Creating goodwill
Is there a company or organization with which you won’t do
business or give a donation because you feel it has not
treated you right? Many of us have this aversion to giving
more to those who don’t do well by us.
Just a few weeks ago I bought an item at Radio Shack. I was
assured that returning it would not be a problem. Well, it
wasn’t a problem per se, other than they required my full
address, phone and God knows what else, in spite of the fact I
had the receipt and the credit card in hand. Then, I didn’t
actually get the credit until I got American Express involved.
After a few days, the credit was done and I had goodwill
toward Amex, but resentment toward Radio Shack. Making a
return there was a hassle, to say the least, and with that in
mind, I won’t be buying anything at Radio Shack if it can be
avoided.
Goodwill has to do with how we treat others, and how others
treat us. If we are treated badly or indifferently, we don’t
like it. No amount of advertising or public relations will
compensate for lack of goodwill. Radio Shack could have
everything on sale, but I am not going to shop there.
If a company makes goodwill an integral part of their sales
and marketing (and operations), it will pay off. Goodwill
creates happy customers. Happy customers may become repeat
customers, and even goodwill ambassadors. If you have a good
experience with something, you will share it. Similarly, if
you have a bad experience, you will share it, and that will
take the lack of goodwill viral.
With social media, large organizations have the chance to
interact directly with people. When I had the problem with
Radio Shack, I mentioned the company in a couple of Tweets.
And guess what, NO response.

More importantly, those of us who use social networks
regularly have a chance to build goodwill with our followers
(groups). We can answer questions, re-tweet posts, offer
encouragement, support causes. And the payoff is goodwill.
We are more likely to associate with people and organizations
to which we feel goodwill.
What are you doing to create goodwill?

