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Background to Case Study

= Starbucks is a global brand.
= Starbucks has a highly engaged online consumer community.
= Listening & learning from the community

= Starbucks Festive Coffee Flavours global campaign

= 5 questions to ask the online community
= Are customers discussing the Starbucks Festive Flavours online?
= How do conversations in Dec 2009 compare with Dec 20107?
= Are the conversations the same in each local market?
= Are their differences in the tone of conversations around the different flavours?

= Did online conversations impact Starbucks decision not to sell *Dark Cherry” in the
UK in 20107

» What INSIGHT can we find?

= Can this insight drive an action?

= How can it be measured?
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Starbucks Background

Real World Footprint

Starbucks Coffee Quick Facts:

Founded by:

Founded in: 1971
First Store: Seattle
Number of Stores: 15,000
Number of Countries: 50

Starbucks 5 ways of being:

Be welcoming

Be genuine

Be considerate

Be knowledgeable

Be involved

Howard Schultz

Starbucks: An lllustrated History

We stort by selfing
coffee bears in Soattie’s

Pice Place Markes. 1987 e
We add handcrafted
aspeasso baverages
to the menu. 1992
Wa become a publicly
traded company.

o

20m

Wo mark 40 years and begn
the next chapter in our hstory,

“the Starbucks experience”, Joseph A. Michelli
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Starbucks Back

ground

Starbucks Online Community:

Global Online Footprint
Quick Facts:

Starbucks Hosted Communities:

MyStarbucksldea:

Public Social Network Followers

Facebook:
Twitter:
Flickr:

COFFEE MENU COFFEEHOUSE RESPONSIBILITY CARD SHOP

B We're making
& apromise to
you.

STARBUCKS

READY BREW

Starbucks
Card Mobile
goes national.

107k ideas

Check out
| the Dream
g House.

Turn your
card into
.......... rewards.

19.6 million
1.3 million
6,195

¥ email «§ share @ getcode B gettranscript

Baans Blends Brewing Drinks Food Nutrition Music Wi-Fi Community Ethical Local Global Register Reload Rewards Search Compare Buy

Youtu be 9,005 I ! What's New Lights! Camera! Runvay! See All
ErEra— _ ,
nwal y Howard Schultz Skinny Caramel Macchiato
I < et s
I Newest Blog Posts “ﬂs‘
Integrated Social Platform | £ 100t roms Eotn Bt Ot oot e L Omvard
Frappuccino.com: 74,920 Frappuccinos I opebineglo Sl SR ST e
A Milestone of a Million Walcae Sirpeies . StarbucksStore.com
Frappuccino Public Social Networks | REED
Happy _Heart D_ay!'
FrapPUCCino FB 5.6m FB followers I by David L., editorial manager

Frappuccino Twitter

7,761 followers
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Starbucks Engaged Community - the new loyalty model

Hosted Communities

QuesTIoN oF Tve DAY

@ - e

A Night for Our Favorite Artists, Old and New

MyStarbucksIldea: 107k ideas

Ideas ARE Implemented:
VIE Instant Coffee

New Cup sizes

* Pico small size

+ Trenta - supersize

Branded Public Social Network Supported Communities

Starbucks (& You{iTH Searh | Browse | TV Shows | Upload plewaivertt = | Sign ¢

Starbucks COMfee | qucme  uploads O=

Profile

Name: Starbucks
Channel Views: 491,117
Total Upload Views: 6,031,310

flickr v

Subscribers (9005)

@ Starbucks Coffee Company
CuvpPoo Discusion 413 Memons . Map. T G
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Integrated Social Channels — www.frappuccino.com

Frappuccino Window to public
Destination website Social networks

Hosted Frappuccino
Community

FASHION WEEK

xR VYO
x - 1‘ 00)Q )
EXPRLORE ... ... ( c,r,SSW,

with a peek behind the scenes. e a unigu ok with Pol

o e vi ﬁ e

FASHION WEEK CREATE YOUR FRAPPUCCIND

severage

FASHION HTEFL Videos | Photos Events | Conver

Watch the latest videos for a peek behind the scenes.

5,686,112

people lke this

=

Frappuccmo

> |t 0201000 @ o+ i &
Geoepe-MARNL —B=-H

Similar to @frappuccino

Starbucks Frappuccino is an integrated destination experience for
Frappuccino coffee FANS.




