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A welcome from our chairman
Every year, billions of dollars are spent on how 
businesses look, but almost nothing is spent on how 
they sound.  I have had the following conversation 
many times, and it is always the same:

Me: “Do you have a brand book?” 
Marketing director: “Yes, of course we have a 

brand book.” 
Me: “How many pages are about sound?” 

Marketing director: “Er, none.”

So why does sound matter to your business? 
Increased sales, happier customers, more 
productive staff, more effective marketing, and 
more valuable assets are all yours to take advantage 
of through the science of applied sound.

Investment in sound is business-critical. This 
document will guide you through why and where 
this is true, and how The Sound Agency can 
ensure that your investment generates a return 
many times over.

Julian Treasure 
Chairman, The Sound Agency 
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The sound of your business
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BrandSound 
expressions

Look around you. Most of what you see was 
designed by someone. In commercial spaces, 
every visual detail is considered, from the typeface 
on the signage to the fixtures and fittings.

Now think about the sound that you’ve 
experienced today. The odds are, most of it 
has been accidental (that is, not consciously 
designed by anyone) - and much of it has been 
unpleasant.

Businesses are often the main culprits. Customers 
eat in restaurants where you have to shout to be 
heard, shop to mindless tinny music and work 
in noisy, unproductive offices - to give but a few 
examples. The impact of sound  is undermined or 
often ignored altogether. 

The reality is that sound affects us all profoundly. 
It affects our heart rate, hormones, brain waves, 
emotions, cognition and behaviour. With so many 
elements to consider, sound can be a minefield 
for businesses to navigate.

The Sound Agency is the world’s leading expert 
in business sound. Our mission is to help you 
unleash the beneficial power of designed sound 
to enhance your brand communication, increase 
your sales, optimise your customer experience 
and improve your employee satisfaction and 
productivity.

We ensure all of your business sound acts 
in harmony to give your brand the maximum 
competitive advantage.

BrandSound™ expressions

This is not just about music, which is one form of 
sound; we have identified eight expressions of 
your brand in sound. 

Have you carefully implemented consistent 
sound in all of these eight areas? 
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Sales
Retailers are losing vast amounts of money by not 
considering or understanding how sound affects 
their customers. Unfortunately, most retail sound 
is hostile because it is largely accidental.

We know how sound affects purchasing behaviour 
and have achieved consistent, significant rises 
in retail sales for our clients, which represent 
enormous returns on investment.

Glasgow Airport - sales up by 10%

Following a Soundscape Audit and generative 
sound installation, we compared till receipts for 
‘sound on’ days against ‘sound off’ days and 
found that sales in the shops in the airport rose 
by between 3% and 10% depending on the 
shop; the largest rise of 10% was for the main 
duty-free shop.

RETAIL SPEND PER 
HEAD INCREASED

2.7%
SHOP SALES 

INCREASED AVERAGE

4%

Vienna Airport - retail spend per head 
up by 2.7%

Following a Soundscape Audit and generative 
sound installation, a four-month trial revealed that 
The Sound Agency’s ‘off the shelf’ generative 
soundscape increased retail spend per head 
by 2.7%. Interestingly, customers were not 
necessarily buying more items but buying more 
expensive ones. The Sound Agency is continuing 
to work with the client to create a customised 
soundscape, which may raise sales further. 

Intu Watford Shopping Centre - sales 
up by 4%

Following a Soundscape Audit and generative 
sound installation, a three-month trial compared 
the performance of silence, music and our 
generative soundscape on shop sales. The 
generative soundscape outperformed silence 
and music, with an average rise in sales of 4% 
compared to silence. Music performed worst of 
the three.

SHOP SALES 
INCREASED UP TO

10%
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BP - customer satisfaction up 50%

The Sound Agency worked with BP’s global team 
to produce the sonic element of their “five-star 
bathrooms” initiative. Trials in Austria, Spain and 
the UK showed that customer satisfaction in the 
treated sites leapt by 50%. The Sound Agency’s 
soundscapes were specifically mentioned by a 
significant number of interviewees as a factor in 
their enjoyable experience. BP records this as 
their most successful customer brand experience 
ever.

Napier University research results:

More  
positive &  

relaxed

Customer satisfaction
You only have to imagine trying to have a quiet 
drink in a busy coffee bar to understand the basic 
importance of sound in customer satisfaction. 
Well-designed sound can delight, intrigue, relax 
or stimulate your customers. Plus, your brand’s 
sonic experience will generate good or bad word 
of mouth, which, in business, is often the most 
important sound of all.

Helm Bank - customer satisfaction up 
41%

Following a multi-sensory Audit of Helm Bank, 
which included the creation of BrandSound™ 
Guidelines, generative soundscapes, a sonic 
logo, feature sound, voice training and on-hold 
music, customer satisfaction in the treated 
branches increased from 64% to 90%.

Napier University

Research carried out by Napier University 
showed that our generative soundscapes were  
vastly more effective at creating relaxed, positive, 
clear-minded customers, compared to pop-music 
playlists and cafe hubbub.

