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Good afternoon. It is a pleasure to be here today. 

like to ttank your Consumer Affairs Chairman, Stanley ----. 

I'd 

winkelman, for giving me this opportunity to set the agenda 

for the consumer affairs session. Also, my sine-ere 

appreciation to T racy Mullin, NRMA's Vice President and 

Associate Director for Government Affairs, for the fine 

program coordination. 

The topic for discussion this afternoon is "The 

Profitability of Consumer Affairs." I'd like to talk briefly 

about my thoughts on this subject. 

Last year I met with several hundred groups representing 

mill ~ ns of consumers,f he el ~ rly and disabled individuals. 

One question that was often asked was: 

movement dead?" 
~ 

"Is the consumer 
~ 

In the minds of the questioners, /4 onsurnerism was ..!!.Q..t 

getting the same media attention it o~ received. ~ 

reason was that the focus of consumers had shifted from 
--..:=. 

specific problems in the marketplace to the overriding 
-------- -z:.:--

problem of inflation. as noted so eloquently in a 

recent Ji.~c..'£..4..C..~_k.~~~,L}i~~~ article by marketi/ 

professors Paul N. Bloom and Stephen A. Greyser / the consumer 

movement has mature 0 omething I've been saying for the last 

five years •• ?' 1'hat means consu mers no longer yell, scream ana 
~ --- -= 
picket the way they used to gain attention. 

r-;:::::.. - -~ 
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And the reason for that is they don't have to. If they 

have a problem or a recommendation, /we have the established -----. 

retail and man fact ~ ing channels available to see that 

consumer views are considered. Con s um er o p in f o-n--s , o {l pro po s e d --
policies are sou g ht before, not after, a corporate consumer 

decision is made / so we are : aki:-progress every day even 

thou g h the media isn't always there to chronical the 
-z::__ 

improvements. 

So let me assure you that the consumer movement is not 

/ dead; it has merely become more so phisticated and mature. -
A 19 8 0 study sponsored by the Food Marketing Institute 

found that slightly over half a random sample survey~ct / 

considered themselves consumer activists or potential 

consumer activists. This was a higher- not a lower- .J 
-=- ~ 

percen ~age than was found in four surveys done since 1974. 

