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Starbucks’ Based on Psychology and Sociology Creative 

Approach to Customers 

Introduction 

Starbucks is a US company offering coffee, as well as a coffeehouse chain carrying the 

same name. Starbucks is the largest coffee producer in the world, with a network of stores more 

than 23 thousand in 2015. Starbucks sells espresso and other hot and cold drinks, coffee, hot and 

cold sandwiches, pastries, snacks, and such items as mugs and glasses. The company is 

headquartered in Seattle, Washington, US.  

The company was founded relatively recently, in 1971, and started as a chain of stores 

selling coffee. The first store was opened on March 30, 1971. The company’s founders are Jerry 

Baldwin, an English teacher, Zev Siegl, a history teacher, and Gordon Bowker, a writer. They 

decided to start selling coffee beans and opened its first store in Pike Place Market, Seattle, US. 

The shop had been not only the first but remained the one for a very long time. However, there 

were five Starbucks stores ten years later. Additionally, the company had also acquired its own 

factory by that time. The enterprise was also a supplier of coffee beans to many cafes, bars and 

restaurants besides that. A turning point in the history of Starbucks came in 1987 as Howard 

Shultz became a sole owner of the company, who has made Starbucks the entity we are familiar 

with these days.  

One of the main Howard’s achievements contributing to the success of Starbucks is that 

he has brought standardization to the company. The same range of basic goods is presented at 

every coffeehouse. A person can drink his favorite coffee everywhere, no matter what country he 

is in. Moreover, Starbucks offers also some special products, designed for each nationality. 
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Starbucks opening hours are mostly 5 am to 10 pm or 10:30 pm. At the same time, a visit 

time may be different depending on the store location and a day. For example, Starbucks is open 

till 10:30 pm or 11:30 pm at weekends. The visit time in small cities is up to 6 pm, while hours 

of operation in malls depend on the closing time of the malls themselves. To say more, Starbucks 

has different working hours at holidays and Christmas as well.  

Currently, Starbucks is going through a period of extremely high growth rates as a small 

Starbucks café opens somewhere in the world almost every day. The success of the company is 

so phenomenal that makes it wonder about the reasons people are sitting there for a whole day, 

as well as people prefer doing their work long in Starbucks rather doing it at home. In terms of 

the company’s international strategy, Starbucks drinks and atmosphere in China differ from 

those offered in the United States, which is also an interesting fact to discover.  

The Analysis of Starbuck’s Approach 

There are several ways to explain the phenomenal growth and success of Starbucks. 

However, one of the most important components of its success is a correctly conceived and 

executed strategy. Starbucks Coffee Company has grown from a small regional business to 

undisputed world leader in the coffee industry in less than thirty years. The success of the 

company lies in an extremely successful business model, which accurately takes into account the 

psychology of a modern individual. Starbucks has aspired to be more than just a coffee shop, 

offering the customer a lifestyle from the very beginning.   

There is a chance Starbucks marketing and financial purposes have contributed to its 

success and recognition. These are the following. First is the aim to create an atmosphere and 

environment in coffee houses, which would lead to people’s return to get more coffee. Second is 

to create an image that would stand out against the background of the smaller coffee chains. 
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Third is to clearly convey the company’s value and commitment of Starbucks business to 

customers, but not just to achieve the planned growth. Finally is to open new stores at lower 

costs.  

As for the standardization, adopted by Shultz, it stands out one more moment, which is 

the atmosphere in the coffee shops. One the one hand, the basic elements are similar in all 

Starbucks coffee houses, but each coffee shop has its own characteristics, a unique atmosphere, 

on the other hand. This is largely the merit of Howard Shultz and the team of designers.  

Absolutely different people drink coffee at Starbucks, from businessmen drinking 

espresso on the go to young couples, spending enjoyable time at the table. Freelancers tend to 

work actively at Starbucks, as well as bloggers writing their new posts, while podcasters edit 

sound files there. The atmosphere of the coffee shop attracts people with laptops, especially with 

free Wi-Fi offered to customers.  

There is also a constantly playing music in each coffee house. It is interesting that there is 

a central server which is engaged in playing the same music across the Starbucks network. It 

means that the track played in New York can be heard in Seattle the same very moment for 

example. Such a feature has led Shultz to an agreement with the other icon of the American 

business – Apple. Any user who has iPhone or iPod Touch can come to Starbucks to buy 

instantly through iTunes Store the composition that is being played at the moment in the coffee 

house.  