Themed Campaigns — NYC Fashion Week - Feb 2011

Starbucks can use their Frappuccino .;z IXHQRI
community to support current Fashion Week
. - . with highlights from behind the scenes.
campaigns around topical events like

FASHION
FEBRUARY

Wr’bﬁ-’bﬁ =
10-17 NYC

Join The
CONe (,Jd' on

N Find fashion events
happening in your area.

Photos

Videos | | Events\ | Conversations | Yourstyle

FASHION WE~A Wideos (| ‘Photos | Events mrarsstion Tou People are talking about Mecedes-Benz Check out Twitter to get the latest on
Fashion Week a rappuccine®. Frappuccino® @Mercedes-Benz Fashion
Check out the rrappuccmo fashion events bappemng near you Follow the conversation. Week.
People Stylewatch Celebrity Stylist Event oS
O i ety SR Ve Dy, Find us on Facebook Adheputra (") RT @erindaleendhz: Lhoh, iyayaa~ *sokpolos* :P
J‘\J/v’; k ‘es kadung :D RT @erlindaleendhz: ...

Starbucks Frappuccino

wilke
VBSIBB
Starbucks Frappuccino Today is the last day of Mercedes-Benz Fashion Week! o
P va | There's been so much inspiration for Fall 2011. Hear what's inspired the fashioristas who ||
& stopped by the Frappucdno coffee drink cafe - http:/ftinyurl.com/672nhSs
£
U]

riannugrahaa jhey hai dmnko RT @jheeyNK: Hai RT @riannugrahaa:
men

tiiaw \u\sndsu Ga ush balik smrg yaa...gpp kan...hehhee app dunk,, gpp

todelino £t o(TT54— ! RT@
LA Do =T, v, I3

r_uni: SEEHIZE. CA
A URY QU

The Mall at short Hills, 1200 Morris Turnpike, Short ills, 3 17 February at 14:25
The Beverly Center, 8300 Beverly Boulevard, Los Angeles, CA

The Shops at Willow Bend, 2403 Dallas Parkway, Plano, TX Starbucks Frappuccino There have bee
Fashion Week. Here are our favorites - hitp

Twelve Oaks Mall, 27500 Novi Road, Novi, MI yours?

International Plaza, 2223 N West Shore Boulevard. Tampa, FL OO

Cherry Creek Shopping Center, 3000 East First Avenue, Denver, CO K\ o) :\ — Highlights from Mercedes-Benz Fashion Week il
xop) b

& major highiights from Mercedes-Benz
inyurl.com/4etn44a. What are some of
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Engaging with and learning from the Community....

Starbucks Hosted Community www.mystarbucksidea.com

"/ STARBUCKS IDEA

GOT AN TDEA? VIEW IDEAS IDEAS TN ACTION

Hithere, Signin  to make a comment.  Share | - R+ ]
Ideas so far SHARE You know better than anvone else what vou
- want from Starbucks. So tell us. What's your
E———— a vo Starbucks Idea? Revolutionary or simple —
e ] we want to hear it. Share your ideas, tell us
Dlscuss_ what yvou think of other people's ideas and
24,325 Coffee & Espresso Ovinks s join the discussion. We're here, and we're
li;‘; N St - ready to make ideas happen. Let's get started.
1‘1'.039 F 4
5372 Morchandiss & Mus
750k Stk Clad Most Recent Ideas
483 M=w Ta log
738 Other Product Idea

5S4 Min(s) Azo  Endorsments via GoodyTaa platform
1 Hour(s) Ago

EXPERIENCE IDEAS
2 Hour(s) Ago >u need 1 fler = larger hot offee size
6,016 Serag, Payment, & Pack-Ug s Hour(s) Ago <
o.g1a AMmoaphersa Lockiso - Hour(s) Azo
8,556 Other Expe e 1deas 8 Hour(s) Ago
< Hour(s) Ago
INVOLVEMENT IDEAS © Hour(s) Ago
g 10 Hour(s) Age
2'.‘;:; sk ,: a2 = ,' 10 Hour{s) Ags 1
e Dos Ottas irsegaant T
696
Featured Starbucks Idea Partners
These are our Starbucks Idea Partners. Theyil be onkne to ksten to your wdeas, ask
QUESTION OF THE DAY questions, tell you what we're doing behind the scenes and make sure things run smoothly

Starbucks provide an idea platform for their community to share and vote on ideas for
Starbucks to investigate and potentially launch.

