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InMoment Case Study

Custom Research 
Solutions
HOW MARKETERS REACT MORE QUICKLY TO CHANGING 

CUSTOMER PREFERENCES

According to Thom Gruhler, Fjuri CEO and formal global CMO of Microsoft’s Windows 

division, “The reality is the touch points with customers are constantly changing, as 

are their decision journeys—many times faster than companies can react. Our role 

as marketers today isn’t just about telling brand stories that resonate, but what data 

is telling us about the customer experience, where it’s working (or not), and how we 

can effectively change to demonstrate ROI on our investment.” ¹
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From pricing to products to how and where to advertise, Voice 

of Customer data contains an undeniable wealth of intelligence, 

especially when paired with contextual data and advanced 

analytics. And while leveraging the data you already have can 

help answer your questions—and even those you didn’t know 

existed—sometimes you need more. 

Expert Outpost—InMoment’s proprietary global consumer 

insights panel—helps companies answer detailed questions  

with industry-specific insights straight from the minds of 

consumers. While advanced analytics can scan massive amounts 

of data to surface patterns, trends, and anomalies as they arise, 

Expert Outpost takes it a step further. We help answer specific 

questions that are otherwise nearly impossible to tackle.

The community—which boasts hundreds of thousands of 

consumers throughout the world—helps companies reach not 

only non-purchasers, but non-consumers (i.e., people who have 

never interacted with the brand) as well. Thousands of members 

participate in activities each week (e.g., polls, live discussion 

forums, video feedback recordings, and surveys). Panel members 

help brands vet hypotheses, concepts, and campaigns related 

to marketing, products, promotions, and pricing, closing the gap 

between customer expectations and experience delivery. With 

proven marketing strategies in place brands can increase traffic, 

boost prospect conversion, and win a bigger share of business by 

more accurately meeting consumer needs.

Expert Outpost does not replace, but enhances the insights 

found in VoC data. Through custom research solutions, brands 

may target a specific objective, and the results can inform 

budgeting strategy for a significant business impact. The 

following examples showcase how brands leverage custom 

research solutions to complement findings born from customer 

feedback and other contextual data.

Expert Outpost at Work Across Industries

Concept Testing + New Customer Conversion

Customer feedback from one of the country’s leading casual 

dining chains showed it was missing out on a valuable 

demographic: females between the ages of 18 and 34. In order 

to create a more compelling draw for this key decision-making 

group, the company designed five multimedia marketing 
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concepts aimed at attracting new customers. Using the panel 

community, InMoment found which of the concepts yielded the 

highest conversion rates (e.g., likelihood to visit in the future), 

and specifically, what this target group looks for on their first 

visit to a restaurant. These insights informed the creation of 

new restaurant initiatives, products, and ultimately, advertising 

campaigns.

Sales Forecasting + Maximizing Revenue

A leading provider of family entertainment noticed a recurring 

mention of product cost in its customer feedback. The company 

asked InMoment to launch a “blind” study (i.e., no mention of 

the name of the company), to understand how its costs were 

perceived within the market, and how a change would either 

help or hurt its status with consumers. The resulting data was 

used by the company’s business strategy and marketing teams 

to reevaluate entertainment packages, find the sweet spot for 

pricing, and determine the best way to maximize revenue in a 

hyper-competitive and growing experience economy.

Customer Loyalty, Acquisition, and Retention

Over a two-month span, a leading retail pharmacy noticed 

a marked drop in customer loyalty metrics—both overall 

satisfaction and return visits. The company wondered if its long-

standing loyalty program had become stale while competitors 

were making strides to both acquire and retain customers. 

Results from a custom research project—targeted at potential 

defectors of the brand—suggested that customers were in fact 

leaving the brand, mainly because they did not understand 

the value and benefits of their loyalty cards. Further, many 

respondents mentioned a top-tier competitor and its recent 

promotion of and change to its loyalty program—making it highly 

visible and attractive to consumers. The team used these insights 

to both rethink and reposition its loyalty program in order to 

reduce customer churn.

Messaging, Branding, and Marketing

In a fast-paced industry known for complex processes and 

stringent requirements, finding a trustworthy realtor is a 

major concern for many homebuyers. Each month, one of the 

most recognizable names in real estate leverages InMoment’s 

panel community for custom studies that explore consumer 

perceptions and trending topics within the industry. A recent 

study highlighted common reasons for negative feelings about 

the real estate industry, broken down into specific regions of the 

United States. These insights gave the company the opportunity 



BY THE NUMBERS

“TODAY, CUSTOMER EXPERIENCE IS 

THE NEW BRAND, AND WINNING 

REQUIRES DATA—THE MORE, THE 

BETTER. AND YET, IDENTIFYING THE 

RIGHT DATA TO MODEL, PREDICT, 

AND IMPROVE PERFORMANCE 

ACROSS ALL TOUCH POINTS IS ONE 

OF THE TOUGHEST CHALLENGES 

FACING CMOS AND MARKETERS 

TODAY.” 

Thom Gruhler, Fjuri CEO, Former global CMO of Microsoft’s  

Windows division

to earn new business by focusing its location-based marketing 

on overcoming the specific deterrents common to each region. 

According to Gruhler, “Today, customer experience is the new 

brand, and winning requires data—the more, the better. And 

yet, identifying the right data to model, predict, and improve 

performance across all touch points is one of the toughest 

challenges facing CMOs and marketers today.” Paired with data 

both from and about customers, InMoment’s Expert Outpost 

consumer insights panel gives businesses the ability to win more 

often. From acquiring new business and customer retention, 

to pricing, products, and messaging, Expert Outpost helps 

companies identify, understand, and act on their customer 

experience differentiators. For marketers and other invested 

executives, this means faster reaction times, more meaningful 

customer experiences, and bottom line business impact.
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¹ Former Microsoft CMO On The Biggers Challenges Facings CMOs And Marketers Today
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