Kathy Flament Illustrative projects 

Consumer

	Product category
	Nut to crack
	Methodology
	Insight

	Christmas decorations
	How to adapt foreign decorations to American taste
	Focus groups set up as shopping experience with both client’s and competitive decorations
	There seemed to be no middle ground in the degree of embellishments – About half the participants liked very ornate decorations while another half liked very plain.  Client was able to reduce number of models

	Sterling Silver designer and manufacturer
	How to counter decline in brides’ purchasing sterling silver place settings
	Focus groups
	Design in America, manufacture overseas to lower price.  Add stainless steel flatware to manufacture in US.  Company expanded product offerings, kept factory in US at capacity

	Fine writing instruments
	Help current and potential customers understand features, benefits
	Interviews, journaling, observation
	Instructions were misleading, caused frustration instead of increased awareness and use of new feature.  Instructions were rewritten to include user vocabulary and graphics.

	Office and School supplies
	How to add excitement to waning product category
	Series of groups Ideation, reaction to concept, message testing
	Plenty of new ideas came forth.  Client was able to refine new ideas into new products and revitalize sales by adding new shapes, colors, sizes

	Energy Efficiency
	Gauge appeal of technical information
	Groups among builders, homebuyers, renters, survey
	Discovered three segments of customers differentiated by perceptions of energy efficiency – comfort, social responsibility, cost-savings.  Client shaped messaging to appeal to each

	Cordless phones
	Learn purchase criteria of teens, adults
	Groups nationwide
	Learned buyers’ uses and interpretations of technical information.  Client eliminated information that clouded purchase and added clarifications to key purchase points

	Bathtubs, sinks, faucets
	Gauge appeal of messaging concepts
	Groups nationwide
	Consumers are interested in visual appeal and reliability for themselves and family.  Matched adverting concepts to brand

	Power tools
	Learn effectiveness of shelf placement
	In-store observations, interviews.  Series of focus groups
	Consumers rely on brands more than information on packages.  Client was able to adjust shelf placement to group products, accessories in a clear and reassuring display



	The Blue Trumpet
	Lunt
	Staples
	US Department of Energy

	Motorola
	Kohler
	Cross Pens
	Bosch





Public Advocacy

	Product category
	Nut to crack
	Methodology
	Insight

	Granting organization
	How to encourage and facilitate the purchase of “Save the Bay” license plates
	Group interview 
	Drivers are willing to purchase or switch to Bay plates.  They want to purchase them during the course of their daily routine without the fuss and wait associated with the Department of Motor Vehicles.  Drivers believed price was higher than actual price.

	Environmental Action Committee
	Change behavior of litterers through public awareness campaigns
	Phone interviews among community leaders

	Litterers are receptive to peer-pressure, much in the same way as smokers, and can be shamed into not littering.  

	University Network
	Increase awareness, use, loyalty of program
	Survey, focus groups
	Network is not taking advantage of its most accessible prospect base – current university students.  Current users neither understand need for advocacy among legislators nor are they equipped to do so 



	Chesapeake Bay Trust
	Alice Ferguson Foundation

	Potomac Trash Free Watershed Initiative
	American Public and Land Grant Universities




Health Care

	Product category
	Nut to crack
	Methodology
	Insight

	Stents
	Appeal of new stent type
	Interviews at American College of Cardiology Convention 
	Stents were very appealing.  Client promoted and sold products successfully to cardiologists, thoracic surgeons

	EKGs
	Appeal of new monitoring accessories
	Phone interviews among nurses, technicians

	Packaging was more important than product inside.  Number of accessories per package combined with clear labeling had the most appeal.  Client was able to adjust packaging  

	Breast Cancer
	What triggers a family to pursue a legal claim against hospitals, physicians
	In-person interviews
	Healing is hard enough.  Survivors of breast cancer or families of victims are not willing to return to dark days of illness, but are willing to prevent mistreatment and misdiagnosis of others.  Client adjusted TV messaging

	Teen Suicide
	What factors promote depression among teens and foster suicide
	In-person interviews – coded responses
	Teens are drawn in by drama and imagined effect on others.  They did not seem to understand permanence of death or briefness of difficulties.  Messaging was redirected highlighting possibilities instead of traumatic prevention

	Sleep apnea devices
	Customer Satisfaction
	Telephone Interviews
	Product research conducted in a similar manner of pharmaceuticals had appeal among physicians.  Technology was less important than proven results.

	Pediatric vaccines
	Gauge appeal in Europe
	Groups
	The number and types of stereotypes were accurate but lacked information of compatibility with past vaccines and booster scheduling.  Client added information to sales information



	James Sokolove, LLC
	3M
	California State Department of Mental Health





Financial Services

	Product category
	Nut to crack
	Methodology
	Insight

	Bank
	How to decrease cost of sales to large customers
	Focus groups among employees, in-depth interviews with key customers
	More attention was paid to winning a client rather than retaining one.  Client templated proposal process and increased customer service.  

