MKT2210 Fundamentals of Marketing
Questions for Starbucks Case Discussion 

The Starbucks case describes the company’s struggle with declining customer satisfaction and a changing customer base.  As you will see from the case, Starbucks is considering investing an additional $40 million in labor in its stores. Please use the following questions to guide your preparation of the case:

1. Why have Starbucks’ customer satisfaction scores declined? Has the company’s service declined, or is it simply measuring satisfaction the wrong way? 

2. Describe the ideal Starbucks customer from a profitability standpoint. What would it take to ensure this customer is highly satisfied? How valuable is a highly satisfied customer to Starbucks?

3. Should Starbucks make the $40 million investment in labor in the stores? Explain your rationale.


For case memo write up on the Starbucks case, you should address question 3 in a persuasive memo not to exceed one page and one additional page of exhibits (no more than 3 exhibits). Please see instructions on memo format and grading guidelines.



