
  

Leveraging leading-edge trendsLeveraging leading-edge trends

• ‘Connected’ global generation exploring/ 
sharing trends that rapidly impact mainstream 

• Opportunity to drive adoption by 
“Influentials”

CRYSTALCRYSTALCRYSTALCRYSTAL



  

Going deeper: Empathic ResearchGoing deeper: Empathic Research

• Beyond conventional ethnographic research

• ‘Ogilvy Discovery’ uses psychologists to 
interpret consumer behavior and bring 
anxieties/motivations alive

• Proximity to strategy/creative development 
process means direct impact on thinking
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Strategy development researchStrategy development research

• Fundamental problem is not lack of insights 
– its knowing which, if any, is the one that 
can unlock brand potential

• Developed distinct approach to qualitative 
research to distill insights and strategies – 
“Concept Development Workshops”



  

Concept Development WorkshopsConcept Development Workshops

• Evolution of traditional focus groups

• Actively engage consumers

• Strategic process through which moderator/ 
clients/consumers collaborate to solve 
problem

Focus not on finding out what consumers 
think – on changing the way that we think



  

Key learning 3:Key learning 3:
Not enough to transform advertising, Not enough to transform advertising, 
have to transform brand experiencehave to transform brand experience



  

Transforming the brand experienceTransforming the brand experience

• Design and execution of brand experience must 
be treated with same strategic rigor as 
development of the brand idea

• Goal = strategic not just executional 
integration - every element must work 
together to deepen relationship

• Developed two tools to guide this



  

Experience planning tool 2: Experience planning tool 2: 
Moments of TruthMoments of Truth

• Brand experience shaped at every touchpoint

• However not all touchpoints are equal – 
some more critical to brand choice than 
others

• Need to identify
– Highs and lows

– “Pain points”



  

Bringing it all together:Bringing it all together:
American Express American Express 
Small Business ServicesSmall Business Services
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ResultsResults

• Spending on cards has increased significantly

• Awareness of American Express as provider of 
financial services to small business up160%

• Significant imagery shifts
– Offers a range of solutions beyond cards +31%

– Accommodates needs and preferences +27%

– Recognizes needs of small businesses +12% 

Source: American Express, all data 2002 vs. 2001 unless indicated



  

…In conclusion  …In conclusion  



  

Brand transformation is driven by big 
transformational brand ideas

To get to transformational brand 
ideas you need transformational 
insights

Not enough to transform advertising, 
have to transform the experience



  

Brand transformation is driven by big 
transformational brand ideas

To get to big transformational ideas 
you need big transformational 
insights

Not enough to transform advertising, 
have to transform the experience



  

Brand transformation is driven by big 
transformational brand ideas

To get to big transformational ideas 
you need big transformational 
insights

Not enough to transform advertising, 
have to transform brand experience



  


