accused of _____.


a.
bait-and-switch advertising

b. planned obsolescence

c. shoddy products

d. high-pressure selling

Answer: (b) Difficulty: (2) Page: 555

23.
_____ occurs when marketers wait for products to become obsolete before they actually should need replacement.


a.
Bait-and-switch advertising

b. Strategic planning

c. Deceptive packaging

d. Planned obsolescence

Answer: (d) Difficulty: (2) Page: 555

24.
All of the following are accurate descriptions of charges leveled against marketers for practicing planned obsolescence, except which one?

a.
Some producers are accused of holding back attractive functional features, then introducing them later to make older models obsolete.

b. The clothing fashion industry is accused of making continuous changes in consumer concepts of acceptable styles to encourage more and earlier buying.

c. Some producers are accused of using materials and components that will break, rust, or rot sooner than they should.

d. Consumers like style changes and are constantly on the look out for novel features in the next generation model.

Answer: (d) Difficulty: (2) Page: 555

25.
All of the following statements are accurate descriptions of planned obsolescence, except which one?

a.
Companies design their products to break down earlier because they want consumers to buy new ones.

b. Marketers seek constant improvement to ensure that products will consistently meet or exceed customer expectations.

c. Much of so-called planned obsolescence is the working of the competitive and technological forces in a free society.

d. According to marketers, customers want the latest innovations, even if older models still work.

Answer: (a) Difficulty: (2) Page: 556

26.
_____ is a type of economic discrimination in which major chain retailers avoid placing stores in disadvantaged neighborhoods.


a.
“Weblining”

b. “Snow-balling”

c. “Scrambled merchandising”

d. “Redlining”

Answer: (d) Difficulty: (2) Page: 556

27.
When Allstate Insurance is accused of assigning higher premiums to people with poor credit ratings, Allstate is accused of a practice called _____.


a.
“Weblining”

b. “redlining”

c. “hypocrisy”

d. “Internet lining”

Answer: (b) Difficulty: (2) Page: 557

28.
According to the text, _____ is the Internet age version of redlining.


a.
“Weblining”

b. “Internet lining”

c. “dot-com lining”

d. “Non-store lining”

Answer: (a) Difficulty: (2) Page: 557

29.
All of the following statements are accurate descriptions of redlining, except which one?


a.
Redlining is a practice targeted against “disadvantaged” consumers.

b. Redlining is a practice whereby marketers serve disadvantaged consumers poorly.

c. The FTC has taken action against merchants who advertise false values.

d. Marketers practicing redlining are ignorant of their actions.

Answer: (d) Difficulty: (3) Page: 557

30.
When insurance companies were found to be gouging residents of New York and Washington D.C. in the wake of the September 11th terrorist attacks, they were accused of _____.

a.
“Weblining”

b. “Internet lining”

c. “redlining”

d. “dot-com lining”

Answer: (a) Difficulty: (2) Page: 556

31.
During the 1980s, phrases such as “greed is good” and “shop till you drop” seemed to characterize the _____.


a.
American infatuation with commercial noise

b. American love for too many private goods  

c. American infatuation with false wants and too much materialism

d. political power of corporate America

Answer: (c) Difficulty: (3) Page: 557

32.
Our senses are being constantly assaulted by advertising. Commercials interrupt serious programs; pages of ads obscure printed matter; billboards mar beautiful scenery. These interruptions are a reflection of _____.


a.
the high quality of commercials we receive.

b. the commercial pollution of our society

c. mergers and acquisitions in the broadcast industry

d. the leniency exhibited by consumers toward unsolicited messages

Answer: (b) Difficulty: (2) Page: 560

33.
Since 1987, we’ve had more shopping malls than high schools. We average six hours a week of shopping and only 40 minutes of playing with our children. Our savings rate is two percent, and in the past three years more Americans have declared personal bankruptcy than have graduated from college. These statements reflect _____. 


a.
that as a society we have too few social goods

b. that in our society there is too much cultural pollution

c. businesses wield too much political power

d. the American infatuation with false wants and too much materialism

Answer: (d) Difficulty: (3) Page: 557

34.
According to the text, the overselling of private goods results in _____ costs. For example, in the auto industry, such costs include traffic congestion, air pollution, and deaths and injuries from car accidents.

a.
psychological

b. social

c. fixed

d. indirect

Answer: (b) Difficulty: (2) Page: 560

35.
All of the following are accurate descriptions of the social criticisms of advertising, except which one?


a.
Advertising makes us buy things we don’t want.

b. Madison Avenue uses the mass media to create materialistic models of the good life.

c. Advertising is excessive.

d. Advertising is not deceptive.

