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Abstract

This paper takes as a reference the “Discussion on Integrating Two-dimensional
Quality Model and Experience Marketing in Chain Coffee Industry - Taking Unified
Starbucks Coffee as an Example” proposed by the Department of Business
Management of Deming Institute of Technology at the 12th National Quality Seminar.

"

The content is to explain that Starbucks' "experiential marketing" rewrites the first page
of Taiwan's coffee history, and drives the development of the coffee industry, attracting
many competitors to compete for this at the same time. If practitioners can provide the
service quality elements of customer satisfaction and eliminate the service quality
elements that cause customer dissatisfaction, it will not only reduce costs, but also
enhance its competitive advantages. Therefore, this study develops an experiential
marketing as the theoretical framework for analyzing Starbucks consumers, and then
distinguishing their quality elements by Kano model. It was found that among the 25
quality elements discussed: 4 are classified as essential qualities, and 8 are classified as

essential qualities. are linear qualities, 6 are classified as attractive qualities, 7 are

classified as indifference qualities, and none of them are inverse qualities.

Keyword : Kano model, questionnaire, Starbucks, consumer Intentions
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