CUSTOMER 
SATISFACTION UP

41%
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Brand value
Great brands are consistent, and today that 
means delivering an experience (in all five senses) 
that’s true to your brand promise. 

Leading brands understand this and craft sonic 
assets that amplify and enhance their visual 
branding. Sonic brand assets, like Nokia’s default 
ringtone or Intel’s sonic logo, can be worth 
hundreds of millions of dollars and boost the 
effectiveness of visual marketing too.

Helm Bank - multi-sensory assets 
increase company value

Our set of sonic branding guidelines and assets 
helped Helm Bank as it moved to deliver its brand 
in all five senses. Since Helm’s rebrand, the 
bank has been sold at a premium price, with the 
President attributing a significant part of its high 
value to the multi-sensory brand implementation. 

Harrods - award winning sound

Following an in-depth Soundscape Audit across 
hundreds of locations in the Harrods store, we 
defined 140 new zones and created dozens of 
playlists and generative soundscapes. The Sound 
Agency’s work in The Toy Kingdom was a first 
for the retail design landscape in terms of scope 
and creativity. Its launch was a great success, 
both externally via overwhelmingly positive media 
coverage and internally from endorsement at 
CEO level. 

We beat stiff international competition to win the 
prestigious Gold Audit Brand Award for our work 
in Harrods’ Toy Kingdom. 

“...the bank has 
been sold at a 
premium price, 
with the President 
attributing a 
significant part 
of its high value 
to the multi-
sensory brand 
implementation.”
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About us
The Sound Agency is the world leader in the art 
and science of audio branding. 

For over ten years, we’ve been asking and 
answering the question, “How does your brand 
sound?”, and have helped our clients to grow 
their business by optimising the sound they make 
- from small companies to giant corporations.

Winners of the Gold Audio Branding Award

Julian Treasure, Chairman

With over 30 years of experience in marketing, 
business, music and sound, Julian is the world’s 
leading authority on the use of sound in business 
and its effect on human beings.

He is author of the book Sound Business, the 
first map of the exciting new territory of applied 
sound for business, and is widely featured as 
a sound expert in the world’s media, including 
TIME Magazine, The Economist and The Times. 

Julian’s five TED talks on sound and 
communication have been viewed upwards of 
thirty million times. 

Some of our clients

Our success is down to a unique combination 
of  sound and marketing experience, scientific 
research, tried and tested processes, exclusive 
leading-edge technologies, an expert creative 
team and industry contacts - such as top 
installers, integrators, acousticians and other 
sensory branding specialists. 

We successfully work with clients all over the 
world from our base in London and manage 
projects using a combination of face to face 
meetings and AV conferencing. 

We use technology to be fast, efficient and light 
on overheads. Our team is scaled up or down, 
depending on the size of your project - no job is 
too large or too small. 
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Our services
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Your journey
A two-step process

Whilst every project is different, we find things work best with our two-step process: Define and Activate. 
This tried and tested method is designed to achieve the best combination of efficiency, quality and value 
for money.

 
1.  Define

In Define we identify where your brand is now and where it can be in the future – and then create a plan 
that gets you easily from A to B. This stage covers our consultancy and strategy services. We collect 
and analyse data, carry out workshops and produce interactive Audit Reports, sonic Guidelines and 
Sound Action Plans. From these you can choose exactly what you want to do and when.

 
2.  Activate

Activate is where we design and install your chosen sound, equipment and treatments. This may include 
work in acoustics, noise removal, sound system and sonic content, and may involve us working with 
other specialists such as acousticians or AV integrators. Our direct services within this stage include 
creative design, composition, recording and production, and installation of our specialist hardware. Until 
we have carried out the Define phase, the scope and shape of this step is unknown.
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Soundscape Audit
Excellence in all five senses is key to the success 
of any commercial space. Sound’s most basic 
behavourial effect is to attract or repel people, 
and as a result it has a huge impact on customer 
behaviour prior to and at point of purchase.

The vast majority of retail spaces that we audit 
have inappropriate, counter-productive and 
incongruous sound. 

A Soundscape Audit is the first step in 
transforming the sound of a commercial space. Its 
objective is to identify and facilitate the removal 
of damaging sound, including poor acoustics, 
disturbing noise sources, low quality sound 
systems and inappropriate content, and devise 
stunning sound-based installation concepts to 
optimise the space.

Soundscape Audits focus predominantly on 
improving customer experience. The knock-on 
effects of this are increased dwell time, sales, 
customer satisfaction, staff productivity and 
brand affinity. 

Objectives

Recommend actions to increase dwell 
time for retailers with, and thus increase 
sales.

Recommend actions to increase customer 
and staff satisfaction, which in turn will 
increase brand affinity.

Recommend actions to enhance well-
being and productivity, especially in 
office environments by removing stress or 
fatigue-inducing sound.

Recommend actions to deploy clearer, 
more effective communication, be it 
through more audible life safety systems 
or branded sonic installations.

Our Soundscape Audits are suitable for any 
branded space. We have audited retail chains, 
department stores, shopping centres, airports, 
banks, offices and corporate headquarters.