Answer: (d) Difficulty: (1) Page: 557

36.
Advertisers are accused of holding too much power over the mass media, limiting their freedom to report independently and objectively. This reflects the social criticism: _____.


a.
there are too few social goods

b. marketers create cultural pollution

c. marketers urge too much interest in material possessions

d. business wields too much political power

Answer: (d) Difficulty: (3) Page: 561

37.
All of the following are accurate descriptions of marketers’ responses to charges of spreading “commercial noise,” except which one?

 a.
Most major magazines include ads relevant to the needs and interests of their readers.

b. Ads help keep down the cost of magazines and newspapers.

c. Consumers have alternatives, that is, they do not have to watch or read commercials appearing in the major media. They can zip and zap commercials.

d. Commercials are a part-and-parcel of our culture and would be sorely missed if they were no longer available.

Answer: (d) Difficulty: (2) Page: 560

38.
All of the following statements reflect the benefits of acquisitions, except which one?

a.
The acquiring firm gains economies of scale that lead to lower costs and lower prices.

b. A well-managed firm may take over a poorly-managed company and improve its efficiency.

c. An industry that was not very competitive might become very competitive after the acquisition.

d. Acquisitions in some industries (retailing, financial services) actually reduce competition.

Answer: (d) Difficulty: (2) Page: 561

39.
All of the following marketing practices prevent new companies from entering an industry, except which one?


a.
Large firms can use patents to keep new entrants at bay.

b. Large companies can use heavy promotion expenditure levels to keep out competitors.

c. Large companies can tie up suppliers or dealers to keep out or drive out competitors.

d. Large firms develop their own new products.

Answer: (d) Difficulty: (2) Page: 561

40.
All of the following marketing practices harm other companies and reduce competition, except which one?


a.
Acquisition of competitors is detrimental to other businesses.

b. Marketing practices that create barriers to entry are harmful to other businesses.

c. Marketers practicing caring capitalism hurt other businesses.

d. Unfair competitive marketing practices hurt other businesses.

Answer: (c) Difficulty: (3) Page: 561

41.
_____ is setting prices below costs.  


a.
Unfair competition

b. Healthy competition

c. Predatory pricing

d. Value bundling

Answer: (c) Difficulty: (2) Page: 562

42.
All of the following are accurate descriptions of the predatory “bundling” practices leveled against Microsoft, except which one? 

a.
Microsoft continually added new features to Windows, keeping its customers locked in.

b. Microsoft prevented its users from using other competitor software.

c. Microsoft was able to sell other Internet software to its existing customers.

d. Microsoft was wrongly accused of bundling its Internet Explorer browser into its Windows software.

Answer: (d) Difficulty: (3) Page: 562

43.
_____ is an organized movement of citizens and government agencies to improve the rights and powers of buyers in relation to sellers.

a.
Environmentalism

b. Socialism

c. Capitalism

d. Consumerism

Answer: (d) Difficulty: (2) Page: 562

44.
The second American consumer movement during the _____ was sparked by an upturn in consumer prices during the Great Depression.


a.
1960s

b. mid-1930s

c. 1900s

d. 1990s

Answer: (b) Difficulty: (2) Page: 562

45.
The first American consumer movement took place in the _____.


a.
early 1900s

b. mid-1930s

c. 1960s

d. 1990s

Answer: (a) Difficulty: (2) Page: 562

46.
The American consumer movement which took place in the _____, was fueled by rising prices, Upton Sinclair’s writings on conditions in the meat industry, and scandals in the drug industry.


a.
early 1900s

b. mid-1930s

c. 1960s

d. 1990s

Answer: (a) Difficulty: (2) Page: 562

47.
All of the following are accurate descriptions of events which sparked the consumer movement during the 1960s, except which one?


a.
Ralph Nader appeared on the scene to force many issues.

b. 
President Kennedy declared that consumers had the right to safety and to

be informed, to choose, and to be heard.

c.      The movement was fueled by rising prices and Upton Sinclair’s writings

      on conditions in the meat industry and scandals in the drug industry.  

d.      Congress investigated certain industries and proposed consumer-protection

legislation.

Answer: (c) Difficulty: (2) Page: 562

48.
All of the following reflect traditional seller’s rights, except which one?

a.
The right to charge any price for the product, provided no discrimination exists among similar kinds of buyers.

b. The right to spend any amount to promote the product, provided it is fair.

c. The right to use any buying incentives, provided they are fair or not misleading.

d. The right not to buy a product that is offered for sale.

Answer: (d) Difficulty: (1) Page: 562

49.
All of the following reflect traditional buyers’ rights, except which one?


a.
The right to expect the product to be safe.

b. The right to expect the product to perform as claimed.

c. The right not to buy a product that is offered for sale.

d. The right to expect products to be purchased only during a sale.

