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ESOMAR hits selling disguised as research

BY LYNN COLEMAN
Assistant Managing Editor

SELF-REGULATION of telemarket-
ing activities is being called for by
ESOMAR (the European Society for
Opinion and Marketing Research) to
stem potential backlash against mar-
keting researchers.

At issue is the practice known as
*‘sugging,’’ an acronym for *‘selling
under the guise of market research,”
which has become a major problem
in Europe, according to Fernanda
Monti, secretary-general of ESOMAR
in Amsterdam.

A discussion docement was drafted
last year by John Downham, outgoing
chairman of ESOMAR's Committee
on Professional Ethics and Standards,
and submitted to key marketing asso-
ciations and research companies world-
wide for comment. The comments re-
ceived so far favor adoption of the
proposal, Monti said, and many re-

The public may becomelincfeaﬁing:ly
irritated with unsolicited calls, especially
if they’re for sales purposes.

—Fernanda Monti

Secretary-General, ESOMAR

spondents suggested that the tone of
the draft document is not strict enough.

Downham, a research consultant and
retired head of marketing research at
Unilever in London, is studying the
comments and will submit a final ver-
sion of the document to the ESOMAR
council for approval at its February
meeting.

FEAR OF LEGISLATION is the
driving force behind the proposal.
Monti said Germany has passed a law

Without good research,
quality is shot in dark

BY JOHN R. HAUSER
and ROBERT L. KLEIN

EXPERTS IN every branch of engi-
neering, design, and manufacturing
preach the gospel of quality, and more
companies are making quality part of
their advertising and corporate goals.

Unfortunately, too many marketing
researchers think quality is a problem
for the engineers alone to solve. Or
they think that their only role is to
point out how bad the problem really
is.

In reality, the role of marketing re-

John R. Hauser is a professor at the
Harvard University Business School,
Cambridge, Mass. Robert L. Klein is
executive vice president of Informa-
tion Resources Inc., Waltham, Mass.

prohibiting companies from calling peo-
ple in their homes for any reason.

**We don’t want that to happen ev-
erywhere,”" she said.

Because of the interdependence of
European countries, legislation in one
country has a negative effect on all
European marketing research firms,
Monti said. ESOMAR also is con-
cerned that the growing use of tele-
marketing will have increasing effects
on response levels to telephone re-
search.

The general public often is unable
to differentiate between marketing re-
search and telemarketing, she said, and
may become increasingly irritated with
unsolicited calls, especially when they
are for sales purposes.

AS IT STANDS, the draft docu-
ment outlines the dangers of sugging
for the marketing research industry and
offers recommendations for self-regula-
tion that may help marketing research-
ers avoid the difficulties of restrictions
imposed from outside the profession.

The recommendations include the
following:

@ When marketing research and tele-
marketing are carried out within the
same organization or group of compa-
nies, the two activities should be clearly
differentiated in the minds of consum-
ers. Different company names and busi-
ness addresses should be used in con-
ducting the different activities, even

CONTINUED ON PAGE 24
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searchers is much, much larger.
Without good market research, the
company aiming for better quality may
be taking a shot in the dark, because
defining exactly what quality means
is a job that can be done best by mar-
ket research.
CONTINUED ON PAGE 2
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Marketing News

3. marketing managers

4. IBM PC/IXT/AT or compatibles, two
floppy drives or one & o hard drive, pninter.
DOS 2.1 or later: 256K

5. 8199

PRACTICAL MARKETING
SOFTWARE

Suite 101

139940 Olive Street Rd.

Chesterfield, MO 63017

1314) 434-5254

. DIRECT LINK

2. enables advertisers 1o dial publishers &
download sales leads directly o a micro-
compuler

3. sales & marketing

4. IBM PC ur compatibles. Hayes 1200B
or compatible modem (mternal or external)
uperating at 1200 baud

5. 8595,

REMOTE CONTROL

P.0). Box 2861

Suite E

13200 Ocean Ave,

Del Mar, CA 92014

(619) 481-8577

. TeleMAGIC

1. pop-up seripting capabilities, autodal-
ing. (ull order-entry system that is rela-
tonal with contaet record lile. scheduler.
tichler file. & word processor

X welemarketing

4. IBM PC or compatibles; 300K

5 495-3795

STILES/BRADLEY INC.

