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Abstract

This study is based on two studies as the references, one is the “Discussion on the
integration of two-dimensional quality model and experiential marketing in the chain
coffee industry - taking Starbucks coffee as an example “, and the other one is the “The
Analyze of the Essential Service Quality of Chain coffee shop”. Above studies belong
to the KANO two-dimensional quality analysis on the quality of cafes for consumer,

and investigated service factors.

This paper aims to discuss the difference between the quality requirements of
customers in 2008 and 2021in Cafe Louisa. In addition, the consumption patterns of
customers with different identities are also one of the discussions in this research. This
research uses online questionnaires to collect consumer data, and applies KANO model
to classify the customer satisfaction index. The satisfaction increment index (SII) and
satisfaction index (DDI) are selected in discussion, and the results of the items are

analyzed and improvement suggestions are made for improvement.

Keyword : KANO two-dimensional quality analysis, chain coffee shop, questionnaire
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