Answer: (d) Difficulty: (1) Page: 563

50.
The first wave of modern environmentalism in the United States was driven by environmental groups and concerned consumers during the _____.


a.
early 1900s

b. mid-1930s

c. 1960s and 1970s

d. mid-1990s

Answer: (c) Difficulty: (2) Page: 564

51.
An organized movement of concerned citizens, businesses, and government agencies to protect and improve people’s living environment is called _____


a.
environmentalism

b. consumerism

c. protectionism

d. capitalism

Answer: (a) Difficulty: (2) Page: 564

52.
According to the text, the buyer has too little information, education, and protection to make wise decisions when facing sophisticated sellers. Hence, consumer advocates call for the following additional consumer rights, except which one?


a.
The right to be well informed about important aspects of the product.

b. The right to be protected against questionable products and marketing practices.

c. The right to influence products and marketing practices in a way that will improve the “quality of life.”

d. The consumer has the right, but not the responsibility to protect himself/herself from questionable marketing practices. They are better off leaving the function to someone else.

Answer: (d) Difficulty: (3) Page: 563

53.
The second environmentalism wave during the 1970s and 1980s was driven by _____.


a.
environmental groups

b. concerned consumers

c. government

d. consumer self-regulation

Answer: (c) Difficulty: (2) Page: 564

54.
_____ is a management approach that involves developing strategies that both sustain the environment and produce profits for the company.


a.
Environmental sustainability

b. Consumerism

c. Planned obsolescence

d. Capitalism

Answer: (a) Difficulty: (2) Page: 564

55.
All of the following are accurate descriptions of environmental sustainability, except which one?

a.
Environmental sustainability is about generating profits while helping to save the planet.

b. Some companies are making sustainability central to their core missions.

c. Enlightened companies are taking action, not because someone is forcing them to or to reap short-run profits, but because it is the right thing to do for the company and for the planet’s environmental future.

d. Most companies have responded to consumer environmental concerns by doing only what is required to avert new regulations or to keep environmentalists green.

Answer: (d) Difficulty: (2) Page: 566

56.
Companies at the most basic level of environmental sustainability can _____. This involves eliminating or minimizing waste even before it is created. Companies have responded with “green marketing programs”, development of ecologically safer products, and more energy-efficient operations. 


a.
practice pollution prevention 

b. practice product stewardship

c. plan for new environmental technologies for the future

d. develop a sustainability vision for the future

Answer: (a) Difficulty: (2) Page: 567, Figure 16.1

57.
The _____ cell in the environmental sustainability grid shows how the company’s products and services, processes, and policies must evolve and what new technologies must be developed to get there. 


a.
pollution prevention

b. new environmental technology

c. product stewardship

d. sustainability vision

Answer: (d) Difficulty: (2) Page: 567, Figure 16.1

58.
At the third level of environmental sustainability, companies _____. Many organizations that have made good headway in pollution prevention and product stewardship are still limited by existing technologies.


a.
practice pollution prevention

b. practice product stewardship

c. look into the future and plan for new environmental technologies

d. can develop a sustainability vision as a guide to the future

Answer: (d) Difficulty: (2) Page: 567, Figure 16.1

59.
Many companies are adopting _____ practices, which involve thinking ahead in the design stage to create products that are easier to recover, reuse, or recycle.


a.
pollution prevention

b. product stewardship

c. design for environment (DFE)

d. JIT design

Answer: (c) Difficulty: (2) Page: 566

60.
All of the following are accurate descriptions of the cells in the environmental sustainability grid, except which one?


a.
new environmental technology

b. sustainability vision

c. pollution prevention

d. caring capitalism

Answer: (d) Difficulty: (2) Page: 567, Figure 16.1

61.
All of the following are accurate descriptions of environmental policies set worldwide, except which one?

a.
Denmark, Germany, Japan, and the USA have fully developed environmental policies and high public expectations.

b. Countries, such as China, India, Brazil, and Russia, are in the early stages of developing environmental policies.

c. International companies have developed standardized environmental practices that work around the world.

d. Environmental factors that motivate consumers in one country may have no impact on consumers in another.

