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Challenges and Solutions in Online Community-based Open Innovation:
The Case of MyStarbucksldea.com
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ABSTRACT

Open innovation, a new paradigm which utilizes customer ideas for organizational innovation directly, is evaluated as a useful
method to innovate the organization ifself. In this research, we analyze the case of Starbucks’ online community, MyStarbuckslidea.com
fo examine how collective inteligence is formed out of mass customers in the community and how open innovation is to be
implemented successfully. We review various challenges in implementing open innovation and then suggest practical approaches to
the challenges, including customer relationship management, utilization of opinion leaders, application of engineering techniques, etfc.

= keyword : open innovation, online community, case study, collective inteligence, Starbucks
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% My Starbucks Idea

GorANIDER?  VIEWIDEAS  1DEAS N AcTION
— she BEE
Ideas so far

seanioess a

PRODUCT IDEAS

EXPERIENCE IDEAS

on

2PickUp

Most Recent Ideas

SDeyl9Ago  More natural sweetener

(T3 1) olo|AEHAo0|C|0] ZFHE|S| HolEtH
(Figure 1) The Main Page of MyStarbucksldea.com

Buy 1o geta freel- &/ share 18/

Posted on 5/13/2008 7:33 PM
by katlatte @

Would it be to hard to have a system, like all other coffee shops have, that if you buy 2o drinks
then you can get the 13 free. You could do this with custemers that have a starbucks card

107,780

points

Hi, Sally here from the rewards team- thanks for your suggestion of a Buy 10 Get 1 Free
program. This is an idea that is currently under review. 11l keep you posted along the way as we
lock inte this idea

Thanks again,
sally

Comments[g5]

(3%l 2) 124 ofo|C]of ofjA|
(Figure 2) An Example of a Customer |dea
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Drip Coffee Line

Mer 28, 2008 ERss
by sbx_kig

The idea to create a separate line for drip coffee customers is one Starbucks has
considered. In fact, this concept was tested years ago with favorable resuits

I spoke with a store manager who tested a brewed coffee line during his busiest hours of
the morning and was able to serve drip coffee customers very quickly. The biggest

T benefit was that these customers did not have to wait behind those wanting espresso
beverages or pastries, which can take a bit of time to process. Customers ordering espresso beverages and
pastries were also served more quickly since the drip coffee customers were not in their line

Another added benefit was for our baristas. Having an extra partner on the sales floor was great. When
there were no brewed coffee customers, the barista dedicated to this line could clean or prepare the store
for other customer needs

Unfortunately, the challenge with the drip coffee line is that most of our stores are not designed to make it

(3%l 3) oto|C|o] TEL{S| &F oA
(Figure 3) An Example of Participation of an |dea Partner
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* Starbucks blog archive, 2006, http://mystarbucksidea.com
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Ideas Currently Under Review

Oct 14, 2008 B Rrss
n

The Idea Partner team has been busy combing threugh the site and reading your ideas
Here are a few of the ideas that caught our attention and are currently under review
|
d Sell Reusable Sleeves
Posted by meme to Other Product Ideas

Gluten free
Posted by akPit to Food

Transfer Card Balance
Posted by ygozslow to Starbucks Card

Keep the ideas coming

27 comments Under Review, Food, Merchandise & Music, Starbucks Card, Other Product Ideas, Ordering or

Payment & Pick-Up

(Ol 4) otolC|o] AEDFY S oAl
(Figure 4) An Example of Idea Review Status Reporting
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** Starbucks Corporation Annual Report (FY 2010), US Securities
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