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GCCD-WILL BUILDING, A FACTOR IN MARKETING RESFARCH

by

Howard VW, Mathews
Swift and Corpany

Probably the best way to start a discussion of good-will building is to
tell what we mean by the term, There are almost as many different interpreta-
tlons as there are practitioncrs and writers in the field, It is a name that
on the one hand may be considcrcd so broad &s to include all human relations,
and on the other hand may be applied to one type of activity, such as publicity
or advertising.

I would liko to give you our btasic concept of good-will building, which
1s not confined to any one methol, be it publicity, advertising, personal con-
tacts, correspondence, booklets, books, bulletins, or films, All of these are
a part of the subject, anl are evidence of something that must be deeper.

Good Will Is Based on Good Conduct

What we are primarily intercsted in is good good-will building. Therefore,
ve say that kind of good-will buildingz is based on good conduct--actions and
attitudes that arc agreeable to a good majority of the understanding public with
vhich we live and work,

Economic soundness and social desirability are terms which connote the ob-
Jectives of public good will, In our business we understand economic soundness
to mean:

A. The objectlves of business should be directed to
the satisfaction of people's wants,

B. The business should be efficient.

"Do Not Do Unto Others ...."

Social desirability can be interpreted in terms of ethics, ettitudes and
manners, The essence of practical ethics is "Do not do unto others as you
would not have them do unto you," Openmindcdness is an c¢ssontial for proper
attitudes., Ve expcct good treatment; therefore, we cannot lose sight of the
fact that people react toward us much in the same manner that we act toward them,

The stating of premises for a good-will building progrom is rather simple,
but the working out of the program is more difficult.

If T were to summarize in a very few words the functions of good will, I
vwould say:

A. To interpret the public to your group or institution,
B, To interpret the group to the public.

First, interpreting the public to the group:

Good-will activities insofar as possible must be directed to the interests
of the various publics, We must talk the language of the publics and tell each
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of ther in what vay our business affects them, the kind of service that we per-
form that contributes to their economic wants, and tell them also the way we
perform it so that they in turn can ecvaluate the worthvhileness and efficiency
of our business,

Public Opinion Research

We reason out very carefully the factors in our business in which we think
these various publics arc most interested, but resardless of how well we reason
it out, we find that thore is no substitute for direct information on the in-
terest and opinions of these groups. We find that it is nccessary to go diroct-
ly to members of these wvarious publics throuzh the medium of public opinion re-
search to find out in a most exact way the things they are thinking about and
why they arc thinking about thosc things.

From the factors that we learn about our business and from the opinions of
owr various publics, certain of our company policics are shapcd., In the final
analysis the policies and activities of an institution or any group must be ac-
ceptable to a good majority of the public if it is to survive. The first step,
therefore, is to find out which policies and activitics are acceptable to the
publics we're dealing with, and which policies and activities are NOT acceptable,
or are not understood by the pcople we're dealing with,

We then have the task of corrccting the opinions of our publics or alter-
ins our actions and attitudes in some way so that they will be more acceptable.
There are many ways to find out what our publics think about us--we can do it
ourselves by simply ¢oing out and asking or we can hire the services of a rec-
gscarch organization specializing in this kind of work--or maybe we don't have to
do a whole lot more than to just read the newspapers once in a wvhile to find out
what others are thinking and saying about us,

Interpreting Our Institution

The second major function ig to interpret the institution or group to the
public:

When we refer to "the public", what we are actually talkinzabout arc
"publics." As an illustration, in the business in which I'm engaged we have a
number of publics, We have the people from whom we buy raw material, livestock,
dairy and poultry products, cottonsecd, etc.,; the people to whom we sell, namely,
rctailers of meat food, dairy and poultry, and other products; the consuming
public in general; and then the particular active groups anong the consuming
public, such as women's organizations, service clubs, state and national sena-
tors and representatives, and other influential individuals and groups.

frong the people from whom we buy, we find groups with varying interests.
For instance, the various livestock organizations; the range cattlemen whose
interests are somevwhat different from thosc of the cattle feeder or the general
farmer who feeds the cattle from the range; the sheepmen and others,

I hope you will pardon the rather lenzthy approach I have usced to lead up
to the subject in which you are particularly interested; good-will huilding for
colleges and universities and for the profession you rcepresent. I have done
this because ---

First, I know something about how we do the Job of interpreting
tho public to our company; and

-125-




Second, it appcars to me the Job you gentlemen have to do is very
pimilar to ours. You have certain products to sell, narely,
the various subjects that arc tawcht in your respcctive collezes
and wniversitics; your pcrsonal services to agriculture and
business; and further, you have the philosophy, cheracter, and
personality of your institution to sell to the public or parts
of the public.