Answer: (c) Difficulty: (2) Page: 568

62.
According to the environmental sustainability grid, companies practicing _____ minimize not just pollution from production but all environmental impacts throughout the full product life cycle.


a.
new environmental technology

b. pollution prevention

c. product stewardship

d. sustainability vision

Answer: (c) Difficulty: (2) Page: 567, Figure 16.1

63.
According to the text, companies today focus on investing most heavily on the _____ cell in the environmental sustainability grid.


a.
pollution prevention

b. new environmental technology

c. sustainability vision

d. product stewardship

Answer: (a) Difficulty: (2) Page: 567, Figure 16.1

64.
According to the text, emphasizing only one or few cells in the environmental sustainability grid can be _____.


a.
prudent

b. short-sighted

c. good for the short-term

d. both efficient and effective

Answer: (b) Difficulty: (2) Page: 567

65.
The philosophy of _____ holds that a company’s marketing should support the best long-run performance of the marketing system. 


a.
plain vanilla marketing

b. enlightened marketing

c. capitalistic marketing

d. myopic marketing

Answer: (b) Difficulty: (2) Page: 569

66.
All of the following are among the principles of enlightened marketing, except which one?


a.
societal marketing

b. innovative marketing

c. capitalistic marketing

d. value marketing

Answer: (c) Difficulty: (2) Page: 569

67.
“Only by seeing the world through its customers’ eyes can the company build lasting and profitable customer relationships” reflects the _____ principle.


a.
enlightened marketing

b. innovative marketing

c. value marketing

d. consumer-oriented marketing

Answer: (d) Difficulty: (2) Page: 569

68.
A principle of enlightened marketing that requires that a company seek real product and marketing improvements is called _____.


a.
value marketing

b. consumer-oriented marketing

c. innovative marketing

d. sense-of-mission marketing

Answer: (c) Difficulty: (2) Page: 569

69.
According to the principle of _____, the company should put more resources into building long-run consumer loyalty and invest in actual improvements in the product’s quality, features, or convenience.


a.
sense-of-mission marketing

b. value marketing

c. innovative marketing

d. consumer-oriented marketing

Answer: (b) Difficulty: (2) Page: 570

70.
_____ means the company should define its mission in broad social terms rather than narrow product terms.


a.
Value marketing

b. Innovative marketing

c. Consumer-oriented marketing

d. Sense-of-mission marketing

Answer: (d) Difficulty: (2) Page: 570

71.
_____ is a principle of enlightened marketing that holds that a company should make marketing decisions by considering consumers’ wants, company’s requirements, consumers’ long-run interests, and society’s long-run interests.


a.
value marketing

b. sense-of-mission marketing

c. societal marketing

d. consumer-oriented marketing

Answer: (c) Difficulty: (2) Page: 570

72.
According to the text, socially responsible businesses have pioneered the concept of “values-led business” or “caring capitalism.” Two businesses in particular, _____ and _____, have a “double bottom line of values and profits." Both businesses have focused on social issues at the expense of sound business management.


a.
Nike; Hershey’s

b. Firestone; Dell

c. Dell; BP

d. Ben and Jerry’s Homemade Ice Cream; The Body Shop International

Answer: (d) Difficulty: (2) Page: 571, Marketing at Work 16.3

73.
In a recent Inc. article, some hard lessons of the socially-responsible marketing movement were outlined. All of the following statements are accurate descriptions of the hard lessons of putting “passion before profits,” except which one?


a.
The product or service, not the mission, must be socially responsible.

b. Be proud to be in business.

c. Make a solid commitment to change.

d. Hype is just as important as good social deeds.

Answer: (d) Difficulty: (3) Page: 572, Marketing at Work 16.3

74.
Socially-responsible marketers focusing on two bottom lines is no easy proposition. Today’s business people are just as dedicated to building a _____ as they are to _____.


a.
needs-based focus; integrating functional areas within a business

b. viable profitable business; cutting costs

c. stronger relationship with all stakeholders; cutting costs

d. viable profitable business; shaping a mission (values)

Answer: (d) Difficulty: (2) Page: 572

75.
Seat belts and air bags have low appeal, but may benefit consumers in the long run. They are examples of _____.


a.
deficient products

b. pleasing products

c. salutary products

d. desirable products

Answer: (c) Difficulty: (2) Page: 573

76.
Products that have neither immediate appeal nor long-run benefits are called _____.


a.
salutary products

b. deficient products

c. pleasing products

d. desirable products

Answer: (b) Difficulty: (2) Page: 573

77.
Products that give both high immediate satisfaction and high long-run benefits are called _____.


a.
salutary products

b. deficient products

c. pleasing products

d. desirable products

Answer: (d) Difficulty: (2) Page: 573

78.
Philips Lightings' Earth Light compact fluorescent light bulbs provide good lighting at the same time that they give long life and energy savings. According to the text, Philips Lightings is an example of a _____.


