
RESEARCH OUTSIDE THE BOX 
 

   

 
 

A FIRM THAT THINKS DIFFERENTLY, BEHAVES DIFFERENTLY 
 

Earlier this year we engaged research company; Innerviews to help us understand how we can serve 
and understand our clients better; we wanted to know if we were getting it right, if we had the right 
approach. While that might not be so different from any other kind of research motivation, how we 
went about it was quite different indeed.  
 
Innerviews is a research firm that uses an interview process developed at Harvard that has proven 
to be enormously successful in helping businesses uncover "how clients and customers think". This 
is because the technique asks participants to answer questions by selecting images, an approach 
that neuroscience has shown to be most effective for uncovering important ideas and feelings. Our 
aim was to uncover insights that drive human behavior and thus confirm what we think our clients 
want from us was actually how we were serving them. 
 

 
 

Typically, many conventional research methods only scratch the surface and tap into one fifth of the 
human brain capacity that people can verbalize. 
 
In other words, these methods rarely peel back the layers to uncover a deeper understanding of the 
human subconscious. How people or customers think.  The ‘truth’ is essential to building brands and 
business.  

 
 

Like an onion – we wanted to peel back the layers of how our clients think and feel about us. 
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A cross-section of clients were asked to select pictures to answer specific questions. There were no 
right or wrong answers. We were simply interested in fully understanding their honest thoughts and 
feelings.  Each picture addressed a different thought or feeling so that Innerviews could fully explore 
the range of ideas communicated.  
 
Overall our objective was to gain client and partner insights to inform and inspire our outbound 
impressions and to inform our marketing plan. Ultimately we wanted to know what our clients 
really needed, wanted and felt when they work with us. 
 
Using images as a base for Q&A, interviews were conducted with clients and staff inside the firm.   
 
The three questions asked were: 
 

• What are your thoughts and feelings about the relationship you want to have with your law firm? 
 

• How do you want to be thought of in that relationship? 
 

• What does it mean for HHS to be like ‘in-house counsel’ for your company? 
 
Through the Innerview process we learned that overall our clients want to feel: 
UNDERSTOOD, CONFIDENT and CHAMPIONED.  
 
Clients believe our core competencies to be WISDOM, CRITICAL THINKING and an 
ENTREPRENEURIAL ACCUMEN. 
 
The personality of the firm is seen as PASSIONATE and PERSONABLE. 
 
Our clients communicated that they look to us to be INFORMAL & RELAXED and with a solid sense 
of COMRADERIE and MUTUAL TRUST. They see us as having UNIFIED GOALS and that we are HARD-
WORKING and COMMITTED. 
 
For example: 
 
 

 
 
 
 
 
 

 
 

 

“The picture speaks to team and 
camaraderie…they were almost 
thanking each other. Both sides are 
equally pleased.” 
Client 
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Though the outcome of the research was detailed and comprehensive, to summarize, Innerviews 
concluded that rather than viewing ourselves as In-house Counsel, we are far better perceived as an 
INVESTED ADVISOR. We love this. 
 
We were thrilled with the outcome and we have already begun to implement our new perspective 
into the processes and systems we use everyday but most importantly we feel we are on the right 
track in ensuring that our clients are treated and respected in the manner that they feel most 
comfortable with. This is our top priority. 
 

“HHS is a firm that invests its time and talents to protect and grow my business. It is 

entreprenurial like I am.”  

Client 
 

 
 
About Houser Henry & Syron LLP  
 
For over 75 years, Houser Henry & Syron has helped entrepreneurs and private companies of all sizes  
grow and prosper. We provide a range of business law services - from assisting with day-to-day legal  
requirements to providing strategic counsel on highly complex transactions. We are uniquely positioned to 
provide high-quality legal advice, tailored to the specific needs of our clients, at a reasonable price.  
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