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PROJECT BRIEF:



The truck tyre market is characterized by indirect consumer 
engagement, with tyres marketed primarily through B2B channels. 
This dealer-centric approach often leads to misalignment and 
communication gaps. The project aims to bridge this gap by 
enhancing the value perception and exploring ways to 
communicate the advanced technology of the tyres. The goal is to 
make these features visually prominent and easily understandable 
for target customers at the point of sale. 

PROJECT SCOPE: 



The scope of this project is to identify the key benefits valued by 
TBR (Truck and Bus Radial) customers, with the goal of enhancing 
believability and effectively communicating the product value of 
Apollo Tyres at the point of sale. 



Our scope involved a comprehensive research methodology that 
includes field ethnography, direct observations, and decoding 
user language. These methods enabled us to immerse ourselves 
in the environment of end-users, observe their interactions, and 
interpret the nuanced ways they describe and perceive tyre 
features, ensuring a deep understanding of customer needs and 
preferences.

Research Design: 

Developed the research 
framework and methodology.

Field Ethnography: 

Engaged with dealers, large 
fleet owners (LFOs), small 
fleet owners (SFOs), and local 
fitters to gather insights.

Data Analysis: 

Identified connections between 
observations and consumer feedback to 
understand how product attributes are 
perceived relative to their tangible features. 

Design Workshop: Generated and 
refined ideas for communication and 
retail interventions, providing strategic 
design directions aimed at various 
stakeholders at the point of sale. 

Design Conceptualization: Final 
concepts were delivered based on 
validation test results, focusing on 
the most effective interventions to 
enhance stakeholder engagement.
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� Large volume and cost significance in purchases. Direct 
engagement with multi-brand approach and low loyalty, 
open to switching based on performance�

� Structured tests and detailed evaluation of ongoing 
performance monitored by dedicated teams.

"I’ve noticed that if we don’t keep an eye on 
material wear, it leads to uneven tread 
usage, and then we end up losing mileage."

"If we push the tyres too hard in high 
temperatures, they can blow out. And if the 
rubber isn't strong enough, the wires start 
to show."

LFO: "When it comes to tyres, we don't just look at the price; we look 
at past performance metrics. It helps if we can bring this information 
into our office meetings so the whole team can discuss it, especially 
during our trials. I also wish we had more insight into how our drivers 
feel about these tyres—they’re on the road every day."


SFO: "I make most of my purchases based on recommendations and 
past experience, but I’m starting to see the value in more detailed 
evaluations. If there’s an easy way to get a full overview of the tyre’s 
benefits I’m all for it. Still, I wish there was more support in helping us 
understand these features."


LFO: "In our business, time is 
money. We need detailed 
information upfront to avoid 
wasting time on products that 
don’t meet our standards. 


SFO: "I don’t usually run formal trials, but 
I do compare products side by side when 
I’m deciding on a purchase. "I’m always 
on the move, so if I need anything I just 
quickly check on my phone.”


"We need to do regular wheel alignment and 
retreads because the tyre material wears 
unevenly.”

If the air pressure isn’t right, it affects how 
the tread grips the road."

"We often see bubbles forming on the tyres 
because of defects. When the sidewalls get 
cut frequently or the wires break, it's only a 
matter of time before the tyre gives up."

“tyre ghisna”/material wear is the 
single largest and most critical 

indicator of tyre health during use.

"Regular wheel alignment is a must; 
otherwise, the rubber wears unevenly, and 
we can't afford that."

� 100-900 vehicle�
� Hired group of driver�
� Professionally managed with 

specialized teams for purchases, tyre 
management, fitment, and accounts


� 15-40 vehicle�
� Generally Owner & Drivers drive�
� 5-10 employees with informal  

distribution of roles & need-based 
purchase of tyres

� Decentralized Decision-Making delegated to mid 
level, with flexibility in brand choice based on trials 
and performance.�

� Fitment teams manage allocation, tracking, and 
LFO's occasionally visit CV Zones for fitment.
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We further collaborated with the R&D team of the brand to align the existing technical 
features in the tyres with the identified tangible benefits, addressing key need gaps. 



We then crafted stories that rationalized these connections, reinforcing our 
communication strategy and making the brand's value proposition more compelling.

The next step involved creating story concept sketches to visually represent 
these connections. These sketches served as a foundation for translating 
the brand's narrative into engaging visuals across various communication 
mediums ensuring consistent and impactful storytelling.

After extensive research, we pinpointed the biggest challenge for TBR tyres: Rapid, Uneven Wear. 
Introducing Apollo —our breakthrough solution designed to tackle these issues, ensuring 

your tyres maintain peak performance and keep your business on the road with confidence.
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Identifying Key Product Features at the Purchase Moment of Truth

� Listed the main benefits fleet owners seeked from the tyr�

� Ranked the benefits in number of mention�

�  Focused on the benefits that influenced purchase decisions the most

� Listed the tangible attributes of the tyre, such as tread pattern, material, etc�

� Related how each physical feature translates to a specific benefit�

� Quantified the effectiveness of each attribute by linking it to measurable outcomes like mileage or maintenance, etc.