Our audits can be carried out off-plan (pre-build) 
or on-site (when the building is in existence). 

We can audit one-off spaces or entire chains.  
For the latter we audit a selection of stores and 
create an overarching sonic strategy which can 
be implemented throughout.

 
 WHO IS  

IT FOR 

?
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Soundscape Audit
Site visit or review of plans

Sound in spaces is complex and multi-layered. 
On-site, our auditors analyse the acoustics, 
sound system, noise sources and audio content. 
They take dozens of recordings and detailed 
measurements. Off-plan audits apply our 
technical knowledge and experience to isolate 
problem and opportunity areas for acoustics, 
noise, sound system and content. 

Analysis

Our team analyse the data, sound recordings 
and notes taken by the auditor. This process 
results in the generation of location-specific 
recommendations and  aids us in understanding 
the bigger picture of the space’s sound, 
highlighting recurring problems and suggesting 
transformative, customer-centric improvements. 

Report creation and delivery

We compile an interactive Soundscape Audit 
Report, which contains all of our findings in an 
easy to navigate format, with interactive maps 
and embedded sound recordings. It also features 
a detailed Sound Action Plan, which collates 
all recommended actions.  We can present the 
Report in person or via conference call. 
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BrandSound™ Audit & Guidelines
All major organisations are making sound across 
an array of touchpoints, but most have no clear 
inventory of it, nor any defined process to 
optimise it or to make it consistent with the rest 
of their branding. Typical brand guidelines fail 
to consider the brand as part of a multi-sensory 
framework, resulting in sound that is inconsistent 
and ineffective.

No major brand should be without a clear 
statement of its BrandSound or an awareness of 
its market’s audio branding trends.

Our BrandSound Audit & Guidelines reveal the 
sonic potential for a brand, identify the market 
space that can be profitably occupied, and create 
a set of principles and rules to act as direction for 
all sound design.

The process varies in its depth of analysis 
depending on the client’s needs; we can focus 
solely on one brand, or include full analysis of up 
a group of the client’s closest competitors and/or 
aspirational brands.

Objectives

Reveal your brand’s sonic strengths and 
opportunities by considering all eight 
expressions of your brand in sound.

Reveal your competitors’ sonic strengths 
and weaknesses.

Review your market situation and its 
current audio branding trends.

Future-proof your brand’s communication 
strategy by preparing for future audio 
branding trends.

Refine and strengthen your brand identity 
through more consistent, innovative 
communication, lead by a set of 
BrandSound Guidelines.

BrandSound Audits and Guidelines are designed 
for medium to large businesses with strong 
existing brand identities and architecture. 

The process is particularly suited to companies 
who are planning to refine their brand identity or 
develop their sensory assets.

 
 WHO IS  

IT FOR 

?
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BrandSound™ Audit & Guidelines
Meetings & Workshop

Our team, headed personally by Julian Treasure, 
meet with the your senior management and 
marketing team to absorb the current and 
planned brand architecture. Julian carries out 
a BrandSound Workshop, which uses a set 
of potent exercises to generate invaluable 
insights into the potential of your brand’s sound 
- the results of which will form the basis of the 
Guidelines.

Fieldwork

This stage allows us to collate your brand’s 
current sound. We delve into all eight expressions 
of the brand in sound by recording and measuring 
branded audio, from on-hold music, to the sound 
of reception areas, to past and present TV 
advertisements, to product sound. If required, this 
process is then mirrored with your competitors. 

Analysis

The Sound Agency’s team use the audio collected 
during the fieldwork stage to analyse your brand’s 
sonic consistency, effectiveness and innovation, 
and compare it to that of its competitors, using 
our 30+ years of experience in audio branding 
and marketing. The findings from this stage form 
the basis of the BrandSound Audit Report. 
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Creative

With a solid understanding of the brand’s assets, 
architecture and aspirations, we generate creative 
concepts and guidelines. These have the brand 
essence at their core, and draw from the unique 
strengths of the brand - be it a memorable brand 
character, bold colour palette, popular ringtone 
or rich history.

Delivery

The finished product consists of two documents: 
the Audit Report and BrandSound Guidelines. 
These are presented in digital and printed form, 
preferably in-person or via video conference call.  
The Audit Report maps your brand’s current 
sonic position within its marketplace and how to 
enhance it, whilst the BrandSound Guidelines are 
a constant source of reference for the creation of 
all branded sound. 

BrandSound™ Audit & Guidelines
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Sonic logo
As with visual branding, a sonic logo represents 
the essence of your brand’s character. It 
introduces a customer to your brand if they 
don’t already know it, or reminds them of it if 
they do. 

Like a visual logo, it has to convey this 
personality in a very short space of time. Unlike 
visual branding, a sonic logo transcends the 
saturated crowd of visual messaging.

Sound is a primal trigger for emotion, which 
is why a well-designed sonic logo can 
potently embody your brand and forge strong 
connections with customers.