a.
salutary product

b. deficient product

c. pleasing product

d. desirable product


Answer: (d) Difficulty: (2) Page: 573

79.
According to the text, _____ are _____which give high immediate satisfaction but may hurt consumers in the long run. 


a.
cigarettes; deficient products

b. cigarettes; pleasing products

c. cigarettes; salutary products

d. cigarettes; desirable products

Answer: (b) Difficulty: (2) Page: 573

80.
General Mills, makers of Honey Nut Cheerios, state right on the package that the product meets the American Heart Association’s food criteria for saturated fats and cholesterol for healthy people over age two. Honey Nut Cheerios has the irresistible taste of golden honey and nuts and soluble fiber to keep your heart healthy. Honey Nut Cheerios is an example of a _____.


a.
deficient product

b. pleasing product

c. desirable product

d. salutary product

Answer: (c) Difficulty: (2) Page: 573

81.
When faced with moral dilemmas, companies need to develop _____, which are broad guidelines that everyone in the organization must follow. 


a.
complex yet, practical rules

b. deeper relationships with customers

c. corporate marketing ethics' policies

d. innovative products

Answer: (c) Difficulty: (3) Page: 574

82.
A philosophy whereby companies put responsibility on issues of ethics --  not on the system but in the hands of individual companies and managers -- suggests that the company _____.


a.
lacks integrity

b. should have a “social conscience”

c. should maximize profits

d. is “passing the buck”

Answer: (b) Difficulty: (3) Page: 575

83.
When companies and their managers are not responsible for making moral judgments on issues of ethics and social responsibility and they are able in good conscience to do whatever the system allows, they are putting responsibility on _____.


a.
the U.S. government

b. free market and legal system

c. BBB

d. Supreme Court

Answer: (b) Difficulty: (3) Page: 574

84.
Under the _____, each manager must look beyond what is legal and allowed and develop standards based on personal integrity, corporate conscience, and long-run consumer welfare.


a.
product concept

b. marketing concept

c. societal marketing concept

d. selling concept

Answer: (c) Difficulty: (2) Page: 575

85.
_____, an international association of marketing managers and scholars, has developed a code of ethics.


a.
The American Medical Association

b. The American Marketing Association

c. The Academy of Business Disciplines

d. The Academy of Marketing Science

Answer: (b) Difficulty: (1) Page: 576

True-False 

86.
The Academy of Business Marketing, an international association of marketing managers, has developed the code of ethics.


Answer: (False) Difficulty: (1) Page: 576

87.
According to the text, bribes and kickbacks are legal for U.S. firms operating in South American countries.

 
Answer: (False) Difficulty: (2) Page: 576

88.
U.S. companies must lower their ethical standards to compete effectively in countries with lower standards.


Answer: (False) Difficulty: (2) Page: 576

89.
Products that give both high immediate satisfaction and high long-run benefits are called pleasing products.


Answer: (False) Difficulty: (1) Page: 573

90.
Philips Lightings' Earth Light compact fluorescent light bulbs, which provide good lighting at the same time that they give long life and energy savings, is an example of a pleasing product.


Answer: (False) Difficulty: (2) Page: 573

91.
Seat belts and air bags have low appeal, but may benefit consumers in the long run. They are examples of salutary products.


Answer: (True) Difficulty: (2) Page: 573


92.
Honey Nut Cheerios has the irresistible taste of golden honey and nuts and soluble fiber to keep your heart healthy. Honey Nut Cheerios is an example of a salutary product.


Answer: (False) Difficulty: (2) Page: 573

93.
According to the text, putting passion before profits is sound business management.


Answer: (False) Difficulty: (3) Page: 571, Marketing at Work 16.3

94.
Sense-of-mission marketing means the company should define its mission in broad social terms rather than narrow product terms.


Answer: (True) Difficulty: (2) Page: 570

95.
A principle of enlightened marketing requires that a company seeks real product and marketing improvement; this is called sense-of-mission marketing.


Answer: (False) Difficulty: (2) Page: 570

96.
The pollution prevention cell in the environmental sustainability grid shows how the company’s products and services, processes, and policies must evolve and what new technologies must be developed to get there.


Answer: (False) Difficulty: (2) Page: 567, Figure 16.1

97.
The first American consumer movement took place in the mid-1930s.


Answer: (False) Difficulty: (2) Page: 562

98.
Predatory pricing is setting prices above costs.


Answer: (False) Difficulty: (2) Page: 562

99.
Consumerism is an organized movement of citizens and government agencies to improve the rights and powers of buyers in relation to sellers.


Answer: (True) Difficulty: (1) Page: 562

100.
The second American consumer movement during the early 1900s was sparked by an upturn in consumer prices during the Great Depression.


