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[bookmark: _Toc131005182]Introduction
Marketing is one of the important activities of companies where they focus on a product or service on the requirements of the buyers. Therefore, marketing is only about raising awareness among the people about a product or service by a company but is also about selling, delivering and advertisement of the products for customers or other businesses. Marketing professionals of companies especially those of promotion and marketing departments tend to get people’s attention through advertisements where they target certain audiences through the promotion of their products that may include celebrity endorsements, graphic design or memorable packaging, catchy slogans or phrases as well as media exposure (Ayala et al. 2019). Marketing is a discipline which consists of all activities by the organisations by drawing in customers as well as the maintenance of relationships with all the stakeholders. At basic levels, marketing helps in matching the services and products of a company to customers who have the right to access the products (Chen and Wang 2019).  
The assessment aims at the marketing strategies of Costa Coffee and the challenges faced by them. The assessment also aims in proposing strategies that can be taken by the company y to fulfil the satisfaction of the customers, strategies for the creation of innovative marketing strategies for raising awareness of the brand and evaluation of the customer journey through communication channels. 
[bookmark: _Toc131005183]Overview of Costa Coffee 
Costa Coffee is a coffeehouse chain of Britain headquartered in Dunstable, England. The company was founded in 1971 in London by Sergio Costa and at that time the company provided wholesale services in supplying roasted coffee to Italian coffee shops and caterers. in 1995, Whitebread acquired Costa Coffee and sold it to Coca-Cola in  2019. Costa Coffee is the favourite coffee shop in the UK and is the fastest and largest growing chain of coffee shops in the country (Costacoffee.co.uk 2023). Costa Coffee holds the highest rank in the UK and become the leading chain of coffee shops in the UK with 2,792 outlets. Not only in this aspect, but the company is also a leader in the generation of revenue and the annual turnover of the company was 880.59 million GBP in 2019. Thus, it is clear that Costa Coffee is the leader in the market with the generation of a huge amount of revenue that is twice as high as its competitors (Statista 2022). The company’s state-of-the-art roastery is one of Europe’s biggest roasteries and its building is one of the most sustainable establishments in the globe. With the help of their biggest roasteries in Europe, the company is able to manufacture 45,000 tonnes of coffee every year and they are working together with all their stakeholders for providing the best coffee experiences to their customers (Costacoffee.com 2023). 
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Figure 1: Coffee Shops in the UK
(Source: Statista 2022)
[bookmark: _Toc131005184]Challenges faced by Costa Coffee 
Costa Coffee has the largest coffee shop chain in the UK where they provide a great experience coffee to the customers which helps them to earn a huge amount of revenue. However, the company has faced a few challenges in the UK market and this is due to the changes to its drinks. The changes to the company’s drinks lead to a boycott by furious customers and this is due to the increase in the price of their coffees especially flat white whose price increased from 2.95 to 3.30 GBP overnight. the company’s other products such as skinny lattes price are also increased from 3.10 to 3.35 GBP as well as a cappuccino precise also increased from 3.15 to 3.50 GBP in the UK (Winchester and Pugh 2022). Therefore, customers are planning to buy their drinks from other coffee chains which can be fatal for the business of Costa Coffee. People also commented that the change was “disgusting” due to the high prices of commodities and the high inflation rate in the country which make people struggle to pay for commodities (Winchester 2022). The inflation rate rises in the country by 9% which reaches 10% and more in this year and for that, the company has to raise the prices of their products for the survival of their business. According to the company’s spokesperson, the inflammatory pressure leads to increased costs and for that, they have to raise the prices of their drinks (Winchester and Pugh 2022). 
Costas Coffee has also faced several challenges due to a shortage of products because of supply issues. The company is facing a shortage of decaffeinated coffee beans in most of its stores in the UK due to supply chain disruption. Due to this issue, the company has to offer a reduced menu to its customers across the country. The company is facing this challenge due to the lack of lorry drivers due to the Brexit rules, rules of self-isolation and Covid-19 restrictions. Not only Costa Coffee but also other coffee chains and supermarket chains in the UK are facing the same issue (Comunicaffe.com 2022). Thus, this is one of the concerning issues of Costa Coffee as the company is unable to meet the demands of the customers making the people frustrated and can choose other brands for their drinks which could be fatal for the company in terms of generation of revenue as well as brand value.
The company has also faced challenges in its popular sandwich as it contains an undeclared ingredient which is mustard and must have health risks if anyone is allergic to it for that a risk statement is issued by the Food Standards Agency (FSA). The company has to recall this product and apologised for this inconvenience which is caused by the company to its customers. The FSA also warned the customers to take this recall seriously and advised them not to eat it as this might have health risks (Barry 2022). Therefore, it can be said that all the above challenges faced by the company are focused on customer service as one of the issues is regarding the inability of the company to meet the customer's demands and in another, they have breached the customer safety in one of its food products. 
