
Appointment-Driven Communications 
Knowledge Test 

1. The goal of the voicemail is to: 
a. Sell a car. 
b. Build value in the dealership. 
c. Compel the customer to drop everything and drive to the lot. 
d. Drive a phone call. 
e. It’s up to your manager. 

 
2. Which of the following is true about the two sister stores (A & B) that Steve discussed when he talked about 

discipline? 
a. …Store A had a 33% show rate. 
b. …Store B had an 82% show rate. 
c. …Store A sold 7 of their first 100 appointments. 
d. …Store B sold 64 of their first 100 appointments. 
e. All of the above are true. 

 
3. The average dealer closes about ____ % of their internet appointments that show. 

a. 9% 
b. 20% 
c. 50% 
d. 60% 
e. None of the above 

 
4. When we’re using the acronym GOAL to overcome an objection: 

a. The G stands for Grant. 
b. The O stands for Objection. 
c. The A stands for Avoid the objection. 
d. The L stands for Launch back into our talk track. 
e. All of the above 

 
5. There is an inverse relationship between information given and appointments shown. 

a. True 
b. False 

 
6. To have a “Strong Appointment” you must have. 

a. A specific date and time. 
b. A specific goal. 
c. A mental and verbal commitment by the prospect. 
d. All of the above. 
e. None of the above.  

 
7. The only goal you have when you’re speaking with a prospect on the phone is: 

a. To keep the customer happy. 
b. To sell them a car. 
c. To set an appointment that shows. 
d. None of the above 
e. Any of the above, it depends on the customer 

 
8. Giving trade-in values over the phone is just good business. 

a. True 
b. False 



 
9. The proper way to set an appointment is to ask “When would you like to come in?” 

a. True 
b. False 

 
10. Every voicemail should: 

a. Contain a clear call-to-action. 
b. Urge the consumer to call you back. 
c. Highlight your persistence. 
d. All of the above. 
e. None of the above. 

 
11. The goal of all emails should be to build value in the dealership & highlight the car. 

a. True 
b. False 

 
12. When thinking of an Appointment Culture, Steve asks you to “THINK _______” 

a. BARBER 
b. DENTIST 
c. PRIEST 
d. ASTRONAUT 
e. None of the above 

 
13. If you will do a proper recap that ends in “… can I count on you for today at _____?” your show rate goes to 80%. 

a. True  
b. False 

 
14. If you’re a salesperson, you get paid for: 

a. Information. 
b. Touching Base 
c. Building Rapport. 
d. All of the above. 
e. You don’t get paid for any of the above. 

 
15. Appointment times matter. 

a. True 
b. False 

 
16. The second best time to plant a tree is. 

a. Today. 
b. In the spring. 
c. When the ground is softest. 
d. None of the above. 
e. All of the above. 

 
17. The “recap” is what drives the mental commitment by the prospect. 

a. True 
b. False 

 
  



18. The two words Steve says to write on a piece of paper by your phone are: 
a. Sell More 
b. Be Strong 
c. Live Free 
d. Got Appointments? 
e. The Goal 

 
19. You should never let your manager make your confirmation calls; they’ll just screw everything up.  

a. True 
b. False 

 
20. The three types of calls you should be able to close today are: 

a. Color Choice, Payment Buyer, Out-Of-Towner 
b. High Credit Score, Luxury Car, Used Car 
c. Sedan Buyer, Truck Buyer, SUV Buyer 
d. Stock Check, Price Check, Equipment Check 
e. None of the above 

 
21. “I’ll be in around five o’clock” is an example of a strong appointment. 

a. True 
b. False 

 
22. If someone asks about their payments, we should try to give them as much information as possible. 

a. True 
b. False 

 
23. If someone is unwilling to set an appointment with me on the phone, then: 

a. I should ask them when they would like to come in. 
b. I should try to sell the vehicle over the phone. 
c. They are not a fit for me. 
d. I should call them stupid. 
e. None of the above. 

 
24. If you’re a salesperson and you’re selfish, your dealership will make more money. 

a. True 
b. False 

 
25. Role-playing will not help reinforce the training in these videos. 

a. True 
b. False 


