
14 Best Use of Research and Insight
Ahead of planned upgrades to its bathroom showroom locations, Graham utilised focused 
market research to gain a better understanding of customer behaviours, requirements and to 
gauge the current perception of Graham showrooms. The merchant also aimed to understand 
the role that showrooms play in the purchase decision process and the benefits to installers.
 
A series of focus groups with customers and non-customers and the survey to customer 
facing branch staff were used to provide valuable insights. Based on the findings of the 
research, a new showroom strategy was formulated that focused on building on Graham’s 
positioning and reputation for expertise and service.
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