Starbucks has also launched an interesting project in the Internet, which is a site of ideas 

for the company. Any person, whether he is an employee of the company or an ordinary client 

can share his idea about improving coffee shops. Each idea is considered and some may even be 

implemented. It is interestingly that the ideas are subject to a discussion by registered users of 
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the site who can vote for each idea before considering it by the company’s management. 

Naturally, Starbucks considers only the most popular ideas. However, the very idea of the site 

makes people to be closer to the company and really consider it an alternative home.  

The success of Starbucks is not only its effective business model, but also a non-standard 

approach to the psychology of consumers. Starbucks would have remained a regional network in 

which people would go just to drink coffee without this concept. Indeed, apart from coffee itself, 

Starbucks has offered an unusual environment to customers, which is the very café. A self-

service has given consumers the choice of the place, which is whether to sit on the sofa, chair or 

at the tables. No one makes customers live when finishing meal at Starbucks unlike traditional 

cafes with waitresses or a fast food service. People may not to leave the coffee shop once 

drinking their coffee or tea. Most Starbucks coffee houses have a high-speed wireless Internet 

connection. They seem to invite visitors saying ‘please, come and stay, no matter for how long, 

twenty minutes or an hour, or so’. It is interesting to know that a large part of the first Harry 

Potter book was written by Rowling in Starbucks.  

Starbucks has offered a very democratic choice. Thus, students, parents with children and 

office workers may be at the same time in a coffee chop. All of them come there to communicate 

with each other or stay along with their thoughts, as well as just relax and enjoy the music, etc. 

However, even people around, talks and relaxing music create a sense of presence in the 

community showing the social life Starbucks has managed to create in its coffee shops. Spending 

time in such space acts as a surrogate for communication in terms of an increasingly 

individualized society. It has attracted millions of people to Starbucks who came there to talk, 

perform housework or just sit alone, and drink a cup of coffee in addition to that. The 
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sociologists have described the effect of this space as a third place, which is a place people can 

come to stay outside of the house that is the first place or work – the second place.  

Most people do not have much fun at work, but they are forced to work anyway. There is 

also enough stress at home, especially a person lives alone and can be boring there. Starbucks 

came up with the idea of the third direction, which is a place where a person can spend his time 

not at home, nor at work. A person can relax and recharge his life battery in such a place. The 

coffee house is considered an oasis under this idea. It is safe as it is not a bar and there is no one 

drunk in this place.  

Another interesting fact is that bookstores where Starbucks opened its coffee shops have 

become the third place in many countries all over the globe. For instance, people can sit for 

hours in Starbucks when coming to a bookstore Barnes & Nobles in the US or Borders in Britain 

reading books and magazines, or sipping coffee. Of course, the idea of the third place has been 

adopted by many entrepreneurs all over the world over time who copied Starbucks model. 

However, it was a true innovation for the mid-80s in the United States, which has allowed the 

company to grow so fast along with the implementation of the successful business model. 

Perhaps, it is the reason Starbucks is a place of attraction for people. Realtors like this company 

as well. The company has rented spaces for $1 per year in many markets for a long time. There 

are cases when Starbucks was invited to open in places whether other tenant had left, for 

example in areas with high crime rates. Those tenants were coming back after some time and 

complained that rental prices were up because of the increased flow of customers, although 

Starbucks remained to pay $1 per year.  

A unique business model is not limited by the atmosphere offered for every customer in 

coffee shops, but the company’s attitude to the personnel. More than 60,000 people working in 



6 

Starbucks and all these people they call ‘partners’ are a tool of the company’s success. As 

success depends largely on partners’ dedication, the company’s main objective is to show them 

how much they appreciated and respected there. The first two guiding principles in the mission 

of the company say about taking care of the partner. Other principles are the following. It is to 

create a great place to work and treat each other with respect and dignity. Moreover, the 

company accepts diversity as an integral part of its way of doing business.  

