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The Seven Pillars of Innovation 
 

1. Emotion 
- Values 
- Psychosocial Implications 
- Motives 
- Feelings  
 
2. Ergonomics 
- Comfort 
- Safety 
- Ease-of-Use 
- Performance 
 
3. Aesthetics – Design 
- Visual (See) 
- Auditory (Hear) 
- Tactile (Feel) 
- Olfactory (Smell) 
- Taste 

4. Identity 
- Personality (Attitude/Style/Aspiration) 
- Sense of Place (Location/Culture/Status) 
- Point in Time (Trending/Futuristic-Current-Vintage) 
 
5. Impact - Causes 
- Social 
- Environment 
 
6. Core technology 
- Features 
- Functionality 
 
7. Quality 
- Craftsmanship 
- Durability 
- Reliability 

 

Great Example: Starbucks® Hot Coffee Drink Cup 
 
Starbucks has deliberately gone about continuous innovation of its paper goods.  
 
 Innovation: Cup sleeve 
 
Type of innovation: Ergonomics (comfort), Aesthetics (tactile), Core technology (functionality) 
 
When Starbucks introduced its first “to-go” cup for hot coffee drinks, it conducted too much heat when held in the hand. 
While there were no reports of burning anyone’s hand or fingers, customers complained they couldn’t comfortably hold 
the cup until it cooled off. Some customers requested two cups, one stacked into the other to increase the insulation. That 
“work-around” cost too much, given that paper goods are a significant cost factor. So, Starbucks invented a corrugated 
cardboard sleeve. It’s a patented 2” band that fits neatly around the cup, designed to slide up to the place where a 
customer typically wrap a hand around it.  
 

 
 
Innovation: Cup sleeve with recycled paper 



STARBUCKS – GREAT EXAMPLE: Innovation 7 Pillars with Nance Rosen, MBA 

!

! #!

 
Type of innovation: Impact – Causes (environment), Identity (personality), Emotion (values) 
 
Environmentally conscious about the innovation, Starbucks has refined the sleeve to use 85% post-consumer-fiber. The 
current sleeve uses 34% less paper than the original one.  
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Innovation: Splash Stoppers 
 
Type of innovation: Ergonomics (comfort), Aesthetics (tactile), Quality (Craftsmanship) Core technology (functionality) 
 
A substantial number of beverages are transported off premise. Customers were unhappy because small amounts of their 
beverages spilled out of the lid’s sipping hole. Liquid landed on customers’ hands, clothes and inside their vehicles. To 
solve that problem, Starbucks invented a swizzle stick stopper, made out of durable green plastic, and branded with the 
mermaid, of course! 
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As you seek to learn from the Starbucks example, you might consider these questions.  
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Are these innovations combined strategically to make the consumers feel something, in particular psychosocially? Can 
you see how the other elements of the brand combine effectively: including how customization of the beverage is 
encouraged – even writing the consumer’s name on the cup? How does the means-end chain help the consumer they feel 
the BPS elevates them to their desired values? Does Starbucks do a superior job of differentiation?  
 
NOTE: For purposes of our project, a lower price is NOT considered an innovation. Lower costs and lower prices 
could be consequences of innovation, but simply manipulating the price will not be awarded any points. 