Most brands don’t even scratch the surface 
of a sonic logo. In a world full of multi-media 
devices, the potential reach for a sonic logo 
is huge. Nokia demonstrated this early in 
the mobile revolution: For minimal cost their 
ringtone became the most played tune on the 
planet, averaging 2 billion plays per day. The 
potential for brands is enormous - and rapidly 
growing.

Objectives

Increase brand recognition, with and 
without visual stimuli.

Strengthen brand identity with consistent 
communication.

Enhance the effectiveness of visual 
marketing.

Extend brand identity across multiple 
multimedia platforms, thus extending 
brand reach.

Create stronger emotional connections 
with customers.

More and more major brands are now 
implementing sonic logos as a matter of course. 

If your brand releases any kind of multi-media 
or audio content, a sonic logo will improve your 
marketing and brand affinity.

Sonic logos can be implemented across a 
range of media, from traditional advertising, 
to product sound, to retail announcements, to 
web or telephone sound.

 
 WHO IS  

IT FOR 

?
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Sonic logo
Composition and refinement

We initially provide you with a set of three creative 
routes, based on your Guidelines or brief. You 
chose one (or your favourite elements from each) 
and we refine it. This process generally consists 
of two further review and re-briefing sessions. 

Application

Once you’ve approved the final sonic logo, 
composition, it’s yours - no license fees required. 
It can then be applied across your company’s 
touch-points to simply and effectively enhance 
your marketing materials.

Briefing

The goal of the sonic logo is to communicate 
your brand personality. For best results, we will 
use your BrandSound™ Guidelines from the 
Define stage for practical and creative guidence. 
We also arrange a briefing call or meeting 
to fully understand the the logo’s usage and 
requirements. 
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BrandSuite™
A BrandSuite is a custom-composed piece 
of music (usuallly three to five minutes long), 
which is designed to demonstrate the different 
moods, styles and arrangements most suited 
to your brand.

A BrandSuite is a flexible default source for all 
of your brand’s custom-composed music. Over 
time its use will build consistency and create a 
recognisable style for your brand in all its sonic 
expressions.

The BrandSuite has three key functions: 

1) To act as inspiration for further original music 
composition, showing how the brand can and 
should sound. 

2) To act as component material, with its 
individual tracks and elements being extracted 
and recombined as appropriate. 

3) To offer content chunks that can be 
lifted, copied or extended for use in brand 
communication and applications.

Sound can greatly enhance the effectiveness of 
visual marketing. If your brand releases any kind 
of multi-media or audio content, a BrandSuite 
will improve your marketing and connect better 
with your customers.

Your BrandSuite and its development material 
can be used for advertising sound, on-hold 
music, podcast sound or web sound, to name 
but a few.

 
 WHO IS  

IT FOR 

?

Increase brand recognition, with and 
without visual stimuli beyond the use of 
the shorter sonic logo.

Strengthen brand identity with consistent, 
stimulating communication.

Enhance the effectiveness of other visual 
and sonic marketing communications and 
assets.

Extend brand identity across multiple 
multimedia platforms, thus expanding 
brand reach.

Create stronger emotional connections 
with customers.

Objectives
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BrandSuite™
Composition & refinement

Based on your Guidelines or brief, we give you three 
creative routes, each from a different composer. 
You chose one (or your favourite elements from 
each) and we refine it. This generally consists of 
two further review and rebriefing sessions, which  
ensure that the composition best encapsulates 
your brand personality. 

Application

Once you’ve approved the final BrandSuite 
composition, it’s yours - no license fees. The 
BrandSuite is designed to be an ever-changing 
source of branded music. We provide you with 
the full composition and individual stems for any 
acting composers to use as source material and 
reconfigure or use as creative inspiration. 

Briefing

The goal of the BrandSuite is to communicate 
your brand personality. For best results, we will 
use your BrandSound™ Guidelines from the 
Define stage for practical and creative guidence. 
We also arrange a briefing call or meeting 
to fully understand the the logo’s usage and 
requirements. 
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Generative soundscapes
Can your customers identity your spaces with 
their eyes shut? 

Music can be expensive, fickle and hard to 
brand. And yet retail sound must be designed 
because research shows that the benefits are 
potentially huge in increased sales and improved 
customer experience when appropriate content 
is deployed.

One solution is generative sound. Played live 
in real time by a computer using probabilistic 
algorithms, generative soundscapes flow 
organically and don’t bore staff or customers with 
repetition. They can also be custom-designed to 
strengthen your brand.

Generative soundscapes may emulate natural 
or urban soundscapes, or simulate musical 
styles; they are typically played at ambient 
levels, operating at background level, like aural 
wallpaper, rather than being foreground sound.

Objectives

Increase dwell time and sales with 
psycho-physiologically designed sound.

Increase customer and staff satisfaction  
and productivity with generative sound 
that never repeats - our soundscapes 
have even lowered crime rates!

Improve brand recognition with custom 
content that is consistent with your brand.

We have installed our soundscapes in airports, 
banks, shopping malls, car parks, offices and 
even on city streets.