Answer: (False) Difficulty: (2) Page: 562

101.
During the consumer movement of the early 1900s, Ralph Nader appeared on the scene to force many issues.

Answer: (False) Difficulty: (2) Page: 562

102.
The marketing concept is a philosophy of customer satisfaction and mutual gain.


Answer: (True) Difficulty: (2) Page: 549

103.
According to the text, Nike has been heavily criticized and accused of using child labor.


Answer: (True) Difficulty: (1) Page: 547

104.
According to the text, the practice of the product concept leads the economy by an invisible hand to satisfy the many and changing needs of millions of consumers.


Answer: (False) Difficulty: (2) Page: 549

105.
According to the text, private transactions may involve larger questions of public policy.


Answer: (True) Difficulty: (2) Page: 550

106.
It is often said that products such as insurance, real estate, and cars are bought, not sold.


Answer: (False) Difficulty: (2) Page: 552

107.
According to the text, buyers have a “three-month cooling-off period” in which they can cancel a contract after rethinking it.


Answer: (False) Difficulty: (2) Page: 552

108.
The Consumers Union is a for-profit testing and information organization that publishes Consumer Reports magazine and Web site.


Answer: (False) Difficulty: (2) Page: 553

109.
Many companies are adopting design for environment (DFE) practices, which involve thinking ahead in the design stage to create products that are easier to recover, reuse, or recycle. 


Answer: (True) Difficulty: (2) Page: 566

110.
When insurance companies were found to be gouging residents of New York and Washington D.C. in the wake of the September 11th terrorist attacks, they were accused of redlining.


Answer: (False) Difficulty: (2) Page:
557

111.
 During the 1980s, phrases such as “greed is good” and “shop till you drop” seemed to characterize the American infatuation with false wants and too much materialism.


Answer: (True) Difficulty: (2) Page: 557

112.
According to the text, Weblining is the Internet age version of redlining.


Answer: (True) Difficulty: (2) Page: 557

113.
When Allstate Insurance is accused of assigning higher premiums to people with poor credit ratings, Allstate is accused of a practice called Internet lining.



Answer: (False) Difficulty: (2) Page: 557

114.
In the auto industry, social costs include costs as a result of traffic congestion, air pollution, and deaths and injuries from car accidents.


Answer: (True) Difficulty: (2) Page: 560

115. The American marketing system has been accused of adding several “evils” in

American society at large.


Answer: (True) Difficulty: (2) Page: 557

Essay 

116. According to the text, some marketing practices hurt individual consumers in

more ways than one. List and discuss the major areas of concern to critics, consumer advocates and government agencies.


Answer:


Critics charge that marketers hurt individual consumers through high prices, deceptive practices, high-pressure selling, shoddy products, planned obsolescence, and poor service to disadvantaged consumers.


High Prices: A common criticism is that the American marketing system causes prices to be higher than they would be under more “sensible systems.” The high costs of distribution, high advertising and promotion costs, and excessive markups are blamed for higher prices.


Deceptive practices: Marketers are accused of deceptive pricing practices (false advertising, large price reductions), deceptive promotion (running rigged contests, etc.) and, deceptive packaging (exaggeration of package contents, misleading labeling, etc.)


High-pressure selling: Persuading people to buy products they had not thought of buying is a high-pressure selling tactic.  Marketers sell hard as their incentives are tied to how much they sell, without any concern for the consumer.

Shoddy or unsafe products: Lack of product quality is a cause for concern. Services delivery is also inadequate. Some products do not deliver the expected benefits; they might actually be harmful, and hence considered unsafe for consumption.

Planned obsolescence: Marketers deliberately cause their products to become obsolete before they actually should need replacement. Examples include clothing fashions and Intel chips, Microsoft operating systems, among others.

Poor service to disadvantaged consumers: Marketers are accused of selling inferior goods and charging higher prices to the urban poor. 

Difficulty: (2) Page: 550

117.
Marketers are charged with deliberately pushing up prices of products to finance heavy advertising and sales promotion. List and discuss how marketers respond to these accusations.

Answer:

Marketers respond that consumers have the freedom to buy products in different versions. Some products are available in basic (functional) versions, while other more expensive, top-of-the-line versions provide psychological benefits. Branded goods cost more, however they offer the consumer the luxury of consistent premium quality. Heavy advertising offers the value of informing and reminding consumers of the merits of a brand name. In a cluttered environment, advertising is essential to generate top of mind awareness. Since promotion is generally expensive, companies are cost conscious and spend their money wisely.

Difficulty: (2) Page: 551

118.
According to the text, deceptive marketing practices take three forms. Discuss and briefly comment on each.

Answer:

Marketers are accused of the three major types of deceptive practices:  deceptive pricing, deceptive promotion and deceptive packaging. 

1. Deceptive pricing includes practices such as falsely advertising “factory” or “wholesale” prices or a large price reduction from a high retail list price which is phony. 

