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Analyze quote
“Those who enter to buy, support me.  Those who come to flatter, please me.  Those who complain, teach me how I may please others so more will come.  Those only hurt me who are displeased but do not complain.  They refuse me permission to correct my errors and thus improve my service.”  - Retail Pioneer Marshall Field
					______________
Mr. Field states that there are several types of customers that he provides a service to.  He mentions first the customer who does what he hopes they will do and that is to enter his establishment and purchase something.  It is through them that, as he puts it, he is supported.  He further goes on to acknowledge those who are fans of his company, the ones who seek to flatter him.  I like his statement that this pleases him showing that he is not a calloused business man but rather, one who appreciates the fact that his store does have a fan base.  The crux of the message lies with the statements regarding complaints.  He says that those who complain allow him to fix or address any concerns in the operation of his business but those who simply walk away, failing to give any justification for their refusal of further business without any explanation, provide him with no method for understanding why they have left and what problems need to be addressed in order to avoid the loss of others for similar reasons.
I think it is correct and I really like this statement because he is able to bring out a vivid image of not only some very basic differences in shoppers but also strikes the subject of what actually allows him to keep attracting people to his store that have his improvement in mind.  Few business come about with a perfect design right from the start and as Marshall shows here, the room for improvement as an organization grows is fueled by suggestions or feedback for improvement, otherwise referred to as complaints.  If a business owner is satisfied with maintaining and does not seek feedback or complaints from the customers, the business is doomed from that point.  If a business owner asks for and embraces complaints, this is then an opportunity to grow and improve.  By doing so, he then improves his standing in the eyes of the complainer and even more importantly, in the eyes of the non-complainers who were about ready to go elsewhere.  Even when a customer is a big fan of a store, they still get excited or rejuvenated when they see improvements, upgrades, and other changes.  Stores which have been around for a while often go through a revitalization period after which it is common to have a “Grand Re-Opening” to celebrate and communicate the fact that such improvements were made.
Companies of all kinds spend huge sums of money every year hiring consultants who are experts in their field.  They are then expected to make suggestions which will create a more pleasant shopping experience while also improving the bottom line.  Complainers may be similar to consultants and often times know the company even better than an outside consultant.  Even better, stores who chose to listen to suggestions or complaints are receiving free consultant feedback and it is very likely to help them to grow positively.  If the company is poised to recognize it for what it is, a complaint is a golden opportunity to improve in an area that will truly make an impact and it only costs them if they chose not to listen.

 Reflection
[bookmark: _GoBack]The biggest thing that I took from this assignment was that the pivotal moment for any company is the moment they realize and accept that the customers’ complaint is actually a key to unlocking greater success.  If an organization will not or cannot accept criticism and complaints, they are telling the customer, “we know what you want, better than you do and you cannot tell us otherwise.”  A customer who does not receive the things they came to the store for will soon stop coming to that store but the customer who expresses their concerns and is listened too and then sees results, becomes a more loyal customer.