Our Ambifier™ is the world’s first commercial 
generative sound system. The Ambifier Mini and 
Ambifier Pro offer flexible solutions, depending 
on your existing network setup.

Ambifier MiniAmbifier Pro

 
 WHO IS  

IT FOR 

?
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Generative soundscapes
Initial composition

The Define stage provides us with the creative 
brief required in order to begin the composition 
process. The soundscape will be composed to 
take into consideration the existing environment - 
factors such as reverberation time, sound system 
capabilities and existing noise sources.

Refinement

This stage generally encompasses two rounds 
of review and redrafting. Our generative sound 
experts ensure that the continuous stream of 
sound is optimal and our tech team configure the 
hardware and will sometimes carry out a site visit, 
depending on the depth of your Define work.

Installation & tuning

Once you’ve approved the final composition, it’s 
installed onto our Ambifier™ devices and shipped 
to you. Our Technical Director then carries out 
a site visit to ensure the players are properly 
installed and to fine-tune the soundscape levels 
for optimal performance in your space.
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Alchemizer™ sound system optimisation
Many commercial spaces suffer from low quality 
sound systems. Thin, distorted or unpleasant 
sound undermines the brand and degrades the 
customer experience.

Replacing an entire sound system is prohibitively 
expensive, time-consuming and disruptive, often 
amounting to hundreds of thousands in cost. 

Our unique Alchemizer box significantly improves 
the quality of your sound for a tiny fraction of 
the cost of replacement. It’s quick to install and 
integrates seamlessly into your existing system. It 
combines sophisticated hardware with bespoke 
algorithms, custom programmed by world 
experts.

The Alchemizer was designed by our own 
technical team after our Audits revealed that 
there was no low cost sound system optimisation 
solution available. 

Objectives

Enhance customer and staff experience 
with higher quality sound. 

Encourage longer dwell times for retailers.

Improve the consistency of the experience 
across the space.

Strengthen brand experience: a higher 
quality sound system better represents 
a quality brand and delivers branded 
content such as voice announcements 
with maximum impact.The Alchemizer was originally designed for 

retailers, where low quality sound systems are 
abundant. It is applicable in any large site with a 
low quality sound system. 

The system can manage up to four loudspeaker 
types, using customised algorithms for each to 
transform performance and improve quality.

 
 WHO IS  

IT FOR 

?

The Alchemizer
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Alchemizer™ sound system optimisation
Loudspeaker analysis

Our Technical Director carries out a one-day site 
visit which allows us to determine the quality 
of your existing loudspeakers and review how 
they are currently performing within your space. 
We borrow a sample of each speaker type for 
technical analysis. 

Programming

Back in our workshop, The Sound Agency’s team 
run tests on each of the sample speakers. From 
this we create bespoke algorithms, which are 
programmed into your custom Alchemizer box. 
On average this process takes between five to 
ten working days. 90% of the programming is 
carried out during this stage to ensure an efficient 
installation process. 

Installation & refinement

The Alchemizer installation is fast and non-
disruptive - it can even be done during store 
hours. Once the hardware has been installed 
into your syste, we run listening tests out of store 
hours to fine-tune the algorithms and enhance 
the Alchemizer’s performance. 
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Sound Manager training
A Sound Manager is a single point of 
accountability for sound in any commercial 
space, be it a shopping mall or an office. 

The Sound Manager is responsible for carrying 
out regular inspections and will act as the first 
point of contact for any noise or sound related 
issue.

This is not a new recruit; rather it is a role that 
can be added to an existing employee’s job 
description and duties. 

After being trained, the Sound Manager can 
train further members of staff to be sensitive to 
sound, and to spot damaging issues such as 
noisy mechanical and engineering equipment or 
loud tenant music.

The Sound Manager training process takes 
around four hours and is carried out on your site 
during working hours.

Objectives 
 WHO IS  

IT FOR 

?

Increase customer satisfaction by 
reducing noise levels, rectifying tenant 
music clashes and spotting noisy 
equipment such as escalators and air 
conditioning. 

Increase staff wellbeing.

Increase staff awareness of sound and 
noise, and promote a culture of conscious 
listening.

Ideally, every commercial space has a Sound 
Manager. The role is particularly important in 
spaces where there are multiple tenants - for 
example shopping malls and airports. From our 
auditing experience, we’ve discovered that tenant 
noise is often responsible for the degradation of 
†he overall customer experience.
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Our work
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 Day soundscape

 
 Night soundscape 

Glasgow Airport
Background

Airports are stressful places. Tight deadlines, 
depersonalisation, encountering the unknown 
and unfamiliar... these and other factors create 
stress for most people who enter an airport. Our 
task was to reduce that stress by using sound. 
We had only a small number of PA loudspeakers 
to use, in common areas such as walkways and 
the departure lounge.

The work

We designed a gentle, generative soundscape 
including birdsong by day and water by night, with 
uplifting, slow tempo musical elements. Birdsong 
creates feelings of security and wakefulness, and 
counteracts the sterile, mechanical feel of an 
airport. We played the sound on alternate days 
for three months, at a very ambient level - barely 
perceptible, and in many cases not consciously 
noticed by passengers.