	Bank
	Test advertising messages and photos among commercial customers
	Dyads and triads
	Interest rate of loans was not as important as access to large loans.  Commercial customers wanted testimonials from recognized individuals and business instead of stock photos or actors

	Insurance Company
	How to increase pace of claims resolution
	Tracking study – pen and paper survey w phone interviews done quarterly until levels of satisfaction increased
	Confusing trail of redundant paperwork across snail mail, fax, email and phone.  This institution needed formal digital document storage and management policies so employees were certain which documents to honor and process.  Once number of documents were reduced, amount of chasing paper also reduced.



	The Provident Bank
	John Hancock
	Citibank
	BayBank




Residential Construction

	Product category
	Nut to crack
	Methodology
	Insight

	Chemical company
	Explore range of building materials that could be improved through additives
	Online bulletin board
	Products requiring added fire-resistance and sound deadening seemed promising 

	Government Agency
	How to integrate affordable housing in established communities
	Focus groups
	Communication through design charettes increased community buy-in

	Chemical company
	How to increase sales of chemicals used in manufactured stone
	Ideation
	Some potential users wanted countertops, exterior pavers to emulate natural materials while others welcomed new possibilities of unexpected colors and shapes offered by manufacturing process 

	Lumber company
	How to capitalize on opportunity of patent expiration of category leader 
	Dyads and triads
	Customers were ready for lower price, but were hesitant to accept new player.  Customers feared new player might have weak engineering

	Bathing fixtures manufacturer
	How to position lower cost brand without cannibalizing lead brand
	Focus groups
	Family structure of parent brand guiding child brand conveyed cost-effective price point  of child brand without affecting prestige pricing of parent brand



	Weyerhaeuser
	DuPont
	Bosch Power Tools
	Pella

	Dow
	BASF
	Kodiak Building Materials
	Boral






Technology
	Product category
	Nut to crack
	Methodology
	Insight

	Software and hardware vendor
	How to sell more product – investigate telecommuting
	In-depth interviews
	Productivity of telecommuters increased by about 20%.  Some states offered incentives to employers as part of the clean air act

	Software applet vendor
	How to ensure software licenses were current and correctly sized to allow reasonably open use to all employees
	In-depth interviews
	Trade off of buying “overage” in software licenses (seat or enterprise) was less than dedicating staff and attention to right sizing

	Cordless phones
	Can consumers differentiate features, and how important are the benefits of those features
	Focus groups
	Consumers scan phones for features and their benefits while shopping to compare one phone to another.  Battery size was important. 

	Video streaming vendor
	How to develop favorable value proposition 
	In-depth interviews
	If cost of streaming was compared to travel alone, value proposition was not appealing.  If cost of streaming was decked against opportunity cost of lost sales, value proposition was more appealing.  Most appealing was batched use of sales time facilitated by scheduling several sales calls

	Hardware vendor
	How to increase follow-on sales of technical support
	In-depth interviews
	Large companies (over 5,000 employees – key customers) could not keep accurate count of printers, so technical support could not be linked to specific printers, but to business units instead.  

	Online database of business book summaries
	How to make website visually appealing and easy to navigate yet fully convey depth of product offering
	In-person dyads and triads
	Content – business strategy – did not match internet browsing habits.  Reframing content into self-paced lessons transformed users’ willingness to spend extended time with content instead of browsing

	College
	Compare two formats of college website for visual appeal, ease of use, and full information for two sets of users – prospective students and their parents
	Focus groups 
	One format clearly won for visual appeal, ease of navigation.  Both teens and parents wanted more pictures including real-time video feeds of points of interest on campus.



	Cisco Systems
	Hewlett Packard
	Motorola
	Sun Microsystems

	Boston College
	VTech
	MeansBusiness
	Polaris





Meeting Facilitation

	Product category
	Nut to crack
	Methodology
	Insight

	Building materials manufacturers
	How to assign tasks and budget to association supporting this category of building materials
	Group interview 
	Sales goals were strategically assigned by selecting best geographic region(s) and best type of building type.  From that budget and tasks were given to association to accomplish those goals.

	Association of specialized trade contractors and consultants
	Set tone of convention to open exchange of ideas and networking when norm had been to work as “lone wolfs”
	Series of 
· ice breaker
· presentation
· breakout sessions
· recap

	Distinct trades did not know of skills, constraints of others.  Trades learned how to facilitate each others’ tasks for follow-on work.



	Brick Industry Association
	Steel Framing Alliance
	CEDIA
	NEEA