It scems to me that you first should know:

1, Vho your publics are. (You moy discover some you didn't
kuow about or that you had thouzht unimportant when this
list is detailed),

2. Where they are.

3. And of coursec, what they think about you at the prosent time,

The answers to these questions should give you o basis of interpretins the
public to your group ani then by careful examination, also give you a basgis of
interpreting your sroup to the public.

Tducator Must "Sell" His Products

Lducation may be considered a busincss and the products of this business
aro tho arts and scicnces of civilization, The job of tho ciucator is to scll
Thoso products to his prospects -- the studonts -- and often to business men.
We live in an interdepcendent socicty -- not an independent socicty. We live in
a society vhere the individual expresscs indovendient attitudes anl viewpoints
which if ccononically sound ani socially desirable are finely woven into the
fabric of the interdepcnient socicty in which we live.

The busincss man, professional man, anl tradesman cannot ectually live
gseparate and apart from the wniversity or college: and the trained specialists
in the university or colleze camnot be inlepundient of these groupa.

The universitics anl collezes and cducators have many worthwhile contrlbu-

tions to make and the ;mreatest contribution must, after all, have to do with the
2 J J .
process of livins, These other groups hove great contributions to nmeke also in
the process of livins and assistins the universitics end colleqes by direct ex-
- ] ™) .2

porlence in brinzing about the proper attitules and actions in our interdependent
society.

T, J. Roethlisber:er, associate professor of Industricl Research at Hor-
) ) RS
vard University, in his book "Management and Morale," states:

"Here we shall present businessmen to social scicntists. We shall
try to show social scientists that in Dusiness organizations co-
operative phenomere dexist; that certain vcople, called 'adminis-
trators' or 'exccutives' do handle such phenomena Jdaily; and that
some of them do an extraordinorily soold job,"

Rocthlisberzer oes on to say--
"Tt is a curious foct that there are certain arcas of endeavor
wherc those who teach do not practice and those who practice do

not teach., In general, the skillful practitioners of busincss
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do not teach 'cconomics' or 'business' in owr universities.
Likewise, in general, those who teach ecconouics in our uni-
versities do not practice busincss, Teachers of 'government'
do not often practice the skills of the politician or states-
man; politicians or statesmen seldom tcach ;rovermment, This
1s not true in the ficlds of medicine or enzinecring, Hero,
more often than not, the men who teach are also practicing the
gkills they are taught,"

The essenoe of what he has to say in pages following these paragraphs is
that the universities have much to offer to busincss men and administrators,
end that the business man and administrators have much to offer to the univer-
sities and colleges, Theory and practice shouwld o hend in hand, TFrom theories
we work out methods: from methods, processes If we arc to accomplish the end of
thought, namely action of some kind, then we must of necessity reach for one
another,

The business man, individually and collectively, should reach to under-
stand the work being done in the schools, and the schools should also roach to
understand the work and the ways it is done in the great and small institutions
throughout this nation if we are to truly accomplish the ideal of democracy --
an interdependent society wherein the individual can think independently and to
an extent act independently to accomplish purposes that are for the good of our
soclety.

Need "Togetherness"

I too often have the feeling that groups in the government, groups in
business, and groups in the professions, groups in labor, and farm groups are
seperate and apart from the society in which I live, and I know too well that
progress cannot be made with that feelins of separateness and the only thing T
can do about it is to reach for the other fellow so that T may have the feeling
of "Togetherness" with the groups of the society in which T live.

Conclusion

In conclusion, my purpose 1s to explore and remind you of certain factors,
and these certain factors are of particular value in a goodwill building program,

Fducation is here to stay, Fducation is and can be a flexible and. good
product. Somo business men accept the economic explorations of the universi-
ties and colleges but reject the sociolozical explorations, Certain socio-
logical explorations have branded sowe educetors as "crackpots,"

Cooperation Will Solve Our Problcms

Ve have some important problems facing us in the immediate future. These
problems should involve the best thinkins of members of the staff of various
businecss enterprises and members of the staff of collepes and universities.,

I am one who feels that the workinz out of these problems -~ whether
economic or social -- can be a cooperative enterprise in which business, pro-
fessions, labor and farmers, and the universitics and collezes can play a most
important part if we can grasp the fact that we must reach for understanding
the other fellow -- and reach for understanding the realities of situations
rather than calling professors on one hand "crackpots” and they in turn calling
business men on the other hand "exploiters,"
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Just one last idea -~ in addition to carrying out a good-will building
program that will scrve the needs and wants of azricultural economists, you
should continue to carry out a rood-will buildin: pro;ram that will Te benc-
ficiel %o the genecral cause of cducation. I say this liecause I feel that what
is good for cducation in general, will in the lony run be poodl for the individu-
al institutions and groups which each of us ropresent,
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