[bookmark: _Toc131005185]Current marketing strategies of Costa Coffee 
The 4Ps of the marketing mix are used for the demonstration of the strategies and marketing systems of Costa Coffee.
Product 
Costa Coffee offers various flavours and variants of coffee and other products on its menu which have good stuff for everyone and the customers can choose their diet according to their diet preferences and choices. The company’s famous offerings include Latte, Cappuccino, Americano, Mocha, Flat White, Espresso and others. They have cold beverages that include Cream Forstino, Coffee Cream, Lemonade and others. Not only coffee, but the company also offers some food products that are appetising for the customers such as cakes, pastries, sandwiches, cookies, treats and muffins (Costacoffee.com 2023). There are a lot of wow moments for the customers because of the various variants and flavours of coffee and other food products. 
Pricing 
Costa coffee diversifies its pricing strategy as they offer varieties of coffee ranges and food products and its pricing is impacted by competition in the UK market as well as its focus on premium pricing. The premium pricing of its products is due to high quality and brand value. The company believes that pricing is secondary for the people as well as focuses on the delivery of high-quality products. The pricing of their products is also dependent on its two variants such as large and small according to the quality of the beverage they offered to the customers. Through this pricing strategy, the company made a huge revenue of  43 billion dollars in 2022 which is an increase in their revenue (Worldcoffeeportal.com 2023). 
Place 
Costa coffee has more than 2,900 outlets in the UK where they offer its coffee and food products to its customers in the country (Statista 2022). The target customers of the company are the rich and upper-middle-class population of the country and they have both solo outlets in different locations of the UK as well as outlets present in airports and shopping malls. Costa Coffee also offers its customers to place online orders for the products through the company’s own website as well as through different delivery partners available in the country (Statista 2021). 
Promotion
Costa Coffee mainly relies on word-of-mouth advertisement of its products because it not only offers high-quality coffee to its customers but also offers the best experiences through its products and services. The campaigns of Costa Coffee on different social media platforms help the company to grab the eye of its existing and potential customers (Gu et al. 2021). For example, the company’s campaign on TikTok named ‘The Costa For You’ makes it the first brand in the world to hack the algorithm of TikTok as they innovate by the application of Foir You Page for getting a huge customer base (Thedrum.com 2021). Costa Coffee runs Costa Club as a loyalty program where they provide discounts by earning points during their purchase from the company which also helps them to gain a huge customer base and to offer them the best experiences they want (Costacoffee.co.uk 2023). 
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Customer satisfaction is the key to success and thus it is the main goal of all businesses across the world. Therefore, Costa Coffee is not an exception and for that, the company is relying on customer satisfaction which reflects the company’s success. However, the company faces certain challenges that might have an adverse impact on its business and customer base. Thus, the company has to focus on certain strategies for fulfilling the customer touch-point and customer satisfaction. 
Collection of customer feedback  
Customer feedback is very important for any business so that they can understand the needs of the customers as it allows a company to listen to its customers for gaining knowledge of the needs of the customers. Customer feedback is very important for Costa Coffee so that it can be aware of the needs of its customers and accordingly they can offer products to its customers (Hamzah and Shamsudin 2020). It will be also helpful for the company to increase its customer base as from the feedback they can able to satisfy the customers and the word-of-mouth marketing will be effective and beneficial for the company. 
Offering multi-channel support 
Gathering the feedback of the company is not the only way to fulfil customer satisfaction but the companies also have to take several steps that might bring them closer to their objectives. Companies often offer multi-channel support to their customers as it becomes easier for companies to contact their customers for a higher level of customer satisfaction. Customers use different devices and channels for purchasing goods and for that the companies must have multiple channels for coving a huge customer base (MUSTIKASARI et al. 2021). The offering of multi-channel support will be beneficial for Costa Coffee to fulfil the customer touchpoints so that they can purchase the products of the company from all channels according to their convenience. 
Improvement in the pricing of products 
Costa Coffee offers premium prices for its coffee and food products. The company suffered from a boycott after they increase the price of its sandwich which is not suitable for the customers to pay due to the high inflation rate in the UK. Thus, the company must focus on value-based pricing which refers to the strategy of pricing that is based on the perceived value of the products and services to the customers. This type of pricing strategy is customer-centric which means that organisations set their pricing on the basis of the belief of the customers on the worth of a product (Shaker and Greenhawt 2019). Therefore, this pricing strategy will be beneficial for satisfying the customers as well as fulfilling the customer touchpoints through their products and services. 
[bookmark: _Toc131005187][bookmark: _GoBack]Differentiated value proposition of Costa Coffee
	Customer Profile 

