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Project Background

Scenario

ta Starbucks North America recently acquired a CRM (customer relationship management) system to
improve the relationship between Starbucks and their existing partners and licensees. The
international retail team at Starbucks wanted to adopt the CRM system to improve relationships

with partners and licensees on a global scale.

Problem
\'0 The Starbucks team did not have the understanding nor resources to know the shared needs of the
entire international retail team ecosystem. If the international team were to adopt the CRM system,

what are the top shared priorities for MVP?

Objective(s)

(0 Understand who stakeholders are and their needs throughout various functions within the
international retail team.

ca Discover MVP features that can deliver on high priority business requirements.

(0 Discover additional features for future consideration (post-MVP).



My Role

Lead UX Researcher
(0 I was brought onto the project 2 weeks after project kickoff as a UX Researcher. Within 3 days | was
promoted to Lead UX Researcher after taking initiative on producing research plans, research

strategy, and built relationships with Starbucks stakeholders.

Timeline: 12 weeks (1/04/2021 — 3/12/21)

Interviews &
Interviews Workshops Workshops
| Project
Started Ended
Kickoff * User Research . User Research
Access * Observations « Observations
Planning « Synthesis Findings +  Synthesis Findings
Review * lterate: . lterate:
Deep Dives * Personas .
P » Stakeholder Matrix J * User Research Personas
f ourneys A Journeys
Plan Interviews * Observations
Review Scripts » Synthesis Findings
lterate: * lterate:
Surveys * Personas

Questions « Journeys
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Research Methods

Remote Semi-Structured Interviews
ta Why Semi-Structured Interviews?
0 Understanding top priorities as well as attitudes and behaviors of Starbucks employees
needed to be captured. We also needed to processes of potential primary CRM system users

(Tier 1) and their supervisors (VPs and Directors) within each function. Additionally, the client

wanted to ensure that all 106 stakeholders had their voices heard.

Group Workshops
?0 Why Workshops?
0 | educated and set expectations with Starbucks that, while we can interview everyone, our analysis will be based
on 10-15 individual interviews in order to remain within scope and to limit repetitive insights. All interviews must
be completed by a specific time in order to analyze and provide insights. To compromise reaching all

stakeholders, Starbucks agreed to group secondary stakeholders (Tier 2) within the same functions together to

conduct large workshops rather than individual interviews.



Group Workshops
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Remote Semi-Structured Interviews

Overview T I T I

16 . d d | . . I Business
0 Indiviaua InterVIeWS tOta Development/ Individual Interview Workshop Workshop Workshop Individual Interview
Strategy/Overall
a Resea rCh Pla n Legal Individual Interview Workshop Workshop Workshop Individual Interview
a MS Teams - Recordings ST Individual Interview N/A N/A N/A Individual Interview
Operations Individual Interview Workshop Workshop Workshop Individual Interview
@ BA -Note Taker
SCO & GFSQR Individual Interview Workshop Workshop Workshop Individual Interview
Otter.ai - Transcripts
a p CcmP Individual Interview Workshop Workshop Workshop Individual Interview
a EXCE' - AnalySiS Store Dev Individual Interview Workshop Workshop Workshop Individual Interview
. . . Finance & - . L .
Pr|or|t¥ G ri d Accounting Individual Interview N/A N/A Workshop Individual Interview
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https://drive.google.com/file/d/1RsC0_aa25NbRR-gKeVNPbDaiOAug9e_o/view?usp=sharing
https://drive.google.com/file/d/1chcay2dy2a6B0gpcY8BxY9Gw6WBP0nr2/view?usp=sharing
https://drive.google.com/file/d/1chcay2dy2a6B0gpcY8BxY9Gw6WBP0nr2/view?usp=sharing

Remote Semi-Structured Interviews

Thematic Analysis

(0 Pulling key phrases identified from interviews (processes and required data), prioritized by participant. All priorities are
then assigned a code to identify commonalities that drive themes.

Priority |Info / Data Desired Rationale Where is i| Other Notes mess meme(s) cde
A= e —— TH E MATI C ANALYS I S Standards & Approvals A
dliopont e one s e v e i ot e 3 ks o 80 2 3 v Contract Management B
= Fe= % Leadership Meetings/Notes C

B - — . Iterative SEO (Store Opt.) D
— S ——— Coding comparison Product Tracking E
/—$ d Tech Landscape F

o Lifecycle Management G
2 — P— Digital KPIs/Dashboard/Reports H
P oy Market Info |

e s oo peig Codes e Themes Sourcing/Supply process J
: Royalty Management K
LS Management L
other M



https://drive.google.com/file/d/1chcay2dy2a6B0gpcY8BxY9Gw6WBP0nr2/view?usp=sharing
https://drive.google.com/file/d/1uIg2Gue9myx1EB799_igZZ9jFmNOvTye/view?usp=sharing
https://drive.google.com/file/d/1uIg2Gue9myx1EB799_igZZ9jFmNOvTye/view?usp=sharing

Remote Semi-Structured Interviews

Key Findings

(0 Weekly insights were presented to client to show progress of research findings. The insights were showing participants
prioritizing a contract library (CLM) over a customer relationship system (CRM).

