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Abstract

Modern society is living in material affluence after the Industrial Revolution. Meanwhile, consumer needs, in
conformity with product diversification, are also being diversified. Modern consumers, unlike those of the past, are
trending towards individual consumption that satisfies emotion and values instead of simple goal-oriented consumption.
A model case is that of Starbucks. Starbucks has grown into the global coffee franchise it is today through emotional
marketing that sells an atmosphere that is unique to Starbucks, consisting of store decorations, store music, employee
service, and charming coffee aromas that are identical in every store anywhere in the world. Because this method
is marketing that stimulates human emotion, it is assigned to and appeals to human senses and sensitivity. In other
words, the charm of emotion marketing is that it draws out consumer emotion, produces positive reactions towards
products, and leads to consumption. The utilization of emotions for products or service differentiates brand image and
is becoming a key method in reinforcing brand royalty. In particular, more importance is being placed on customer

service to strongly impress consumers. Intangible service is becoming the best way to impress customers.
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