A couple of the implemented and community supported ideas are:
adding new coffee cup sizes (pico and trenta in US and Canada)
launching Vie instant coffee

There are 107,000 ideas currently on the www.mystarbucksidea.com website with
other community members voting for each of them.
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Listening to, learning from and communicating with the Community

Starbucks Branded Public Social Network

— ® Signed in as Oba17dSf7facObc4beaaS32264d1985b = ) (1new) Help Sigl
ICKI ..xxm00t

Home You Organize & Create Contacts Groups Explore Upload earch this S poo Searcl

Gexy Starbucks Coffee Company

5 Group Pool Discussion 4,130 Members Map Join This Group
by Starbucks

Group Pool s.262items 1ly members can add to the pool. J

£

2 %
N
= |

NEw From wnew From LEERCAN new From boghetta

| analisamarie (a group admin) says:
11 U, 25 lan 10 - This group has helped inform us ofthe inconsistent experiences photographers have in our stores. We have put group
discussion an hold until we have more updates on an official policy for photography in our stores. We appreciate your patience and
encourage you to check back in the following months for an update.

Starbucks learn from and communicate with their community across multiple channels.

This Flickr comment recognises a potential issue with photographers taking pictures in
Starbucks coffee shops which is now being investigated.
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Listening to the online community

UNEARTHING "NUGGETS"”



Starbucks Listening Project - Red Cups Campaign Dec 2010

Focusing on Starbucks annual Red Cups campaign in UK, Singapore and
Australia, the project asked 7 questions....

1. Are customers discussing the Starbucks Festive Flavours online?
2. How does the volume of conversations in Dec 2009 compare with Dec 20107?
3. Are the conversations the same in each local market?

4. Did online conversations impact Starbucks decision not to sell "Dark Cherry” in the
UK in 20107

5. Are their differences in the tone of conversations around the different flavours?
6. Can social insight drive action?

7. How can actions be measured?

Our findings and recommendations are............. :

©Copyright purple spinnaker Ltd. 2010
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Starbucks Annual Red Cup Campaign evolves and extends.....

0C/AL CAMPAIGN

ENGAGE CUSTOMERS

IN-STORE |
EXPERIENCE *cvrs NI U SGum— STOMER FEEDBACK ON
- : ; EXPERIENCE - FLAVOURS

W sionace ) \ S 2009 CHERRY - ,
f = | 2070 - NO CHERRY _

SEASONAL
ASSOCIATION: :
CHRISTMAS 4 | ANNUAL ACTIVITY:
- : p—— L 4
P A rION: R EXPECTATION” OF FLAVOURS

WORLD AIDS
oay 4

Red Cups is a “global integrated multi-channel campaign”

©Copyright purple spinnaker Ltd. 2010
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1. Are customers discussing Starbucks festive flavours online?

Using SM2 social media monitoring tool, we found 9,600 conversations around Starbucks
Christmas Flavours, Gingerbread, Eggnog, Toffee Nut, Peppermint and Dark Cherry in Dec
2010, in UK, Singapore and Australia.

Author Age (Starbucks 2010i2| x| Author Gender (Starbucks 2|¢ x/)  Brand References (Starbuck:¢# x|m  Daily Volume (Starbucks 20: 2|/

- -E
—_— il

Popularity (Starbucks 2010_i2|x /3  Share of Voice (Starbucks 2(¢ x|

|

I

f S e ——

Content Tone (Starbucks 20/2)x/1  Daily Volume (Starbucks 20:2 x5

. §un’l'li OO0

YES - Customers are talking online about Starbucks Red Cups Flavours

©Copyright purple spinnaker Ltd. 2010 13



2. How does the volume of conversations in Dec 2009 compare with Dec 20107

Conversations double
Dec 2009 to Dec 2010

12000

10000

8000 +

4000

2000 +

Dec 2009 Dec 2010

Also, conversations slowed down at a similar rate throughout the month in both years

800

400

1ST DECEMBER

it

29TH DECEMBER

Slow down in conversations is
similar in both 2009 & 2010
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Are the conversations the same in each local market?

Conversations in all markets are flavour based, local initiatives
can be an additional topic i.e. “open house” in Singapore

UK

Apparently the Starbucks in
Southampton has run out of eggnog
lattes, & doesn't expect to get any more
in this vear. Nooo! *wails piteously”

4:07 AM Dec 18th viaweh

Alex_Bell86

Alex Bell

@kevbuk @degsy I'm on my 2nd
starbucks day. personal record. dark
cherry mocha not as nice as gingerbread
though. shouldve gone toffee nut

12 Nov 09 via Echofon Favorite 3 Retweet 4 Reply

UK:
Flavour based conversations

[

Singapore

Starbucks Singapore A big THANK YOU to all who have supported us
generously at the Christmas Open House yesterday evening! You have helped
The Salvation Army to make many Christmas Wishes come true. Well done
guys! :)} Have a great weekend ahead!