Today more people consider themselves consumer activists : _p7 

These people are .l..Q..YJ: customers / 

.... 

~~~~ ~ ~ ~ ~~ ~j~ . 
evidence that consumer affairs is an 

inte gral, essential part of government a gencies and m~ 

cor p~ ions / For example :~ ~-;-,;;::-,,, 
Council, a g roup of consumer advisors to top federal a g ency 

officials. The Council has worked effectively to represent 

consumer interests on a national level. We were all pleased 

that President Rea g an chose to continue this essential 
--::::::z.__ 

I 
l 
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coordinating group for federal consumer affairs programs. 

In the business world, major corporations have hired - -· 
executives who belong to an organization called the Society ----- --- ~ 

o f Co n s um e r A f fa i rs Pr o f e s s i o n a 1 s in Bus in e s s -0 (--0-r- ; SOC A P ) • In 

fact, just two hours ago, I spoke to the New York SOCAP 

group. I'm told that nationally SOCAP has over 2,000 

members, most of whom represent consumers from inside the 
~ 

corporate structure. 

In the Reagan Administration, the notion of 
~ 

consumerism 

is broadly defined. We nrder sta Rd that consumers are also 
~ ---------workers, investors, retailers, far~ , producers and ---- -- -- --

taxpayers. We want to make certain that all consumers 

-----consumers of private and public goods -- get a fair shake. 

President Reagan believes that the major problem 

concerning consumers is too much government. ~hile 

regulation is necessary to protect vital areas such as food - -
and health safe ~ o much regulation actually has an 

,., ;r '/ ,., ~ · =----=--
adverse ef ct on the con~ umer by causing higher prices. And 

along with more regulation comes more governments ending 

spending ~hich has contributed to the largest, most serious 

consumer problem of all--inflation f 
-- -iF: ::sq 

action is not always the solution to 
...------. c::. 

fact, it has been in large measure a 

the past. 

we know that government 

consumer problems y{n 

part of the problem in 
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The focus of consumerism in the Reagan Administration is 

on cooperation on the need for business and consumers to 

sit down and work throu h differences together. 

should be involved only as a minor party. 

Government 
~ 

--------
I don't think the rela~ sh i p between consumers and 

business need be adv fil;' sarial. At times, in the past, the 

term " pro-conSUJ!! er" was synon ~ ous with the term 

"anti-business." Similarly, at least a few consumer 

activists have considered a discussion of corporate profit 
,----

close to indecent. They seemed to -----
should be a type of philanthropy. 

think consumer 

I don't ~ 
~ 

affairs 

~ -- that sort of mind set. The responsibility for 

good consumer affairs .12..~~~llE..~ to business and will benefit 

business. 

We are at a turnin oint in the way we view consumer 
~~..C:....C.W..--<C.-"--.:~ 

affairs. So I put forth the topic, "The Profitability of 

Consumer Affairs," because I believe consumer affairs can 

have a maximum positive impact on the bottom line. If ~ r 

consumer affairs department doesn't have this impact, we'd 

like to give you some idea~ you can make it ~ ductive 
~ ~ ~ 

and measure the results. ~-
Let's forever put behind us the notion that customer 

service departments exist to placate the nuisances that must 

be dealt with. Business owes itself much more than cosmetic - -

... 
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consumerism. An aggressive consumer affairs program will 

serve the needs of both customers and business. 
3 

You' 11 be interested to know _that the U.S. Department of 

Comme roe• 0 f fice of Consumer Affairs is holdi-~,; -· holding 

meetings around the country on improving customer relations 

and profits. 

on January 26. 

One such meeting will be held here in New York 

The workshop, on truth in advertising, is 

co-sponsored by the New York Better Business Bureau and 

American Express. 

The nice thing about state and local meetings is that 

'-

the participants can focus on special subjects of interest _/ 
for example / complaint handling, adver ~ ising, warranties, or 

credit practices -- and local laws and res~ces. It's also 

a way to create a cooperative environment between the local 

business person and the local office of consumer affairs. -
1o promote better communications among business, -

consumers and government, my office is providing leadership 

and coordinating efforts on behalf of National Consumers 

week, April 25 through May 1. The Week will focus attention -on the fact that consumers are the center of economic ------
activity, a fact you know well. What we're saying is that ----- ~ 
the Administration's emphasis on increased productivity and 

capital investment is not an end in itself. By creating more 
--=z__ 

employment, / by producing more and better goods and services, --
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the consumers -- ~ at includes ~ of us) - be 'g;{:_t. 
---...:-

National Consumers Week will also focus attention on 

consumer and economic education •nd information. ~e believe ·, 

that informed consumers are good business and good for - :::: 
business. Consumers who use credit wisely, / limiting its use 

to what they c =--: afely and surel nay b~ek/w~ oose 
/ 

products and services that meet their needs an ~ alues, are 

the kinds of customers you want. we hope you will take part 

in National Consumers Week by promoting it 

preparing consumer education materials la. nd 

for school and community programs • 

I'm eager to hear today's speakers. 

in your ads, 
/ 

providing speakers 

They are experts in 

organizational consumer affairs. John Goodman is president 

of a company named Technical Assistance Research Programs or, 

as we call it, TARP,/ which consults with a long .list of 

corporate executives and government agency officials / to 

eva~ and im_p_r _o_v_e_ customer service operations. / rn ~ ct, 

my office funded a comprehensive five-year study by TARP on 

government and business complaint handling. / John has 

recently completed an impressive survey for the Coca-Cola 

Company on word-of-mouth advertising. I won't preempt him by 

telling you his findings. 

David Schoenfeld is the Consumer Advocate for the J.C. 

,Yenney Company. Penney's is well-known for its attention to 
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quality in products and services. David helped to build that ..,,_ 

reputation. He will give us a concrete look at the 

profitability of consumer affairs from the perspective of~ 
----. 

man a g e r_ who mus t j us t i f y t he i m port an c e of h i s ,;o.f f i c e on a 

day-to-day basis. 

Let's begin first with John Goodman. 

(John goes on for 40 minutes) 

Thank you, John. 

David ••• -
(Davi d speaks for 20 minutes) 

'-


