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Question One: 

 

Case Study: Café Cadbury 
Cadbury is a leading manufacturer of chocolate, rivalling Nestle and other global confectionery brands. 

Its market position in the UK is supported by high promotional budgets and the sponsoring of television 

series, such as the hugely popular soap Coronation Street. The Cadbury name is very well known to 

consumers. 

Recently, Cadbury opted to extend its brand into cafés, noting the massive growth in coffee houses in 

the UK, led by Starbucks and Costa. These coffee houses provide a mix of seating, including cosy sofas 

and quiet reading areas, as well as the hustle and bustle of zones designed to satisfy more time-pressured 

customers. 

Cadbury wanted to further promote its brand by riding on the trend of more cafés and coffee houses, 

but also wanted its new café proposition to be profitable in its own right. After extensive marketing 

research and strategizing, test branches were opened in 2002. A key test market was in the historic city 

of Bath in the UK, a Roman settlement very popular with tourists and locals alike. Such a market test 

was prudent and enabled the café concept developed by Cadbury to be carefully evaluated and further 

researched. 

Cadbury’s corporate affairs personnel described Café Cadbury in these terms: 

Ground Floor 

Café Cadbury is an exciting all day café and gift experience offering a take-out service on the 

ground floor including freshly baked baguettes, pastries, chocolate fondue and hot/cold 

drinks. And for chocolate lovers, a superb collection of chocolate gifts, many exclusive to 

Café Cadbury. 

First Floor 

Our 1st floor Café offers a lively, warm and friendly place to take time out for a relaxed snack 

or meet up with friends to try our hot savoury snacks, delicious cakes and chocolate fondue.  

Second Floor 

Relax and unwind in the stylish surroundings of the 2nd floor Cadbury lounge, sit back into a 

comfortable armchair or sofa and indulge in your favourite treat. 
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The marketers tried to emulate the best features of rival coffee houses. They also realised a café could 

not serve only chocolate-based products. However, there is very definitely a self-indulgent chocolate 

theme throughout the proposition! 

Source: The Cadbury Café, Bath 

Now answer the following questions: 

(a) How has an understanding of customers enabled Cadbury to develop its Café Cadbury 

proposition? What would Cadbury have needed to know about the buying behaviour in this 

market sector?                (10 Marks)

  

(b) To what extent would the concept of market segmentation have been deployed by Cadbury as the 

Café Cadbury concept was formulated?             (10 Marks) 

 

(c) Strategic decisions give the organization a plan of action to serve customers better, take advantage 

of competitors’ weaknesses, and capitalize on the firm’s strengths. Using a diagram, discuss the 

four main growth strategies Café Cadbury could adopt.    (10 Marks) 

 

Question Two: 

(a) Effective sales planning depends on accurate sales forecasting. What is the impact of erroneous 

sales forecast in the various functional areas?     (10 Marks) 

 

(b) Explain the steps in forecasting sales using the Breakdown Approach.   

           (10 Marks) 

Question Three: 

(a) Sales training programs can be either Initial training or Continuing training. Discuss the basic 

elements covered in Initial sales training.      (10 Marks) 

 

(b) A sales territory is usually a specific geographic area that contains present and potential customers 

and is assigned to a particular salesperson. Identify and explain the main reasons for establishing 

sales territories.         (10 Marks) 

 

Question Four: 

 

(a) Define the following terms: 

(i) Customer Lifetime Value       (2 Marks) 

(ii) Sales Force Automation       (2 Marks) 

(iii) Boundary Spanner        (2 Marks) 

(iv) Straight Commission       (2 Marks) 

(v) Sales Quota         (2 Marks) 

 

(b) List at least ten salesperson behaviors that would generally be considered unethical.   

           (10 Marks) 
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