Starbucks text mission is to approve the positions of the main global supplier of high-

quality coffee, while maintaining the growth and development of Starbucks uncompromising 

commitment to principles. Six fundamental principles established to weigh the adequacy of the 

description item help the company management. First is to provide excellent working 

environment and treat each other with respect and dignity. Second is to positively accept 

diversity that is an integral part of the business. Third is to apply the highest and most advanced 

standards when purchasing, roasting and offering a fresh coffee to customers. Fourth is to work 

with enthusiasm, bringing pleasure to the visitors. Fifth is to assist and support local 

communities and contribute to the protection of the environment. Finally is to understand and 

recognize that profitability is the basis of the future prosperity. 

In its Declaration of Intent, Starbucks management has committed to create an excellent 

work environment and treat each employee with respect. The managers have established 

procedures for internal audits to help to ensure that the company leaders really follow Starbucks 

values along with all the established commitments. This procedure allows its partners to express 

their concern to the Committee for the control of the implementation of the Declaration in case 

they see that the policy of the company, the workflow procedure or behavior management begins 

to diverge from the accepted in Starbucks obligations. 
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Starbucks management is proud that their company is the leader in sales, roasting and 

preparation of specialty coffees in the world, but also recognizes that people are flocking to the 

stores in droves thanks to the overall company experience. In fact, people visit conveniently 

furnished shops, where each of them is experiencing a personal importance, and where there is a 

significant relationship between the customer and the seller. Everything that is done in the 

company is aimed at the fact that a client has got a positive customer experience along with the 

purchase of high-quality drinks or food, which may raise his spirits. 

Customers should be able to do the individual composition of ingredients of their favorite 

drinks in the presence of a skilled care barista. The preparation of a customized beverage means 

meeting the unique requirements of each visitor individually and often involves selection of 

special temperature levels, the presence of soy milk in a coffee shop, and various flavor fillers.  

The management of the organization is committed to ensure that the partners of the 

company have always been attentive to customers and employees’ needs to successfully cope 

with such a task. Showing attention in a unique way, Starbucks partners go beyond their needs 

and seek to take into account the needs of others. In this context, the word ‘others’ suggests a 

wide range of participants who are current and potential customers, critics, colleagues, 

shareholders, managers, staff, farmers picking coffee beans, traders and even the environment. In 

particular, the ‘other’ is a set of people and things to which Starbucks and its products can exert 

its influence.  

There is a wide variety of ways to communicate with business clients. Often, the business 

itself has not very aware of these ways, though most of them are somehow present in every 

business. The inability to recognize certain elements of the business, as the point of 
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communication with the other customer, resulting in the wrong messages sent to clients, such as 

the wrong sign on the door.  

Tentatively, the ways of communicating with clients can be divided into three major 

groups. First is a verbal communication, which includes everything that any of your staff speaks 

to any client. Many companies doing a client business try to develop the skills of staff 

responsible for kind communication, and it is certainly good for both the business and clients. 

This communication is bilateral and occurs in the form of dialogue. Second are text and picture 

messages, expressed in advertising and any messages sent to the client’s business in a great 

variety of forms. This group includes all the inscriptions and signs are present on the trading 

floor, etc. It also contains a website business with all of its text and graphics. Third is written 

communication, expressed in any correspondence between the business and customer itself. The 

examples of such a communication can be messages left in the guest book, written complaints 

and claims, requests and other options for dialogue that takes place in a text form.  

It seems to be an exhaustive list to which nothing can be added. However, it turned out 

that it is possible to add something new in case young, creative, not burdened by convention 

people who do not hesitate to use their talents in work with a client take the challenge. It is 

possible to state with no hesitate that such people work in Starbucks. The proof of that work is a 

cappuccino in a cup with a painted amusing picture is offered to customers. Sometimes, it is 

possible to note that such drawings are made by Starbucks employees themselves, which 

emphasizes their creativity and commitment to the job, the company’s value and mission.  

Any inscription or graphics carries out a message of the business to the customer. Buying 

a cappuccino in Starbucks a customer receives a personalized first-class service compared to 

most of famous brands that offer a standard package. At the same time, Starbucks’ package is 
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made individually and very creatively. A customer can get a drink prepared especially for him in 

Starbucks as evidenced by the name, which is often written on the cup. Not all the brands offer 

such service. The mixed drink as a finished product that is being put in a mug is unique of its 

kind since there is no such similar mug anymore. Such portion of cappuccino carries out more 

than a series of mechanical operations that are a part of the process of preparing a beverage. It 

includes a good mood, youth and attitude that in shown by means of a pattern and is transferred 

to customers by people working in Starbucks.  

