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Research on Customer Demand Identification and Management
Strategy Optimisation of 'Luckin Coffee'

Tian Jingwen

(Shandong University of Finance and Economics, Jinan, Shandong Province, 250014)

Abstract: In the era of the digital economy, customer demands are becoming increasingly diverse
and dynamic. How to better identify and manage customer needs is key to establishing core
competitiveness for enterprises, yet many still face issues such as distorted demand signals, imbalanced
resource allocation, and fragmented online and offline experiences. Studying the systematic optimisation
of customer demand identification and management holds significant theoretical value and practical
necessity for improving customer satisfaction, achieving precise marketing, and ensuring sustainable
development.

This paper takes Luckin Coffee as an example and conducts a systematic study using theories and
tools such as the Kano model, QFD (Quality Function Deployment), and user behaviour analysis. Firstly,
it analyses the problems Luckin faces in identifying customer needs; secondly, it explores the causes of
these problems; and finally, it proposes a targeted optimisation plan centred on 'reconstructing the
demand collection system, introducing advanced analytical models, and reshaping organisational
collaboration processes'. Through a 'problem-cause-countermeasure' closed-loop analysis, it provides
Luckin Coffee and other enterprises with similar issues a demand management optimisation solution that
balances data and insight and is both forward-looking and practical.

Keywords: Customer needs identification, demand management strategies, Kano model, Quality
Function Deployment (QFD)
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