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By area consumer group

Auto dealers’ Lansing lobbying'rappéd'

By CARL STODDARD

A Southfield-based cormumen group

criticized an auto dealers associstion

“for tinkering with & law designed o

protect car owners {rom

practices at car service facilities.
Doug Ross, co-director of Michigan

Qitizens Lobby (MCL), 1500 Ten Mile

Road in Southfield, claimed large deal

Monday, Jamuary $, 1976

enhlpu are lobbying in Lansing o
“gut the law and rob area car owners
dlhemedkmthcyhdlnlufd

Robert Johnson, president of Market Re-
search Group in Farmington Hills, defends
legitimate use of the telephone by market re-

treli)

search organizations who use the teiephone to
conduct surveys. (Staff photo by Stephen Can-

Rrrring: surveyvor pitch?

- By RON GARBINSKI

it's about 7 p.m. and. after finishing
dinner. you are ready to settle into a
comfortabie easy chair with your (a-
wmr newspaper when the telephone

Mler explaining m.n ?r is con-
ducting a survey, the caller begins to
ask several questions. Hovl can you
be sure he Is taking an actual market
research survey or il he is just using
Lhe telephone approach under the pre-
tense of later selling & product?

*‘Companies using the telephone for
sales wllrlung under the guise of mar-
ket research have become a big prob-
lem for firms whose business it is to
conduct market research surveys. We
take surveys to coliect advanced data
and consumer response to new prod-
ucts for manufacturers,” says Robert
Johnson, president of Market Re.
search Group in Farmington Hills

“MANY OTHER FIRMS say they
are taking a survey and use the tele.
phone as a means of finding possible
buyers for their products Once the in-
itlal contact is made, someone else
usually will call that person and try to
sell a product,” he explains,

“But market rescarch companics
don't ever make sales follow-up calls.
We are only intcrested in sampling
consumers and finding out their re-
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reveal names or phone numbers to
other firms.

“But many times, firms trying to
make a sale follow-up their calls with
a sales pitch or comeon 2 few days
later. A lot of people get wport at this
approach and naturally complain to
us becaise we arc a market research
company.” he continucs

“Then when we try fo make calls
and conduct our surveys. many people
won't (alk to us because they fear a
sales follow-up or are concerned
about Lheir privacy.”

Johnsoa says this really has an ef-
fect on research firms because when
p!ople don't respond to market re-

rch surveys, some of the random
sampling benelits of a national survey
are lost.

A growing number of people don't
wamt (o be interviewed. and this 1s a
prodlem tompanies like Johrson's are
experiencing nationwide He says the
rumlorlhhl:!htnbu'oﬂhﬂcle
;hom surveying

“'People should know Il 1s in their
best interest to respond to market re-
search surveys because manufac-
turers are keenly interested in know
ing if people will respond to their new
products 1f buyers dont respond to
surveys. manufacturers then meght
haive a more difficult time gauging
the ptvbabk- success of & new prod
uct,’s he says.

Jol‘um ullelx n few suggestions
that might help the. consumer tell if
the caller is conducting an actual mar-
ket research survey or if he is using
the call to set up & sales pitch

SEVERAL THINGS one might
check are whether the calller in
troduces himself. gives the company’s
name, location and purpose in making
the survey

“'‘One of the key things in most mar-
ket research surveys is that, after tell
ing the Interviewee our purpose, we
et them know we are not sclling a
product nor will the person be con
tacted ater with ads. promotions or
sales follow-ups.” Johrson explains

*This should be said pt the outset of
the interview. 1f nat, then there mluht
be some comeon or gimmuck, "
;ys.

Most research surveys start off hike
this. They are kept sharl, interesting
and reassure the person that i's im
portant to get consumer feedback

Johnson says if the consumer sus
pects anything. he can ask for a tele
phone number and call them back.
“But sometimes this docsnt always
work because you have no real proof
that Uu-y mually are who they say
they are”

It a consumer suspects something
fishy. he can always report the call to
the Better Business Bureau. A speail
i name ot address wiuld be helpful
100, but be wary of whom you talk to
over the phone. he says

*“This is not a fool-proof method and
there is no guarantee that it will
work. But at least il 15 one way to
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find out who ts interviewing you and
helps put you on gulrd next time you
receive a call.” he explains.

It is important for people to real-
ize the difference between the market
research survey and telephone solic-
iting because surveys are a vital mar-
keting tool. Since so many firms are
using the method fraudulertly and are
deceiving the public, consumers must
do something lbmn it by at east pass-
ing the call onto the Better Business
Bureau.

"'Since the phone is one of our most

consumers
this growing lack of confidence in con-
sumer research surveys.” Johnson
conctudes.

press conference Friday st Arie's Te-
x2c0, 24800 Evergreen Road, South-
fleld.

During an interview later. Ross sad
uneMCl.)ﬂ!d creation of a bil re

State's office and agree to certain
guidelines. That act was approved by

“the Legislature-and goes into effect

March 1

THE MICHIGAN Autormobile Deal
ers Association (MADA) is now back-
ing a Lill which would restruct the act
to repair fees in excess of §50, Ross
said. Such an ammendment. If
passed, would severety Lmit the effec-
tiveness of the bill. he saif

According to a study conducted by
the MCL. the average car repair bl
in Mlchlm is $45.

the MCL charges Friday at his deal
ership in Detrot. MADA offices in
East Lansing were closed

Walter Czarnecki, owner of Roger
Penske Chevrolet, sad he

that additional repatrs be done at ro
cost to the customer

The law also requires mechanics to
be licensed in specific areas of repair.
Ross said

To insure that repmlau.lm il
be able to refund money if necessary.
one section of the law requires all-fa-
Cilities to obtain a $10.000 surety bond
Ross said it was later determined that

passed by the Michigan Semate and
sent to the House which would elim-
nate that section of the law. Ross
id

It was that ammendment to which
the MADA has now attermpted to add
a provision hmiting the extent of the
law to repairs exceeding §50. he said

According to Ross. the Governor's
office and the State Attorey Gener-
al’s office are both oppomng the am-
mendment as 1t now stands

The ammendment 18 in a House
commitiee and cxpected to come be
fore the Hnuse when it reconvenes
Jan 13
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isn't sure why MADA is seeking to es-
tablish a $50 minimum requirement
but suggested it may have been pro-
posed as a means of reducing the ““vo-
tuminous paperwork” which will be
Renerated by the new law He added
that he personally favors the law

“'In my opinion.” he saxd. “the taw
is & long time coming "

Under provisions of the car repair
law. car owners must be given a writ-
ten estimate by an auto repair shop
prior to any repairs. That estimate
may not be exceeded without the per-
mission of the car owner.

In addition, the repair shop must re-
turn all parts which were replaced.
And, after repairs are compiete, the
service facility must provide a de-
tailed statement listing what was
wrong with the car. what repars
were requested. what repairs were
completed and who did the repaurs

THE LAW empowers the Secretary
of State's office to handie and resolve
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