The outcome

Customers were almost universally positive, once 
they noticed the sound. (Only one disliked the 
sound as she thought a bird was trapped in the 
building.) We compared till receipts for ‘sound 
on’ days against ‘sound off’ days and found that 
sales in the shops in the airport rose by between 
3% and 10%, depending on the shop. the largest 
rise of 10% was for the main duty-free shop 
owned by Heathrow Airports Holding.

Listen to sound samples at 
soundcloud.com/thesoundagency
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 Main-mall soundscape

 
 Dining soundscape 

 Welcome soundscape

Ülemiste, Linstow
Background

Ülemiste is Estonia’s largest mall. Owners 
Linstow, one of Norway’s leading property 
companies, began a full centre renovation in 
2013, in order to transform shopper experience 
and create a more modern, pleasant ambience. 

The Sound Agency was retained to advise on 
sonic strategy.

The work

Our Soundscape Audit and BrandSound™ 
Workshop revealed that Ülemiste’s aggressive 
music playlists and loud advertisements were 
damaging customer experience. We set out 
to create appropriate, high quality content 
throughout the mall.

An uplifting main-mall generative soundscape 
underpins Ülemiste’s new sound. This has 
variations for high and low occupancies, both 
designed to increase dwell time and create a 
soothing atmosphere. 

On top of this, the centre’s four nodes contain 
layered specific sounds to enhance the 
individually themed areas. We have also created 
custom content for the toilets, first impression 
spaces and children’s play areas. 

To ensure the mall’s long-term success, we acted 
as consultants for their sound system design 
(which now features high quality camouflaged 
speakers), trained a Sound Manager and 
educated all tenants on the effects of sound.

The outcome

When Ülemiste reopened in 2015 it became 
the first mall in the world to feature designed 
soundscapes throughout. It is now a beautiful, 
modern destination with a pleasant ambience 
and is planning to make an entry for various 
international awards schemes.

We continue to work with Ülemiste to fine-tune, 
refresh and provide strategic advice.
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 Enchanted Forest soundscape

 
 Odyssey soundscape 

 Luxury Glassware soundscape

Harrods
Background  

Harrods is a diverse and heterogeneous 
soundscape, comprising seven floors of over 
90 departments with more than 150 discrete 
spaces. There was no defined sound strategy: 
sound systems varied from room to room, many 
noise sources were present, and in many rooms 
staff were bringing in their own music to play 
on standalone CD players. The result was a 
patchwork of variable and often inappropriate 
sound.

The work  

Initially, we audited the entire store over five days, 
measuring, recording and critically assessing 
soundscapes in several hundred carefully 
chosen locations. From this data, we produced 
a comprehensive report, which highlighted every 
existing issue, described the action required 
to solve it, and also yielded a detailed sound 
strategy for the store. This defined 140 zones 
and gave detailed recommendations for dozens 
of playlists and generative soundscapes.

The outcome  

The Sound Agency’s work in The Toy Kingdom 
was a first for the retail landscape in terms of 
scope and creativity. Its launch was a great 
success, both externally via overwhelmingly 
positive media coverage and internally from 
endorsement at CEO level.

We successfully demonstrated the potential for 
well-designed sound in the retail environment as 
an alternative to generic music and contributed 
to the establishment of an extraordinary multi-
sensory experience in the store. 

The Sound Agency also beat stiff international 
competition to claim the Gold Audio Branding 
Award for its work in Harrods’ Toy Kingdom.
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 Wind node soundscape

 
 Water node soundscape 

 Earth node soundscape

Mall of Scandinavia, Unibail-Rodamco
Background

Mall of Scandinavia is a flagship project from 
Unibail-Rodamco, Europe’s leading retail 
property company, with a portfolio exceeding 35 
billion euros. The project is the largest mall in the 
Nordics and it prioritises customer experience as 
a means to add value and increase revenues. We 
are working to create stunning sonic environments 
that contribute positively to customer experience, 
dwell time, footfall and sales.

The work

We carried out an off-plan Soundscape Audit of 
the mall, audited the whole Mall of Scandinavida 
brand and produced an Audit Report, Sound 
Action Plan and BrandSound™ Guidelines. 

We have consulted and worked alongside the 
project management team, architects and interior 
designers to act as ‘the ears’ of the project all the 
way through the build. 

We produced a range of generative soundscapes 
for the mall’s nodes (Earth, Wind, Water) and key 
spaces, complementing the stunning visuals and 
giving further character and differentiation to the 
centre.

The outcome

Mall of Scandinavia and Unibail-Rodamco 
management are delighted with the result. Mall 
of Scandinavia opened in November 2015 and 
has become a reference in designed sound and 
customer experience. 
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 Sonic logo 

 BrandSuite

 
 Office soundscape

Biamp Systems
Background

Biamp Systems is the world leader in designing 
and manufacturing professional audio solutions 
for conferencing, paging, sound reinforcement 
and other corporate audio systems.  

