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T a l k i n g  b u s i n e s s

A n s w e r  K e y

Module 1: Marketing

Green Economy: Greenwashing

Some other examples of greenwashing
http://www.greenwashing.net/
http://robertolapira.nova100.ilsole24ore.com/2009/12/
greenwashing-i-cinque-peggiori-spot-del-2009-decisi-da-consumer-
international-.html (in italiano)

Internet Marketing

Answer Key
Given the openness of the discussion, a precise answer 
key is not appropriate. However, teachers should be aware 
of the following ideas:
1. One of the ideas behind viral marketing is to surprise or 

shock viewers to both help them to remember the brand 
but to also encourage them to pass on the message, to 
get other potential customers to view it. In this case, 
viewers often start confused when they see the gorilla 
and wonder what is going to happen… but no one expect 
him to start drumming.

2. Most viewers, after the initial surprise, will laugh and will 
feel positive emotions. The marketers hope to generate 
a connection between these positive emotions and the 
brand.

3. Normally marketing professionals choose images that 
have a specific meaning or link with the product or brand, 
perhaps emphasising the quality of the product or else 
they chose universal ideas and messages such as love, 
wealth or happiness. Instead, one common feature of viral 
marketing is that often completely unrelated ideas are 
chosen, such as a gorilla and chocolate, to generate that 
surprise element discussed above. Benetton is famous 
for its use of a somewhat similar strategy in billboard 
advertising of shocking viewers into a reaction.

Not everyone agrees that such tactics are a good idea. Many 
marketers argue that companies should be very protective 
of their brand, and should be very carefully how they 
present their brand image. Some marketers would say 
that by associating itself with a gorilla, Cadbury risks 
diminishing the image of quality that it has attempted to 
build over many years.

Module 2: Sales

Internet: The CRM Process

Answer Key
1. The marketing team’s role is to gather as much 

information as possible about the wants and needs of 
potential customers. It may do this by traditional market 
research methods such as interviews and focus groups 
or by monitoring activity on the internet, discovering what 
websites customers visit and what they are saying about 
the company’s products on blogs and on social media. This 
information must then be input into the CRM software

2. The aim of the sales team is to complete a deal with 
the customer. The more information they have about 
a customer, and his/her needs, will help them do this. 
Personal information about the customer’s family and 
favourite football team for example can also help build a 
relationship. All such information, gathered from previous 
contact with the customer should be included on the CRM 
system and exploited to make the customer feel valued.

3. No this is false. Sales may be transacted in person, on the 
phone, on the internet or using a combination of media. 
The information contained in the CRM system can help 
any salesperson.

4. Recording contact with the customer after the sale is as 
important (if not more important) as recording contact 
in the build-up to the sale. It is only when the customer 
buys the product that they can experience it and can 
then provide feedback on how much they liked or did not 
like it. Discussing the customer’s experience is crucially 
important in ensuring that that the customer comes back 
to buy again. Some research argues that it is 9 times more 
expensive to sell to a new customer than to an existing 
one.

5. The product development team can benefit from CRM 
by discovering what problems the customer had with a 
product, or what features they did not like. This will help 
them continuously improve the product and design new 
ones.
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Module 5 - Supply Chain Management

Internet: Integrated Supply Chain Management

Answer Key
1. According to the speaker in the video-clip, the Build-to-

Order model is designed to build each order for a computer 
exactly as the customer needs it. (Note: Dell does not 
produce standard computers which you can buy off the 
shelf of a store. Each computer is built separately after the 
customer has chosen all of the features he/she requires.)

2. The customer order is automatically sent to the factory 
nearest the customer, where it is added to the production 
schedule, which is updated every two hours.

3. Each order/computer is given a serial number, which is 
stuck onto the computer as a barcode. Any components 
or parts built into the computer are then also given the 
same serial number.

4. Rather than keeping a supply of component parts in 
its own warehouse, Dell’s computer system sends an 
automated request to its suppliers every two hours telling 
them what parts they need to deliver – immediately. When 
these parts arrive they are then built into the customers’ 
orders. This means that Dell’s inventories are kept to the 
very minimum, saving them money on warehousing.

5. Dell’s merge centres combine different aspects of the 
computer together. For example the computer might be 
manufactured in one factory in Poland, the monitor in 
another and the keyboard might be manufactured in China. 
All these items are brought together in the merge centre, 
to be put in one bigger box and sent to the customer.

Module 6 - Finance & Insurance

Internet: Online Banking

Answer Key
1. To clear a backlog of payments after an upgrade to the 

system failed on Wednesday.
2. 1,300.
3. To contact the bank,  whose staff will see what they can 

do to help.
4. They have threatened to switch off the life-support 

machine of Olivia Downie.
5. Because of very strong competition in the banking 

industry, NatWest/RBS might lose some of the badly 
affected customers to its rivals.


