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The Market Segmentation of Coffee Shops and the

Difference Analysis of Consumer Behavior: A Case based on Caffe Bene
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Abstract

This study provides analysis of the effectiveness of domestic mar-
keting strategies of the Korean coffee shop “Caffe Bene”. It bases its
evaluation on statistical outputs of ‘choice attributes,’ “market segmen-
tation,” demographic characteristics,” and “satisfaction differences.”
The results are summarized in four points.

First, five choice attributes were extracted from factor analysis:
price, atmosphere, comfort, taste, and location; these are related to
coffee shop selection behavior. Based on these five factors, cluster
analysis was conducted, with statistical results classifying customers
into three major groups: atmosphere oriented; comfort oriented; and
taste oriented.

Second, discriminant analysis tested cluster analysis and showed
two discriminant functions: location and atmosphere.

Third, cross-tabulation analysis based on demographic characteristics
showed distinctive demographic characteristics within the three groups.
Atmosphere oriented group, early-20s, as women of all ages was
found to be 'walking down the street 'and 'through acquaintances' in
many cases, as the cognitive path, and mostly found the store
through 'outdoor advertising’, and ‘introduction’. Comfort oriented
group was mainly women who are students in their early twenties or
professionals, and appeared as a group to be very loyal because of
high recommendation to other customers compared to other groups.
Taste oriented group, unlike the other group, was mainly late-20s’
college graduates, and was confirmed, as low loyalty, with lower rec-
ommendation activity.

Fourth, to analyze satisfaction differences, one-way ANOVA was
conducted. It shows that groups which show high satisfaction in the
five main factors also show high menu satisfaction and high overall
satisfaction.

This results show that segmented marketing strategies are necessary
because customers are considering price, atmosphere, comfort, taste,
location when they choose coffee shop and demographics show differ-
ent attributes based on segmented groups. For example, atmosphere
oriented group is satisfied with shop interior and comfort while dis-
satisfied with price because most of the customers in this group are
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early 20s and do not have great financial capability. Thus, price dis-
counting marketing strategies based on individual situations through
CRM system is critical.

Comfort oriented group shows high satisfaction level about location
and shop comfort. Also, in this group, there are many early 20s fe-
male customers, students, and self-employed people. This group cus-
tomers show high word of mouth tendency, hence providing positive
brand image to the customers would be important.

In case of taste oriented group, while the scores of taste and loca-
tion are high, word of mouth score is low. This group is mainly
composed of educated and professional many late 20s customers,
therefore, menu differentiation, increasing quality of coffee taste and
price discrimination is critical to increase customers' satisfaction.

However, it is hard to generalize the results of study to other cof-
fee shop brand, because this study have researched only one domestic
coffee shop, Caffe Bene. Thus if future study expand the scope of
locations, brands, and occupations, the results of the study would pro-
vide more generalizable results. Finally, research of customer sat-
isfactions of menu, trust, loyalty, and switching cost would be critical
in the future study.

Keywords : Coffee Shops, Choice Attributes, Market Segmentation,
Customer Satisfaction, Caffe Bene
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