	Gains
	The gain of the customers refers to their needs and expectations. Costa Coffee provides high-quality coffee and food products to the customers which are the gains of the customers. However, for increasing customer gains, the company has to offer products at lower prices for grabbing a huge customer base. 

	Pains
	The pain of the customers is the rise in the prices of its food products and for that Costa Coffee is facing boycott threats from UK customers. Therefore, to decrease the pains, the company has to offer discounts as well as must have to lower the price of some of its products. 

	Customer Jobs
	The customer job in the case of Costa Coffee is word-of-mouth marketing as they offer high-quality coffee and other food products. This leads to the customer’s social and emotional link with the comoany. The customers focus on the boycott of the company in the UK market due to the price rise in food products. For meeting the customer’s demands, the company has to focus on the behaviours of the customers. 

	Value Map 

	Gain Creators
	The high-quality coffee in different variants is the gain creators of Costa Coffee. The company can offer added value to the customers by providing them with more discounts and other benefits like free drinks. 

	Pain relievers
	The coffee variants like Cappuccino, Flat White, Espresso and others are pain relievers for the customers, but at a higher price range. Thus, Costa Coffee has to focus on marketing their coffees on social media platforms for gaining more customer base. 

	Products and Services
	The Signature Blend of Costa Coffee is created by both Robusta and Arabica beans with the maintenance of hearty flavours, smooth taste and rich aroma. The company has to focus on more blends of coffee so that they can grab the eye of more people in the UK as well as will be able to satisfy their existing customers. 


