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Abstract

This study is based on a paper presented at the 42nd Annual Conference of the
Quality Society of the Republic of China and the 12th National Quality Management
Symposium. The paper is titled " Discussion on the Integration of Two-dimensional
Quality Model and Experience Marketing ". This paper takes experiential marketing as
the theoretical framework and takes Starbucks consumer recommendation as the
research object. This study applies the Kano two-dimensional quality model to

distinguish the service quality elements.

The objective of this study is to take into account that service quality elements
changes over time, particularly the shifts in the quality aspects that customers deemed
essential in the past and those that they currently value after more than a decade of
social change. This study primarily focuses on Starbucks consumers as survey
participants, and the questionnaire structure follows the five aspects of experiential
marketing. We select 14 items that are more relevant to modern life. Additionally, we

add one item, bringing the total number of questions to 15.

The result indicates that that 8 of the 15 items were different from the previous
results. Also, this study selects the quality elements calculated from Satisfaction
Increment Index (SII) and Dissatisfaction Decrement Index (DDI), and analyzes each

index and gives suggestions for improvement.

Keyword : Experiential marketing, Kano's two-dimensional quality

model, Questionnaire survey, Service quality, Starbucks
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