Case Study: A Strategic Approach to Mitigating

Flooring Installation Failures

A leading flooring solutions provider faced escalating customer complaints and warranty claims
due to adhesive failures. Despite recommending appropriate adhesives, customers often selected
unsuitable products, leading to installation issues and dissatisfaction. Recognizing the need for a
more reliable solution, the company sought to offer private-branded adhesives tailored to their
flooring products.

Introduction

The company identified several critical pain points:

« Inconsistent Adhesive Selection: Customers frequently chose incorrect adhesives, resulting in
flooring failures such as delamination, buckling, and blistering. These issues not only
compromised the flooring's durability but also led to costly repairs and replacements.

« Increased Warranty Claims: The surge in product failures led to a higher volume of warranty
claims, straining the company's resources and affecting profitability.
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pain points « Customer Dissatisfaction: Repeated adhesive failures eroded customer trust, damaging the

company's reputation and leading to potential loss of business.

« Lack of Standardization: Without a standardized adhesive solution, ensuring consistent
performance across various flooring applications was challenging, leading to unpredictable
outcomes.

To address these challenges, the flooring provider collaborated with Taylor Adhesives to develop
private-branded adhesives specifically designed for their flooring products.

Technical Collaboration with Taylor Adhesives

Taylor Adhesives, with over 40 years of industry experience, provided comprehensive technical
support in formulating adhesives that matched the company's diverse flooring materials. This
collaboration ensured that the adhesives offered:

« Enhanced Durability: The new formulations were designed to withstand environmental factors
such as moisture, preventing common issues like delamination and buckling.

« Sustainability: Aligning with industry trends, the adhesives were developed with low volatile
organic compound (VOC) content, contributing to better indoor air quality and meeting green
Taylor's certification standards.

solution Marketing Strategy with Taylor

Taylor's marketing team collaborated closely with the company to create a cohesive branding
and packaging strategy for the new adhesive line. This included:

« Customized Branding: Developing packaging that reflected the company's brand identity,
enhancing brand recognition and customer loyalty.

« Educational Initiatives: Implementing training programs and educational materials to inform
customers about the benefits of using the tailored adhesives, ensuring proper application and
optimal results.

The introduction of private-branded adhesives proved to be a game-changer for the flooring
provider. With the technical expertise of Taylor Adhesives and the collaborative support of Taylor,
the company successfully mitigated warranty issues, improved customer satisfaction, and
strengthened its market position. The integration of a dedicated adhesive solution not only
enhanced the overall quality and reliability of their flooring systems but also reinforced their
reputation as a customer-centric and innovative industry leader.

Conclusion By taking a proactive approach to adhesive selection and branding, the company turned a

challenge into an opportunity—achieving operational efficiencies, higher customer trust, and
increased profitability. This case study highlights the power of strategic partnerships and tailored
solutions in overcoming industry challenges and driving business success.
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