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Chapter 2 Vocabulary

Aeross

5. More chen just price snd is s messuze of che coval benefit s customer gevs from & product.
& those chings chat sre physical in nacuse,

including color, size, ete. and appeal to our 5 senses.

7. a structured form of listening and responding that focuses the attention on the speaker.

5. Tnvolve che cuscomer's needs to be created with respect and to feel valued, understood and involved
in che decisions chav affect chem.

Dem

1. chose nesds chet mevive cuscomers o come o & salesperson o help them solve s problem.

2. sdvencages or zewszds of product festures

3. (hyphenated) questions chat begin with che words who, what, where when, how and why and require more
chan a yes or no answer_

s

(nyphensted) guestions thet tend to eveke cne-word snswers such &3 yes o o




