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The master's thesis contains 94 pages, 15 tables, 71 sources

CUSTOMER SERVICE STANDARDS, DIGITAL TRANSFORMATION,
CUSTOMER SATISFACTION, STARBUCKS, QUALITY OF SERVICE

The aim of the research is: to substantiate and propose the improvement of
Starbucks' service standards using digital tools.

To achieve the aim of the research, the following objectives were set:

- to consider the essence, specifics and goals of the concept of customer
service standard."

- give a description of the customer service process at Starbucks."

- to describe ways to improve the quality of customer service and
indicators of their effectiveness for Starbucks."

- analyze Starbucks' current customer service standards."

- to evaluate the use of digitalization in Starbucks' customer service
process.

Object of the research: service standards.

Subject of the research: specifics of Starbucks' customer service standards.

Research methods: general scientific methods of cognition: analysis,
synthesis, induction, deduction, comparison, marketing research methods, as well as
digital analytics tools.

The area of possible practical application of the work customer service of
Starbucks Company.

The master's thesis is an independently completed research project.



Marucrepckas aucceptauus: 94 crpanui, 15 Tabnur, 71 UCTOUHUKOB

CTAHIOAPTBI  OBCIIYXHWBAHHWA  KIIMEHTOB, [LU®POBAA
TPAHCO®OPMALUA, YAOBJIETBOPEHHOCTH KIIMEHTOB, STARBUCKS,
KAUYECTBO OBCJIY>XXMBAHUA

Lenr wuccnemoBanusi: 000CHOBATh W MPEIIOKHUTH MEPbl MO YIyUIICHHIO
crangapToB oOcmyxuBanus Starbucks ¢ momoripro nuGPOBEIX HHCTPYMEHTOB.

JUis JOCTHMKEHHsI 1LIeTH WCCIEAOBaHUSA OBLIM TOCTAaBJICHBI CIEAYIOLINE
3ajauu:

- pPaccMOTPETh CYIIHOCTh, CHEHU(PHUKY U €U TMOHSATHS «CTaHIapT
00CTy>)KUBaHUS KITUEHTOB.

- JIaTh XapaKTEPUCTHUKY Mporiecca 00CTyKiuBaHUS KIMEHTOB B Starbucks.

- OIKCATh CMOCOOBI MOBBIIICHUSI KaueCTBAa OOCTYKUBAHUS KIIMEHTOB U
nokasarenu ux 3gdpexkruBHoctu s Starbucks.

- POaHAIM3UPOBATh TEKYIHE CTaHAAPTHI OOCTYKMBAHUS KIMEHTOB B
Starbucks.

- OLICHUTH MCIIOJIb30BaHUE IU(PPOBU3ALNU B MPOIIECCEe 0OCITY KUBAHUS
KJIMEHTOB B Starbucks.

OOBEKT uccieI0BaHus: CTaHIaPThl 00CITYKUBAHUS.

[Ipeamer  uccnenoBaHMs: OCOOEHHOCTH  CTaHAAPTOB  OOCITYKHUBAHHS
KIreHToB Starbucks.

MeTob! uccienoBaHus: 00IEHAYYHBIE METOIbI TIO3HAHMS: aHAIN3, CUHTE3,
WHAYKINS, TAYKIHsI, CPAaBHEHUE, METO/Ibl MAPKETUHTOBBIX UCCIIEAOBAHUMN, & TAK)KE
MHCTpYMEHTHI digital-aHanmuTuku.

O6acTb BO3MOXKHOTO MPAKTHUYECKOTO HUCCIEAOBAHUS CIIYXKObI MOANECPKKU
KIMeHTOB KoMmnanuu Starbucks.

Marucrepckass auccepranus TMPEACTaBIseT COO0H  CaMOCTOSTEIHHO
3aBEPLIEHHBIN UCCIEN0BATEIBCKUI ITPOEKT.



Maricrapckas apicepraupis: 94 craponak, 15 tabmin, 71 KpbIHiIL

CTAHJIAPTBI ~ ABCJIYTOYBAHHSI ~ KJIIEHTAY, JIIYBABAA
TPAHCOAPMAIIBIS, 3AIABOJIEHACIL KJIIEHTAY, STARBUCKS,
SKACIIb ABCJIYTOYBAHHS

MbTa nacnenaBaHHs: aOTpyHTaBallb 1 MparaHaBallb MEphI Ma MaSAMIIdHHI
cranaapray abcmyroyBanus Starbucks 3 mamamoraii 1id0aBbIX IHCTpYMEHTAY.

Jnis nacsirHeHHST MATHI 1acieIaBaHHs ObLIl TTACTayJICHbI HACTYIHBIS 3a]a4bl:

- pasrien3erns CyTHAclb, CHENbIGiKYy 1 MAITHI TaHAMIS 'cTaHAApT
abciyroyBaHHS KilieHTay".

- JaIh XapaKTapbICTHIKY MparpCcy abcIyroyBaHHs KiieHTay y Starbucks.

- amicarb crocaObl MaBBIIMIPHHS SKACLl a0CIyroyBaHHS KJIieHTay 1
nakasublKi X dekTbiyHacui s Starbucks.

- MpaaHaii3aBalb OAryYblsl CTaHIAPThl AOCIYTrOYBAHHS KIIEHTAY Y
Starbucks.

- alaHIlb BBIKAPBICTAHHE IbI(PpaBizalbll y mpansce adCayroyBaHHsS
KJeHray y Starbucks.

AG'exT nacnenaBaHHS: CTaHAAPTHI a0CITyTOYBaHHS.

[Ipanmer nacnenaBanHs: Aca0OiBaciil cTaHaapTay aOCIyroyBaHHS KJIi€HTay
Starbucks.

MeTtanpl nacienaBaHHA: aryJbHAaHABYKOBBISI METaJAbl TMa3HAHHS: aHali3,
CIHT?3, IHAYKIBIA, JDAYKIBIS, TapayHaHHE, MeETaibl  MapKETBHIHTABBIX
JacienaBaHHsAY, a Takcama IHCTpyMeHThI digital-aHamiThIKI.

BoOnacup MarubiMara mnpakThlUHAra jgacjielaBaHHs CIyKObl TaaTPBIMKI
KJIleHTay Kammnadii Starbucks.

Maricrapckas aplcepTalibls ysyise caboil caMacToiHa 3aBepIIaHbl Jacaeaubl
MPACKT.