As for Starbucks expansion to international markets, drinks and atmosphere in China are 

different from those offered in the United States. It is explained by the specification of the 

Chinese market as the company has tried to offered products that have been adapted to people’s 

preferences.  

Thus, the world’s largest coffee house is a symbol of Western affluence in the country 

where people drink mainly tea. The Chinese’s tendency to stay longer in a café shops and a low-

income status allow realizing that sales in China are much lower than in the US and other 

countries.  

An obstacle to the development of a network stores in China is considered not only a low 

level of income, but also the fact that most Chinese do not have the habit to drink coffee. 

Consumers in China drink only three cups of coffee per year on average. Furthermore, Starbucks 

prices are too high for many of the customers. 

It was also noticed that Chinese sometimes bring food to Starbucks. The customers often 

sit in a café but do not buy anything. While Starbucks in China receives less than 5% of revenue, 

the profit of their stores is 22%, which is higher than in US and is explained by a cheaper labor 

and the opportunity to save on their expenses.  
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It is worth noting that people do not tend to spend much time in public places so just to 

hang out or relax. They would rather visit a coffee shop to take a cup of coffee but leave the 

place after that. One of possible reasons contributing to this effect can be related to the 

traditional way of doing business that has been adopted for many centuries, as well as their strict 

and restrained behavior. Thus, serious negotiations are not conducted in public places. The same 

is with spending time in public places as the Chinese people follow close the ancestral values 

that are being recognized by an absolute majority of population. A person does not belong to 

himself there. Therefore, he is not free to do everything he pleases since everyone belongs also to 

his family. 

Conclusion 

The success of the company lies in its extremely successful business model, which 

accurately takes into account the psychology of a modern person. Starbucks has aspired to be 

more than just a coffee shop offering a customer a lifestyle from the very beginning. 

When journalists ask Howard Schultz to share the secrets of his success, he talks about 

his four golden rules. First, do not try to compete with those who are stronger and smarter than 

you. Second, allow any compromises but do not come against the beliefs. Third, even if a person 

is a true master he should continue to improve in the area of expertise. Fourth, people must 

remember that every detail counts.  

Thanks to Howard’s successful ideas, which he has learned in Milan, the company has 

begun to prosper. He wanted to Starbucks was not just a coffee shop, where people can have a 

snack and a cup of coffee but a place that would be a third place after home and work where 

people can relax, enjoy the silence and just have a good time with friends.  
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Starbucks cares about its customers so that even when choosing a location to open a 

coffee shop, the company makes sure that the front door is located east or south but never the 

north. According to Starbucks creators, visitors should enjoy the daylight, but the sun should not 

shine in their faces. Music playing in the cafes is recorded from a central server across 

Starbucks’ network, which means that the same composition plays at several thousand coffee 

shops at the same time. Thanks to an agreement with Apple, anyone owning IPhone or IPod can 

instantly purchase his favorite song through the iTunes Store.  

Starbucks development strategy is the global strategy. The company uses a single model 

of competition, general technology, knowledge and experience in all the countries where it 

operates. Although the company offers standard products, it is moderately adapted to local 

conditions if required. It is the reason Starbucks has different drinks and atmosphere in China 

compared to the one it has in the United States. The reason for this is the Chinese mentality and 

national traditions as they are different from those adopted in the United States. As an example, 

people prefer tea over coffee in China, which supports lower sales results there, as well as the 

Chinese people do not tend to discuss business in coffee shops, as well as sitting all the day in 

the café with no cup of tea or coffee but just hang out with friends.  

A successful implementation of Starbucks principles has allowed the company to adopt 

and widespread the concept of the third place, which plays an important role in people’s social 

life. Thus, the creation of a favorable atmosphere in Starbucks’ coffee shops has given people an 

informal meeting place where they can feel themselves respected and treated with dignity, as 

well as do whatever they want and just relax and have a good time. It is a place where no one 

asks a person to leave the place in case he does not order anything. People can use public WI-FI 

the coffee shops offer and do their business, discuss casual concerns, talk with the company’s 
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employees and use other resources Starbucks offers that have been designed and implemented 

for a person’s comfortable activities. All such features make Starbucks an important place that 

have a positive impact on society and the environment as many of the customers consider that 

place their alternative home.  