2. Deceptive promotion includes practices, such as overstating the product’s features or performance, luring the customer to a store for a product that is out of stock, or running rigged contests. 

3. Deceptive packaging includes exaggerated package contents, not filling the package to the top, misleading labeling, or describing package size in misleading terms.

Difficulty: (2) Page: 551

119.
Selling has traditionally been defined to include the “persuasion” component, in order to close a sale. However, marketers are accused of “high-pressure” selling. Briefly list the differences between traditional selling and “high-pressure” selling.

Answer: 

High-pressure selling involves persuading people to buy goods and services they had no thought of buying. Marketers of real estate, insurance, and cars are often accused of selling the products, rather than the consumers buying them of their own free will. Some marketers practice high-pressure selling tactics for personal gain, such as big prizes and bonuses,. Traditional selling does not look at selling for the short-term. Rather, most selling involves building long-term relationships with valued customers. High-pressure or deceptive selling can do serious damage to such relationships. 

Difficulty: (2) Page: 552

120.
What is the Consumers Union?  List and discuss the benefits offered by the Consumers Union.

Answer:

The Consumers Union is a non-profit testing and information organization that publishes Consumers Reports magazine and has a Web site. It has reported various hazards in tested products, including electrical dangers in appliances, carbon monoxide poisoning from room heaters, injury risks from lawn mowers, and faulty automobile design, among many others. In the 1970s Consumers Union prodded car makers to install seat belts and air bags. For example, sales of the Suzuki Samurai plunged following tests conducted by Consumers Union. The organization rates everything from mutual funds to prostate surgery. Its  Web site launched the Take Action Center,  allowing consumers to vent their frustrations directly to state and federal decision makers and to the media.  The organization’s testing and other activities have helped consumers make better buying decisions and encouraged businesses to eliminate product flaws.


Difficulty: (2) Page: 553

121.
Define “redlining.” How does it differ from “Weblining?” List and discuss the two practices.

Answer:

Redlining is a type of economic discrimination in which major chain retailers avoid placing stores in disadvantaged neighborhoods. For example, charges have been leveled against auto and home insurers of assigning higher premiums to people with poor credit ratings. Similar charges have been leveled at the consumer lending and banking industries. Not all consumers who are victims of redlining are disadvantaged. In some cases, some insurers were accused of gouging residents of New York and Washington, D.C. in the wake of the September 11th terrorist attacks. 

“Weblining” is the Internet age version of redlining. Today companies have taken advantage of the Internet to identify or profile high-value and low-value customers, to decide which product deals, prices and services it will offer. For the most valued customers, this translates to better information and discounts; low-value customers may pay the most for the least. While Weblining may appear far superior to redlining, it may also be the result of poor database marketing practices. In general, the rights of disadvantaged consumers need to be better protected.

Difficulty: (2) Page: 556

122.
According to the text, businesses are often accused of overselling private goods at the expense of public goods. Using examples, define the terms: public goods, private goods and social costs.

Answer:

As marketers such as GM, Ford and Chrysler continue to sell cars both in the United States and globally, one cause for concern is the social costs of such acts. In countries such as India with poor infrastructure (roads), a question raised by public policy makers is to what extent should such foreign marketers should be allowed to continue if they do not feel obligated to invest and improve public services. Private goods include goods sold by marketers for a profit. Public goods include public services. For example, if automobile ownership is a private good, then highways, parking services, and police services make up public goods. The social costs for cars include traffic congestion, air pollution, and deaths from car accidents.

Difficulty: (2) Page: 560

123.
Several grassroots movements have surfaced from time to time to keep business in check. Consumerism and environmentalism are two such movements. Compare and contrast the two movements.

Answer:

Consumerism is an organized movement of citizens and government agencies to improve the rights and power of buyers in relation to sellers. Major traditional buyers’ rights include:

1. The right not to buy a product that is offered for sale.

2. The right to expect the product to be safe.

3. The right to expect the product to perform as claimed.

Such proposed rights have resulted in specific proposals. For instance, the “truth in lending” act allows the consumer to know the true interest on a loan;  “truth in advertising” requires marketers to inform buyers of the true benefits of a product. Consumers now feel powerful; they are able to voice their complaints publicly and seek justice if they feel they have gotten a bad deal.

Environmentalism is an organized movement of concerned citizens and government agencies to protect and improve people’s living environment. Environmentalists operate on the premise that marketers do not care for the environment. Hence, they asserted the need for a grassroots movement, putting “quality of life” and satisfaction of consumer needs ahead of profit maximization.

Difficulty: (2) Page: 562

124.
According to the text, policies of “environmental sustainability” involve

the development of strategies that both sustain the environment and produce profits for the company.  Identify the four major cells in the environmental sustainability grid. Briefly discuss each.

