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at that point.

Several years ago, a writer in 
Nation’s Business took business­
men to task for careless handling 
of just such cases in ways which 
needlessly sacrificed consumer 
goodwill. It appears that the 
writer in question decided to wax 
his own car. He bought at the 
local service station a brand of 
wax which carried on the label a 
statement that this particular wax 
had been tested by the oil com­
pany’s laboratories and approved. 
After he had done a good job of 
applying the wax, the result was 
beautiful until the first summer 
shower turned the job into what 
he described as “a sticky, blubbly 
mess.” Upon reporting the mat­
ter in a polite letter to the district 
office of the oil company, he re­
ceived no answer. A second letter 
in which he pointed out that it 
cost him $5 to have the stuff re- 
" >ved from his car brought a curt 

Jy that since the company did 
not manufacture the wax, it could 
not be responsible for the results. 
Finally a letter to the main office 
of the refining company brought 
the prompt reply that the matter 
would be referred to their research 
department; that was the last he 
heard of the matter.

With a high-powered publicity 
department doing its * stuff, and 
with the corporate accounting de­
partment dealing in six and seven 
figure sums, the large manufac­
turer too often feels that it is of 
little importance for him to handle 
small items or pay attention to 
the details of consumers’ problems 
and complaints. This is a mis­
take, for the more the large com­
panies fail to carry out intelligent 
policies toward the consumer, the 
more small companies, which do 
not .mind handling and caring for 
one, two, and three figure ac­
counts, will take over. The cap­

tains of industry must be aware 
that in the days of keen competi­
tion for the consumer’s favor that 
will inevitably come in the post­
war reconversion days, failures to 
make good or to render intelligent 
service on what appear to be small 
matters, will count against even 
large well-established firms with 
big appropriations for publicity 
and advertising.

One solution for preventing such 
occurrences is to transfer the so- 
called expediters, who during the 
war have had the task of getting 
to a plant all the materials needed 
on a particular war job so that 
production would not be delayed 
at any point, to the problem of 
coordinating the output, instruc­
tions, and correspondence of the 
various departments. With such 
coordination, one department 
would not sell a grease for a job 
that anotherv department held 
would be better handled by some 
other method of servicing, and 
when the motor manufacturer did 
sell grease, it would go out accom­
panied by instructions that, ap­
plied to the particular motor re­
garding which the customer wrote 
—not some equipment which he 
has never seen and will never use.

Such an attitude toward cus­
tomers is more than a matter of 
detail. It represents a corporate 
point of view and outlook that 
will not only prevent the develop­
ment of consumer ill-will, but will 
keep the company out of trouble 
with governmental agencies like 
the Federal Trade Commission. 
It has been reported that the Com­
mission is very fully staffed with 
young lawyers; many of these will 
undoubtedly be quite active in 
finding and, if possible, making 
reasons for their continued em­
ployment when the economy drive 
that is starting in Congress really 
gets under way.
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