Understanding Product Features at the Usage Moment of Truth

Customer Profiling

Key Benefit Analysis

Mapping Attitudes and Beliefs

Tangible Product Attribute Analysis

Purchase and Usage Journey Mapping

The causality vs. correlation chart was pivotal in aligning tyre’s Tangible 
Attributes with the Key Benefits. 



The correlations were ranked based on the number of mentions by respondents, 
which allowed us to prioritize the most significant feature-benefit relationships. 
This approach also revealed the underlying causes behind these correlations. 
As a result, this facilitated for a more accurate and persuasive approach for 
communication of the product value at the point of sale.

� Phased and formal purchasing process involving 
multiple stakeholders and strategic decision makin�

� Orders often placed directly with brand reps via 
phone or WhatsApp for routine purchases, 
streamlining the process.

� SFOs typically stick to one brand, personally handling 
purchases based on past experience & distributor 
contacts, with recommendations influencing decision�

� Casual and limited trials with larger fleet owners’ 
recommendations influencing decision.

� Orders placed by phone to dealers, with no direct 
brand involvement with minimal and non-digital 
record-keeping.�

� Owners use WhatsApp photos for regular, on-site 
tyre checks.

� Centralized Decision making led by 1-2 key 
individuals who are highly price conscious�

� High brand loyalty due to familiarity and trust�
� Relies on local fitters for consultation and may keep 

basic registers.
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TOUCHPOINT CHARACTERISTICS RATIONALE

� Physical Displays -�
� Effectively showcase tangible features and creates 

engaging displays�
� Enables real-time proof of concept at the point of 

interaction�
� Retail Stores and CV zones -�

� Provides ample interactive space & point where tyres 
are serviced and purchased�

� Footfall of key influential decision makers�
� Reinforces the importance of driver feedback in 

evaluations�
� Material Led Story -�

� Resonates with drivers, service staff, and decision-
makers�

� Easy to build perception around sought performance 
metrics.

� AR through WhatsApp -�
� WhatsApp serves as a vital communication tool for SFOs, 

keeping them updated on daily deals and offers�
� Providing interactive, on-the-go access to tyre models 

and their benefits�
� SFO & Other Buyers �
� Actively seek engaging, informative content to aid their 

decision-making.�
� In a fast-paced environment with limited staff, they 

require accessible communication methods�
� Product Led Story -�
� SFOs are influenced by LFOs, focusing on the products 

they choose rather than the reasons behind those 
choices�

� Often have casual performance assessments.

� Portable Showcase -�
� This tangible, informative medium provides clear, 

hands-on access to tyre technical features and 
benefits�

� LFO Office -�
� The portable tyre book brings the store-like kiosk 

experience into the LFO's smaller office setup�
� Allows decision-makers to fully engage with the 

product's story�
� Material Led Story -�

� Offers a strong proof of concept in the product's value 
which is key trigger influencing purchase decisions�

� Effectively aligns with large-scale operations and 
detailed decision-making in LFO offices.

Retail Store and CV Zon�
� High driver footfall�
� Direct interaction with tyre 

services (fitment, alignment, 
etc.).

An Interactive Retail Kios�
� Physical Rotating Tyre - 

Tangibly interact with tyr�
� An Attached Screen - showing 

the tyre features as it rotates

An Portable Tyre Foli�
� Resin Cast Tyre - Multi layered 

and stacked tyre cross sectio�
� An Attached Screen - showing 

the tyre features as each resin 
layer unfolds

Whatsapp QR Code A�
� Scan QR code on Whatsap�
� Augmented tyre features and 

performance simulation at your 
fingertips

Large Fleet Owner (LFO) Offic�
� Involves large-scale 

operations,�
� Detailed decision-making 

processes. 

Other 50% Buyers (excluding 
LFO and SFO)�
� Includes smaller fleet owners 

and other buyers who are less 
focused on detailed 
simulations but still require 
engaging, informative content. 

A PORATBLE 
TYRE FOLIO 

Technical Features FUNCTIONAL VALUE FEATURE BENEFIT EMOTIONAL VALUE

16 different rubber 
compounds

Reinforced sidewall

360-degree protection

Even wear

Slower wear
Smooth Business Operation

Value for Investment

Safety of the Load

Abrasive resistance

10% denser tread 
pattern at center

Better cut and chip 
resistance 

10% extra tread width

Load distribution
Hexagonal tread pattern

Reduced heat generation
Trapezoidal tread buttons 

cross section Reduced lateral 
displacement

Unique ply compound 
technique Enhances reformation of 

cross-linking rubber bonds

PURCHASE JOURNEY LFO’s & SFO’s