Table 1: Value Proposition 
(Source: Self-developed) 
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Figure 2: Value Proposition Canvas 
(Source: Self-developed)
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Costa Coffee has to focus on brand awareness due to the presence of huge competitors in the UK market such as Starbucks, Barista and others and for that, they have to emphasise on the creation of innovative marketing strategies which will help them to stay ahead of their competitors. When people think of a particular product or service, then they must have a brand name in their mind and this is due to brand awareness. Likewise, when people of the UK think about coffee, they must have Costa Coffee in their mind. 
Creations of values beyond the products 
Costa Coffee has to focus on the creation of value beyond its products as this is the best way to create brand awareness where the focus of companies is to entertain, educate or inform. The company has to create a team for the creation of videos or podcasts that will tell the story of the company. This will help in building a strong relationship with its customers and for that, they can share their knowledge in the form of content via YouTube channels, newsletters, blogs and others (Lopes and Casais 2022). Therefore, the company must focus on a storytelling about sourcing their coffee beans and others for grabbing the eye of more people.  
Running social media contests 
Costa Coffee has to offer social media contests on Facebook, Instagram and Twitter where people can participate. The winner of the contests must be provided with free gifts such as discount vouchers for all Costa Coffee stores in the UK. The giveaway will draw the attention of the people which will help to gain brand awareness as well as increase the visit of the customers to its stores across the country. 
Contributing to the community 
Costa Coffee can focus on contributing to the community and this can be done by sponsoring events, facilitating the participation of their employees in charity work as well as they can also offer donations. This will increase the company’s brand awareness as more people will get to know about the brand, their strategies and their product offerings (Cook et al. 2021). 
[bookmark: _Toc130995129][bookmark: _Toc131005189]Evaluation of customer journey across various communication channels
Customer’s journey mapping is important through making productive communication with the company. Costa Coffee must be aware of its marketing communication operations to manage the operation of buyers. The brand has been identified to face supply chain issues with lack of production and its supply through worldwide locations. However, in mitigating such challenges at first the company needs to impose betterment in their communication with buyers and suppliers. Managing consumers experience with Costa Coffee products the company can enhance social media communication in terms of delivering growth to their strategic decision-making methods. Current generation is mostly addicted to social media channels and their loyalty can be grabbed by the brand through the application of social media marketing (Herhausen et al. 2019). Conducting survey operations, the company can integrate counteractive communication with the consumers. In the case of increasing customers experience the brand needs to go through their comments and demands over the product choice. The application of digital marketing is influenced through social media actions (Hoyer et al. 2020). The customer’s service section must be kept aware about bringing forth better service for the customers. The development of marketing communication can be found to involve customers in decision-making process indirectly. 
Artificial Intelligence is one of the most effective advanced technologies for the marketers in the case of managing automated service process in terms of emerging the growth of communication around the consumer community (Hoyer et al. 2020). The development of AI chatbots can be the focus of Costa Coffee to make the 24/7 service for the customers which will help in boosting their experience with Costa Coffee. The organisational value can be increased through integrated communication with the customers. Understanding the expectations of consumers through integrated communication system Costa Coffee can develop its product structure and service culture as per the demand of buyers. The supply chain operations in the company need to be maintained uniquely in order to impress buyers and the other stakeholders. In making differentiation in the coffee and others products in Costa Coffee, the company must analyse the demands of customers. Here the communication increases the interest of buyers in making fruitful engagement in the brand. The application of digital marketing communication is currently getting appreciation in the market form the active buyers anyway (Tueanrat, Papagiannidisand Alamanos2021). 
Targeting the regions where communication will be easier through social media such as Asia-pacific region in the world will be better to emerge better marketing performance for the company. The brand can excerpt extraordinary communication activity in maintaining the behavioural factors of consumers. The effectiveness if digital marketing communication is reliable in current days to impose better relationship among the customers and brands. Therefore, the utilisation of customer journey through marketing communication from digital ways will be better. It will be graceful in predicting customer behaviours as well as managing consistency if customers experience with the brands. Meeting current demand of buyers can be solved through the integration of communication (Shavitt and Barnes2020). Trending cultural aspects of customers with digital expectations can be developed through digitalisation of service within Costa Coffee which will extend future growth of the brand as well. 
[bookmark: _Toc131005190]Strategies to be taken for meeting the existing and potential stakeholders’ expectations
Costa Coffee has to meet the existing and potential stakeholder’s expectations and for that, they have to take certain strategies. One of the important strategies that the company can choose is an effective method of communication. It is the duty of every company to identify the preferred communication method of the stakeholders' and accordingly the company can use an effective communication manner. If companies use wrong communication methods, then it can be fatal for the company as it will increase the stakeholder’s frustration (BarbeitoCaamaño and Chalmeta 2020). Therefore, Costa Coffee has to focus on communicating with their existing and future stakeholders through social media platforms as more than 61 million people in the country use social media platforms which will increase by 2027 to 65 million (Statista 2023). Thus, with this high number of users of social media platforms, the company will be able to communicate with a huge number of people. Apart from this, Costa Coffee can define engagement levels with the creation of communication plans for each group of stakeholders. This will help the company encourage the stakeholders to become proactive and have an effective engagement with the company. 

[bookmark: _Toc131005191]Conclusion
Costa Coffee is meeting the demands of its customers in the UK through its products, however, they face certain challenges where they lose the trust of the customers as well as its customer base. Therefore, some strategies are proposed for the company in terms of marketing so that they can increase their customer base which will help them to enhance their revenue in the market. If the company effectively communicate with their customers and other stakeholders then it will be fruitful for them to survive in the long run. Some marketing strategies are recommended to the company so that it can be able to fulfil its customer's touchpoints and satisfaction. The emphasis is also given to differentiated value propositions which will guide the company in its way to have an effective marketing strategy. It can be concluded that Costa Coffee is a successful brand but to alleviate the pains and to cope with the challenges they have to focus more on marketing strategies. 
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