Answer:

Shown in Figure 16.1 on p. 567 is the environmental sustainability grid. The grid has four cells. The grid has two major dimensions -- an “internal-external” horizontal dimension and a “today-tomorrow” vertical dimension. 

As discussed in the text and shown in Figure 16.1, first a company can practice pollution prevention. Pollution prevention means eliminating or minimizing waste before it is created. Companies have responded with “green marketing” programs -- developing ecologically safer products, recyclable and biodegradable packaging, and better pollution controls. Companies are finding out they can be both green and competitive. At the next level, firms practice product stewardship, minimizing not just pollution but all environmental impacts throughout the product life cycle. Some firms are adopting design for environment (DFE) practices, which involve being proactive rather than reactive in product development. Recycling efforts are thought and executed in the design phase itself. Next, companies look to the future and plan for new environmental technologies. Biotechnology is one area where firms have made significant inroads. The primary emphasis is to realize major improvements through new technology. The fourth cell in the grid looks into the firm’s sustainability vision. That is, it shows the evolution of the company’s products, processes, and policies and what new technologies must be developed to get there. Few firms have a well-defined sustainability vision. 

Difficulty: (2) Page: 564

125.     According to the text, many firms first opposed consumerism and

environmentalism. However, to better respond to consumer needs in the last few years, they are reacting positively to both movements. Called enlightened marketing, companies are focusing on various principles from different perspectives.  List and discuss the different principles of enlightened marketing.

Answer:

First, consumer rights have come to be accepted by marketers in principle. The benefits to different stakeholders are a primary reason for the change in the attitudes of marketers. Enlightened marketing holds that a firm’s marketing look for the best long-run performance of the marketing system. It consists of five principles: consumer-oriented marketing, innovative marketing, value marketing, sense-of-mission marketing, and societal marketing. Consumer-oriented marketing takes into account organizing marketing activities from the consumer’s point of view. Seeing the world through its customers' eyes allows a company to build lasting and profitable relationships. The principle of innovative marketing requires that a company seek real product and marketing improvements. The task of a company must be to look for new ways to make things better. Value marketing is based on the principle that a company should put its resources into value-building marketing investments. The essence of this principle is, build long-run consumer loyalty by adding value to consumer offers. Sense-of-mission marketing holds that firms must define their missions in broad social terms rather than narrow product terms. Societal marketing is based on the premise that consumers’ wants and long-run interests, society’s interests and the firm’s requirements are factors which should drive marketing decision making.


Difficulty: (2) Page: 569

Application 

126.
Given below are four major products. Each product has some drawbacks. Using the societal product classification in the text, classify each product. Some situations require moral decisions to be made. In your own words give the pro's and con's of each moral dilemma and your decision.


a)
Marketing of cigarettes to ethnic groups

b)
Life insurance

c)
Weight loss pills have serious side effects

d)
Electric cars are not a commercial reality

Answer:

Shown in Figure 16.3 is a grid called the societal classification of products. Societally-oriented marketers want to design products that are not only pleasing but are also beneficial. The two major dimensions of the grid are: long-run benefits and immediate satisfaction.

1. While smokers look for immediate gratification, because of serious concerns for long-term health, such pleasing products should not be targeted to consumers anywhere. Public policy debates and medical research have shown cigarette smoking linked to cancer.

Students can embellish this argument…should cigarettes be classified as “deficient products, with no benefits for either the short term or long term. Furthermore, marketing of controversial products, such as cigarettes, by targeting a specific ethnic group is also immoral, regardless of what research shows.

2. Life insurance is an example of a salutary product. Life insurance has low appeal but benefits consumers in the long run. For such products, high-pressure selling must be avoided at all costs. Advertisers using fear tactics should be cautioned about the ramifications of such practices. 

Students can argue the pros and cons of marketing life insurance using  appeals to fear. Students can debate different appeals to be used by marketers to get the audience’s attention.

3. Weight-loss pills: Some weight-loss products have come under close scrutiny and they have been banned. Such products are classified as deficient products -- with no immediate appeal or long-run benefits.

Students can argue the merits and demerits of marketing such deficient products. Who should be held accountable? What are the recourses available to consumers who are enticed by slick marketers?

4. Electric cars are desirable products with immediate and long-term benefits. The cars are good for the environment and good on the wallet too. GM has introduced electric cars and is selling them on the West Coast. However, electric cars are not mass-marketed yet. Are hybrid cars (Toyota Prius) a prelude to electric cars in the future? 

Students can debate the pros and cons of why are electric cars not available on a mass-scale. 

Difficulty: (3) Page: 573
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