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Car Dealer Phone Ups: The 5 Types You Handle Today 
Knowledge Test  
 

1. In today’s market, what has limited the types of phone calls your sales team actually receives? 
a. Online information 
b. Customer research 
c. The connected customer 
d. All of the above 

 
2. To be successful with your Phone Ups, you need to do what for most phone prospects? 

a. Conduct a needs analysis 
b. Help them with product selection 
c. Provide them with a phone salesman 
d. Schedule a test drive 

 
3. According to the video, about how many hours of research has today’s customer completed before ever calling 

your dealership? 
a. 3 hours 
b. 10 hours 
c. 19 hours 
d. 8 hours 

 
4. Generally speaking, should the average dealer let his/her floor sales team take inbound calls? 

a. Yes 
b. No 

 
5. Most floor salespeople’s closing percentages are what fraction of a disciplined BDC? 

a. Double 
b. About half 
c. 1/3 
d. 1/5 

 
6. When you are on the phone with a prospect, what should be your only goal?  

a. A sale 
b. An appointment that shows  
c. Gathering their personal information 
d. Giving them all of the information they request 

 
7. Of the five types of calls discussed in the video, which one is the prospect most likely never going to show up at 

your dealership? 
a. Negotiating 
b. Selling 
c. Inquiring 
d. Validating 
e. Scheduling 

 
8. What is a likely goal of a “negotiator?” 

a. Schedule a test drive 
b. Use you as leverage against a local dealer 
c. Buy a car from you 
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d. See if you have a particular car on your lot 
 

9. Studies have shown that if you provide a prospect with a completed deal containing all the information before 
they ever set foot on your lot, you will close about what percent of the time? 
a. Around 20% 
b. Between 10 and 15% 
c. Less than 7% 
d. More than 50% 

 
10. What should you do if a phone prospect wants the best deal you’ve got over the phone? 

a. Ask the customer to bring you their best written local offer from a different dealer 
b. Schedule an appointment with them 
c. Offer to fill their gas tank and give them a gift card to a local restaurant if you can’t beat the offer they bring 
d. All of the above 

 
11. Is there ever a time when you should “move on” from trying to get a negotiator to come in to the dealership? 

a. Yes 
b. No 

 
12. Why might some people call a dealership first instead of coming in? 

a. They want you to sell them a car over the phone 
b. They are trying to avoid sales pressure 
c. They’re hoping you will recommend a competitor 
d. None of the above 

 
13. When a customer calls and inquires about things like, “Hey, does it have third row seats? Is it an automatic? Is 

that a tear I see in the picture of the back seat?” they are ready to buy. How should you respond over the 
phone?  
a. Answer their questions 
b. Make an appointment with them 
c. Both A and B. 
d. Neither A nor B. 

 
14. What type of phone call is considered a ‘validating’ phone call?  

a. A call you’ll get when you are priced to market  
b. The customer wants to make sure that your price is the real and genuine selling price 
c. A person calling about a particular car at a price you already set  
d. All of the above 

 
15. A prospect making a ‘scheduling’ phone call will always ask directly for a test drive. 

a. True 
b. False 

 
 