Prior to working with The Sound Agency, Biamp 
did not have a defined, consistent sound for use 
in marketing or brand experience. The company 
commissioned The Sound Agency to undertake a 
comprehensive review of their existing sound and 
to create a set of fresh, effective audio assets 
that express the Biamp brand in sound.

The work

The Sound Agency carried out a BrandSound™ 
Audit of Biamp. Our analysis revealed that their 
product quality was the key differentiator that 
could be built upon to reinforce their brand 
communications and thus set the brand firmly 
ahead of the competition. Out of this work we 
delivered a full set of BrandSound Guidelines.

Using their new BrandSound Guidelines, we 
created a high quality sonic logo, using a wide 
range of pitches and textures that would represent 
the audio capabilities of Biamp’s equipment. 

We also composed a BrandSuite™ using the 
sonic logo’s melody as its basis, featuring 
adventurous electronica to represent Biamp’s 
innovative nature and a pedalled root note to 
signify their  reliability. 

The Audit also analysed the performance of 
the HQ building and revealed that privacy, 
productivity and customer first impressions 
spaces could all be improved with a custom 
generative soundscape.

The outcome

Biamp’s marketing team love their new sonic 
assets and are in the process of rolling them out 
across communications, and we are already in 
the process of refreshing their office generative 
soundscape.
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Hammerson
Background  

Hammerson’s retail portfolio includes some of 
the UK and France’s largest and most important 
malls, from Bullring in Birmingham to Brent 
Cross in London. Hammerson is committed to 
optimising customer experience in all of its malls 
in all five senses, and realised that sound was an 
important issue in its spaces.

The work  

We carried out Soundscape Audits of every 
Hammerson property in the UK and France, and 
carried out Workshops for the centre management 
teams, producing Reports for each mall with 
recommendations for sound optimisation (from 
acoustics and noise control to sound system 
enhancements and content design). 

We also produced a central strategy report 
advising on ways to achieve economies of scale 
and make the malls future ready in the light of 
new technology.

The outcome  

We are in the process of implementing exciting 
installation work across the portfolio; the 
programme will be completed during 2016.
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BP
Background  

BP found from customer research that its service 
station bathrooms were the source of great 
dissatisfaction, doing severe damage to the 
overall customer experience. 

The work  

The company wanted to trial a new concept: five-
star bathrooms, including improved cleanliness, 
pleasing decor with large colourful nature pictures 
- and a relevant soundscape. We worked with 
the global brand marketing and innovation team 
and created a generative soundscape of psycho-
acoustically adapted birdsong, designed to 
elicit feelings of open space, security, alertness 
and a connection with nature. We delivered the 
soundscape with Ambifier™ decoders using 
Flash cards to store the audio.

The outcome 

Trials in Austria, Spain and the UK showed that 
customer satisfaction in the test sites leapt by 
50%, from 6 out of 10 to 9 out of 10. People 
were coming out of the bathrooms smiling. 
Birdsong was specifically mentioned by a 
significant number of interviewees as a factor 
in their enjoyable experience. BP records this 
trial as their most successful customer brand 
experience experiment ever.
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 City soundscape

 
 Case study video

City of Lancaster
Background  

The city’s Mayor R Rex Parris became interested 
in The Sound Agency’s approach of designing 
generative soundscapes to produce defined 
psycho-physiological effects. Mayor Parris saw 
the opportunity to improve wellbeing and lower 
crime rates by installing a relaxing soundscape 
for walkers along Lancaster’s half mile pedestrian 
precinct, recently renamed BLVD.

The work  

The soundscape includes birdsong to produce 
a feeling of security, gentle water to evoke purity 
and serenity, and music at half the speed of the 
typical human heartbeat to entrain people down 
to a slower pace of movement. The soundscape 
plays for five hours on weekdays – from 9 to 
11 am and then again from 1 to 4 pm – from 
more than 70  loudspeakers mounted on poles 
above BLVD’s central parking spaces or hidden 
inside small green covers among plants along the 
sidewalk.

The outcome  

Media interest was intense both in the USA and 
worldwide, with the installation being covered 
in the national press, radio and on prime time 
TV. Reaction from the citizens of Lancaster has 
been very positive. “I love it. I really do. I wish I 
could get (the soundtrack) in my store,” said Lisa 
Ballentine, owner of a formal-wear shop. 

The Sheriff has reported that crime rates have 
fallen 15% since the soundscape’s installation.
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 Sonic logo 

 BrandSuite

 
 Slow soundscape

Helm Bank
Background

Colombian banking is very traditional and Banco 
de Crédito was among the most prestigious 
banking groups in the country. With a bold move 
into retail banking, it re-branded to become Helm, 
with a world-leading multi-sensory programme 
that delivers its brand in all five senses. 

A bank has many sonic touchpoints. Our task 
was to analyse and create a framework that 
would make them all consistent with the new 
brand, and with one another, as well as with the 
other sensory brand elements, such as fragrance 
and taste.

The work

We visited existing branches and the call centre, 
interviewed senior staff, absorbed everything we 
could about the old and new brands, and using 
this data and our SoundMap™ and SoundFlow™ 
tools, we created a complete set of BrandSound™ 
Guidelines. 