03 December 2010 at 02:23 - Share

£1 116 people like this.

L3 view all 8 comments

Phoebe Mg We will definitely be happy!!! Every cent counts! !
03 December 2010 at 06:32 - Flag

Starbucks is ending their "Starbucks
Christmas Open House 2010" in about
10 minutes time :)

5:50 PM Dec 2nd viaweb

se, fOodiemaniacs
Sl foodiemaniacs

Singapore:

Conversations around local open
house initiative and flavours

©Copyright purple spinnaker Ltd. 2010
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. Did online conversations impact Starbucks decision not to sell
“Dark Cherry” in the UK in 20107

Starbucks sold “dark cherry” flavoured coffee in the UK in 2009.

Starbucks did not sell “dark cherry flavoured coffee in the UK in 2010.

Did social conversations impact Starbucks decision
not to sell "*Dark Cherry” in the UK in 20107

NOT AS FAR AS WE CAN SEE..

Dark Cherry was not the least talked about flavour online in 2009

Dark Cherry |
Toffeenut |
Peppermint |

Eggnog [

L1 2009
& 2010

Gingerbread |

0 50 100 150 200 250

©Copyright purple spinnaker Ltd. 2010
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4. Did online conversations impact Starbucks decision not to sell
“Dark Cherry” in the UK in 20107

Dark Cherry was missed in 2010.....

@lawrencesmoore #christmasblend was
awful - over-roasted for me. No dark
cherry mocha either which is a disgrace!
Come on Starbucks.

bring back dark cherry mochas to the uk

Posted on 1/6/2011 2:26 PM
by jilrib

dark cherry mochas were very missed this Christmas.

. Comments [0] to Outside USA

Bring back the DARK CHERRY MOCHA all year. I'm in
withdrawel el!

Customers talked about dark cherky on
public social networks including Twitter as

Posted on 9/8/2010 3:41 PM

b bamnannerb well as on Starbucks own communities

Please -
Mystarbucksidea.com

. Comments [4] to Coffee & Espresso Drinks

Dark Cherry Mocha - All Year Please?

Posted on 7/30/2010 G40 AM
by mseatwes

I was disappointed today to discover Dark Cherry Mocha was considered a
"seasonal" beverage. Why? Would it kill you to keep this on the menu
year-round? You just lost a customer.

R Will the 2010 conversations impact next
yvears decision and return Dark Cherry to
UK stores in 20117

©Copyright purple spinnaker Ltd. 2010 17



5. Are there differences in conversational tone around different flavours?

YES - Starbucks community use different tones with different flavours

Gingerbread is an emotive flavour which results
in words and phrases around the emotion of the
festive period.

Toffee Nut is an flavour which results
words and phrases around the evoked
when drinking the coffee.

Result = New consumer INSIGHT = SOCIAL INSIGHT

©Copyright purple spinnaker Ltd. 2010 18



6. Can Social Insight drive an action?

Key Observations and Insight from Flavour conversational tones

Customers associate different emotions and senses with the different
festive flavours

Flavours provide the changes in tone in difference in conversation

Geographic locations do not significantly impact conversation tones

Recommendations

Starbucks may look to run local or a multi country campaign which uses
messaging to stimulate emotions and sensations around flavours or local
festivals or activities.

©Copyright purple spinnaker Ltd. 2010 19



7. How can actions be measured?

Using historical data, conversations levels & 1o .
key phrases can be measured and compared , |
across local markets, media channels &

demographics over specific time periods.

8000 +

6000
We can look to see the impact of new 4000 1
campaigns with “specific” messaging on the 200
levels of conversations over a period of il

Dec 2009 Dec 2010

time.

800
We can map conversation trends over a

period of time.

We can look to see the impact of new
campaigns with “specific” messaging on
11 the trends and levels of during a specific
| | * | ] time period.

1ST DECEMBER 29TH DECEMBER

©Copyright purple spinnaker Ltd. 2010
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Developing a Social Insight Strategy

Social Insight

Listen
Consumer

Observe Insight

Interpret Business Goals

Voice of the Social Voice of the

Insight :
Customer Strategy Business

Innovate
Monitor
Create
Measure
Develop

Adapt

EINE
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SOCIAL INSIGHTS

Purple Spinnaker
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