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Abstract With the development of digital technology related to mobile, cloud, IoT, even traditional businesses
have began to develop strategies for digital transformation. This is regarded as a very important part for
business sustainability. However, many of these attempts are being conducted from the management point of
view, and there has been little research on user experience design for digital transformation. In this study,
Starbucks, which started a offline store business and expanded its experience with online services, was selected
as a representative case and user research was conducted on it. Through an usability evaluation and post-task
interviews of the Starbucks mobile application users, we discovered important issues of user experience to
consider when transforming and expanding services online from offline. Based on the findings, the
considersations for designing online user experience were discussed and proposed. These are expected to
contribute to the process of researching and implementing digital transformation.
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Digital transtormation in terms of user experience design — FFocusing on Starbucks case
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