@ Standards & Approvals

@ Contract Management

@ Leadership Meetings/Notes

@ Tech Landscape

@ Digital KPIs/Dashboard/Reports
@ LS Management

Do to these insights, we recommended Starbucks consider prioritizing a CLM system.

Starbucks agreed, which is why the project ended early to reconsider their focus.
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Deliverables

Weekly Insights

(0 Every Friday morning we would provide a quick high-level look at the progress of our research findings. Progress week
over week showed rough analysis of interview prioritization, common themes, and major callouts from workshops.

Interview Analysis Common Themes Workshop Callouts

Workshop Responses

@ Noods

Excel, REEBA, SharePoint, etc). The
information changes based on rolefuncton.
Li nts ar

Interviews Processes Prossses (Methods) Coutract Banagement i arvr greaments
emes “There is a need among interviewees to continue to use existing practices and procedures that

<4

integrate with a "super easy” central system. y,,m,..

Standards & Approvals

5 Interviews
2-ST “Interviewees unsure of what a CRM-CLM is, what is possible, and exactly how it will be useful to
2-CMP
1-Legal

Processes
informaion, who we met"

. Kery.
Now Market Information
- Ron.

Inventory
+ Ash

@ Challenges.

- Sita Structur, 21-

leaders.
+ Rhanda: we systoms”
.+ dan

+ Fati: "Lof's get started ight away!”
+ Mary: it has 0 be super easy.”




Deliverables

Personas

ca We identified 4 major personas
that we were to deliver by the
end of S6. Due to the project
ending early, we were only able
to deliver 1.

LICENSEE “We need to get rid of the manual process. It
introduces errors that change our actual cost of
orders. We want to rely on an automated system.”

Liz Carter

ABOUT CHALLENGES & FRUSTRATIONS

| have 20 years of experience in the F&B industry

¢ - o Starbucks doesn’t integrate with our systems
and currently manage 35 restaurants, including

and we have to create manual work arounds.

STORE TYPE Casino several Starbucks. I love wha.t Starbucks offers Many of these are done with paper and pen.
JOBTITLE Director of F&B suriguestsantilenjopthedrinksmysei « We runinto errors. When a PO and invoice are
EMPLOYMENT Salary, Full-time Starbucks is just one part of our portfolio, but off, payments are late, and our accounting team
TIME IN ROLE s they require the most hands-on effort by our cannot process these.
accounting team. My goal is for us to spend less « We have a lot of turnover at all of our locations
. LOCATION LasiVezs= NV time on work that could be done automatically. it's3 lot of tirfie to train
Licensee - Com pleted DEMOGRAPHICS 48/ Female :
CHARACTERISTICS MOTIVATIONS BEHAVIORS
Al ERISTI . : S ) .
a Manager - |nc0mp|ete e Allgn with companies like Starbucks "Yho have  I'm always on the go so | can check in with my
hlgﬁ.fxpeCZatlins fo(; C”tStger“;r prerl:a'nces, teams and put out various fires.
. uality products, and established practices. . .
a Director - |ncomp|ete m quaty X P o | meet with our managers weekly to review
. ReaIIo.cate our people to |"a|se customer issues and progress on our goals.
experience value over doing manual work. —
a Ana Iyst -In com p | ete o Device: iPhone and Laptop.
TECH EXPERIENCE GOALS & TASKS
o | shop online on my phone & laptop. o Continue migrating vendors and staff to our
© | like sites where | can save my modernized PO system. LIZ'S TIP: BLANKET PURCHASE ORDER TESTING
favorite items. « Simplify our invoices. Stores place multiple Some of our stores are testing out using a blanket PO. It’s

orders and we get multiple invoices for the
same shipment.

not ideal, but they place an order and attach the contents

of that order to a PO number in our system that’s already
created so we can track it with the rest of our vendors.




Deliverables

User Journey Map

ca To provide the international retail team insight into the ecosystem of how an entire process works (end-to-end), we
recommended that the user journey map become a “process journey map” to show how all personas interactin a

process and where a CRM/CLM could have impact. Unfortunately, the research project before the delivery date and the
map could not be completed.

Standards Approval/Digital Programs - Process Journey

In
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Learning Experience

How to compromise
Quickly get up to speed
Guiding & educating

Knowing when to quit