HOI Vine St

Chattanoopa, TN 37403

(615) 756-H647

O PHIL ('hvsician Information Line)
2 phvsician teterral seevice and appoint-
ment scheduler

Vohealih care

1N

SN A

THU E BASIC INC.
A9 S0 Muin St
Hunaver, NH 03755
(KM [RBANIC

I HISK

CONTINUED FROM PAGE 42

2. helps analyze decisions using prefer-
ence lunctions

3. graduate business students & corporaie
users engaged an risk analysis & applied
forecusting

4. IBM PC or compatibles: 320K

5. special site price for academic users:
$£79.95 for corporations.

WATTS COMPUTER SOFTWARE
P.0. Box 159

Westclilf-on-Sea

Essex 550 9UG

United Kingdom

(702) 342339

. Nomifax

1. chooses product names & analyzes their
value for a given market

3. markeung & product development per-
sonnel

4. IBM FC or compatibles

5. NAL

WALONICK ASSOCIATES INC.

6500 Nicollet Ave. S.

Minneapolis, MN 55423

(612) 866-9022 (Minnesota)

(800) 328-4907

1. Stat-Packets

2. staustical analysis & forecasting lor Lo-
tus & Symphony

3. marketing research

4. [BM PC/XT/AT or compatibles: 256K
5. $24.95 each: 589.95 fora complete mar-
keting research bundle.

1. StatPac Gold

2. swtistical analysis & forecasting
3. survey & marketing research

4. same as above

5. $595. M

Bookshelf

Focus Groups

By June Farley Templeton, Probus Pub-
lishing Co.. 18 N. Clinton S1.. Chicago,
IL 60606, 315 pp.. 524.95. A puide for
marketing and advenising professionals that
explains how to desipgn and organize locus
groups. A

Quality —

CONTINUED FROM PAGE 2

early customer feedback., in-use analy-
ses identify product improvements. and
periodic customer input identifies so-
lutions to problems before they under-
mine a product’s reputation.

When CDE is implemented prop-
erly, the benefits are tremendous.

Because the product is designed and
built with customer input. the customer
is willing to pay for the product’s bene-
fits. This means higher margins and
more sales. Because engineering, manu-
facturing. and quality control are in-
volved from the beginning. because
key tradeoffs are made early, because
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the focus is on relevamqualities through-
out the design and manufacturing pro-
cess. the complete costs are decreased
and the product is perceived by cus-
tomers as being better built.

All of this leads to a competitive
advantage that is hard to beat.

Qur example was drawn from auto-
mobiles. but CDE applies to almost
any product. The heavy-duty. fast-
action feel of the keyboard. the crisp-
ness of the text on the monitor. the
effective speed during an application
program, and the quietness of the cool-
ing fan affect the image of a desktop
compuler.

Even in services. CDE establishes
the appropriate level of personal con-
tact and which protocols have the right
professional image. /A

Make sense of your data with...

STRATMAP"

GRAPHIC SOFTWARE

Now, perceptual mapping is easy...

you visualize research with precision.

« Create boardroom-quality graphics.

« Download up to 10,000 numbers.

« Summarize up to 96 tables on one correspondence map.

« Measure relationships among all categories with a ruler.

« Automatically test significance. « Use ASCII or Lotus files.

« Menu driven on PC compatibles(640K). » Color or monochrome.

Full version $495, student version $9.95. Satisfaction guaranteed.

FREE DEMO DISK & MANUAL

Call Betsy Goodnow at (309) 677-3299 for free demo and manual.
Market ACTION, Inc.

Bradley University = Business Technolagy Center » Peoria, IL 61625

(Inquire about workshops on multiple correspoendence analysis.)

Reader Service Card No. 167

At Elrick & Lavidge, we value
the kind of people who won't
stop at 100%. Without them, our
nationwide data collection and
data processing facilities would
be useless.

That's why we attract the
calibre of people we do~plan-
ners, thinkers and research
analysts from backgrounds like
computer science, Conomics,
marketing and psychology.

These are people who come
to you already up to speed on

your issues and speaking your
language—like Chet Zalesky, at
left, Senior Account Manager,
publisher of research articles and
designer‘of analvtical plans and
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