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Research Overview



Project Background

Scenario

● 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

● 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)

● Understand who stakeholders are and their needs throughout various functions within the 

international retail team. 

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

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



My Role

Lead UX Researcher

● I was brought onto the project 2 weeks after project kickoff as a UX Researcher. Within 3 days I was 

promoted to Lead UX Researcher after taking initiative on producing research plans, research 

strategy, and built relationships with Starbucks stakeholders. 

• Final Synthesis
• Design Iterations:

• Personas
• Journeys

• Kickoff
• Access
• Planning
• Review
• Deep Dives

• Stakeholder Matrix
• Plan Interviews
• Review Scripts
• Iterate:

• Surveys
• Questions

• User Research
• Observations
• Synthesis Findings
• Iterate:

• Personas
• Journeys
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• Finalize
• Personas
• Journeys

• Comprehensive Report
• Executive Summary & 

Review
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MVPSPRINT 1

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

Interviews 
Interviews &
Workshops Workshops

• 2/19/2021
• 80% MVP POV
• Phase 2 Kickoff

• User Research
• Observations
• Synthesis Findings
• Iterate:

• Personas
• Journeys

• User Research
• Observations
• Synthesis Findings
• Iterate:

• Personas
• Journeys

I 
Started

Project 
Ended
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Research Methods



Research Methods

Remote Semi-Structured Interviews

● Why Semi-Structured Interviews?

○ 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

● Why Workshops?

○ I 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

Function US / Global AP EMEA LAC Channel

Business 
Development/ 
Strategy/Overall

Individual Interview Workshop Workshop Workshop Individual Interview

Legal Individual Interview Workshop Workshop Workshop Individual Interview

ST Individual Interview N/A N/A N/A Individual Interview

Operations Individual Interview Workshop Workshop Workshop Individual Interview

SCO & GFSQR Individual Interview Workshop Workshop Workshop Individual Interview

CMP Individual Interview Workshop Workshop Workshop Individual Interview

Store Dev Individual Interview Workshop Workshop Workshop Individual Interview

Finance & 
Accounting Individual Interview N/A N/A Workshop Individual Interview

Overview

● 19 Workshops (5-7 participants each)

○ Research Plan

○ MS Teams - Recordings

○ Miro - Affinity Boards



Remote Semi-Structured Interviews

Function US / Global AP EMEA LAC Channel

Business 
Development/ 
Strategy/Overall

Individual Interview Workshop Workshop Workshop Individual Interview

Legal Individual Interview Workshop Workshop Workshop Individual Interview

ST Individual Interview N/A N/A N/A Individual Interview

Operations Individual Interview Workshop Workshop Workshop Individual Interview

SCO & GFSQR Individual Interview Workshop Workshop Workshop Individual Interview

CMP Individual Interview Workshop Workshop Workshop Individual Interview

Store Dev Individual Interview Workshop Workshop Workshop Individual Interview

Finance & 
Accounting Individual Interview N/A N/A Workshop Individual Interview

Overview

● 16 individual interviews total

○ Research Plan

○ MS Teams - Recordings

○ B.A. - Note Taker

○ Otter.ai - Transcripts

○ Excel - Analysis

○ Priority Grid 

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

● 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.

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

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.

Key Findings

● 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).
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Deliverables



Deliverables

Weekly Insights

● 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



Deliverables

Personas

● 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 - Completed 

Manager - Incomplete

Director - Incomplete

Analyst - Incomplete



Deliverables

User Journey Map

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 interact in 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.  

Incomplete
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End



Learning Experience

● How to compromise

● Quickly get up to speed

● Guiding & educating

● Knowing when to quit