We then used those to create a BrandSuite™, a 
sonic logo, an on-brand music playlist for offices, 
two generative retail soundscapes, music on hold, 
a feature sound delivered via hypersonic speakers 
in each branch, plus a voice training programme 
and consultancy on IVR and websound.

The outcome

The bank’s top team were delighted with the 
Guidelines, and with all the sonic expressions of 
the brand. Helm’s two test branches went live in 
August 2009 with superb receptions from staff, 
customers and even competitors. Customer 
satisfaction increased from 64% to 90%  and 
new business in the treated branches almost 
doubled.

Since Helm’s re-brand, the bank has been sold 
at a premium price, with the President attributing 
a significant part of its high value to the multi-
sensory brand implementation.
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Nokia
Background

Nokia had one of the strongest sonic assets in 
the world: across the globe, Nokiatune is still 
played roughly 20,000 times every second. 
However the global brand team realised that, as 
the whole brand was in fact centred on sound, a 
static sonic logo was not enough to rely on for 
the future. 

Our tasks were to assess Nokia’s sonic strengths 
and weaknesses, and to create a strategy for 
releasing the full power of sound for the brand.

The work

We carried out a competitive BrandSound™ 
Audit covering Nokia and 10 other major global 
brands. The results showed both strengths and 
weaknesses, identifying both opportunities and 
threats. 

With these results we were able to create 
BrandSound Guidelines for Nokia, and then to 
deliver detailed Brand Voice definitions and 
recorded examples, going from the description 
of the default Brand Voice to the correct 
pronunciation of ‘Nokia’ and how to balance local 
creativity with global consistency.

The outcome

Senior management recognised the importance 
of audio branding, and our work allowed Nokia 
to move forward with clarity and direction in the 
creation of all of its sonic assets.
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Syon Park Hotel, Hilton
Background 

The Hilton Syon Park is a five star luxury hotel, 
built in one of the most historic locations around 
London, at Syon Park, ancestral home of the 
Duke of Northumberland. The hotel wanted to 
give guests something unique that would connect 
them with the rich and varied history of the site.

The work  

We wrote and recorded a set of over 100 playlets, 
each performed by actors with full sound effects, 
each bringing alive a fragments of sound that 
might have been heard during the centuries of 
historic events at Syon Park – but none more 
than a few seconds long. These soundbites are 
triggered by motion sensors as guests enter 
either of two corridors, and are delivered by 
hypersonic loudspeakers, so that they sound as 
if they are coming from the air right next to one’s 
ears.

The outcome  

The guests have been delighted by the intriguing 
effects. Staff are fully briefed to answer queries 
and engage in the conversation that ensues. The 
hotel has a truly unique connection with the past, 
making a memorable talking point and loyalty 
generator for the brand.
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Fanta
Background  

Fanta is a global giant, operating in an 
increasingly competitive market. To stay ahead of 
its competition, the brand realised that traditional 
marketing was not enough: it needed to deploy 
congruent expressions in sound (and scent) in 
order to create super-additivity.

The work  

In partnership with BRAND sense Agency, we ran 
an intensive two-day sensory branding workshop 
at Fanta’s headquarters in Atlanta. 

Through a series of potent interactive exercises, 
we started to map the rich and exciting possibilities 
for the brand in sound, allowing us to produce a 
unique package that contained all the sensory 
expressions of the brand in physical form, making 
it easy to communicate the multisensory brand 
to and engage with key stakeholders, customers 
and employees.

The outcome  

We produced 150 copies of a PlayBox™ which 
contains sensory expressions of the brand. 
We created ideal sounds of Fanta, from sound 
effects to music, communicating the brand’s new 
direction to the extended brand team worldwide. 
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 Sonic logo 

 Soundscape

  
 BrandSuite

Bank Muscat
Background 

Bank Muscat wanted to improve and differentiate 
its customer experience in an increasingly 
competitive market, and at the same time 
express its revamped brand with a sonic logo 
that combined a global, accessible feel with clear 
roots in Omani culture, which is crucial to the 
bank’s identity.

The work  

We created a soundscape for branches based 
on a relaxing desert wadi, so that customers can 
enjoy the cool air conditioning with the luxurious 
sounds of water and gentle music. We also 
commissioned one of Oman’s leading popular 
musicians to create a sonic logo that delivers 
a global theme with traditional overtones while 
using both modern and traditional instruments.

The outcome  

The bank’s management are committed to 
rolling out the soothing soundscape into rural 
branches. The sonic logo will form part of all the 
bank’s advertising, as well as featuring in QMatic 
devices and ring tones.
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Next steps
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Sound is a major business opportunity for and 
we’d be delighted to start your journey with a free 
consultation call.

Please email info@thesoundagency.com or call 
+44845 500 2511 to begin.

The Sound Agency Ltd 
3000 Hillswood Drive 
Chertsey 
Surrey 
GU24 9JD 
United Kingdom

Free consultation
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